
Building a Solid Infrastructure
for Work-At-Home Models
in Contact Centers

Concentrix can provide a 

complete work at home 

solution to improve both 

employee and customer 

satisfaction

Is Your Remote Work Environment  Meeting 
Customer and Employee Needs?

Work-at-home models have gained popularity as shifts in the 
marketplace driven by the pandemic and emerging technologies 
are reimagining the future of work. Due to their flexibility, cost 
effectiveness, and ability to improve employee satisfaction, work-at-
home models can help accelerate business outcomes. However, 
successful implementation requires a solid infrastructure. 
Ensuring the remote work environment remains connected, 
stable, and able to grow with your company can be 
challenging. If any of these areas falls short, both the 
customer and employee experience can be damaged.

As a leader in CX, Concentrix can provide the 
infrastructure and technology needed to ensure your 
work at home contact center environment is stable, 
secure, and scalable.

Global Work at Home Infrastructure        
as a Service

Concentrix provides a complete solution to meet 
the needs of your work at home contact center 
environment. Our global work at home platform, 
telephony platform, endpoint equipment, and talent 
resources help to keep your business connected 



Security Controls

The hybrid work model is here to stay, and 
we’re well focused to address the unique 
challenges and risks associated with work-at-
home arrangements. Our security controls 
ensure the protection of sensitive information 
and maintain a secure work environment for 
remote workers—ensuring that your customer 
data stays protected.

What You Get

CCaaS Channel Routing: Cloud-based 
omnichannel routing infrastructure

Dual VDI Platform: Cloud-based tenant 
VDI enviroment

Endpoint Equipment: Asset 
management for advisors

Help Desk Support: Remote Level 1          
IT support

	• Hardware

	• Software

	• Related support and maintenance 
activities

	• Deployed across dual vendors

	• Each vendor in each region deployment 
providing redundancy

	• Maintenance of endpoint equipment 
inventory

	• Workstation imaging

	• Distribution

	• Asset tracking

	• Troubleshooting/repair activities 
performed 

	• VDI-based solution

	• Corporate owned endpoints

	• Full VPN tunnel

	• Multi-factor authentication

	• Globally distributed VPN POPs, demand- 
based scanning

	• HTTPS secure RDP connection

	• Hardened image

	• USB device blocking

	• Lock down machine

	• Remote/on-prem content filtering

	• Host integrity check with each login

	• Endpoint detection and response (EDR)

	• Extended detection and response (XDR)

	‐ Secure isolated shell on endpoints  
(segregation from base OS)

	‐ Lock down machine

	‐ Web content filtering

	‐ Hardened image

	‐ Geo-location authentication

	‐ Windows patches

	‐ AV definition files

	‐ Anti-spyware

	• Severity management

	• Troubleshooting

	• Notifications

	• Reporting

	• Triage of incoming calls

	• Decision-making on retaining service 
tickets or  dispatching/handing off to 
company resources to address change 
management
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Benefits

	• Stability: Better stability improves quality and increases 
productivity. Our solution provides network and connectivity 
consistency and infrastructure redundancy. This allows for less 
advisor down-time, fewer support issues, better voice quality 
and is easier to manage.

	• Security: Increased security saves costs and builds  
customer trust. By implementing a secure payment  
solution along with checks and balances such as  
validation, USB device blocking, and multi-factor  
authentication, our solution increases governance,  
decreasing credit card fraud, virus interruptions, and 
overall security related issues.

	• Scalability: Ensures the work-at-home environment 
can grow with your while maintaining performance. 
We help reduce risk and provide disaster management, 
which leads to less advisor down-time and the ability to  
continually meet customer expectations. 

Concentrix Experience

We’re well-equipped to provide the best work-at-
home infrastructure with expertise in contact center 
technologies, CX solutions, and a focus on accelerating 
outcomes.

Concentrix provides 
the support needed to 

ensure ongoing success 
of your contact center, 
with defined incident 
response and repair 

times for reliable 

140,000
advisors transitioned to work at home 
during the pandemic

200+
work at home implementations
for clients in past 2 years

99.9%
Platform Uptime


