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Q. Why is Coronavirus different than a typical disaster recovery scenario? 
 
A. First, many business continuity scenarios only consider natural disasters where 
there is destruction of equipment or facilities such as a hurricane or tornado.  As it 
relates to the Coronavirus, facilities and equipment still exist; they just need to be 
accessed remotely, potentially by employees without corporate-issued laptops and 
mobile devices.  Second, the ability for face-to-face meetings could be 
limited.  Understanding your contact center strategy during this scenario is key. 
 
Q. With a heightened desire to practice social distancing, how can we protect our 
agents who work in a traditional call center? 
 
A. The best way to protect your agent population is by providing a work-from-home 
strategy. This will allow social-distancing and prevent the potential rapid spread of 
COVID-19 through your agent population. Additionally, this can provide you with 
additional contact center support staff by eliminating issues with cancellations of other 
publicly provided services such as school and public transit. 
 
Q. Our customers are asking us how we are handling this pandemic.  How can we 
keep our customers informed in a timely manner? 
 
A. Presidio has put together a solution to help you keep your customers or staff 
updated. Using SMS notification and Facebook integrations, Presidio can enable assets 
in the cloud that will allow you to send whatever message is required to a distribution list 
of your choosing. This will allow you to send updates to your staff on current 
developments such as office closures or staff availability. Additionally, this can be 
utilized to update customers proactively to improve the customer experience and 
diminish unnecessary traffic to your contact center  
 
Q. What key consideration do I need to account for in enabling my agents to work 
from home? 
 
A. It depends. For many organizations maintaining a short-term business continuity plan 
will mean a subset of agents with access to contact center applications and customer 
data. For others, it could be a significantly higher percentage. Presidio can help you 
align business requirements to your current solution or leverage another solution to 
quickly provide the business continuity your need. 
 
Q: What key factors should I consider in a business continuity situation? 
 
A: There are a large number of considerations (apart from the expected uptick in 
COVID-19 related call volume). Chief among these will be getting people to answer your 
call volume. In times of distress, customers are looking for real-time person-to-person 
communication. To meet this need, Presidio has a myriad of solutions to enable access 
to agent populations regardless of connectivity. Presidio can help build a plan for how to 
answer the call when your customers need you. 
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Q. Should I have a plan for both short-term and long-term business continuity? 
 
A. Yes. In the face of a significant amount of time where your workforce cannot be on-
premises, you need a strategy that helps you with both short term and long-term 
business continuity but also business recovery. Most basic short-term plans only cover 
several days of access and a small portion of your workforce. If you need several weeks 
out of the office for your staff, what additional resources are needed? Having a short-
term plan that can expand to handle longer-term requirements and additional staff is 
critical in the face of a true emergency.  Finally, make sure you account for specific 
processes that may infrequently run, i.e. quarter or year-end reporting as it relates to the 
emergency scenarios. 
 
Q. If our agent population becomes sick, how can we handle the contact volume 
from our customers to serve their needs? 
 
A. Beyond the typical call deflection methods, Presidio can recommend several 
proactive means of communication to help get information to your users before they 
need to contact you. Additionally, Presidio has solutions to help you handle the added 
volume should the need be unavoidable. Solutions include diverting call volume to other 
cloud solutions, self-service solutions, and courtesy callback for long queue times.  
 
Q. What services can you offer if I need IT support of my contact center? 
 
A. Presidio Managed Services maintains NOCs and 24x7 staff in three geographically 
dispersed locations so that any region affected can be offset by another region (this 
process is used frequently for natural events like hurricanes, etc.). Further – our 
infrastructure allows for employees and engineers to work from home seamlessly. Our 
managed services team is trained to support more than simple troubleshooting efforts. 
The contact center managed services team at Presidio offers support for all day-to-day 
operations that it takes to run a contact center every day. 
 
Q. How quickly can I have my contact center up on a new DR solution? 
 
A. All contact centers are created uniquely and as such they can vary in time to setup. 
Typical complex contact centers can take months to deploy with full functionality. In the 
instance of disaster recovery, Presidio focuses on those critical services needed to 
deliver a solution within hours or days. Presidio is dedicated to the process of ensuring 
you are connected with your customers and serving their immediate needs. As such, we 
will work to provide functionality and training as agile as possible. 
 
Q. Can Presidio help me to understand if my current system is capable of 
enabling agents and supervisors to work from home? 
 
A. Yes. Presidio's Contact Center team has extensive knowledge of Contact Center 
capabilities. If you are operating an on-premises solution on a platform support by 
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Presidio. Presidio can help you enable mobile agent capabilities to keep your staff 
productive while at home. 
 
Q. This seems a bit overwhelming. Can Presidio help? 
 
A. Absolutely. Presidio has crafted a tiered Contact Center Disaster Recovery (CC Dr.) 
offering to help our customers in the face of a serious emergency, such as the spread of 
the Coronavirus.  Please contact your Presidio account manager for help with a strategy 
that fits your specific company requirements. 
  
 


