
TIP SHEET   >    THE CONTACT CENTER AGENT OF TOMORROW

From the calming patience to handle frustrated customers day after day, to the assertive efficiency to confidently 

answer difficult customer questions, the ideal contact center agent has always been a unique blend of contrasting 

qualities. But as simple call centers have grown into modern multi-channel contact centers, agents face broader and 

more complex responsibilities on a daily basis. Many of the same qualities that have always defined the most successful 

agents remain critical today. But the ideal agent of tomorrow brings a synergistic, often contrasting blend of skills to 

handle rapidly evolving, dynamic demands.

Great Phone Skills

Traditional phone calls still make up the majority of 
interactions in most contact centers. Exceptional phone 
skills remain a foundational requirement—from simply 
speaking clearly, to actively listening, problem-solving and 
speaking in real time, to understanding the nuances of tone 
in voice.

Superb Written Language Skills

Customers now use an average of 3 different channels during 
a single interaction—and they expect the experience to be 
seamless, regardless of channel.1 Agents must be able to move 
from voice calls, to emails, to chats—mastering the nuances of 
written communications, as well as the technologies that enable 
these new channels.

Efficient

Agent efficiency remains critical for operational metrics in 
the contact center—not to mention customer satisfaction. 
In the age of instant gratification, customers expect faster 
resolutions than ever—on the first contact, whenever 
possible. Agents must be able to quickly process 
information and react in real time.

Thorough

Customers now hold all companies up to a gold standard,  
expecting a five-star experience at every interaction. Great agents 
need to be efficient, but also look for opportunities to deliver 
above-and-beyond experiences: going beyond an answer to truly 
solve a problem, and beyond solving a problem to adding new 
value for the customer.

Detail-Oriented

It can be a monotonous job—handling similar questions 
and complaints day in and day out. But great agents are 
never lulled into laziness. They need to remain focused 
on the details—from schedules, to scripts, to compliance 
requirements, as well as noticing the little things that make 
a customer’s situation unique.

Creative

AI-driven chatbots and other innovative self-service technologies 
are increasingly removing the burden of tedious FAQs for agents. 
That doesn’t mean there’s less work to do—rather, that the issues 
they handle are now universally more complex. The ideal agent 
needs deeper, more creative problem-solving skills to solve more 
difficult issues and deliver the personalized, convenient solutions 
that customers expect.
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Autonomous

Agents spend a large portion of their time working 
independently. Great agents are exceedingly autonomous 
resources—able to navigate complicated issues, find the 
information they need and formulate solutions quickly, 
without burdening other agents or supervisors.

Collaborative

As customer interactions grow more complex, their issues 
often require input or assistance from other teams beyond the 
contact center, such as sales, billing or technical services. Agents 
must have the social skills to work effectively with colleagues 
throughout the organization, often acting as the de facto 
“customer champion,” driving the group toward delivering an 
outstanding solution for the customer.

Dependable

In the most basic sense, the contact center’s job is pretty 
simple: When customers call, agents should answer. 
Dependable agents—those that are always there when  
they need to be—help the contact center meet this 
challenge. But as anytime-anywhere, always-on  
expectations expand the contact center to 24/7 service, 
consistent, reliable attendance and schedule adherence 
become even more critical.

Flexible

Fortunately, several new technologies make the contact center 
more agile in meeting 24/7 customer expectations—from 
enabling remote agents, to allowing real-time monitoring and 
shift-bidding to respond to contact volume in real time. Adhering 
to defined schedules remains critical, but ideal agents also bring 
the flexibility to adapt their schedules to claim extra open shifts. 
Remote agents should also have proven remote work experience 
with demonstrated consistent performance in this highly 
autonomous work arrangement.

Coachable

Change happens quickly and constantly in the contact 
center: new products and services, new customer issues, 
new scripts and compliance requirements, etc. Great  
agents are coachable, quick learners who take instruction 
and feedback, and quickly adapt their daily work.

Self-Driven

New technologies increasingly replace traditional supervisor-led 
training and reviews with self-driven learning and improvement. 
Tomorrow’s most successful agents thrive on real-time 
performance feedback and smart benchmarking, and are 
constantly inspired by the social “push” gamification. In short, 
great agents take pride in their objective performance metrics—
and are motivated to use objective feedback to get better.

Self-Confident

There’s no such thing as the “perfect voice” for a contact 
center agent. But confidence is a sound we all recognize 
and trust. Great agents assure customers with an assertive 
tone that inspires confidence in their ability to deliver a 
speedy, effective solution.

Confidence in the Company

Let’s face it: It’s hard to sound confident if you don’t believe in 
what you’re selling. But it’s no longer just about the quality of the 
product. Millennials, who now make up the bulk of contact center 
agents, want to work for organizations they believe in. Successful 
agents should connect with the company mission. At a core 
level, they should believe in the value the company is bringing to 
customers—and society in general. This confidence will fuel them 
in delivering outstanding customer experiences.

Pride in Customer Satisfaction

The traditional role of the contact center agent is to solve 
acute customer issues—to keep customers happy, or at  
least make them less frustrated. Even great agents don’t 
often get a lot of thanks from customers. But the best  
agents thrive on their pride in the solutions and  
satisfaction they bring each customer, every day.

Pride in Business Success

As smart organizations in all sectors recognize that the contact 
center is the center of the customer experience, they’re 
elevating the role of the contact center—connecting contact 
center performance to high-level business metrics and goals. 
They’re seeing how the contact center drives not just customer 
satisfaction and retention, but also brand image, sales and 
revenue. Tomorrow’s most successful agents will still be driven 
by the immediate satisfaction they bring individual customers. 
But the best agents will also understand, and find purpose and 
motivation from, the larger role they play in driving the success of 
the business.



It’s plain to see that finding great contact center 

agents is no easy task. But here’s the secret of 

the most successful contact centers: Great agents 

aren’t born—they’re developed. Moreover, hiring 

talented agents is one thing—keeping them around 

is perhaps an even bigger challenge. The qualities 

detailed in this agent profile serve as a great 

starting point for your recruitment program. 

To learn how leading contact centers are building 

innovative agent engagement strategies to improve 

agent performance, increase retention and drive 

improvement, check out our new ebook: Enhancing 

Agent Engagement: 5 WEM Strategies to Drive 

Better Customer Experiences from the Inside Out.

Learn how Calabrio ONE gives you the complete WEM and analytics toolset to enhance agent 
engagement and agent performance to drive outstanding customer experiences from the inside out.  
> Visit Calabrio.com

Investing in Great People: 
DRIVING AGENT ENGAGEMENT
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