PERFORMANCE AND
PRODUCTIVITY IN A
REMOTE
ENVIRONMENT
Increase employee retention and
drive stronger partnerships.

Learn how Afni successfully transformed our business model while providing industry-leading results.

The Opportunity

The global pandemic forced many in the contact center industry to shift to remote work. With employee
well-being as the top priority, transitioning most of our workforce to a work-from-home setup was an
obvious decision. Afterall, Afni has been offering remote solutions even prior to the pandemic through our
Afni@Home staffing model.

The Solution

Afni implemented actions learned from years of experience deploying remote solutions and the collective
expertise of our leaders to alleviate the impact of work-from-home scenarios. Key components of the
remote workplace model included:
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Technology
Distributed kits for work-from-home employees
Developed virtual desktop interface solutions that included virtualization of soft phones
Provided allowance to shoulder cost and/or upgrade of internet connection
Engagement
Rolled out the secure Microsoft Teams platform for improved collaboration between coaches and agents
Provided virtual rewards and employee recognition programs
Offered a wellness program focusing on improving mental and physical well-being of employees
Established partnerships with local governments to obtain vaccinations
Risk Mitigation
Implemented real-time network and security scoring of work-from-home agents for improved risk
analytics
Built automated business rules, by risk type, for all work-from-home agents

Real Results

Afni successfully transitioned more than
75 percent of our workforce to remote
work and allowed continuous service
delivery for our partners. The result was
strong productivity and performance
numbers during the pandemic transition
process:
Lost-time percentage in 2020 was four percent lower compared to the same period in 2019.
Employee attrition in 2020 after transitioning to remote work was 26 percent lower compared to the same
period in 2019.
Eighty percent of the impacted programs scored in the top tier (ranking first, second, or third) during the
last six months of 2020.
Afni’s ability to consistently deliver during the global pandemic led to stronger partnerships with our valued
clients and improved performance from our dedicated team of agents…and those impressive trends
continue today.
About Afni
Afni provides customer engagement solutions at each step in the customer journey. Our performance, consultative approach, and
industry expertise have earned the trust and partnership of many of the world’s leading brands. We’re a mid-sized Business
Process Outsourcing (BPO) with the ability to scale to your needs, plus the flexibility to deliver real results quickly. Customer
growth, care and retention, consumer collection, insurance subrogation, and more. Start a conversation with us to learn more.
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