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STAY AHEAD
OF CX LABOR TRENDS



Contact centers are facing a 
new reality. An industry built 
on tight margins finds itself 
needing to change how it thinks 
about labor practices, operating 
models, and technology. 
Economic challenges, record 
job openings, and changing 
customer expectations mean 
that companies can no longer 
ignore the urgent issues facing 
the marketplace.

This e-book will examine the 
evolving trends around the  
CX labor workforce, and offers 
recommendations for tackling 
challenges proactively  
and profitably.
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T H E  W A R  F O R  T A L E N T

Sources: U.S. Bureau of Labor Statistics, CPS Unemployment, Wall Street Journal

ECONOMIC  
R E A L I T I E S

Source: US Bureau of Labor Statistics. (1)  2018 result is estimated by labor and economic statistics to date for 2018

The U.S. supply-demand imbalance for labor is at critical levels, 
requiring significantly higher hourly wages to attract and retain 
talent, even for traditionally low-wage jobs. There were 7.1 
million job openings in the U.S. in September 2018, which is 
more than one job available for every unemployed person. 

Labor in short supply Hourly wage growth

96th consecutive month of job growth Hourly earning growth fastest since 2009
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T H E  W A R  F O R  T A L E N T

20% premium required  
for seasonal work

Comparable wages in select U.S. markets

$22.00

$18.00 $18.00 $18.00 $18.00 $17.00 $17.00 $16.00

Complete 
Kitchen and 

Cabinets

Nordstrom AT&T Hobby 
Lobby

Burlington Empire 
Coach Line 

INC

Bed Bath & 
Beyond

Kroger

Concord, 
NC

Concord, 
NC

Weber, 
VA

Hopkinsville, 
KY

Paducah, 
KY

Orlando, 
FL

Orlando, 
FL

Hopkinsville, 
KY

$18.00
$15.15 $15.00 $15.00 $15.00 $14.50 $14.00 $13.00

Most industries are responding with wages that are higher  
than federally mandated minimums. The notable exception  
is contact center wages, which lag behind in the competition  
for low-wage workers, especially for seasonal work.

ECONOMIC  
R E A L I T I E S
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STRESS INDEX

T H E  W A R  F O R  T A L E N T

4

The differences stand out even more 
when looking at the nature of the 
work being done in contact centers. 
Not all jobs are created equal, even 
when wage levels might be similar. 
The skills required for contact center 
associates are much more complex 
versus other standard hourly workers.

Listening 
Communication
Service orientation

Standard Hourly Worker Contact Center Associate

Complex problem solving
Critical thinking
Creativity
Customer orientation
Computer / Knowledge management

(Fast Food, Retail, Bus Driver, Warehouse, etc.)

VS Emotional intelligence
Judgment & Decision making 
Service & Sales orientation
Negotiation
Cognitive flexibility

Social perceptiveness 
Physical coordination
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STRESS INDEX

T H E  W A R  F O R  T A L E N T

Stress Index Ratings and Wages by Occupation Regression: Stress Index vs Wage Rate

Sources: Wages from US BLS 2017 Occupational Outlook

5 5 3 3 3 3 22 $10.76Contact Center 
Associate

Customer 
Interactions

Required 
Skills

Schedule 
Flexibility

Benefits & 
Perks

Environ-
ment

Physical  
Risk

Stress  
Index

$ / Hr

1 2 2 1 4 5 15 $10.93Fast Food Cook

2 4 3 2 2 3 16 $15.87Municipal Bus  
Driver

1 2 2 2 4 2 13 $12.44Warehouse  
Worker

3 1 1 3 2 2 12 $12.02Cleaning Service  
Worker

3 1 2 3 1 1 11 $10.11Retail Cashier
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Contact Center

Fast Food Cook
Bus Driver

Cashier
Cleaning Service

Warehouse Worker

TTEC mapped six stress characteristics to measure the types of low-wage jobs that carry the most stress. Contact  
center workers were found to have the highest stress levels compared to other industries vying for similar workers.  
The data offers a clue into why it may be hard to find talent to fill contact center seats in today’s economy.

OVERPAID
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T H E  W A R  F O R  T A L E N T

Employee engagement matters
Attracting talent is just one part of the equation. All the hard work to attract great 
employees is fruitless if they don’t feel valued and leave. Make sure your organization 
is not a leaky bucket. Keeping employees engaged must be a priority. 

Engaged call center employees are:

8.5x more likely to stay than 
leave within a year 4x more likely to stay than 

dissatisfied colleagues

16x more likely to refer 
friends to the company 3x more likely to feel empowered 

to resolve customer issues

Tangible business benefits of employe engagement

21% Higher  
profitability 10% Higher  

customer metrics20% Higher  
sales

Source:  McKinsey & Co, Gallup
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T H E  W A R  F O R  T A L E N T

What keeps contact center 
employees engaged?
Sure, wages and compensation play a large part. But they are not the only 
drivers of employee engagement, especially with competition so fierce. 
Many factors of employee retention and loyalty put little to no financial 
burden on a business. But they do require a commitment by senior leaders 
to view contact center employees as valued members of their organization.

Wages and  
job security

Source:  McKinsey & Co

Understanding the 
organization’s nature  

and mission

Growth/promotion 
opportunities/ 

career path

Relationships with  
co-workers, supervisors, 

and community

Stress

7

Top 5 drivers of call center employee retention:
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T H E  W A R  F O R  T A L E N T

The labor  
equation

Labor issues should not be considered 
in a vacuum. They are an accumulation 
of hiring, wages, and retention 
factors, and should be tackled in a 
comprehensive manner. 

Every company is different, with unique 
attributes of each factor of the labor 
equation to consider when taking steps 
to improve labor issues. There is no 
one-size-fits-all approach to overcome 
labor challenges.

Hiring
Applicant-to-hire ratio

Background failure rates

No-show rates

Retention (attrition)Wages+ +=

TTEC’s labor equation for contact 
centers, when applied across the 
business, leads to tangible outcomes 
such as higher NPS, first call resolution, 
total cost to serve, and total cost 
to acquire. Each factor plays a role 
in managing a stable, consistent, 
predictable workforce.

Rehire rate
Environment
Flexibility/@Home
Stress level
Skills
Length of training
Human Capital practices

8



9 9

5 STEPS
TO STAY AHEAD
It’s tempting to just throw money at the 
problem, but that is not a long-term solution. 
Competing on price alone is not sustainable.

Thanks to new technologies and insights, 
you can get so much more out of your 
contact center operations with nearly the 
same budget by shifting how the money gets 
allocated. It will free up money to invest in 
hiring, training, and keeping employees, while 
at the same time improve operations to be 
more efficient and pleasant for customers. 

The money is there in your contact center 
to be used to attract and retain the best 
workers. So how do you get it? 

We recommend taking a comprehensive 
approach through a combination right 
shoring, automation and technology, 
customer journey planning, employee 
development, and analytics.

9
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5  S T E P S  T O  S T A Y  A H E A D

Right market,  
right wage,  
right result
Depending on your business, there 
may be lower-cost contact center 
options than what is currently in 
place. If you manage your own 
contact center, outsourcing may 
provide cost benefits. Or if you 
outsource in the U.S., there may be 
near-shore, offshore, or at-home 
choices to consider.

In some cases, wage changes may 
need to be made, but with higher 
potential ROI from more engaged, 
better skilled employees, the 
decision may save money in the 
long run. Our experience, modeling, 
and forecasting expertise can help 
you make the right decision for 
your business with low risk and high 
certainty of success.

1
10
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25  S T E P S  T O  S T A Y  A H E A D

Balance automation with humans 
to deliver better, more valuable 
experiences with fewer people
The upside of automation is that it can take away tier 0 and tier 1 service resources, 
freeing up humans to focus on the more important and emotionally charged 
interactions. This may allow you to reduce headcount while improving the customer 
experience and productivity. Automation can be used in a number of ways to 
enhance contact center operations, both for the front line and behind the scenes. 

HumanifyTM@home Migration to text-based 
channels

Machine learning-enabled 
self-service knowledgebase

Artificial Intelligence (AI)  
for customer and  

associate augmentation
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5  S T E P S  T O  S T A Y  A H E A D

Reimagine the customer 
journey and contact 
center operations
Zeroing in on inefficiencies that slow down operations and cause friction in 
the customer experience can help companies identify areas that constrain 
their long-term growth, scalability, and ultimately profitability. Even small, 
incremental changes can make a big difference.

Call deflection strategies help eliminate “bad volume” by reducing redundant 
calls or pre-empting calls with proactive outreach before a customer needs 
to pick up the phone. Frequent caller activity analysis can identify common 
issues that may be fixed to prevent future calls. Simple changes to associate 
scripts, website text, or app tools may reduce handle time and increase 
resolution rates. And operational assessments can look at the entirety of the 
customer interaction to see what can be streamlined. 

Taking it a step further, customer journey orchestration initiatives design, 
implement, and manage all the steps a customer has with your company, in 
various channels. Deciding which of these touchpoints can be automated, 
which can be streamlined, and which can be eliminated will also reduce 
waste in effort and money.

3
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5  S T E P S  T O  S T A Y  A H E A D

Invest in employee 
experiences
The key ingredient to any successful business initiative 
is the people who make it possible. Having employees 
perform at their best sets companies up to win. This 
is especially true in customer-facing interactions. Your 
front-line employees represent your brand to customers, 
and their performance can make or break relationships, 
as well as keep operations running smoothly. 

Front-line employees follow a similar path of 
hiring, training and development. Throughout this 
lifecycle, emphasis should be put on employee 
performance, satisfaction, and retention. Having 
happy, knowledgeable, invested employees more 
easily translates into increased customer satisfaction, 
retention, and longevity. Both historical and predictive 
insight can enhance a company’s ability to create 
productive, engaged workers.

4
13
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5  S T E P S  T O  S T A Y  A H E A D

Labor analytics 
platform provides 
real-time insights
Without a standardized plan to turn to, 
taking an insights-driven look at your specific 
contact center workforce can help inform 
decisions based on actual data. TTEC’s labor 
analytics platform delves into associate data 
to help leaders understand demographic and 
economic realities of their workforce, as well as 
performance and propensity to stay or leave. 
This gives you insights into how to attract and 
retain the best employees for your situation.

5
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C L I E N T  S T O R Y

Better pay equals  
better performance 
Correlating performance metrics with wage analysis, we 
determined that a financial services client would benefit from 
a fixed wage increase, supplemented with a robust pay-for-
performance plan. It was up to the client to determine how  
far to take the program.

We gave the client three options, with a range of benefits for 
each option. It chose a plan that delivered the following KPIs:

10%
increase in customer 
satisfaction (CSAT)

15

12%
decrease in Average 
Handle Time (AHT)

31%
reduction in  
production attrition

time it took to meet  
performance improvements

90 days

increase 
in revenue
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HOW TO 
GE T  STARTED

Conduct a current state assessment 
of your labor strategy with all the 
dimensions discussed (customer 
journeys, technology, employee 
development, analytics, and 
wages) to see what works and  
what needs improving.

Talk to your employees about 
their engagement, and ask for 
suggestions for improvements. 
Then take action to improve the 
employee experience.

Create a holistic plan including 
business case to support the 
transformation required to turn the 
tough market into an opportunity  
to modernize and optimize CX.

And remember, we at TTEC live and 
breathe CX every day. We are here to 
partner with you to solve the labor  
issues facing your business.

16

Educate your C-suite about the  
labor market and CX dynamics.

Enhance the corporate culture  
so everyone feels they make a 
difference to customers and  
the business.

Consider offshore or near-shore 
options for contact center operations.
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About TTEC
TTEC Holdings, Inc. (NASDAQ: TTEC) a leading global technology and services provider focused on the design, implementation and delivery of transformative customer 
experience for many of the world’s most iconic and disruptive brands. The Company delivers outcome-based customer engagement solutions through TTEC Digital, its digital 
consultancy that designs and builds human centric, tech-enabled, insight-driven customer experience solutions for clients and TTEC Engage, its delivery center of excellence, 
that operates customer acquisition, care, growth and digital trust and safety services. Founded in 1982, the Company’s 47,800 employees operate on six continents across the 
globe and live by a set of customer-focused values that guide relationships with clients, their customers, and each other.  
To learn more about how TTEC is bringing humanity to the customer experience, visit ttec.com.
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