


  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

All Rights Reserved. 

 

This work is copyright. Apart from any use permitted under the Copyright Act 1968, no part of this publication 

may be reproduced, stored in a retrieval system or transmitted in any form by any means, electronic, mechanical, 

photocopying, recording or otherwise, without the prior permission of the publisher, callcentres.net Pty Ltd, 

4/121 Walker Street, North Sydney NSW 2060 Australia. 

 

Use of any part of this publication that may result in commercial or competitive advantage against the publisher 

is not permitted. 

 

The information contained in this report is based on extensive primary and secondary research. Whilst we 

believe the information to be reliable and a reflection of the current status we are not in a position to guarantee 

the results. This report is provided on the understanding that the company, its servants and agents are not 

responsible for the results of any actions taken by our client or any other person on the basis of this report, nor 

for any error or omission in the report. 

 

© callcentres.net  

 

This report is a licensed product and is not to be photocopied. 

 



  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

Table of Contents: 
 Page: 
 

 

Part A: Introduction and Methodology ............................... 6 

Introduction .........................................................................................................6 
Is the working environment capable of inducing stress? ..............................7 
The four models ..................................................................................................9 
Methodology .................................................................................................... 15 
Strategic considerations ................................................................................. 17 
 

Part B: The Detailed Design Considerations ................... 21 

Consideration 1. Business Decision Process .................................. 21 
1.1 Activity /decision .............................................................................................  ...... 21 
1.2 Decision drivers ...................................................................................................... 21 

1.3 Strategic consideration .......................................................................................... 22 
1.4 Decision makers ..................................................................................................... 23 
Checklist ........................................................................................................................ 24 
 

Consideration 2. Assignment of Task ............................................... 25 
2.1 Activity /decision .................................................................................................... 25 
2.2 Key considerations ................................................................................................. 25 
2.3 Project manager ...................................................................................................... 26 

2.3.1 Appointing a project manager .............................................................................26 
2.3.2 Contracting out project management .................................................................27 
2.3.3 Relationship to budget ........................................................................................27 
2.3.4 Weighing up the options......................................................................................28 

Checklist ........................................................................................................................ 29 
 

Consideration 3. Business Needs Analysis ..................................... 30 
3.1 Activity /decision .................................................................................................... 30 

3.2 Who should be involved? ....................................................................................... 31 

Checklist ........................................................................................................................ 32 
 

Consideration 4. Site Selection ......................................................... 33 
4.1 Preliminary planning and research ....................................................................... 33 
4.2 Gaining an expert analysis ..................................................................................... 34 

4.2.1 Determining a real estate strategy ......................................................................35 
4.2.2 Facilities review ....................................................................................................35 
4.2.3 Market survey .......................................................................................................35 
4.2.4 Locational requirement ........................................................................................36 
4.2.5 Technical requirements .......................................................................................36 
4.2.6 Financial criteria for budgeting ...........................................................................37 
4.2.7 Government assistance .......................................................................................37 
4.2.8 Preferred lease terms and conditions .................................................................37 
4.2.9 Developing a total project timetable ...................................................................38 
4.2.10 Property search for new site .............................................................................38 
4.2.11 Promotion of requirement .................................................................................38 
4.2.12 Selecting a preliminary short-list ......................................................................39 
4.2.13 Inspections .........................................................................................................39 

4.3 Compare and analyse best alternatives ................................................................ 39 
4.3.1 Request for proposals .........................................................................................39 
4.3.2 Analysis of proposals ..........................................................................................40 
4.3.3 Short-list of preferred properties ........................................................................40 
4.3.4 Competitive negotiation.......................................................................................40 
4.3.5 Negotiation for preferred property ......................................................................41 
4.3.6 Finalisation of heads of agreement .....................................................................41 

4.4 Involvement of project team .................................................................................. 41 
4.5 Final Selection ......................................................................................................... 41 
4.6 Some cautions ........................................................................................................ 41 
4.7 The industry experience ......................................................................................... 42 
Checklist ........................................................................................................................ 45 
 



  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

Consideration 5. Leasing of the Site ................................................. 47 
5.1 Negotiating the lease .............................................................................................. 47 
5.2 Terms and conditions to consider ........................................................................ 48 
5.3 Recommended length of lease .............................................................................. 50 
5.4 Questions to ask the landlord ................................................................................ 50 

5.5 Post lease services ................................................................................................. 51 
Checklist ........................................................................................................................ 52 

 

Consideration 6. Schematic/Conceptual Design.............................. 53 
6.1 Design plans ............................................................................................................ 53 
6.2 Conceptual plans signed off by project manager / CEO etc ............................... 54 
6.3 Industry trends ........................................................................................................ 55 

6.4 Impact of growing focus on CRM .......................................................................... 57 

Checklist ........................................................................................................................ 58 
 

Consideration 7. Detailed Plans and Tender .................................... 59 
7.1 Important design aspects ....................................................................................... 59 
7.2 Detailed planning .................................................................................................... 61 
7.3 Architectural considerations ................................................................................. 61 

7.3.1 Overall floor plan – space planning for people ..................................................61 
7.3.2 OH&S and ergonomic issues ..............................................................................63 
7.3.3 Standards Australia .............................................................................................64 
7.3.4 Workstation – layout, seating ..............................................................................64 
7.3.4.1 Workstations – various types ...........................................................................65 
7.3.4.2 Partitioning ........................................................................................................68 
7.3.4.3 Seating ...............................................................................................................69 
7.3.4.4 Aesthetic considerations ..................................................................................72 
7.3.4.5 Cable management system ..............................................................................72 
7.3.4.6 Finishes .............................................................................................................73 
7.3.4.7 Storage ..............................................................................................................73 
7.3.4.8 Amenities ...........................................................................................................74 
7.3.4.9 Design optimisation ..........................................................................................76 

7.4 Designer considerations ........................................................................................ 79 
7.4.1 Colours .................................................................................................................79 
7.4.2 Textures ................................................................................................................81 
7.4.3 Props – art, plants, etc ........................................................................................81 
7.4.4 Creating a style or theme ....................................................................................82 

7.5 Engineering considerations ................................................................................... 83 
7.5.1 Aspects requiring detailed plans ........................................................................83 
7.5.1.1 Air conditioning ................................................................................................84 
7.5.1.2 Communications ...............................................................................................85 
7.5.1.3 Electrical power supply ....................................................................................86 
7.5.1.4 Lighting ..............................................................................................................88 
7.5.1.5 Security ..............................................................................................................90 
7.5.1.6 Passive design ..................................................................................................91 
7.5.1.7 Sound / acoustics..............................................................................................92 

7.6 Detailed plans put out to tender ............................................................................ 95 
Checklist ........................................................................................................................ 96 
 

Consideration 8. Approvals and Legal Considerations ................... 97 
8.1 Approvals process .................................................................................................. 97 
8.2 Legal considerations ............................................................................................ 100 
Checklist ...................................................................................................................... 103 

 

Consideration 9. Construction of the call centre ........................... 104 
9.1 Selecting a Construction Manager ...................................................................... 104 
9.2 Construction Manager puts plans to tender ....................................................... 104 
9.3 Constructing the call centre ................................................................................. 104 
9.4 Going Live ............................................................................................................. 105 
 

Consideration 10. On-going Facilities Management ...................... 106 
Checklist Steps 9 and 10 ............................................................................................ 107 
 

Consideration 11. Costings and Impact of Fit-out ......................... 108 
11.1 Architect’s case .................................................................................................. 108 

11.2 Engineer’s case ................................................................................................... 109 

11.3 Workcover’s case ............................................................................................... 110 
11.4 Seating case ........................................................................................................ 111 
11.5 The case for attention to acoustics and hearing .............................................. 112 



  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

11.6 Call centre industry case .................................................................................... 113 

11.6.1 Decision makers ............................................................................................... 113 
11.6.2 call centre managers ........................................................................................ 113 

11.7 The compelling case ........................................................................................... 114 

 
Part C: Case Studies ........................................................ 115 
Case Study 1:  MLC ....................................................................................... 116 
Case Study 2:  IBM ........................................................................................ 118 
Case Study 3:  Compaq Computer Australia .............................................. 121 
Case Study 4:  IT industry ............................................................................ 123 
Case Study 5:  Travel industry ..................................................................... 124 
Case Study 6:  Leisure industry ................................................................... 126 
Case Study 7:  Thorn Australia .................................................................... 127 
Case Study 8:  Vodafone .............................................................................. 128 
Case Study 9:  Connect Interactive Business Centre ................................ 129 
Case Study 10:  Inland Revenue NZ ............................................................ 130 

 

Part D: Contributor List ................................................... 131 



  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

Figures and Tables: 
 Page: 
Figures: 
Figure 1. Model of project management options ............................................................... 9 
Figure 2. Percentage of project management appointments .......................................... 10 
Figure 3. Strategic considerations in the design process ................................................ 17 
Figure 4. Detailed considerations in the design process ................................................. 20 
Figure 5. Decision drivers for re-designing a call centre ................................................. 22 
Figure 6. Percentage breakdown of internal appointments ............................................. 26 
Figure 7. Percentage of projects completed within budget ............................................. 27 
Figure 8. Key factors addressed in needs analysis ......................................................... 31 
Figure 9. Leading the site search .................................................................................... 34 
Figure 10. The filtering process ....................................................................................... 38 
Figure 11. Types of building selected (decision makers’ response) ................................ 42 
Figure 12. Types of building selected (call centre managers’ response) ........................ 42 
Figure 13. Problems with existing shells ......................................................................... 43 
Figure 14. Percentage requiring lease to be negotiated ................................................. 48 
Figure 15. Lease considerations made by call centres ................................................... 49 
Figure 16. Trends impacting call centre functions ........................................................... 56 
Figure 17. Importance of design aspects (decision makers) ........................................... 60 
Figure 18. Importance of design aspects (call centre managers) .................................... 60 
Figure 19. Curved workflow ............................................................................................ 61 
Figure 20. Traditional box-like plan ................................................................................. 61 
Figure 21. Market view of current call centre floor plans ................................................. 62 
Figure 22. Existing call centre space ratios ..................................................................... 62 
Figure 23. Interactive workstations ................................................................................. 62 
Figure 24. Height adjustable desks (Vodafone) .............................................................. 63 
Figure 25. Snake configuration ....................................................................................... 65 
Figure 26. Snowflake (Connect Interactive) .................................................................... 66 
Figure 27. Pods ............................................................................................................... 66 
Figure 28. Snakes ........................................................................................................... 66 
Figure 29. Some examples of workstation designs ......................................................... 67 
Figure 30. Percentage of workstations with flexibility ...................................................... 68 
Figure 31. Height of screens in call centres .................................................................... 68 
Figure 32. Partition shape in call centres ........................................................................ 68 
Figure 33. Factors for agent chairs ................................................................................. 69 
Figure 34. S-Form spine ................................................................................................. 70 
Figure 35. Rounded back ................................................................................................ 70 
Figure 36. Dynamic sitting............................................................................................... 70 
Figure 37. Upright position .............................................................................................. 70 
Figure 38. Open position ................................................................................................. 70 
Figure 39. Rear position .................................................................................................. 70 
Figure 40. A-Platform Klober chair .................................................................................. 71 
Figure 41. B-Platform Klober chair .................................................................................. 71 
Figure 42. C-Platform Klober chair .................................................................................. 71 
Figure 43. Floor boxes (Connect Interactive and Spowers UniCall) ................................ 72 
Figure 44. Hot drawers in a centralised utility area (Connect Interactive) ....................... 73 
Figure 45. Call centre shifts ............................................................................................ 74 
Figure 46. Types of storage ............................................................................................ 74 
Figure 47. Chill out room (Connect Interactive)............................................................... 75 
Figure 48. Breakout space (Connect Interactive) ............................................................ 75 
Figure 49. Percentage allocation of floor space .............................................................. 76 
Figure 50. Connect Interactive workspace ...................................................................... 77 
Figure 51. Connect Interactive plan ................................................................................ 77 
Figure 52. Vodafone plan ................................................................................................ 78 
Figure 53. Vodafone workspace ..................................................................................... 78 
Figure 54. Effective use of colour .................................................................................... 80 
Figure 55. Connect Interactive has plants as props ........................................................ 82 
Figure 56. Inland Revenue NZ has a fish tank ................................................................ 82 
Figure 57. Agent control of air conditioning ..................................................................... 85 
Figure 58. Type of air conditioning ducting ..................................................................... 85 
Figure 59. Examples of cable management approaches ................................................ 87 



  callcentres.net Pty Ltd  Design and Fit-Out of the Contact Centre 

Figure 60. Percentage problem with power supply ......................................................... 88 
Figure 61. Percentage problem with cabling ................................................................... 88 
Figure 62. Use of indirect lighting .................................................................................... 89 
Figure 63. Percentage with specialised lighting .............................................................. 89 
Figure 64. Types of lighting utilised ................................................................................. 89 
Figure 65. Security measures ......................................................................................... 91 
Figure 66. Solar, glare and fire control ............................................................................ 92 
Figure 67. Acoustic measures ......................................................................................... 94 
Figure 68. Closed office .................................................................................................. 94 
Figure 69. Open plan ...................................................................................................... 94 
Figure 70. An Armstrong optima open plan office ceiling ................................................ 95 
Figure 71. The process for obtaining development consent ........................................... 99 
Figure 72. Connect Interactive fit-out ............................................................................ 104 
 

Tables: 
Table 1. UniCall benchmarks AUD$ ............................................................................... 19 
Table 2. Drivers of project management models ............................................................. 28 
Table 3. Problems experienced in locating in an existing shell ....................................... 44 
Table 4. Space allocation in the call centre ..................................................................... 75 
Table 5. Measure of employee satisfaction pre and post re-fit ...................................... 109 
Table 6. WorkCover statistics ....................................................................................... 110 
Table 7. Performance improvements (strategic decision makers) ................................ 113 
Table 8. Performance improvements (call centre managers)........................................ 114 

 
Appendices: 
Appendix I. UniCall cost per seat benchmarks.............................................................. 133 

 


