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they would consider outsourcing their 
switchboard operations.

A sense emerged of organisations acutely 
aware of how important a successful front 
of house will continue to be, yet cognisant 
of changes in customer behaviour emerging 
from a year in which cautious customers 
have had to be managed carefully onto  
the premises. 

If the pundits are to be believed, room 
booking will rise significantly up the 
FOH task list as corporate workplaces 
change mode from predominantly ‘sit 

When there 
isn’t 
even an 

internationally 
accepted English 
word for normality 
– The Americans 

prefer ‘normalcy’ – what chance is there of 
normality of any kind emerging from the 
last 12 months of entirely altered realities?

I mention this because, with so much up 
for discussion in our post-pandemic world, 
any return to a generic way of operating 
facilities services seems fanciful. What’s 
fascinating – and not a little frustrating – 
is just how little anyone can be certain of 
about 2021, and just how many variations of 
a new normality are possible.

Of course, much of this debate relates 
to how we communicate and connect – 
between ourselves internally and between 
our personnel and clients. It was in this 
spirit of exploration that, in partnership 
with Moneypenny, we asked our readers, 
now with nearly a year of temporary 
adaptation under their belts, to tell us what 
they expected from their future front of 
house operations.

Broad themes emerged easily. Front of 
House team sizes will likely reduce in size 
as technology such as digital switchboards 
or interactive Voice recognition systems 
absorb certain tasks; in some cases FOH 
teams will take on more forms of work, 
the breadth of the role expanding as 
more technically capable personnel with 
enhanced skill sets address additional first 
contact and related duties. Some spoke 
of host-style guest management playing 
a more prominent role, while others said 

FROM THE EDITOR

Bringing 
Front of 
House 
Front of 
Mind

MARTIN READ is the editor 
of Facilitate magazine

A sense emerged 
of organisations 
acutely aware of how 
important a successful 
Front of House will 
continue to be, yet 
cognisant of changes 
in customer behaviour

down and do’ to ‘meet, greet and chat’, 
collaboration and discussion the new 
name of the workplace game with ‘focus 
work’ increasingly produced remotely.

This Facilitate Focus supplement 
details the findings of our survey and 
asks questions of experts about the future 
direction of this critical facilities service 
function. How is a company’s character 
best communicated in our increasingly 
tech-enabled world? What new skills do 
smaller reception teams require? If we’re 
to treat employees as any other building 
visitor, how does that change the game?

Thank you if you were one of the 
people who helped with this survey – we 
hope you’ll see your views reflected in 
the supplement.
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Facilities 
professionals 
have had quite 

a year – categorised 
by widespread 
uncertainty, change 
and challenge – all 

compounded by the need to just keep 
going, come what may.

You’ve done a tremendous job too – 
rolling-out new technologies, supporting 
employees and organisations and 
reimagining workplaces to suit the new 
world order. Thankfully, as the Covid-19 
vaccine roll-out gathers pace, so does the 
promise of workplaces alive with the buzz 
of people again – but it won’t be the same 
as before.  The very essence of how, when 
and where we work has already changed.

Consequently, commissioning this 
report presents an opportunity for us to all 
better understand how FOH is changing 
in the face of Covid-19 and beyond, and 
the shifting attitudes and priorities among 
FMs. It also sheds light on the importance 
and breadth of the function and allows 
us to delve deeper into what will shape 
the FOH experience in a new world 
where employees will be visitors and first 
impressions will have to last.

FROM OUR SPONSOR

Creating lasting 
impressions

At Moneypenny, we’ve always been 
focused on ensuring the very best 
first impressions for our clients and 
supporting them in their goal to deliver 
exceptional customer care.  We do this 
by walking in other people’s shoes and 
using those insights to create FOH wows 
through telephone answering, live chat 
and video concierge services.  

The findings of this report are 
enlightening, as you’ll see, and they 
show the resilience, creativity and 
flexibility of FOH teams as they’ve taken 
on vastly increased responsibilities, 
often with smaller teams.  It also 
highlights that many organisations still 
struggle to define what FOH is. While 
for some it’s merely reception services 
and an associated space – for many 
others it encompasses curating positive 
and lasting experiences and is as much 

about feeling as it is function. 
It is clear that FOH provision is 

evolving and we are hugely encouraged 
that so many of those surveyed 
recognise the enormous power of 
uniting technology and people together 
to achieve those goals.

Covid-19 has provided the catalyst 
to rethink the future of the workplace 
and how people, technology and place 
coalesce. Now’s the time to ensure they 
work in harmony to create impressions 
that last and a FOH experience that 
stands the test of time.

JOANNA SWASH, CEO, Moneypenny
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FACILITATE READER SURVEY

Fronting up
In December, 2020, Facilitate and 
Moneypenny asked managers how 
they had adapted their reception 
and Front of House provision in 
the face of Covid-19 – and to tell us 
their future plans for the function

What changes have you made to your 
Front of House as a result of Covid-19 
and / or operating a hybrid model of 
on-site and remote working?

 
Reduced Front of House team 

 
Implemented new technology to 
help with Front of House duties 

 
Repurposed reception space for 
other uses

 
No changes, no plans

Help with visitor management 

Undertake Covid-19 screening 
checks 

Other 

Answer calls out of hours 

If you have a 
security team, 
have you changed 
their role, or do you 
plan to? If so, how?

How much has Covid-19 
impacted your decision to 
implement new technology?

 9.26%
It’s the only reason we’ve implemented 
new technology

 52.47%
It sped up our decision to use technology 

 26.54%
A little 

 11.73% 
Not at all

How quickly has Covid-19 
accelerated your usage of tech?

 24.49%
By a few months

 53.06%
By a year

 21.77%
By more than 5 years 

 0.68%
By more than 20 years

What roles 
did your 
front-of-
house team 
undertake 
before 
Covid-19?

93.83% 
Visitor 

management

63.58% 
Meeting room 
booking and 
management

65.43% 
General office 

admin (including 
data entry) 

73.46% 
Switchboard 

management / 
call handling

7.41% 
Other

33.95% 
Office security

59.88% 
Post

56.15%

34.62%

27.69%

25.38%

49.74%

38.34%

18.65%

17.10%
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What long-term 
changes do you plan 
to make as a result of 
Covid-19 and /or the 
new hybrid model?

 
Implement new technology to 
help with Front of House duties

 
Reduce size of the Front of 
House team 

No changes, no plans

Repurpose reception space  
for other uses

 
Keep the  
team as it is 

 
Expand /  
change  
their roles 

 
Reduce team size 

 
Switch to host-style 
guest management 

 
Replace with check-
in technology 
solutions

 
Other 

What plans do you have for 
your receptionists and / or 
Front of House team?

How important 
will receptionists 
greeting visitors in 
person be to your 
future Front of 
House experience?

 51.85%
Extremely important 

 30.86%
No change 

 17.28%
Less important

How has your 
Front of House 
role changed?

 25.79% 
The role now involves 
fewer duties

 54.09% 
The role is changing/
growing

 20.13% 
The role is staying the 
same

How will you 
manage your 
switchboard 
calls in the 
future?

 46.06%
Keep switchboard in-
house, but give team 
other duties too 

 27.88%
Keep dedicated 
switchboard team

 14.55%
Implement an 
interactive voice 
recognition (IVR) or 
digital switchboard 
solution 

 13.33% 
Other

 7.88%
Outsource our 
switchboard calls

57.22%

35.29%

20.86%

18.18%

40.12%

00.00%

40.12%

9.30%

26.74%

19.77%

THE FUTURE FRONT OF HOUSE / FACILITATE FOCUS

FACILITATEMAGA ZINE.COM 7



SPONSOR'S MESSAGE

Moneypenny’s 
mission
As the number one outsourced communications 
provider, most people have spoken to Moneypenny - 
but few realise it.

Whether it’s a Magic Circle 
law firm, a leading brand, 
or a local SME, UK-based 

global company Moneypenny 
supports more than 21,000 
businesses by delivering outsourced 
switchboard, telephone answering, 
live chat, visitor management and 
multichannel customer services.

Founded in 2000, Moneypenny 
is the fastest growing company of 
its type, with a workforce more than 
1000-strong handling 20 million 
customer communications each year 
across the UK and US.

Culture at its heart
The company has nurtured its 
culture, acknowledging it as the 
secret behind its growth. Its mantra 
is that happy staff means happy 
clients, an approach that has seen 
the company feature as a Sunday 
Times ‘100 Best Companies to Work 
For’ six times, including a top 5 
listing in 2015 and 2017. 

Moneypenny prides itself on the 
calibre of a team superpowered 
by world-leading communication 
technology, giving clients access 
to instant caller recognition, 

A key point of difference is 
how closely Moneypenny 
works with clients

receptionist receives world-class 
training and support to exceed 
clients’ service expectations. 

From here, clients brief their 
receptionists on the business 
and how they would like calls to 
be handled (including tailored 
directions for VIP customers). 
Clients are also encouraged to 
provide a full list of employees, 
as well as information such as 
office directions, for a seamless 
experience. With this and an 
online diary for each employee to 
hand, Moneypenny receptionists 
answer calls in the client’s name, 
transferring calls or taking and 
sending messages via email or SMS. 

Service-enhancing features
Employees’ availability can be 
updated in real-time via smart diary 
integrations including Microsoft 
Teams, or through Moneypenny’s 
online portal where clients will 
find call history and management 

volume-reducing intelligent speech 
technology, CRM integrations and 
more. Its systems are built and 
maintained in-house to guarantee 
the ultimate customer experience.

The outsourced switchboard
Designed to solve their biggest 
business challenges, Moneypenny’s 
outsourced switchboard allows 
larger clients to restructure and 
transform their Front of House.

It does this by giving them 
their own team of knowledgeable 
and experienced Moneypenny 
receptionists who become their 
frontline, seamlessly and cost-
effectively managing inbound 
calls without compromising caller 
experience. Moneypenny’s solution 
is completely flexible and can either 
replace existing provision through 
a 24/7 fully outsourced switchboard 
facility, or support an in-house 
team by looking after overflow 
calls whenever they are busy or 
unavailable.

The Moneypenny difference
A key point of difference is how 
closely Moneypenny works 
with clients to select the right 
receptionists for their company - 
ensuring the best possible working 
relationship is established from 
the get-go. Committed to investing 
in its people, every Moneypenny 
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information to help improve 
the customer journey. With this 
rich insight, organisations have 
the opportunity to power their 
switchboard in a whole new way:

 ● Outstanding service delivery, 24/7: 
all customer touchpoints remain 
prompt, impressive and seamless

 ● Reduced operating costs: the need 
to recruit, hire and train in-house is 
eliminated permanently

 ● Every new enquiry captured: 
with someone knowledgeable and 
professional always available to 
speak to customers

 ● Repurposed staff and resources: 
focused on more productive, 
business-critical duties

 ● Instantly scalable support: on hand 
to match real-time requirements 
whenever needed

Visitor management
In 2020, accelerated by the 
pandemic, Moneypenny joined 
forces with visitor management 

system Vpod to offer Vgreet, a 
dedicated video Front of House 
and concierge support solution. 
Combining Vgreet technology with 
warm and friendly Moneypenny 
receptionists, Vpod’s Vgreet is a 
virtual reception solution that 
reduces Front of House congestion 
and visitor management costs.

This on-demand video concierge 
service means that whenever 
visitors need on-site assistance, 
they’ll have instant access to a 
Moneypenny receptionist to greet 
them and answer any questions 
they may have during their visit. 
Vgreet offers a contactless check-
in system, allowing businesses to 
keep both staff and visitors safe 
in the current climate. Each kiosk 
has its own personalised QR code 
offered alongside the power of face 
and voice recognition technology, 
ensuring a seamless experience for 
visitors and allowing employees into 
the building automatically.

Clients can control their Vgreet 
kiosk from anywhere and update 
its features, even if they have more 
than one across multiple locations. 
Whether it’s an update on local 
travel or weather news, it’s the ideal 
way to provide visitors with the 
latest information.

Automated wellness screening
Vgreet is able to measure visitors’ 
body temperature in seconds 
through its precise and completely 
non-invasive thermal imaging tool, 
allowing a company to screen for 
Covid-19 symptoms before letting 
visitors into the office or premises.

This hybrid solution has satisfied 
the huge appetite from FMs, 
building and business owners, 
and landlords across the UK, as 
thousands of companies redefine 
the future of the workplace and get 
to grips with the ‘new normal’.

Revolutionising how businesses 
talk to customers
Jess Pritchard, head of corporate 
sector at Moneypenny, says: “By 
making our receptionists readily 
available, over the phone or via 
video, we’re helping clients deliver 
a cost-effective and efficient human 
response when it’s needed most. 
The result is an experience, from 
check-in to host arrival, that’s as 
frictionless as possible.”

“Our solutions are designed to 
complement a Front of House team 
or receptionist, but can work equally 
as well stand-alone where budget 
is limited. Times are changing and 
Moneypenny’s services deliver 
efficiencies and safety, both of which 
are priorities for most businesses 
right now. We’ll continue to nurture 
our passion for improving customer 
care via technology and exceptional 
people in order to meet the ever-
evolving needs of our clients.”

Find out more
For more information on 
Moneypenny's outsourced 
switchboard and visitor 
management services, call 0333 202 
1005 or visit moneypenny.com.

"We’ll continue to 
nurture our passion 
for improving 
customer care via 
technology and 
exceptional people 
in order to meet the 
ever-evolving needs 
of our clients.”
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with reception duties will be one 
way of keeping talent within firms, 
adding an important new human 
dimension to the role.

There is plenty of talk about 
buildings introducing single 
reception desks for multiple 
clients, or receptionists multi-
tasking by helping run post rooms, 
security or other facilities service 
roles; and indeed, all of this is an 
obvious response to our financially 
chastened times, staff spread 
as thinly as possible. Plenty of 
facilities managers expect their 
reception desks to further evolve 
their ability to deal with ad hoc 
requirements, buoyed by their 
personnels’ adaptation to the 
Covid-19 crisis.

Yes, then, to receptionists 
helping out other departments and 
being unfazed by the need to adopt 
new working practices as the result 
of switchboard tech introductions. 
And for some, it could well be that 
the role will become a smaller 
one. But for others, there is 
significant potential for FOH to 
add an otherwise missing human 
touch – and it’s here that the real 
opportunities lie.

FOH TEAMS

Human touch 
key to a tech-
first world
People used to fall into two broad 
groups: the highly sociable and thus 
reception-friendly, or the tech savvy 
working behind the scenes. As a post-
pandemic Front of House requirement 
emerges, a mix of both is likely to be 
necessary to provide for a widening pool 
of potential customers.

Jess Pritchard, head of corporate 
sector at Moneypenny, which 
handles thousands of calls and 
live chats for businesses across 
the UK, considers this the biggest 
positive legacy of the pandemic for 
business. She said: “For a long time 
the tasks of FOH were often at odds 
with each other – with the same 
people being expected to answer 
calls and welcome visiting guests. 
This often had a compromising 
effect on both. Covid has reminded 
us of the power and importance of 
the human touch – particularly in 
relation to client experience.

“The changing size and remit of 
FOH teams, coupled with greater 
use of technology, is liberating these 
employees from being sat behind a 
desk. This creates an opportunity 
to offer the more personal and 
memorable experiences that we’re 
not just craving in the short term, 
but that help to convey brand image, 
build loyalty and create client 
relationship in the long term too. 

“Our mantra has always been 
focused on giving customers a wow 
and the pandemic has made this 
business critical. It must be evident 
across every channel and every 
interaction, starting with FOH.”

Beyond room booking and 
preparation, some survey 
respondents spoke of opening up 
facilities to allow for consumer 
activity such as weddings and club 
gatherings. Here, too, Front of 
House staff with a natural social 
presence and learned skill set will be 
necessary to deal with a wider range 
of characters and personality types.

The focus on mental health, a 
growing concern for workplace 
managers in recent years, has many 
facets. Sometimes, it’s the small 
things that matter. As we see new 
ways of working within buildings 
take hold, there’s no doubt that 
smiling, efficient and customer-
aware reception personnel, armed 
with the latest technology, will be as 
important to how an organisation 
is perceived, and perhaps how its 
employee base feels about that 
organisation, in the years ahead.

F ront of House will continue in its vital role 
of making good first impressions – but may 
become intrinsic to the making of good second 

and third impressions too. Our survey results show 
that many firms are seeking to focus their FOH as 
a client experience rather than a reception role. 
Organisations see more room for reception to act 
as concierge service for employees, considering the 
needs of building users beyond their initial progress 
past the front desk. Combining concierge services 
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ADAPTING TO NEW CIRCUMSTANCES

An evolving role  
for reception
The pandemic has affected every facilities service role, 
with Front of House particularly hit by the governments’ 
stay-at-home orders. Remaining personnel have often 
been redeployed creatively to keep an organisation’s 
adapted facilities functioning. And it is in this successful 
adaptation to circumstances that the wider role of 
reception personnel can be seen. Our respondents speak 
of providing for students forced to isolate on the premises, 
assisting with welfare calls or quizzing visitors about their 
Covid-related health.

I t’s clear that organisations have in recent 
months deployed security personnel to help 
with visitor management (56%) or answer 

out of hours call, providing assistance with the 
newly extensive health checking of visitors, 
or to help - in the words of one respondent - to 
“represent a presence of authority in place”.

Half of respondents say they have reduced 
the size of their FOH teams, with more than 
a quarter expecting this to be a permanent 
reduction when new working realities settle 
into place. Many also speak of the redeployment 
of reception staff becoming a permanent 
move, with some expecting to see the facilities 
assistant role blending with that of reception. 

Ceri Henfrey, head of operations at 
Moneypenny agrees that’s it’s only natural that 
roles will change because expectations of the 
workplace and our behaviours are shifting.  She 
said: “There will be a period of adjustment as 
businesses return to the workplace but it seems 
clear that the FOH provision is set to change 
across the board. 

“Workplaces are going to become much more 
transient places and employees will almost 
become visitors themselves – particularly 
if they’re only coming into the office a few 
days a week.  Consequently FOH teams will 
start getting involved in curating the visitor 
experience and providing wider services such 
as concierge support and the management of 
shared workspaces. Traditional FOH teams 
might get smaller, but many of these former staff 
will be highly valuable elsewhere.”

Organisations appear to be struggling to 
define the future Front of House. There’s an 
appreciation of the importance of the role to 
initial customer perception, but an awareness 
that sustaining it has a cost. Survey results 
show plenty of creativity in how FOH personnel 
provide other services, for example in the 
delivery of training, which some respondents 
have indicated is already happening.

Perhaps most indicatively, our survey results 
show equal appetite for the introduction of 
automated check-in technology and host-
style guest management. It’s a dichotomy that 
is difficult to resolve, but perhaps one that 
reveals the transitional state in which facilities 
managers find themselves when considering 
this prominent service function (55% of our 
respondents agreed with the statement that the 
function is either changing or growing).

Switchboard management and call handling 
will continue to be a vital part of reception 
activity, no matter what balance of office and 
remote working settles into place. 
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A reduction in FOH 
numbers is not only the 
result of the pandemic but 
an inevitable shift towards a 
more technologically advanced 
function. Positively, this shift 
also means that the FOH role 
will be required to perform 
fewer administrative tasks.

Moneypenny’s Jess Pritchard 
added: “This is one of the most 
exciting parts about changing 
FOH as it frees staff from the 
administrative tasks of FOH – 
such as checking people in and 
answering calls, so that they 
can concentrate on the warm, 
friendly and personal element 
of client experience. This is 
where client experience can go 
from good to exceptional.”

Taking on broader duties 
has been a shift for FOH teams 
before the pandemic, with 
some organisations looking 
to blend the reception and 
security role. A proposed 
solution from one firm  is to 

THE CHANGING ROLE

Adapting to 
new realities
A positive take away from our survey is that 
more than half of the respondents consider 
the FOH role as changing and growing in 
response to the Covid-19 pandemic. For 
a start, FOH professionals are likely to be 
taking on additional responsibilities that 
include carrying out safety protocol to 
mitigate the spread of the virus.

Mmany FOH staff are 
now tasked with 
monitoring and 

policing staff and visitors 
entering the building. This 
varies from offering simple 
encouragement and reminders 
to follow the safety guidelines 
to reporting offenders for non-
compliance. One respondent 
working in the education 
sector now has a broader role 
providing services to students 
self-isolating on campus.

Of note is that many FOH 
team members have had to 
show immense fortitude in 
the face of the pandemic. 
One respondent noted 
frontline staff’s “constant 
state of fear of catching Covid 
from customers” even when 
all mandatory sanitation 
precautions were taken. 

Finding ways to help frontline 
staff with this new level of 

concern about health is an 
important part of this, says Jess 
from Moneypenny. “The ever-
expanding role of FOH staff and 
the importance of them feeling 
safe in the face of a pandemic 
are some of the reasons we 
developed a symptom screening 
bot. It enables FOH teams to 
ask visitors to confirm they’re 
symptom free before arriving on 
site. It’s a simple technology but 
one that has proven effective 
in helping FOH teams to 
adapt to a new set of risks and 
responsibilities.”

Importantly for some, the 
reduction in the number of 
employees onsite will mean 
FOH stripped back to a core 
team taking on their former 
team members’ duties, while 
staff members surplus to 
the function will need to be 
retrained and moved elsewhere 
in the organisation.

FOH teams 
have had to 
show immense 
fortitude

position FOH with mail room 
“to better utilise the resource 
and offer better service”.

A significant shift in the  
way we all work is enforced 
remote working. This has 
meant FOH staff with fewer 
people onsite to serve 
are taking on the role of 
‘colleagues’ assistant’,  
assisting others who have  
high workloads. Working  
from home has also 
necessitated FOH staff help 
educating colleagues to 
ensure their ‘home office’ is 
as compliant with health and 
safety as their workplace.

Rather creatively, one 
organisation is using its 
premises, now with far 
fewer staff onsite, as venues 
for weddings and civil 
partnerships. This pursuit of 
alternatuve revenue streams 
means FOH teams needing 
to adapt to the requirements 
of am entirely  different and 
changing set of end users.
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RECEPTION FUNCTION

Running 
switchboards in our 
post-Covid world
Now is the time for businesses to think about how the reception 
function should become more efficient in terms of performance 
and cost. What is the potential for voice recognition, outsourcing 
and other new operating models? And how do we make the 
function more technologically advanced?

as our growth suggests it’s far greater.”
She also suggests the full effect of Covid 

on client care and loyalty may not yet have 
been felt fully. “Many organisations may 
feel they’ve weathered the pandemic well 
without compromise to client care,” she 
says, “but as we return to normal it may tell 
a different story. The short-term fixes that 
got businesses through the first lockdown 
are no longer good enough. Early goodwill 
from clients has been replaced by an 
expectation for agile solutions that are both 
future proofed and fool proof. It will be 
interesting post lockdown to see just how 
well firms continue to fair in relation to 
client care, retention and reputation.”

Proposed technological focus points 
include rolling out self-serve software for 
building users, such as self-check-in portals 
that notify the relevant parties that they 
have a visitor. On a similar pathway, there 
are advocates of adopting an “interactive, 
technology-led visitor experience”, 
necessarily requiring an evolved FOH role.

Around 15 per cent of respondents 
intend implementing an interactive voice 
recognition (IVR) or digital switchboard 
solution. For those planning such changes, 
we asked how cost-effective they believed 
these would be. Nearly half thought 
they’d see some savings with 13.6 per cent 
expecting them to be significant. 

I t seems from our respondents feedback 
that many organisations are poised to 
integrate technology into more of their 

processes, the pandemic increasing the 
speed of this technological transformation. 

More than half of those surveyed say 
that Covid has sped up their adoption or 
integration of technology or, at the very 
least, caused them to decide decisively 
that tech will play a greater feature in the 
reception role going forward.

A little worryingly, 9.26 per cent of 
respondents say Covid is “the only reason 
we’ve implemented new technology”. When 
much is to be gained in terms of efficiency 
and savings through technology, these firms 
may be missing out on opportunities.

According to Moneypenny’s Jess 
Pritchard, “Covid has been the catalyst for 
seismic change. The positive in this picture 
is that it has given these organisations the 
impetus to ‘catch up’ which could help them 
be more innovative, efficient, client-focused 
and competitive in the future.”

Interestingly, there has been a shift in 
thinking, appreciating that improved IT 
processes in the daily operations of the 
reception team can help foster the role’s 
evolution into something new. For example, 
software solutions such as online booking of 
rooms, desks or services can help position 
the FOH staff as tech-savvy facilitators of 
workers’ onsite needs.

When it comes to operating the future 
operation of the switchboard function many 
thought they’d keep it as is – in-house and 
functioning similarly, but with the team 
expected to take on additional duties. 

Roughly a third of respondents intend 
to maintain a dedicated switchboard team. 
Surprisingly, only around 8 per cent intend 
to shift the switchboard function to an 
outsourced provider - surprising because 
the move to a technologically advanced and 
agile switchboard function is often made 
easier when outsourced.

Jess Pritchard is surprised by these 
findings too. She said: “Outsourced 
switchboard not only gives organisations 
access to technology they’d never have in-
house but it offers the ability to scale up and 
down as needs change. That’s one of the 
biggest trends we’ve seen throughout the 
pandemic, with firms flexing their support 
as they experience peaks and troughs of 
demand. It’s interesting this report shows a 
relatively small shift to outsourced support, 
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What is the ‘direction of travel’ for 
the front of house function? Growing, 
contracting or evolving?

JP: “The front of house 
function has been 
changing for some time 
– but Covid has lit the 
touchpaper for even 
faster paced evolution.

“There is a much greater appetite for 
technology but not at the cost of the 
human component – which makes it such 
an interesting time for FOH. The pandemic 
experience has just reiterated our inherent 
need for human contact and to feel 
connected to others. So while front of 
house roles are changing with outsourced 
call handling, contact-less check in and 
other visitor management tools, it’s largely 
because we’re seeing the real value of FOH 
teams and want to put them to greater use 
by liberating them from being stuck behind 
a reception desk.

“Whether it’s to build greater 
rapport with clients, 

support other departments, act as a visitor 
concierge or take on duties such as security 
– the result is the same – untethered 
brand champions who can really boost 
client experience and make an even wider 
contribution to the business.”

GB: The direction is the 
same—evolving—but 
what’s changed is the 
speed at which 
everything is going. 
Issues that were moving 

through decision-making processes for 
years, are now being made in a matter of 
months. It’s even creating new roles in 
front of house functions, and breathing life 
back into talent acquisition for the 
industry. The clients who are served also 
seem to be excited about trying new 
technologies for a safer and more enjoyable 
front of house experience.

How has Covid changed the game?
JP: “Covid has made us willing to consider 
new ways of working. In truth, Covid 

OPINION

Expert 
Q&A
Here, Jess Pritchard, head 
of the corporate sector 
at Moneypenny, Simone 
Fenton-Jarvis, workplace 
consultany director, Ricoh 
and Gregory Blondeau, 
founder and CEO at 
Proxyclick consider what's 
next for Front of House.
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has forced it on us and because change 
has been business critical, it’s unlocked 
greater creativity and flexibility in terms of 
how we view front of house. That’s partly 
because the pandemic has changed the 
very essence of work and put an end, in 
the short term, to bustling workplaces and 
visiting clients. We expect one of the Covid 
legacies to be a permanent shift in our 
behaviours and expectations of the places 
we visit and where we work – so FOH has to 
be rethought as part of that picture too. The 
pandemic has given us the opportunity to 
reshape things, including our workplaces, 
and embrace agility and technology fully.”
IP: The good news is that Covid-19 has 

helped accelerate the changes that 
were already happening—that’s the 
silver lining in all of this. We’ve all had 
to make enormous changes in our own 
personal and professional lives, so it only 
makes sense that this spills over into 
the workplace and hospitality industries 
where front of house operations can 
make or break an experience. Covid-19 
has helped people better understand the 
need for technology a    nd correlations 
between IT, facility management, and 
HR. This is because the workplace 
experience directly affects employee and 
client engagement and satisfaction. It’s a 
refreshing wake-up call.

Take the time to ask 
clients and your Front 
of House team how 
things could be better

SF-J: There is more 
demand for technology 
to increase productivity 
by getting people in and 
out of the building safely 
and effectively, and 

more demand for a seamless experience 
when doing the “admin” so the focus can  
be on the friendly/welcoming experience.

Expectations are that buildings will 
have some form of tech to aid the signing 
in process; there are still too many people 
working off non-GDPR compliant pieces of 
paper. People don’t want to queue / wait, it 
has to be instant. There has to be a means 
of self-certification and there has to be a 
means of track and trace.

What’s the first thing you would 
advise organisations to do in auditing 
their FOH function?
JP: “I’d start by looking at all the human 
touch points when people visit the 
workplace and consider how each of those 
work and if they could be improved.  It 
can be tempting to let assumption inform 
decision making here, but this could colour 
thinking and prejudice your view. Take 
the time to ask clients and your front of 
house team for their feedback and how 
things could be better, observe how front 
of house space is utilised and engage 
with outsourced partners early on to get 
ideas about the different solutions and 
technologies that could support the new 
vision. This approach will help to ensure 
that an audit is insightful and helps to plan 
sustainable, need-led and positive change.”
GB: We can all admit that usually there’s 
a call for strong cost reduction and that 
makes sense, fiscally. But what our team 
has been advising is that there should be 
meaningful conversations and collaboration 
between all stakeholders. FOH shouldn’t 
stand alone. It’s really an investment; an 
investment in people. No matter who’s 
walking through your doors, their journey 
from start to finish should be built as a team 
effort. In the last year, we’ve all proven 
that we can work and be productive from 
anywhere. So that workspace or workplace 
should provide an experience that’s just 
as easy, and it should all make sense for 
someone to leave their homes.
SF-J: Review it as ‘must haves’ and the 
‘nice to haves’ and look at what can be 
automated / streamlined.
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Maintaining 
a reputation like yours 

is how we’ve 
built ours

Exceptional businesses, including Magic Circle law firms and 

leading brands, outsource their switchboard to Moneypenny.

 

We give you dedicated receptionists, on hand 24/7, to look after 

everything your in-house team does and more. Their can-do 

attitude and attention to detail delivers outstanding service to 

your customers and staff, and significant cost savings for you.

 

Rethink the way your office works

moneypenny.co.uk | 0333 009 7870


