
What’s next for the switchboard?
How businesses plan to keep call service levels high 
while tackling changed roles, flexible working, and social 
distancing as we get back into the workplace.



Introduction

This is a pivotal time for facilities, operations, and office managers. 

Whilst it was great that so many were able to get their staff working from home in a short space of time, it was a 
knee-jerk reaction and a short-term fix. 

As we will show in this report, this patched ‘solution’ has caused businesses problems with their 
communications over the past year and a half. Whether they realise it or not. 

During a recent ‘Office of the Future’ event, Julia Hobsbawm, OBE, Chair of the Demos Workshift Commission 
and presenter of The Nowhere Office podcast and forthcoming book, said: 

“It’s no exaggeration to say that this is the biggest shake-up in 
the world of work for a hundred years. We should recognise 
that this is a very complex time, and none of us are going to feel 
comfortable about it. None of us have the answers. We’re all in a 
giant experiment.” 

We are going to keep this in mind as we talk through the results of our survey, which we commissioned to better 
understand how businesses plan to manage their switchboards as people begin to return to their workplaces, 
and the economy opens further. 

In this report, you’ll see what businesses did during lockdown when staff were working remotely, how many plan 
to offer flexible working patterns, and their challenges in running an efficient switchboard. 

For 56% of businesses, the phone remains the most popular way for customers to get in touch*, so it’s 
imperative they get it right!

Jess Pritchard
Head of Corporate Sector, Moneypenny

*Moneypenny Value of a Missed Call Report data.



About the data
Moneypenny commissioned a report conducted by Censuswide 
Consultants, who surveyed 200 senior facilities and operations 
managers within London-based businesses with 100+ employees 
in April 2021. 

Unless otherwise stated, all graphs and statistics are sourced 
from Moneypenny. Questions included single and multiple 
choice answer formats.
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Switchboards fell drastically 
short during lockdown

Our data shows that businesses’ handling of their 
switchboards during the 2020/21 lockdowns were far 
from ideal. 

Almost half turned their switchboards over to 24/7 voicemail, whilst 30% admitted to 
trusting on-site security to answer calls, and a third removed phone numbers from their 
websites altogether. 49% relied on their reception or front of house teams to manage 
their switchboard whilst juggling other duties. 

Only 18% currently outsource their switchboard, and just 15% that don’t already 
outsource their switchboard support, have plans to do so. Conversely, a huge 98% of 
businesses surveyed said they would consider outsourcing their switchboard - either 
partially or fully.

33% 

30% 

49% 

completely removed 
all telephone numbers 

from their website

used security teams to 
answer calls

turned on 24/7 
voicemail
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At a time when clients and suppliers needed 
more support than ever, a worrying number 

of businesses failed to provide adequate 
customer service support and put their 

reputation at risk in the process. 

A short-term reaction was understandable, 
but over a year down the line, diverting calls 
to a mobile, passing the responsibility onto 

building security staff, or actively discouraging 
people from calling, won’t help clients or staff 
in the long run. Indeed, the way we work has 
changed, and for this reason it’s crucial that 

switchboard systems are up to the task.  

How businesses have been delivering switchboards 
throughout lockdown



Looking towards the future, our survey gives a 
strong indication that returning businesses have 
confidence, as nearly two thirds surveyed expect 
their call volumes to increase once more staff are 
back in the workplace. 

FMs for larger businesses, however, appear even 
more ambitious: 72% of companies with 500+ 
employees expect call volumes to rise, compared 
with just 59% of FMs from companies with 100-249 
employees.

FMs are expecting a 
busy switchboard
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This confidence also seems to vary by 
industry: 75% of financial businesses 
expect their call volumes to increase, 
whilst 72% of businesses within the 
arts and culture sector expect calls 
to increase - which may be because 

they will be able to fully open in June. 
In contrast, only 57% of sales and 
marketing companies expect call 

volumes to rise, which suggests their 
B2B demand has been steadier.
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We know from our own clients’ calls just how 
much their volume can spike and increase 

once people start to get back to work. We’ve 
certainly seen this happen over the past 

year - regardless of the industry. In the first 
few weeks of the 2020 lockdown, we had 

many clients switch from overflow answering 
support to a fully outsourced switchboard. 

None have looked back since. 

One of the biggest benefits of an outsourced 
switchboard is its scalability. Once the number 

of calls increases, the answering demand is 
subsumed by the supporting switchboard 
team. And when it quietens down, there is 
no costly downtime as found with in-house 

switchboard teams. 

  Ceri Henfrey, 
COO, Moneypenny 

https://www.moneypenny.com/uk/legal-answering-services/
https://www.moneypenny.com/uk/legal-answering-services/


3-way divide on plans to 
return to the workplace
As so many businesses are expecting to see an increase in calls - and activity - we 
wanted to know how they plan to handle staff returning to the workplace. 

Our survey results show a clear three-way divide between businesses planning 
to offer full home working (36%), those offering a hybrid mix of office and home 
working (30%) and those who will encourage staff to be in the office five days a 
week (34%). 

30% Offering hybrid 
working

36% Offering fully  
home working

34% Encouraging staff to come 
into the office 5 days a week



The results, however, varied dramatically depending on the industry. HR companies 
are most likely to offer full home working (60%) compared with just 15% of law 
firms, 25% of companies in sales and marketing and 25% in engineering.

Similarly, plans for the next six months vary depending on the size of the company, 
with larger companies more likely to offer home working: 47% of companies of 
500+ employees, compared with 33% of those with 100-249 employees. FMs need 
to think about the very real implications this could have on their call handling. 
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All of the businesses surveyed who have an in-house switchboard team have a 
dedicated part of their office within which they work. As it looks like we will be 
socially distancing for a while, this raises issues when trying to maintain a safe 
workplace: 42% of those surveyed said this poses a challenge when operating a 
switchboard team in-house. 

Over a quarter (27%) said they will be adapting the space in which their 
switchboard operators are based, so they can be comfortably socially distanced. 
However, 39% said that a big benefit of outsourcing their switchboard is relieving 
this very issue.

Overcoming the issue of 
social distancing

12% Keep it
as is

27% Change the switchboard 
office space

27% All remain working 
from home

15% Outsource 
some or all calls

19% Have a hybrid team with 
some in the office and some 
home-based

How switchboards will be managed once more staff 
return to the workplace



A workplace designer’s take on 
social distancing
Sarah Syson, Design Manager
 
Flexibility is the key to a socially distanced workplace – including Front of House (FoH).  
Spaces need to be able to accommodate the switchboard and FoH teams themselves, 
as well as a rise and fall as people come and go. One of the major challenges pertains to 
those teams who may all sit at one main reception desk or in a central hub. Achieving social 
distancing requires a mix of short-term behavioural changes (e.g. changing people’s hours 
or in-office locations), greater use of technology and outsourced services to get around 
space constraints, and a rethink and redesign of the shared FoH spaces. Within a return-
to-work strategy, this is likely to require reducing reception desks, spacing out soft seating, 
making sure there’s adequate safe circulation space, adding screens between workstations, 
making equipment ‘owned’ to minimise cross contamination, and using new technologies 
such as contactless check-in and video concierge. Although more than a quarter of FMs 
plan to change their FoH spaces because of social distancing, we expect this to actually be 
part of a bigger reimagining of the workplace. Business leaders and facilities professionals 
have an opportunity to look at their work environments with fresh eyes and change them 
to reflect new hybrid working behaviours and priorities.

Claremont is helping businesses make sense of Covid and social distancing with its 
workplace consultancy and interior design services.



Other than maintaining a socially distant 
workplace, businesses cited hiring and 
retaining good people as a challenge 
when operating a switchboard (48%). As 
we know, 49% of businesses’ calls are 
answered by staff who also manage other 
reception duties, we wanted to know why 
this is the case. 

The results show that FMs believe a 
varied role is more efficient and the 
quality of the call handling is improved, 
but even when providing this, facilities 
and operations managers are still 
struggling to keep good staff.

Half of FMs 
have problems 
keeping good 
switchboard staff
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is improved when 

people have a 
more varied role

It is more efficient 
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dedicated team

Our staff prefer 
 it this way

Our call volume 
doesn’t warrant a 
dedicated team

Why some businesses split their 
switchboard with other roles



Challenges in delivering a great caller 
experience
Of course, we mustn’t overlook the purpose of operating a switchboard in the first place: to 
help with the fundamental running of the business. 

Other challenges our surveyed businesses cited were: being able to answer calls outside of 
office hours (50%), the switchboard staff knowing where employees are and successfully 
transferring the callers (48%), and ensuring the caller’s experience of the business is seamless 
(42%).

0% 10% 20% 30% 40% 50%

Delivering the service out 
of hours

Knowing where employees are working 
and directing the calls to the right place 

Adhering to social 
distancing

Providing a great caller 
experience  

Hiring and retaining good 
people

Biggest challenges to operating an effective switchboard



In times of uncertainty, clients want to speak with a real person. The 
past year has been a time when clients and suppliers have particularly 
needed to connect with businesses and have conversations. 

At Moneypenny, we saw our clients’ call durations increase during the 
various lockdowns as people stopped having face-to-face meetings, 
and the insecurity of many people’s business positions hit home. 

Being able to speak with a person when the office is closed - even 
just to leave a message - is hugley reassuring. As is being put through 
to the correct department or person. A switchboard team working 
remotely could struggle with delivering what is the most important 
communications channel for their clients.
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When I look at what we set out to achieve, 
we’ve done it all - we’ve found an affordable, 

quality service to support us around the clock 
and deliver a personal and professional touch 
with every interaction. We’ve found a partner 
in Moneypenny, not just a service provider.

  Simon Booth 
Head of Premises & Facilities

A reflection of the past year

Why client service can’t take the hit



Many businesses have had to make serious and uncomfortable decisions about their 
reception and front of house teams over the past year. 

Some have found that there simply isn’t the need for the role any more, particularly 
as the business may well decide to offer a hybrid working pattern to staff.

As many businesses rely on their front of house teams to handle calls, this leaves a 
big hole in their operations. 

We asked the facilities and operations managers who don’t already outsource their 
switchboard, what they thought the benefits of doing so are. 38% stated it would 
allow them to repurpose their existing staff, thus avoiding any redundancies - a 
decision no business wants to make.

Another 38% said outsourcing would give them more flexibility in managing their 
overheads. An outsourced provider can scale up or down, depending on call volume - 
e.g. the ability to manage sudden peaks in call volumes, without the issue of in-house 
staff downtime. 

Addressing staff’s changing roles

38% 
of FMs said outsourcing 

would help manage their 
staff overheads
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FMs’ thoughts on the benefits of an outsourced switchboard

As a 24/7 provider to the industry, around-
the-clock call answering lets us look after 

customers to an even higher degree, attend 
sites within our Service Level Agreement, and 

relieves pressure on our directors.

  Tracie Barton,  
Service Administrator 



In our survey, FMs told us why they haven’t yet considered outsourcing their 
switchboard. The answers they gave simply came down to a lack of information. 
Here we’d like to address their main drivers: 

Overview of the outsourced 
switchboard benefits

Possible lack of integration into the business

Rita, our customer management system, is able to integrate with diaries and 
leading CRM platforms. Our in-house tech team work closely with businesses to 
sync with their systems.

Unsure of the potential cost savings

Your in-house team costs more than you think. With fewer overheads, an 
outsourced switchboard team can remove the associated costs - e.g. training and 
pension contribution. Try our Outsourced Switchboard calculator to see exactly 
how much you could save. 

Concerns about quality provided by a third party

Outsourcing any operation is a brave step for a business, and we understand the 
apprehension that comes with it. To ensure our first-class call handling quality, we 
hire people you’d be proud to recruit yourselves, and work hard to keep a culture 
they’re proud to remain a part of - that’s why we’re a Top 20 Best Company to 
Work For. We also have an extensive in-house tech team and constantly innovate 
to give our clients the best outsourced switchboard service in the market.

*Moneypenny data

*



Join the thousands of businesses already benefiting  

from Moneypenny’s flexible Outsourced Switchboard support. 

Visit: moneypenny.co.uk/outsourced-switchboard 

Call: 0333 202 1005 

Email: hello@moneypenny.co.uk

Moneypenny can help


