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ECONOMY, ENERGY AND FAIR WORK COMMITTEE 

COVID-19 – impact on Scotland’s businesses, workers and 

economy 

SUBMISSION FROM        GO-CENTRIC 

We are delighted to present a contribution from Glasgow-based global service centre 

of excellence go-centric in response to the Scottish Parliament‟s Economy, Energy 

and Fair Work Committee‟s open call for evidence on the impact of Covid-19 on 

Scotland‟s economy. 

Contact Centres 

go-centric spent much of lockdown addressing the future of our own workplace, and 

that of the contact centre industry. It is essential we get this right, primarily for the 

safety of staff and customers. But getting it right could also provide an economic 

boost for Scotland, especially given contact centres employ around 110,000 people 

in the country.   

Contact centre workers serve Scotland‟s consumers with commitment and 

distinction. The Scottish Government has indicated that it wants to see contact 

centres „help drive Scotland‟s economic recovery and future prosperity‟. go-centric 

would like to see more focus on supporting this important and growing sector in 

Scotland. 

About go-centric 

go-centric is a business process outsourcer based in Glasgow, with over 20 years of 

experience in managing end to end customer solutions. Our organisation has a 

fantastic record of providing quality service and growth for our partners. We believe 

in working with people who share our passion for creating prosperity, for people and 

businesses. Our purpose is to help people and businesses grow and prosper. 

Training and reskilling  

We have put a particular focus on retraining people whose industries have collapsed 

during the coronavirus crisis, increasing our headcount. At go-centric, even before 

lockdown, we also helped the long-term unemployed get back into the routine of 

work. Covid-19 is clearly going to exacerbate the problems experienced by those 

who have been made jobless, and limit any opportunities they may have had 

previously.  

The Scottish Government should recognise that contact centres provide an 

opportunity to support the retraining of workers who have lost their jobs. 

Getting back to the office 

Currently Scottish Government advice is for people to continue working at home if 

they can. We have embraced that message, but the time will come when offices 

have to reopen - and we will be ready for that challenge. 
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We‟re already looking at a hybrid system combining office working and working-from-

home. We will be introducing a range of measures including one-way systems, 

contactless vending machines to avoid the touching of buttons and door-opening 

technology which also negates the need for physical contact. In our offices, we will 

be appointing staff to conduct regular checks to ensure hygiene and social 

distancing standards are being adhered to. 

These are initiatives we believe the Scottish Government could consider introducing 

more widely. We are in a phase where people have to think outside the box to make 

normal life work, and we want to engage with the government to ensure we can play 

our part in allowing that to happen. 

Working from Home 

During lockdown, we ensured our employees were safe by enabling at-home 

working. We continue to operate a work-from-home setup, while still providing the 

service our clients have come to expect. We have prioritised employee mental health 

at the same time, ensuring our colleagues receive the support they need. 

Throughout the pandemic, we have provided a lifeline for our clients, including a 

disaster recovery service. Home working in some form is here to stay for the long-

term. However, if workers are not office-based, new headcount figures are currently 

not recognised by Scottish Enterprise through the Regional Selective Assistance 

(RSA) programme, which does not reflect the modern working environment. 

The Scottish Government and its agencies should recognise home working as a 

viable, high quality job creation route.  

Changing economy 

Coronavirus will force changes to customers‟ behaviour in ways they probably never 

imagined. More people will be accessing vital services online, and will need support 

in doing so, particularly in the retail and consumer sectors. This is especially true for 

more elderly and vulnerable members of society, for whom using a website to order 

shopping, prescriptions or other goods would never have been a consideration. One 

of our services is the “live chat” function on these websites, where people having 

problems can contact our staff who will know how to help them quickly, politely and 

effectively. We believe these changing habits will lead to the increase in this 

particular area of the contact centre sector.  

The Scottish Government should recognise the increased contribution of contact 

centres in the post-Covid economy and stand ready to help the industry adapt 

quickly to growing demands. 

Charitable causes 

Go-centric was among the first organisations to get involved in the Viral Kindness 

Scotland campaign; where vulnerable and isolated people struggling through 

lockdown were put directly in touch with businesses and services which could help 

them. Our staff enjoyed putting their time into helping those worse off than 

themselves, and developed a range of skills as part of that which they will now be 

able to use going forward in their careers, either with go-centric or elsewhere. A 
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post-Covid Scotland will be more reliant on volunteering and charity than ever 

before, and people and businesses will be more minded to get involved as a result of 

the shifting attitudes which have occurred during the pandemic. 

The Scottish Government consider publicity efforts to encourage more volunteering 

and for companies to consider expanding their charitable work, highlighting the 

widespread benefits that could bring both to society and their own business. 

Conclusion 

Covid-19 has wrought havoc on our economy and many experts have predicted it 

will take years to recover. Successful businesses which can help with the recovery 

need to be fast-moving, imaginative and committed. It will be very much in the 

Scottish Government‟s interests for the contact centre industry to continue growing, 

and we urge ministers to recognise that and start thinking now about helping to 

ensure it happens. 


