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TAKE THE FIRST STEP NOW

5 TIPS TO PREPARE FOR DISASTER
The 2020 hurricane season has been rough with more storms than normal and 

plenty of time left this season to wreak additional havoc. Add in the 
complexities of the wildfires, the COVID-19 pandemic and the impending flu 
season, and you understand that it’s getting harder to stay out of harm’s way. 

Is Your CX Outsourcer Ready?

1 PLANNING FOR DISRUPTION: 

3 ANTICIPATING DEMAND:

4 FIGURING “WHAT IF?”:

5 OPERATING AFTERWARD:

2 SCALING AS NEEDED: 

Make sure the company’s operations track hurricanes and wildfires as they develop, 
anticipating when and where they will disrupt your customer service. In addition, if 
you are in the travel industry, be sure they can identify airports and flights where 
storms will cause the most delays and cancellations.

Research their agent communication channels. Your outsourced customer service 
agents must be alerted days in advance with real-time communications, via email, 
mobile, or online portal. Updates and adjustments must be made as your customer 
service demands change. 

Be sure there’s a plan to move your work out of harm’s way in preparation for or in 
the event of natural disaster or pandemic hotspot. If it’s a brick-and-mortar operation, 
your work should be shifted to additional agents in unaffected areas. If they utilize a 
remote workforce, ensure there is a way to pinpoint their agent locations and shift 
schedules according to a storm’s trajectory or fire’s path.

As a storm, fire or pandemic rages, aftermath preparations must be completed. Assess 
your current CX operations. Perhaps utilizing a brick-and-mortar call center, which 
have drastically declined because of COVID-19 and are emptied when in the path of a 
natural disaster, isn’t the way forward.

We suggest using a full-time employee equivalent ratio of up to 3-to-1 agents, 
educated in your business and in reserve as your customer service inquiry volumes 
fluctuate. Your outsourcer should also be able to scale up or down within a few 
hours’ notice.

Need Help Fulfilling Your Natural Disaster Business 
Continuity Checklist? We Can Help.

Our business continuity natural disaster checklist hits the most important aspects of preparing 
for sales seasons, but there are plenty of other items that merit consideration, too. You should 

also be prepared to apply any lessons you learn this year to the next sales season.
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