EXPLORING THE FACTORS BEHIND
HIGHER TURNOVER FOR WORK-AT-HOME
AGENTS VS. IN-CENTER AGENTS
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Intro

The call center industry has witnessed a significant shift in recent years, with an increasing number of
companies adopting remote work options for their agents. While this transition offers numerous
benefits, such as flexibility and reduced overhead costs, it has also brought to light the challenge of
higher turnover rates among work-at-home agents compared to their in-center counterparts. This
paper delves into the underlying factors that contribute to this phenomenon, analyzing the impact of
remote work on agent turnover and the complex interplay of various variables in this context.

Isolation and Lack of Social Interaction

One of the most apparent factors contributing to higher turnover among work-at-home agents is the
sense of isolation and reduced social interaction. In a traditional call center environment, agents have
the opportunity to interact with colleagues and supervisors on a daily basis. This interaction not only
fosters a sense of camaraderie but also provides a support network for addressing challenges and
concerns. Remote work, on the other hand, often leaves agents feeling disconnected and isolated,
leading to feelings of loneliness and potential disengagement from the job.

e According to a survey by Buffer, 20% of remote workers consider loneliness to be their biggest
struggle with working from home.

o A study by Owl Labs found that 52% of remote workers felt disconnected from their team,
which can lead to feelings of isolation and reduced engagement.

Limited Supervision and Accountability

Remote work offers agents increased autonomy, which can be beneficial for some individuals.
However, it also comes with challenges related to supervision and accountability. In a call center,
supervisors can closely monitor agents' performance and provide immediate feedback. In contrast,
remote agents might feel less accountable due to the absence of direct supervision. This lack of
oversight can result in decreased performance, leading to frustration for both agents and their
employers.

o Gallup reports that remote workers are 1.6 times more likely to strongly disagree that their
supervisor always creates an environment that supports their success, indicating potential
issues with supervision and support.

e A study by Jabra found that 60% of remote workers reported that they feel less informed
about company updates, which could lead to a sense of reduced accountability.



Work-Life Balance and Burnout

While work-at-home arrangements promise better work-life balance, they can sometimes blur the
boundaries between work and personal life. Without clear separation between the two, agents may
struggle to "clock out" mentally, leading to burnout and reduced job satisfaction. In a physical call
center, leaving work at the office is more feasible, which could contribute to a more sustainable work
pace and better long-term retention.

o A FlexJobs survey discovered that 75% of remote workers experienced burnout, often due to
the difficulty of separating work from personal life.

e According to the American Psychological Association, remote workers report higher levels of
stress and struggle to disconnect from work-related matters.

Technical Challenges and Infrastructure

Remote work relies heavily on technology and infrastructure. Technical issues such as unreliable
internet connections, software glitches, and hardware malfunctions can lead to frustration for remote
agents. In contrast, in-center agents benefit from dedicated IT support, ensuring a smoother work
experience. These technical challenges can create a sense of helplessness and negatively impact job
satisfaction, ultimately leading to higher turnover.

e A study conducted by Lenovo found that 52% of remote workers experienced at least one
technology issue per week, leading to frustration and inefficiency.

e Inasurvey by Prezi, 29% of remote workers reported that they've missed important meetings
due to technical issues.

Lack of Career Progression

Career progression and opportunities for advancement are crucial factors in retaining employees. In
traditional call centers, agents can witness their colleagues' growth and advancement, fostering a
sense of aspiration. Remote agents might feel disconnected from these opportunities, unaware of
potential career paths or how to access them. This lack of visibility into career progression can
contribute to the decision to seek new employment.

o A Harvard Business Review study reveals that remote workers were less likely to receive a
promotion than their in-office counterparts.

o According to areport by Owl Labs, remote workers are 2 times less likely to have a chance of
promotion within the company than on-site workers



Communication and Training Challenges

Career progression and opportunities for advancement are crucial factors in retaining employees. In
traditional call centers, agents can witness their colleagues' growth and advancement, fostering a
sense of aspiration. Remote agents might feel disconnected from these opportunities, unaware of
potential career paths or how to access them. This lack of visibility into career progression can
contribute to the decision to seek new employment.

e A survey by Zapier found that 74% of remote workers worry about missing out on information
and company news, indicating potential communication challenges.

o Research from Gallup highlights that remote workers were 5 times more likely to strongly
disagree that they had received feedback about their work in the last six months.

Sense of Belonging and Organizational Culture

Being part of a team and aligning with the organization's culture are crucial for employee satisfaction
and engagement. In-center agents often develop a strong sense of belonging through shared
experiences and in-person interactions. Remote agents, however, may struggle to connect with the
organization's culture and values, which can impact their sense of purpose and commitment.

o Buffer's State of Remote Work report reveals that 20% of remote workers feel that company
culture and values aren't represented well in remote work environments.

e A study by TINYpulse found that remote workers are 29% less likely to strongly agree that they
know what's expected of them at work, which can affect their connection to the organization's
culture.

Conclusion

In conclusion, the higher turnover rates among work-at-home agents compared to in-center agents in
call centers can be attributed to a combination of factors. The isolation and lack of social interaction,
limited supervision, challenges in maintaining work-life balance, technical issues, career progression
concerns, communication barriers, and a diminished sense of belonging collectively contribute to this
phenomenon. Organizations looking to address this issue need to carefully consider these factors and
implement strategies that address the unique challenges faced by remote agents. Balancing the
benefits of remote work with effective support and engagement initiatives can lead to improved
retention rates and a more satisfied, motivated, and productive remote workforce.



