
https://www.5thtalent.com/


Participants
4,133

83%

6%
5%

4%

1%

https://www.5thtalent.com/


29%

57%

12%

2%

40%

39%

15%

6%

58%21%

8%

13%

https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


Use Our Survey

https://www.5thtalent.com/use-our-survey
https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://nbloom.people.stanford.edu/sites/g/files/sbiybj4746/f/wfh.pdf
https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


http://www.datanautix.com/
https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


https://flexstrategygroup.com/wp-content/uploads/2018/08/FlexStrategyGroupReportUpdateAug2018-1.pdf
https://www.5thtalent.com/


https://www.cigna.com/about-us/newsroom/studies-and-reports/combatting-loneliness/research-report
https://www.5thtalent.com/


https://www.5thtalent.com/


https://www.5thtalent.com/


Use Our Survey

https://www.5thtalent.com/use-our-survey
https://www.5thtalent.com/


https://www.youtube.com/watch?v=pZFBoBgvAvc&feature=youtu.be
https://www.5thtalent.com/


• Type of Model • Pros • Cons

In the Center
Traditional center model in a physical 
facility with no ability to work at home

• The established working model
• Higher security
• Regular face-to-face communications
• Easier to train and manage
• Easier to build a work culture

• Cost of the center
• Not the preferred model of most agents and increases 

risk of attrition
• Increases health risks from COVID-19
• Limited capacity

In the Center with Business Continuity
Traditional center model in a physical facility 
with the ability to work at home if required by 
unique circumstances like a pandemic

• Same as above
• Provides an at home option in times of need

• Same as above
• Added security risk with at home agents
• Added cost to support at home capabilities

In Center Plus Hub and Spoke At Home
A physical center supporting both full-time 
contact center agents and agents who work 
at home full-time or part of their time

Microsite Option: 
A company can eliminate their center 
and set up small microsite offices to serve 
nearby agents and supervisors

• Same as above
• Provides an at home option which is preferred by  

most agents
• At home agents can be trained on site before 

going home
• Flexibility to bring at home agents to the center 

as needed
• Increases local capacity

• Same as above
• More difficult to manage at home agents and keep 

them engaged, which increases risk of attrition and 
poor performance over time

Virtual at Home
A work at home approach that is not tied 
to a physical center which allows agents 
and management to live anywhere with a 
good internet connection

• No cost of a center
• Recruiting is not limited by location

• Not the preferred model of most agents to be 100% virtual
• It is the most difficult to train and manage virtual at home 

agents and keep them engaged, which increases risk of 
attrition and poor performance over time

• Harder to build a work culture
• Added security risk with at home agents
• Cost to support at home capabilities

Work Where You Want 
The agent can determine how much they 
want to work in the center or at home

• The preferred model of most agents
• Reduced liability if the employee chooses
• Provides the advantages of a center and a hub 

and spoke model

• Has most of the disadvantages of a center and a hub 
and spoke model

• Cost of a center but can downsize space or remove the 
center and create micro sites.
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