
DRAMATIC changes in the economy
have held down pay for call centre
agents and managers. However,
salaries have risen for roles
focussed on raising performance,

such as team leaders, team managers and
training managers.

Responses to this year’s survey show that
rising unemployment, falling inflation and
economic uncertainty has muted growth in pay
levels for call centre staff.

Last year, respondents cited competition
from other call centres and the wider labour
market as the reasons for their difficulties in
both recruiting and retaining staff. This year,
this is less of an issue because a number have
had to make redundancies. And those who
have not laid off staff have either frozen
recruitment or are not actively hiring.

Three times the proportion of call centres
reported a reduction in staff numbers this year

than did last year.
In addition, with inflation at or below zero

since the beginning of the year – compared
with five per cent in September 2008 – there is
less pressure on firms to adjust salaries.

The strongest salary growth has been for
training managers. They are focussed on
improving staff performance, key for any
business recovery plan. There were also
increases for team leaders and team
managers who are responsible for the
performance of their teams.

During a recession, businesses focus much
more on performance and efficiency and this
may be a factor behind continued salary
growth for these roles, alongside slower
growth for other posts.

This article is based on our report, Pay and
conditions in call and contact centres, 2009/10
– see panel for details and reader offer. A total
of 50 organisations participated in this year’s

survey, covering 39,973 employees in 140 call
centres and an average call centre size of 799
staff.

Agents The average starting salary for all
grades is £14,800, marginally higher than last
year, while the median (£14,100) is marginally
lower. Maximum salaries – at an average of
£18,400 and a median of £18,000 – show a
marginal increase.

Team leaders and team managers There is
modest growth in the pay for supervisory roles,
explained by the way in which these roles
contribute to overall team and business
performance. They are seen as key drivers of
performance and during a recession many
firms will be concentrating their efforts on
improving productivity and efficiencies. The
pay gap between pay for these jobs and those
of agents is £5,600, or 34 per cent, which is in
line with most sectors, including retail.

The most common team has 10-12 agents,
mirroring last year’s survey.

Analysts Last year we monitored relatively
strong salary growth, driven by good business
performance, however this year our analysis
points towards salaries remaining stable.

Training managers During a recession,
training managers become increasingly
important. Recession may lead to discontent
over low or zero pay rises, l imits on
progression and training opportunities, caps
on bonuses and pressure on teams due to
recruitment freezes.

A l though  t ra in ing  budgets  may  be
squeezed, i t  is important that staff  are
competent  and engaged in thei r  work.
Ma in ta in ing  a  focus  on  con t inua l
development can help staff feel engaged,
par t i cu la r l y  ta len ted  members  who
othe rw ise  may  s ta r t  to  look  fo r  new
employment the moment recovery comes
along. Training managers also play a vital
role in businesses being able to achieve

Customer service
advisor, entry level

Customer service
advisor, higher level

Customer service
advisor, all grades

Team leader

Team manager

Management
information analyst

Training manager

Call centre manager

15,700 1.9%

17,600 1.1%

16,500 0%

22,100 6.3%

26,800 2.3%

24,500 2%

31,800 6.7%

15,200 0%

17,000 1.8%

16,200 0%

21,800 3.1%

26,600 4.4%

24,100 0.4%

33,400 13.2%

40,100 1.7%

41,400 6.8%

Pay in UK call centres 2009 (£pa) and % change

Key
average

median

Median means the halfway point between
the highest and lowest salaries

24 Pay and conditions Call Centre Europe Issue No. 86

Pay rises for some in call centres...
but you have been left behind

Stayed the same
33%
2010 64%

Smaller
42%
2010 16%

More
25%
2010 20%

Source: IDS

Changes in staff numbers,
2009 vs. 2010 (expected)

The good news is that staff turnover is down. The bad
news is that your salary has been stagnant, at best.
Louisa Withers, of Incomes Data Services, has this
exclusive report on IDS’ survey
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