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Rapid, transformative change swept the contact center 

over the last two years. Calabrio’s State of the Contact 

Center Reports from 2020 and 2021 chronicled the 

shifts we’re all familiar with by now: the acceleration of 

flexible work models and cloud-powered operations, 

along with the overall surging investment in technologies 

that enable the agility to respond to whatever comes 

next. But, what about the agent’s point of view?

With the “Great Resignation” (or “Great Reshuffling,” 

depending on how you look at it) sweeping across 

global labor forces, it’s a critical time to take the pulse 

of contact center agent’s attitudes toward their work 

and employers. Calabrio conducted original research 

on agent wellbeing — and put those timely insights into 

perspective by comparing them to our 2017 Agent 

Wellbeing Survey, as well as the key insights from  

our State of the Contact Center reports. This report  

will discuss the clear trends that emerge from our 

analysis, including:

• The Stress Crisis: Why agent stress levels  
keep climbing.

• The Technology Tug-of-War: Which technologies 
are helping agents — and where tech is still  
falling short.

• What Agents Want: What drives long-term  
satisfaction — and what drives them to leave.

• What Flexibility Means Now: Why remote and  
hybrid workers still want more flexibility.

 INTRODUCTION 

Seeing Contact  
Center Transformation 
Through Agents’ Eyes
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THE GREAT RESIGNATION IS 
HITTING CONTACT CENTERS HARD 
Back in July 2021, Gallup did the definitive 

analysis on the so-called Great Resignation of 

2021, finding that half of America’s working 

population (48%) were actively looking for a 

new job.1 Contact center agents are seeing the 

impact of this trend up-close, ranking agent 

shortages and agent retention as the top 

challenge facing their contact centers. The good 

news — in relative terms — is that agents are 

less likely to be seeking new employment (1 in 3) 

than Gallup’s general population finding.

It’s not a money problem.

Just 18% of agents say higher pay is their main 

reason for leaving. Agents rank pay as the most 

important factor in ongoing job satisfaction —  

but they ultimately leave to pursue greater 

happiness and engagement. This reflects Gallup’s 

conclusion that it takes a 20% pay increase to 

lure away an engaged, satisfied worker, but “next 

to nothing to poach most disengaged workers.”2

1 https://www.gallup.com/workplace/351545/great-resignation-really-great-discontent.aspx
2 https://www.gallup.com/workplace/351545/great-resignation-really-great-discontent.aspx
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Agent stress keeps building.  
We need to talk about mental health.

Agents Feeling Acutely Stressed
AT LEAST ONCE PER WEEK

Agents Feeling Acutely Stressed
MULTIPLE TIMES PER WEEK

MOST AGENTS FEEL THEIR COMPANIES AREN’T DOING ENOUGH TO ADDRESS STRESS
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AGENT STRESS IS A POWDER KEG
If agent retention is the functional problem, agent stress is the root cause. 

The truth is that stress has always been high, but it’s only increasing: 

More agents feel acute stress on a weekly basis — and significantly more 

say they’re stressed multiple times per week. Stress puts a negative filter 

on just about every metric, from agent satisfaction and engagement, to 

the customer experience those stressed agents provide.

Is remote work the answer?

Agents working in a hybrid environment are more likely than remote 

workers to feel stressed at work once or twice a day (28% vs. 12%).

WHAT’S DRIVING HIGHER STRESS?
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AGENTS ARE THE FACE OF DIGITAL-FIRST BRANDS
The pandemic significantly accelerated the shift in how consumers connect 

with brands. As a result, agents are on the frontlines of surging e-commerce and 

distanced transactions, dealing with an average of 14.4 additional omnichannel 

interactions per day, compared to 18 months ago. But, somewhat surprisingly, 

the biggest impact has been a rise in the good old phone call: 70% of agents say 

they’re managing more calls than 18 months ago.

Customer expectations keep rising.

Our 2020 State of the Contact Center report highlighted how customer 

expectations for omnichannel service, complex problem-solving and agent 

empathy are rising. Agents feel this directly, ranking rising customer expectations 

as the second-biggest challenge facing their contact centers today (after agent 

retention). In addition, nearly half believe customers will continue to expect 

more from their company, more quickly in the future — and 1 in 3 agents believe 

customer needs will continue to grow more complex.
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TECHNOLOGY INVESTMENTS ARE PAYING OFF
The 2021 State of the Contact Center report showed that 3 in 4 contact centers 

are now in the cloud, with two-thirds of this cloud migration occurring in the last 

18 months. Agents are feeling the positive impacts of this cloud transformation. 

Compared to 2017, more agents say they have the technology they need to 

handle challenges, with a couple of notable areas of improvement:

Agents are delivering better omnichannel experiences.

As contact centers have invested in omnichannel technologies, fewer agents say 

CX differs based on channel (24% to 37% in 2017), and only 1 in 5 agents say they 

need better omnichannel customer visibility (compared to 1 in 3 in 2017).

Agents feel more connected to the rest of the business.

As companies work to make customer data more central to the enterprise, just 

17% of agents say their teams are not well connected to the rest of the business 

(compared to 26% in 2017).

TECH IS STILL THE LIMITING FACTOR IN CX
Things have gotten better, but technology is still the most significant barrier 

agents face in solving customer problems. “Lack of tools” and “lack of data” 

(which is ultimately a technology problem) are the top two reasons agents 

say they fail to resolve customer issues. One in four agents (28%) say better 

technology needs to be an urgent priority in the next 18 months.
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THE AGENT VIEW ON 
DIGITAL TRANSFORMATION 
IN THE CONTACT CENTER
There’s the business-level view of 

how digital technologies promise 

to transform the contact center 

positively, and then there’s the agent 

view from the ground level. Compared 

to 2017, more agents are seeing 

the coming impact of self-service, 

automation, and AI. Overall, they’re 

increasingly seeing that technology 

isn’t going to replace human agents, 

but rather free them to focus on 

more fulfilling work and higher-value 

service that only humans can deliver.
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PAY IS JUST ONE (IMPORTANT) 
INGREDIENT IN HAPPINESS
Agents’ top request is better pay. Yet since the 2017 

survey pay has fallen down the list of reasons for 

leaving and is less impactful in overall fulfillment 

and job satisfaction. The reality is that pay is a 

clear, objective figure that can serve as a proxy 

for how valued agents feel in their roles. But 

agents are making it apparent that other factors 

play an increasing role in them feeling valued — 

including flexibility, defined career paths and better 

technology. Another simple thing agents want: more 

support from management on tough calls.

What does better training look like?

Supporting career growth is critical to agent 

satisfaction — and falling short is a major reason 

agents leave. But agents have given clear direction 

on what they want most: better training. So, what do 

agents think better training would look like?



Health of the Contact Center 2021: 
Agent Wellbeing & the Great Resignation



Health of the Contact Center 2021: 
Agent Wellbeing & the Great Resignation

FLEXIBILITY ISN’T JUST 
ABOUT WHERE YOU WORK
Most agents say they’re working in their 

preferred environment — whether that’s 

on-site, remote, or hybrid. Yet more 

flexibility is the second-most common 

agent request, with 1 in 3 agents saying 

they want more flexibility in the next 18 

months. That reveals something important: 

Flexibility isn’t just about where agents 

work. Agents want more control over when 

they work — through more agent-driven 

scheduling processes and more real-time 

flexibility to account for the unexpected.

Work/life balance is still a big problem.

Even more telling is that work/life balance 

remain the top challenge agents face today. 

As experts, analysts and anecdotes from 

various industries reflect, the imagined 

flexibility of remote or hybrid work models 

has given way to a reality of further 

blurring between the office and at the 

home. Contact centers need to beware the 

risk that rising work stress — from higher 

call volume and complexity — can easily 

bleed into remote workers’ home lives.
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WHAT’S NEXT?
Combining the high-level trends in the contact center world with these 

agent-centric insights, what should contact centers focus on for 2022?

Retention should be your top priority.

With the majority of agents’ lovalties on shaky ground, retention 

needs to be the top strategic priority to avoid a “doom cycle” where 

agent attrition leads to staffing shortages, augmenting stress and 

driving further attrition. Moreover, you can’t deliver a consistent CX 

without consistency in your contact center staffing.

Plan to attack agent stress.

Stress has always been a problem, but agents are voicing their 

concerns about employers’ lack of mental health support. To protect 

your agents, you need to create a targeted plan to address the stress, 

built around three pillars:
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THE SIMPLE TRUTH: YOU CAN’T  
HAVE GREAT CX WITHOUT GREAT EX
One thing that has been resoundingly proven throughout the last 18  

months — and has sustained from 2017 until now, in nearly every industry — 

is that nothing will short-circuit customer experiences faster than employee 

experience problems. Tight labor markets and acute stressors on workers have 

led to everything from production slowdowns in manufacturing, supply chain 

disruptions, temporary closures in hospitality, and excruciatingly long wait times 

in service businesses. For contact centers, the age-old lesson is clearer than 

ever: The path to better CX starts with better EX. Putting the technologies and 

strategies in place to help your agents succeed will help you attract and retain 

the great people you need to deliver a stand-out CX.

Learn more about how Calabrio ONE provides the smart,  

highly automated and analytics-powered tools your agents need to thrive.

http://www.calabrio.com
https://www.calabrio.com/products/calabrio-one/?utm_source=menu&utm_medium=us&utm_campaign=tracking
https://www.calabrio.com/products/calabrio-one/?utm_source=menu&utm_medium=us&utm_campaign=tracking

