
EMBRACING  
TODAY’S  
NEW NORMAL

CX Resiliency. Work-at-home.



These past months around the globe, no matter what country  
a call center agent physically sat in, government policy affected 
business – most notably with the need to migrate employees from  
a brick-and-mortar to an at-home environment, even outside the  
call center industry.

Some organizations reacted quickly and had a strategy in place to support business 
continuity, but unfortunately, not all businesses could manage the new normal. 
Average Speed of Answer (ASA) times have gone up more than 1000%, as a result of not 
being able to effectively make this migration. 

44% of companies around the globe do not offer any type of remote working platform, 
having struggled with individuals’ at-home situations, which include such reported 
obstacles as:

1.    Poor internet service in the home environment (nonexistent or suffering  
bandwidth issues)

2.    Security issues (PCI compliance, HIPAA compliance, and the like)
3.    Environmental noise interference (children, dogs, and more)
4.    Poor call quality

40% of companies  
do not have a remote 

working platform
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Yet, with all of these obstacles, over 80% of employees state that a more flexible  
and engaging work environment increases employee morale and retention.  
A Gallup State of the American Workplace study1 shows the following:

There are significant benefits on the employers’ side as well, not least among these  
a dramatic drop in operational costs. A Business 2 Community study2 reported  
the following:

 
So how do we make sense of such disparate data? More than 80% of US companies  
use flexible work locations, yet nearly half the companies around the globe offer 
no remote working platform whatsoever? Both employers and employees attest to 
increased productivity, yet ASA times have gone up over 1000%? The difference comes 
down to preparedness. 

51% of employees  
say they would change 

jobs for one that offered 
more flextime

37% would do the  
same for the ability  

to work where they want, 
at least part of the time

43% work away  
from their team 

members, at least some 
of the time

60-80% strongly agree 
that they make more 

workday progress in a 
home environment

Xerox calculated  
that it saved 92 million 

miles of driving by 
allowing its remote 

workers to avoid 
commuting, thereby 

reducing carbon  
emissions by almost  
41,000 metric tons

82% of US businesses  
are using flexible  

work locations

Workers will  
be 20-25%  

more productive

75% of people  
who work from home  

do so because  
there are fewer 

distractions

Sources:
1.    State of the American Workplace (Gallup, 2017)
2.    Kelly Wong, “25 Key Remote Work Statistics for 2020” (Business2Comunity, April 7, 2020)  

https://www.business2community.com/human-resources/25-key-remote-work-statistics-for-2020-02299342 
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For organizations that have kept pace with this digital age, 
many previous concerns with the Work-At-Home (WAH) 
platform have been solved, through digital strategies 
that complement the at-home agent. Such companies 
are able to not only serve the customer in a more 
digital environment, but also manage employees in 
the same way, with security measures deployed to 
allow monitoring, assess behavioral activities, and 
enable the connection that can go missing in the 
absence of the office environment.

Outsourcing specialist Inspiro remains focused on 
delivering the best customer experience possible, 
in every interaction with your customers across the 
globe, through every communication channel they may 
contact us through. Our global cloud platform is robust, and 
our recruiting and hiring network is set up to quickly deliver 
knowledgeable agents and resources that can scale just as quickly,  
to meet all your seasonal surges.

1.    Care requirements – We can recruit, onboard, and hire in multiple countries, 
covering domestic and select foreign locations for both your short- and  
long-term needs. 

2.    We provide comprehensive training, both local and/or virtual, with continuous 
supervisor oversight. This will include management supervision to conduct all 
monitoring and coaching, with both whisper and barge-in capabilities from any 
location around the world. 

3.    Our team also specializes in providing world-class customer experience service 
in the areas of global Workforce Management, Quality Assurance, IT Support, 
and Accounting and Payroll Services, all of which can be provided from a WAH 
platform. We have highly skilled and tenured resources with expertise in these 
areas, and they’re inspired and driven to deliver the most efficient and productive 
results, with a critical focus on costs. 

Whatever support you’re seeking, Inspiro@Home can quickly provide a comprehensive  
At-Home solution to meet your needs. 

Our at-home agents currently do Inbound Customer Care, Inbound Technical 
Support, Outbound Sales Support, Back-office Support, Chat, Email, and  
Social Media support.
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ABOUT INSPIRO
Inspiro is the outsourcing specialist with a network of 32,000 customer champions across 51 strategic locations. We deliver 
multilingual, end-to-end, value-driven CX solutions to the world’s leading brands, enabling our clients to optimize processes,  
exceed metrics, and surpass overall customer satisfaction. 
Inspiro is owned by Relia, a member of Japan’s Mitsui Group.

Inspiro@Home’s technology platform is secure and PCI-DSS-compliant:

 • Cloud-based vulnerability management and data recovery
 • Desktop as a Service (DaaS) with Thinscale
 • Cloud-based data loss prevention (DLP) software 
 • VPN access with two-factor authentication
 • Workforce Management for remote teams

Agent profiles

Typical profile of our US agents (transitioned from onsite to 
work-at-home)

 • 25-44 years old
 • At least a year of customer service experience or at least  

six months’ technical support experience 
 • High school diploma or general education degree

The typical profile of our Philippine agents (transitioned from 
onsite to work-at-home)

 • 18-34 years old
 • At least a year of customer service experience or at least  

six months’ technical support experience 
 • At least two years of college, but mostly college graduates

In the end, the work-at-home solution has been successful for Inspiro and our clients. 
Inspiro continues to support a brick-and-mortar agent function, with a mix of the  
at-home solution. We believe such a combined solution is beneficial, particularly 
with the right technology that enables appropriate security requirements, as well as 
consistent employee communication with other staff and/or management.

Inspiro has successfully deployed our at-home solution globally without compromising 
any of our key performance indicators. To date, we were able to convert 90% of our 
US team and is close to our target of transitioning 50% of our Philippine workforce 
to our at-home employee solution. All the factors certainly present it as a solution well 
worth considering, as your organization plans for the future.

For more information on how Inspiro can add value to your business processes, contact us 
at sales@inspiro.com.
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