
info@livevox.com  | 844.207.6663 | livevox.com  1

10 Tips for Optimizing a Hybrid 
Agent Workforce
Surveys confirm that most agents prefer a mix of at-home and on-site work options. Yet 
many contact centers have been running into roadblocks as they attempt to navigate the 
path to a successful hybrid model.  

Luckily, there are many innovative workforce engagement capabilities and strategies out there that you can use to 
ensure productivity, foster a sense of agent community, and mitigate security and compliance risks. 

Below are our top ten tips for optimizing a hybrid agent workforce:  

  SCHEDULE SMART   

Tools that allow you to automate scheduling can be an effective way to ensure optimal coverage for volume and skill sets. Supervisor 
and agents at home and on-site can be notified in real time when an agent is late starting their shift, out sick, or when a shift swap or 
time-off request has been approved. 

  UNDERSTAND YOUR TEAM’S PERFORMANCE  

The ability to track and analyze your team’s performance is vital in a hybrid work environment. Look for solutions that provide intraday 
access to performance data and allow you to overlay customer data to create intuitive, visualized real-time insights to power smarter, 
faster, informed decisions.

  PROVIDE DIGITAL TRAINING & DEVELOPMENT

Providing robust learning and development opportunities can engage and retain your agents whether they are on-site or remote. A 
digital training solution coupled with quality monitoring offers a scalable and efficient way to continuously expand agents’ skill sets. 
The ability to digitally distribute interaction recordings with coaching and eLearning tasks helps agents to better understand and 
apply the training to their behaviors, thereby increasing learning retention.

  MAKE SURE YOU STILL HAVE EYES AND EARS

With teams distributed on-site and at home, supervisors need a new approach to “walking the floor.” A robust solution for both call 
and screen recording can be an excellent way to keep a check on things. Consider tools that:  

•     Integrate well with each other and your current quality management process,  
•     Record agent workflows end-to-end,  
•     Can be paused for secure payment,  
•     Give a complete view of the desktop across multiple monitors, not just the agent panel, and  
•     Record 100% of interactions in full across all channels. 
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  LET YOUR BEST AGENTS LEAD BY EXAMPLE  

Recording 100% of interactions will give you access to a huge library of learning resources that are bespoke to your 
business. Identify the interactions of high performers and then distribute their recordings as examples of best-practice 
performance. This can be a great way to recognize top performers and help to cultivate a sense of community in your 
agents. Conversely, evaluate the performance of those that require additional support and training and provide it 1:1. 

  EMPOWER AGENTS TO FIND THEIR OWN PATH TO IMPROVEMENT   

Empowering agents to take some control over their personal development can be an effective way of building trust and lightening 
the load on supervisors.  

Providing agents with access to BI dashboards that contain key metrics and data related to their own performance as well as their 
team’s can motivate individuals to take charge of their path to growth and development.

  THINK ABOUT A SPEECH ANALYTICS SOLUTION  

Having teams working both at-home and on-site presents some compliance and performance risks. Even if you are recording all 
interactions, you can’t possibly listen to or view all of them.   

Speech analytics tools that allow you to monitor 100% of voice and text conversations can be an incredibly powerful quality 
management tool. Look for solutions that provide intraday alerts to inappropriate language, compliance concerns, or any keywords 
of your choice.    

   LISTEN TO YOUR CUSTOMERS, TOO  

Customers’ behaviors have shifted dramatically over the past couple of years, and their expectations are rapidly changing. Having the 
ability to measure customer sentiment and overlay customer satisfaction survey (CSAT) data analysis can provide you with a deeper 
understanding of what customers want and how they view agent performance. 

  FLAG RISK FAST   

When moving to a hybrid work model, unanticipated workforce management challenges are certain to surface frequently, making 
manual quality management processes a considerable time and resource drain. With new risks emerging, waiting too long for reports 
that tell you something you needed to know last week is not an option.   

An automated QM solution that records and analyzes 100% of interactions can help you to quickly identify, triage, and resolve 
issues before they impact your customers and business outcomes. This will likely involve a combination of interaction and screen-
recording, multi-channel scorecards, and speech analytics.  

  BE READY FOR ANYTHING    

Change happens fast. You need to consider whether your current contact center platform positions your operation to react rapidly to 
an environment that could shift for your business and your customers at a moment’s notice.  

Adding workforce optimization capabilities by stitching on additional third-party systems can take months of development time, 
millions of dollars, and leave you with a disjointed and uncoordinated process. A comprehensive, integrated, cloud-based solution 
will provide better outcomes for agents, customers, and your business.


