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As businesses in every industry increasingly compete on the basis of 

customer experience, “customer centricity” has become the dominant motto 

of the modern enterprise. Yet an all-out focus on the customer overlooks the 

key ingredient in any recipe for outstanding customer experiences: highly 

engaged employees. Indeed, research shows that EX drives CX.  

CX leaders have 60 percent more engaged employees,1 and just a five 

percent increase in employee engagement can drive a three percent 

increase in revenue.2

Nowhere is the EX=CX connection more direct and clear than in the contact 

centre and, given traditionally low agent engagement and high turnover, 

perhaps nowhere is the opportunity greater. Gartner predicts that by 2020, 

agent engagement will be the key differentiator for one out of five contact 

centres.3 Savvy contact centre leaders are leveraging new tools and 

technologies to empower agents with better information, smarter workflows, 

inspiring feedback and empowering control over their careers. 

This ebook offers five proven strategies that leading contact centres use 

today to boost agent engagement, improve retention and enhance skill 

development to engineer better customer experiences from the inside out.

EX = CX: A RECIPE FOR SUCCESS

I N T R O D U C T I O N

1. Temkin Group

2. Aon Hewitt, “2015 Trends in Global Employee Engagement”

3. Gartner, “The Essential Shift from Workforce Optimization to Workforce Engagement Management,” May 24, 2016
3
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GARTNER PREDICTS THAT BY 2020,  
agent engagement will be the key differentiator  

for ONE OUT OF FIVE CONTACT CENTRES.



Managing agent satisfaction and turnover have always been top 

priorities—and major pain points—for contact centre leaders. 

Studies suggest just one in three contact centre agents are 

satisfied with their jobs, and turnover rates typically hover 

between 30 and 45 percent. These figures are a key reason 

why many contact centres struggle to maintain—much less 

improve—customer satisfaction scores. Unengaged agents 

deliver unengaging customer experiences. Moreover, frequent 

turnover (sometimes even a year or less) means contact centres 

have little time to develop or improve agents skills—and little 

incentive to invest in this skill development. Adding to the 

challenge, contact centres are fighting an uphill battle against 

the generational shift in the workforce. Millennials and their 

younger Gen Z counterparts—the majority of the contact centre 

workforce today—are inherently less engaged and leaving jobs 

more frequently than previous generations.

It’s not just hurting the customer experience metrics;  

IT’S EXTREMELY COSTLY. A McKinsey report estimated that 

hiring and training a new agent costs a contact centre between 

£8,000 AND £16,000. Multiply that several times a year, and 

operational expenses look pretty grim.4

THE AGENT ENGAGEMENT PROBLEM  
COMES TO A HEAD

44. McKinsey & Company, “Boosting contact-center performance through employee engagement,” January 2018.
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Contact centre leaders—and, increasingly, C-level executives—

recognise improving agent engagement as a significant opportunity.

 

THREE IN FIVE CONTACT CENTRES SAY REDUCING 
TURNOVER AND IMPROVING RETENTION IS THEIR TOP 
PRIORITY,5 AND VIRTUALLY EVERY CONTACT CENTRE IS 

NOW INVESTING IN A TALENT IMPROVEMENT PROGRAM.6 

But here’s the interesting part: Only one in three contact centres 

plan to use compensation as the primary “fuel” for their EX 

transformation.7 That’s because research and studies consistently 

show that things like compensation and promotional opportunities 

account for a relatively small portion of an agent’s satisfaction. 

Instead, a new paradigm has emerged. Workforce Engagement 

Management (WEM) focuses on what agents actually do: eliminating 

burdens and making their jobs easier; giving them control over 

schedules, work arrangements and their own skill development; and 

showing them the value of their work by connecting contact centre 

performance to high-level business metrics and goals.

5. Saddletree Research, “Contact Center 2017: Pragmatism, People and Purpose.”

6. https://www2.deloitte.com/us/en/pages/operations/articles/global-contact-center-survey.html

7. Saddletree Research, “Contact Center 2017: Pragmatism, People and Purpose.”

WEM EMERGES AS THE NEW  
CONTACT CENTRE PARADIGM

5
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5 WEM STRATEGIES 

TO DRIVE BETTER CUSTOMER EXPERIENCE FROM THE INSIDE OUT

Shifting from managing your workforce (WFM) or optimising your workforce (WFO) to truly 

driving engagement (WEM) requires rethinking many of the tools, processes and priorities 

currently in place within your contact centre. To help you make the transition, here are 

five proven WEM strategies—each with actionable steps to help you achieve measurable 

improvements in agent satisfaction and engagement:

 

GIVE AGENTS GREATER CONTROL OVER WORK ARRANGEMENTS

 

INVEST IN SEAMLESS AGENT WORKFLOWS

  

EMPOWER AGENTS WITH SELF-IMPROVEMENT TOOLS

 

GET SMART ABOUT LEADERSHIP

 

DEMONSTRATE THE BUSINESS VALUE OF THE CONTACT CENTRE

6
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1
STRATEGY #1

GIVE AGENTS GREATER CONTROL OVER WORK ARRANGEMENTS

Everyone wants to feel in control of their own lives. In the professional world, studies show that employees that feel they have greater control, 

flexibility and freedom in their jobs are more satisfied and more productive. This is even more relevant in the contact centre. More than 70 

percent of contact centre agents in the U.S. are Millennials that value work-life balance and flexibility above all else.8 These expectations clash 

with the traditionally rigid schedules of contact centres, and one report estimates that the “sharing economy” or “gig economy”—which uses new 

technologies to better match workforce supply and demand, enabling individuals to operate more as freelancers—now steals about half of the 

traditional contact centre labor pool.9 Leading contact centres now leverage best-in-class WEM platforms that break down the rigid structure of 

contact centre work, giving agents freedom to control when and even where they work.

7

Engaging agents in scheduling: New WEM 

platforms allow agents to indicate and adjust 

availability through a simple user interface.  

This foundational step makes shift scheduling  

a collective activity, improving morale while 

reducing scheduling conflicts and ensuring all 

shifts are covered.

 Real-time shift bidding: Leading WEM solutions 

now enable real-time shift bidding. This allows 

supervisors to respond immediately to changes 

such as increased call volume or agents calling in 

sick. Moreover, this allows non-scheduled agents 

to claim open shifts and capture opportunities to 

make extra money.

Enabling flexible work arrangements (remote 
agents): Cloud-based contact centre technologies 

are a true game-changer for remote agents. 

Reliable, secure connectivity from anywhere 

makes remote agents more viable and cost-

effective than ever—allowing contact centres to 

give agents attractive and empowering freedom in 

choosing their preferred work arrangements.

STRATEGIES IN ACTION >

8. https://www.customercontactweekdigital.com/agent-engagement/webinars/the-biggest-challenge-to-agent-retention-the-gig

9. Ibid.
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Unified agent dashboards: Agents report that an 

inability to access all applications and information 

in one platform is a top frustration. Modern 

cloud-based agent platforms solve this pain 

point, providing a single, centralised command 

center that puts all applications, workflows and 

information at agents’ fingertips—without requiring 

them to jump between windows and navigate 

disparate systems. These unified platforms offer 

a consistent UI for a more intuitive experience 

across every workflow.

Omni-channel platforms: As customers engage 

across a widening array of channels, it’s not just 

the customers that are frustrated by channel 

disconnects. Today’s best-in-class contact centre 

platforms are designed to integrate any and 

all channels, giving agents a single view of all 

relevant customer information. No more hunting 

around to find previous customer interactions; 

no more upsetting customers by asking them to 

repeat themselves.

Automation handles tedious FAQs: While 

consumers indicate an increasing preference 

for self-service, AI-driven “chatbots” won’t be 

replacing human agents any time soon. Instead,  

AI and automated self-service can handle the 

FAQs that account for the majority of contact 

centre interactions. This not only eliminates 

the most tedious aspect of an agent’s day—it 

also frees agents to focus on more complex 

interactions, driving better customer solutions 

while keeping agents challenged and engaged.

2
STRATEGY #2

INVEST IN SEAMLESS AGENT WORKFLOWS

It seems obvious to suggest focusing on making agents’ daily workflows easier. But with both the volume and complexity of contact 

centre interactions increasing rapidly, many contact centres are fast approaching an inflection point where traditional tools and 

legacy technologies simply cannot keep up. Forward-thinking contact centres are investing in new agent tools that aim to eliminate 

tedious burdens while providing better information to simplify complex interactions. They’re not just minimising agent headaches; 

they’re equipping agents to be better at what they do—and driving engagement in the process.

STRATEGIES IN ACTION >

8
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Real-time agent feedback: Leading contact 

centre technologies now use advanced analytics 

to enable real-time evaluations and predictive 

scoring of every single customer interaction. 

This gives agents immediate feedback and 

provides objective metrics that allow self-driven 

performance improvements.

Benchmarking & gamification: The same 

analytics capabilities allow contact centre leaders 

to create performance benchmarks on both an 

individual and team level. Innovative gamification 

tools connect benchmarking with real-time metrics 

to drive healthy competition among agents.

Social learning: Agents no longer have to attend 

long seminars or read boring reports to learn 

the latest best practices. Leading contact centre 

platforms engage agents in ongoing social 

learning, identifying characteristics of successful 

interactions, frequent interaction pain points, and 

other insights that allow each individual agent to 

build on the collective knowledge of the whole.

3
STRATEGY #3

EMPOWER AGENTS WITH SELF-IMPROVEMENT TOOLS

Here’s a definite upside to Millennials’ desire to have complete control over their work: they also want to take control over their own 

skill development and talent improvement. They’ve grown up in a hypercompetitive world where talent is objectively measured, and 

social technologies make it possible to constantly compare themselves with their peers. In place of traditional career paths, they 

crave constant feedback, seek ongoing personal development and thrive on social competition.

STRATEGIES IN ACTION >

9
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New, better metrics: As contact centre leaders 

increasingly prioritise customer satisfaction and 

customer experience above purely operational 

objectives, many are unintentionally impeded by 

traditional metrics that focus on the efficiency 

of customer interactions. Analytics-driven 

technologies allow contact centre leaders to move 

away from transactional metrics like Average 

Handle Time, instead diving into the complexity of 

customer needs and sentiments to paint a more 

accurate picture of agent performance.

Objective, transparent evaluations: Traditional 

agent evaluations take an at-random look at 

around five percent of all interactions. Agents 

understandably hate being judged based on this 

limited view. New analytics tools that evaluate 100 

percent of agent interactions solve this problem 

while also bringing a new level of objectivity and 

transparency that drives trust and respect for 

contact centre leadership.

Agile, personalised training: In most contact 

centres, ongoing training is limited to ad hoc 

meetings to address urgent problems and “put 

out fires.” But advanced analytics tools now 

allow contact centre leaders to easily identify 

training and improvement opportunities, making 

it practical to create structured group training, as 

well as offer personalised coaching on agents’ key 

opportunities for improvement.

4
STRATEGY #4

GET SMART ABOUT LEADERSHIP

It’s not just agents who are struggling with outdated tools and incomplete information. Contact centre leaders need to reevaluate 

the tools, technologies, processes and priorities that drive them. Smart leadership today requires incorporating advanced analytics 

capabilities that allow supervisors to literally see every single interaction—revealing powerful, transparent insights around the 

performance of each agent, as well as the contact centre as a whole.

STRATEGIES IN ACTION >

10
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Connect contact centre metrics with business 
objectives: With so many variables, drawing a line 

from contact centre performance to a business 

result has historically been nearly impossible. 

But advanced, easy-to-use analytics tools now 

make it possible to connect the dots and see the 

full picture of how the contact centre drives key 

business objectives. Giving agents transparent 

insight into these connections helps them see how 

their daily work and their ongoing improvement 

play a direct role in the success of the business.

Make CX metrics a point of public pride: As 

more businesses recognise that they’re competing 

on the basis of customer experience, CX leaders 

recognise an opportunity to elevate contact centre 

metrics as objective proof points. Low hold times, 

high first-call resolution, consistent customer 

satisfaction scores and other contact centre data 

points provide clear evidence of the organisation’s 

commitment to—and success in—delivering 

outstanding experiences. Highlighting these 

metrics helps contact centre agents take pride in 

their work, boosting engagement and morale.

Listening to the VoE: Voice-of-the-customer  

(VoC) analytics are one of the hottest trends 

in contact centre technology. But those same 

powerful analytics tools can be turned inward 

to hear the voice of the employee (VoE). VoE 

analytics gives contact centre leaders a raw look 

into the daily workflows of agents, revealing 

information gaps, technology bottlenecks and 

other pain points in near-real time. Supervisors can 

keep their finger on the pulse of agent satisfaction, 

identifying opportunities to invest in technology 

or training to improve the agent experience. 

Moreover, a transparent VoE analytics program 

lets agents know that you’re listening—and that 

their voices matter.

5
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STRATEGY #5

DEMONSTRATE THE BUSINESS VALUE OF THE CONTACT CENTRE 

In the simplest terms, the key to increasing agent engagement is empowering agents to deliver meaningful work. A fundamental 

part of achieving this goal is to ensure your agents understand and support the high-level goals and mission of your organisation. 

Unfortunately, most organizations do a poor job of connecting the contact centre’s day-to-day activities and overall performance 

with the mission and goals of the business. Those that do successfully demonstrate this connection see proven benefits in 

employee satisfaction and loyalty: A McKinsey survey of contact centre agents found that 70 percent of those that plan to stay in 

their current position say they strongly identify with their company’s mission.10

STRATEGIES IN ACTION >

1110. McKinsey & Company, “Boosting contact-center performance through employee engagement,” January 2018



While the details of agent frustrations vary widely by industry, the most common 

complaint is startlingly consistent: A large survey by Salesforce found that slow, out-

of-date or otherwise inadequate technology was by far the top issue challenging 

contact centre agents. It’s no surprise, then, that all of the agent engagement strategies 

discussed in this ebook have one thing in common: They’re enabled and/or driven 

by innovative contact centre technologies that give both supervisors and agents new 

capabilities. These next-generation tools help contact centres build an integrated, omni-

channel platform that simplifies daily workflows and solves information gaps for agents, 

while providing contact centre leaders with the predictive and prescriptive analytics 

insights to provide better, smarter leadership. 

For contact centre leaders, the promise is two-fold. Investing in improved agent 

engagement will quickly address top-of-mind pain points around agent performance and 

retention. But even more importantly, by elevating the agent experience, contact centres 

can fuel the next-level customer experiences that will define tomorrow’s most successful 

businesses.

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

The Right Tools
DRIVE SMART WEM STRATEGIES
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