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Introduction
The 2025 ‘Hybrid Working in the Contact Centre’ survey paints a picture of the current state of hybrid working in 
the new world of work.

Topics covered include:

• Where are organisations on their hybrid working journeys?

• What hybrid models are they using?

• What are their future WFH plans?

• What WFH/hybrid issues are they experiencing?

• What benefits are they realising?

• What WFH/hybrid technologies are businesses investing in?

The survey was conducted by Pitch Market Surveys in partnership with The Forum, Cnect Wales and Spacial.

100 Contact Centre Professionals completed online survey questionnaires between April 10th and June 20th 2025.

The Hybrid Working in the Contact Centre survey was conducted online and promoted via direct marketing and 
social media by Pitch Market Surveys and its partners.

Methodology

To encourage participation, individuals that completed the survey were entered into a free prize draw to win 
£500 of retail vouchers.

The Survey involved approximately 20 questions and took an average of 5 minutes to complete. 80% of all 
questionnaires started were completed from beginning to end.

Individual responses were treated entirely confidentially and aggregated for analysis purposes.
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Are Managers ready for the 
challenge?
60% of respondents felt that their organisation 
provides Managers and Supervisors with 
su�cient Training and Advice to support 
home/hybrid workers; while just 12.5% consider 
that it doesn’t.

Survey highlights: 

Executive Summary
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Return to the o�ce?
71% of respondents stated that three-quarters 
or more of their contact centre advisers 
currently work full or part time from home. By 
the end of 2027, the corresponding figure is 
predicted to be 65%. While this shows that 
industry professionals expect a significant 
number of people to return to the o�ce over 
the next 2-3 years, that movement is perhaps 
not as great as some industry analysts have 
recently predicted.

Various hybrid models
The most popular hybrid model employed in UK 
contact centres is one where people work 
flexibly between the home and the o�ce (i.e. 
not consistent days each week) and where 
EMPLOYEES decide where they work on any 
given day (39% of respondents). The set days at 
home and set days in the o�ce model 
(including anchor days) is also popular (28%), 
while the flexible working between the home 
and o�ce where EMPLOYERS decide where 
people work on any given day model was used 
by just 14% of organisations. Just 6% employ a 
model where people either work 100% in the 
o�ce or 100% at home. 

Issues and benefits 
associated with WFH/hybrid 
Workplace Culture (63% of organisations) and 
Pastoral Care (53%) are the top two issues 
cited by respondents as key hybrid working 
ISSUES, followed by Communicating 
E�ectively (48%) and Managing Remotely 
(40%).

The main benefits of hybrid working given by 
respondents were Happier and More 
Productive Employees (75% of organisations), 
a Lower Carbon Footprint (55%), Reduced 
Attrition/Absenteeism (53%), Additional 
Business Continuity (50%) and Lower 
Operating Costs (48%).

Performance of WFH vs 
o�ce teams
The majority of respondents say that the 
performance of their homeworking teams 
is comparable to that of o�ce-based teams 
against all the criteria given within the 
questionnaire (including attrition, absenteeism, 
customer experience, and quality of service). 

For most criteria given, there is a slightly 
greater chance of homeworker team 
performance being better than that of 
comparable o�ce-based teams. This is 
particularly notable when it comes to 
Absenteeism, Attrition and Customer 
Satisfaction. Average Handle Time is likely 
to be slightly higher amongst homeworkers; 
while there was nothing to choose between 
the Productivity of home and o�ce workers. 

Significantly, 58% of respondents said that it 
is easier to recruit homeworkers than o�ce 
workers; while 52% said that it is easier to 
retain homeworkers. Conversely, 63% of 
respondents said that it is more di�cult to 
train homeworkers than o�ce workers; and 
47% said that it is more di�cult to manage 
the performance of their homeworkers.  



Live adviser vs 
digitally-delivered customer 
service 
Voice (used by 95% of organisations), email 
(90%) and webchat (75%) are the most 
commonly used communications channels 
within customer contact centres. Automated 
Voice/ IVR (used by 60% of organisations) and 
Social Channels (53%) are the next most 
popular. This indicates the reliance on 
people-delivered service within the industry in 
2025 - albeit AI is now being used in 24% of 
contact centres. 

Despite the massive e�orts of organisations 
over recent years to digitise and automate’, 
under a third of respondents (32%) believe that 
digitised communications will be the most 
common form of customer contact by the end 
of 2027... with human operators not only 
managing contacts over the phone but also 
over digital channels such as email, social 
media and webchat.

And even when asked about the situation 5 or 
more years out, respondents were still unclear 
about the potential impact of self-service and 
AI on the service industry. While a little over a 
third of people (36%) expect the majority of 
customer contacts to be handled by AI and 
automation in 2030, a much larger percentage 
(64%) were either ‘not sure’ or felt that human 
contact would still dominate the contact centre 
industry.

WFH and self-scheduling 
hours
84% of respondents agreed that flexible 
working gives its employees the opportunity 
to enjoy a better work-life-balance. Despite 
this, just 8% of respondents said that their 
organisation gives its contact centre 
employees the ability to self-select their work 
schedules....... a capability often associated 
with achieving a better work-life-balance 
through flexible working.

Executive Summary (Cont.)
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Enhancing technology
A massive 83% of respondents in our 2025 
study stated that they had enhanced their IT, 
or Information Security, to enable home and 
hybrid working. Only 4% said no, the rest 
were unsure. 



Foreward by Pitch/Spacial
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Homeworking for o�ce workers is nothing new.  Sales and consulting teams, for example, have spent 
decades working from home (WFH) as it made little sense for them to make the morning commute each 
day. Then there have always been o�ce workers physically unable to come into the central o�ce - say 
because they lived too far away or because they lived with a physical or mental disability.    

Learnt experiences is a great starting point from which to consider your organisation’s future strategies and 
models. Because while most UK businesses have only planned for and managed Hybrid and WFH teams 
since the first Covid lockdown in March 2020, there is plenty of good practice that existed before that date.

Our ‘Hybrid Working in the Contact Centre’ survey series provide a unique insight into how opinions and 
experiences towards home and hybrid working have changed over time. 

When asking early adopters about their homeworking experiences in 2016 and 2019, our respondents were 
typically organisations that had unlocked commercial advantages (or could potentially o�er those 
advantages) through a WFH/hybrid model, or that had already responded to employee requests for WFH.

By the time we asked the same questions in 2022, contact centres had already experienced homeworking, 
typically as a result of forced lockdown. And on to 2025, when o�ering home and hybrid working is much 
more of a free choice for centres – albeit it has become a firm favourite with the UK contact centre’s million 
employees. 

The premise behind our surveys has always been a simple one. We ask 100 UK centres to answer 20 key 
questions in return for an aggregated view of WFH/hybrid experiences based on responses from 99 other 
centres. In doing so, we’re o�ering what we believe is a balanced and independent analysis, not one based 
on any particular bias or agenda.

We hope you enjoy reading the 2025 ‘Hybrid Working in the Contact Centre’ survey eBook.

You can find the 2020 and 2022 survey eBooks on the Resources section of the Spacial website at 
spacialworking.com

Michael Gray

Chief Strategy O�cer, Spacial
and Director, Pitch Market Surveys 



Foreward by The Forum
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Foreward by Cnect Wales

As the world of work continues to evolve, understanding how organisations adapt to hybrid and remote 
models is more important than ever. This research o�ers a timely and comprehensive snapshot of how 
centralised service operations across Wales—and beyond—are responding to these shifts.

From workforce structure and job roles to the adoption of homeworking, hybrid models, and emerging 
technologies, the findings shed light on both current practices and future trends. Topics explored include 
performance comparisons between o�ce and home-based sta�, work-life balance, training, IT 
enhancements, digital and AI adoption, and how contact centres are preparing for 2027 and beyond.

Cnect Wales is proud to have supported this research by encouraging participation from our member 
network, which includes over 300 organisations and 35,000 professionals in centralised service roles. We 
extend our sincere thanks to those who took part—your insights provide real value to the wider industry.

This e-book not only captures where we are now but also points to where we’re headed. We hope the 
findings spark reflection, conversation, and innovation across the sector.

Sandra Busby
Chief Executive O�cer
Cnect Wales

As a champion of best practice, we were happy to assist with this benchmarking and delighted that so 
many of our 150+ members demonstrated their interest by completing the survey.

When using benchmarking it is worth understanding that sometimes we must look “Beyond the 
Benchmark” as just comparing and contrasting against an average and looking whether as an organisation 
we are perceived “better” or “worse” can sometimes cause more issues than it solves.

Our ask is that you always consider the “Why” when comparing these benchmarks with your own 
organisation and consider the reasons that may cause the di�erence. By doing this, you learn so much more 
than just thinking are we better/worse or above/below.

Finally, please consider the following 3 items as we believe at The Forum, this will allow you to get the most 
out of this document:

• Understand benchmarking is always a snapshot
• Don’t fixate on good/better, above/below consider the why this could be?
• Consider ranges and distributions when available

Dave Vernon
Director of Membership & Best Practice,
The Forum



Size of your contact centre
69% of respondents work in centres with 100 seats or more. 

99% of people gave their experiences across their organisation’s in-house contact centre estates 
(although some of this number may have included the experiences of outsourced partners too). Just 1% of 
respondents solely used an outsourced partner.

0 - 20 seats

6%

21 - 50 seats

8%

51 - 100 seats

11%

101 - 250 seats

22%

251 - 1000 seats

27%

1000 seats+

20%

We don't have
a contact centre

5%
We use an 
outsourcer

1%
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Financial Services

37%

Healthcare

2%

Other

30%

IT and Telecoms

8%

Manufacturing

1%

Utilities

6%

Public Sector

7%

Media

1%

Retail

8%

Industry sector
Organisations in the Financial Services sector account for 37% of all responses, 
8% are from the IT & Telecoms and Retail Sectors, and 7% are from Public Sector.
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Area of Employment
Over two thirds (68%) of respondents are engaged in Customer Service work, 2% in Sales, and 
1% in Legal Advice. The remaining 29% work in a variety of functions from Resource Planning 
and Operational Support to HR and Dispute Resolution.

Sales 2%

Customer service 68%

Other 29%

Debt Collection 0%

Legal Advice 1%

Retentions 0%
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Job Role
Over two thirds (68%) of people gave their job roles as Manager/Head of Department/ Director.

Head of
Department/ Director

39%

Manager

29%

Team 
Leader/Manager

9%

Support
(e.g. training, IT or quality 

specialist)

11%

Other

12%
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Do you currently operate homeworking 
within your customer contact centre?

11

98% of people stated that their organisations currently operate homeworking within their centre(s).

98%

2%

YESNO
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What percentage of your adviser 
population CURRENTLY work 
FULL or PART TIME from home?
Of those people who stated that their organisations operate homeworking, 71% reported that over 
three-quarters of their adviser populations work full or part time from home. 

Just 20% stated that under a half of their adviser populations work full or part time from home.

1 - 24%

14%
25 - 49%

3%

0%

3%

75 - 99%

38%

100%

33%

50 - 74%

9%
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The most popular hybrid working model is one where people work flexibly between the home and 
the o�ce with EMPLOYEES deciding where they work on any given day (39% of respondents).

The next most popular is one where people work set days at home and set days in the o�ce 
(28% of respondents).

100% from home or 
100% from o�ce

6%
Set days at home and 
set days in the o�ce

28%

Flexibly between home & o�ce 
(with EMPLOYEES deciding 

where they work on any day)

39%
Flexibly between home & o�ce 
(with THE BUSINESS deciding 
where they work on any day)

14%

Other

13%

14

How does your organisation currently 
operate hybrid working?



What percentage of your adviser population 
do you think will be working FULL or PART 
TIME from home by the end of 2027?

65% of respondents believe that over three-quarters of their adviser populations will work full or 
part time from home by the END OF 2027. 

This can be compared with responses to Q7, where 71% of people reported that over three-quarters 
of their adviser populations CURRENTLY work full or part time from home... suggesting a minor but 
notable move back to the o�ce over the next 2-3 years.

  0%

5%

25 - 49%

8%
100%

33%
50 - 74%

11%
75 - 99%

32%

1 - 24%

11%
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What are the main issues you face with 
operating home-based teams?
(multiple responses allowed)

Workplace Culture (cited by 63% of people) and Pastoral Care (53%) are the main issues 
people stated that they are currently experiencing with home and hybrid working models.

48% cited E�ective Communications as a key issue and 40% Remote Management.

Trust

22%
Communicating 

e�ectively

48%
Training

29%

Pastoral care
(mental health concerns, 

isolation worries etc.)

53%

Workplace 
culture

63%

Managing 
remotely

40%

Recruitment/
attrition

4%

Technology/
security

27%
Other

13%
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What have been the main benefits of 
homeworking to your organisation? 
(multiple responses allowed)

Happier and More Productive Employees is the most frequently cited benefit 
of homeworking (75%), followed by a Lower Carbon Footprint (55%) and 
Reduced Attrition/Absenteeism (53%).

Lower operating 
costs 48%

Scheduling 
flexibility 45%

Lower carbon footprint
(less travel & congestion, fewer buildings) 55%

Improved customer 
experiences 10%

Happier and more 
productive employees 75%

Reduced attrition/
absenteeism 53%

Traditional recruitment 
barriers removed 28%

Additional business continuity

Other 8%

17

50%



Attrition

Absenteeism

Productivity

Customer 
Experience

Net Promoter 
Score (NPS)

Customer 
Satisfaction

Quality of Service

Average Handle 
Time

In the last 12 months, how did the 
performance of your homeworkers 
compare with o�ce workers with regards:

In ALL areas, the performance of home/hybrid workers is deemed to be ‘about the same’ as o�ce workers.

It is notable, however, that home/hybrid workers perform slightly better than o�ce workers in the area of 
Attrition and Absenteeism (i.e. these markers are likely to be lower); while Average Handle Time amongst 
home/hybrid workers is marginally higher. There was considered to be nothing to choose between home 
and o�ce workers when it comes to Productivity.

BetterAbout the 
sameWorse

32%

37%

16%

15%

15%

16%

13%

13%

64%

60%

68%

79%

81%

79%

78%

70%

4%

4%

16%

6%

4%

5%

8%

17%
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Does your organisation provide its 
Managers and Supervisors with su�cient 
training and advice to enable them to 
manage, train and support 
work-from-home teams?
60% respondents felt that their organisations provide Managers and Supervisors with su�cient 
Training and Advice to support home/hybrid workers; while just 12.5% consider that they don’t.

60%

28%

12%

No, but...
my organisation 
is trying hard to

NoYes
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What technology channels do you use for 
customer communications?
Voice (used by 95% of organisations), email (90%) and webchat (75%) are the 
most commonly used communications channels. Automated Voice/ IVR (59%) 
and Social channels (53%) are the next most popular.

This indicates the reliance on people-delivered service within the industry in 
2025 - albeit AI is now being used in 24% of contact centres.

20

Other

9%

Automated Voice
(i.e.IVR)

59%

Voice
(i.e. live person)

95%

Email

90%

Mobile texting

25%

Social channels

53%

Webchat

75%

Artificial Inteligence 
(AI)

24%

WhatsApp/
Telegram/Other 

OTT services

13%



What % of your customer contacts
are (mainly) handled by live (human) 
advisers today?
Findings from the previous question are also reflected in this chart - with 87% of people stating that 
over half of all customer contacts are being handled by live (human) advisers in their centre(s).

0 - 25%

1%

25 - 50%

11%

50 - 75%

35%

75 - 100%

52%
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It is EASIER to...

Significantly, 58% of respondents said that it is easier to recruit homeworkers than o�ce workers; 
while 52% said that it is easier to retain homeworkers.

Conversely, 63% of respondents said that it is more di�cult to train homeworkers than o�ce workers; 
and 47% said that it is more di�cult to manage the performance of homeworkers.  

...recruit homeworkers
 than o�ce workers

... monitor the work
 quality of
 homeworkers
 than o�ce workers

... manage the
 performance of
 home-based teams
 than o�ce-based
 teams

... train home-based
 teams than
 o�ce-based teams

58%

4%
38%

4%

39%
8%

47%
45%

11%

63%
26%

52%

9%
39%

3%

36%

Agree Neither agree or disagree Disagree

...retain home workers
 than o�ce workers

...monitor the data
 security of
 homeworkers than
 o�ce workers

22

57%

62%



My organisation gives its employees the 
opportunity to work flexibly so they can 
enjoy a better work-life balance

Disagree

5%

 Neither agree or disagree

10%

 Agree

85%

85% of respondents agreed that providing flexible working gives its employees 
the opportunity to enjoy a better work-life-balance.
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Can your contact centre employees 
self-select their own work schedules?

Despite the responses to the previous question, only 8% of respondents said that their 
organisation gives its contact centre employees the ability to self-select their work schedules... 
a capability often associated with achieving a better work-life-balance through flexible working.

Over a third of respondents (36%) stated that their organisation partially allows work schedule 
self-selection.

Partially

36%

No
56%

Yes
8%
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Has your organisation enhanced its IT, 
or Information Security, to enable 
home-based working?
A massive 83% of respondents in our 2025 study stated that they had enhanced their IT, or 
Information Security, to enable home and hybrid working. Only 4% said no, the rest were unsure.

Yes

83%

Not sure

13%No
4%
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The majority of our customer contacts 
will be handled via digital channels
(i.e. not via a phone call to a human 
operator) by the end of 2027

Agree

32%
Neither agree or disagree

26%
Disagree

42%
26

We noted from previous questions a heavy reliance on the ‘personal human touch’ within contact centres today. 

Responses to this question reinforce that point, suggesting that the availability of phone-based customer 
contact, while slowly diminishing, is not expected to go away anytime soon. 

Despite the massive e�orts of organisations over recent years to ‘digitise and automate’, under a third of 
respondents (32%) believe that digitised communications will be the most common form of customer contact 
by the end of 2027...... with human operators not only managing contacts over the phone but also over digital 
channels such as email, social media and webchat.



The majority of our customer contacts 
will be handled by self-service and AI 
technologies (i.e. not by humans) by 2030
And even when asked about the situation 5 or more years out, respondents were unclear about the 
potential impact of self-service and AI on the service industry.

While a little over a third of people (36%) expect the majority of customer contacts to be handled 
by AI and automation, a much larger percentage (64%) were either ‘not sure’ or felt that human 
contact would still dominate the contact centre industry in 2030.
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Yes

36%

No

35%

Not sure

29%



Company Profile

Championing Centralised Services and CX Management

Cnect Wales proudly represents the interests of over 300 businesses across Wales, employing approximately 
35,000 individuals in frontline positions. We collaborate with any business that has centralised services or drives 
its operations through Customer Experience Management (CXM). Unique is our dual o�ering of operational and 
strategic support, Cnect Wales is the only network providing free membership to businesses with centralised 
services, ensuring over 95% market penetration.

Established in 1999, we have evolved alongside the industry, transitioning from the Cardi� & Newport Call 
Centre Initiative to the Welsh Contact Centre Forum in 2004, and rebranding to Cnect Wales in 2022. Our 
mission has always been to drive key industry changes and provide relevant products and services, especially as 
AI and hybrid working transform our members’ operations.

Our members, include Contact Centres, IT Helpdesks, Shared Service Centres, Telemarketing functions, and BPO 
operations. They span many sectors including Financial Services, Technology, Retail, Housing Associations, 
Public and Private Sectors, Local Councils, Recruitment, Sales, and Service.

We are delighted to join in this crucial research as companies navigate the ever-changing home working and 
hybrid working landscape. Striking the right balance between business needs, customer satisfaction, and 
employee well-being is paramount. With the increasing preference for remote work, it is essential for companies 
to ensure that o�ce time is valuable, making it fun, interactive, or a learning experience.

We extend our heartfelt thanks to our members for participating in this research and contributing to the 
ongoing evolution of our industry.

We o�er our members a free help desk and benchmarking along with
our paid services which include consultancy, training, workshops,
mentoring and much more. 

If you are a supplier to this vibrant industry, please get in touch
with us to see how you can engage with our members.

For more information on Cnect Wales
please visit www.cnectwales.uk
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Company Profile

Spacial is a specialist hybrid working consultancy that helps organisations address the 
work-from-home (WFH) versus ‘back to the o�ce’ conundrum. 

Uniquely, our consultants are strategic, management and operational experts, each with years of 
experience working with leading brands in hybrid and WFH environments. 

We help organisations optimise their operating models to achieve the most cost-e�ective, e�cient 
and motivational hybrid working. 

After creating the most appropriate hybrid strategies, we deliver functional expertise for organisations 
to drive operational performance across Recruitment, Training, Communications, Sta� Engagement, 
Technology, IT and Information Security, Compliance and Leadership Development. 

Contact

Michael Gray

M: +44 7785 705587

michael.gray@spacialworking.com

www.spacialworking.com

29



Company Profile
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The Forum - Raising Standards in Customer Operations

The Forum is the only Industry body led by Contact Centre Professionals for Contact Centre 
Professionals. With a combined experience of over 100 years in the industry our team of specialists are 
here to help, support and guide you as you navigate the changing expectations of your customers and 
your people.

Join this active community to get access to:

•  The largest library of Best Practice materials ANYWHERE!
•  Access to an extensive Learning Academy o�ering Accredited training & development
•  Our industry leading In-person and Virtual Conferences: -
  • Spring, Customer Strategy & Planning
  • Summer, Best Practice Showcase
  • Autumn, #RaisingStandards
•  The biggest range of virtual networking and specialist discussion groups covering every aspect
 of our wonderful industry
•  Annual Awards programme
•  Standards Benchmarking
•  LIVE Case Studies, Webinars and more!

If you work in Planning, Insight, Quality, Front O�ce, Back O�ce, or in a Leadership role we are here 
to support. You don’t have to be a member to enjoy some of these benefits, but it helps 😊

Contact Name: Dave Vernon
Contact email: advice@theforum.social
www.theforum.social




