
minimum salaries. 
Pay levels for training managers have also

grown over the past year. The average
midpoint salary for this role is £32,900 in 2010,
up from £31,800 in 2009, growth of 3.5 per
cent. At the median, the midpoint salary is
£31,000, which is actually down on the salary
recorded a year ago but one explanation for
the average salary being higher is the number
of higher salaries for training managers in our
sample this year. Salaries for this role vary
widely, ranging from £23,000 to £55,825 a
year.

Trends This year’s survey results show that
the recent economic downturn is still having an
impact on retention, turnover and absence
rates in call centres, while the picture on
recruitment is changing slightly. It appears that
the uncertainty about the economic recovery is
still affecting staff who are keen to hold on to
their jobs, while employers are starting to
consider increasing staff numbers and are
often finding recruitment more difficult than last
year (see below). 

Around 36 per cent of respondents told us
that they had hired more people over the past
year. Most of these companies are in the
private services sector and they cited that an
increase in new business was the reason for
growth. However, the proportion of
respondents reporting a contraction in their
workforce numbers over the past year – while

lower than last year – is still significant at 31
per cent. Many of the organisations that have
reported a contraction are in financial services
and most of the reasons they quoted related to
restructuring and cost reduction targets. 

Recruitment and retention Perhaps
unsurprisingly given the recent economic
downturn, the large majority of respondents
(60 per cent) told us that recruitment is
currently not a problem. However, the overall
proportion of organisations who say that they
find recruitment difficult has grown since last
year, perhaps reflecting a recovery in the
industry. Around 38 per cent of respondents
said they find recruitment “fairly difficult”, while
2 per cent said they find it “very difficult”. The
role most affected by recruitment difficulties is
CSAs. 

The picture on retention remains similar to
last year, with around 74 per cent of survey
respondents telling us retention is not currently
a problem. However, concerns about staff
retention are growing. The proportion of
organisations where retention is currently
“fairly difficult” has increased from 16 to 21 per
cent. 

Turnover continues to fall The average staff
turnover rate has fallen to 16 per cent over the
past year, down from 19 per cent last year and
23 per cent in 2008. This is linked to the
economic climate and the trends around
retention, with staff tending to hold on to their
jobs in an environment where there are still
concerns about job security. Those
respondents who described retention as either
“very difficult” or “fairly difficult” had a higher
average staff turnover rate, at 23 per cent.

For the purposes of the survey, the annual
rate of staff turnover is defined as the number
of voluntary leavers as a percentage of the
workforce. Overall, reported turnover rates,
excluding agency staff, ranged from just 1 per
cent to 39 per cent. 

Sectors with the highest reported staff
turnover are financial services at 21 per cent,
“other private services” (19 per cent) and retail
(18 per cent). Among the organisations in the
leisure and travel and outsourced services
sectors, staff turnover is at or below the overall
average. 

Compared to a year ago, just under half (49
per cent) of all respondents said that staff
turnover had fallen; 46 per cent said it was the

16 Pay and conditions Call Centre Europe Issue No. 89

Average salary for customer service advisors by sector (£pa), 2010
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Source: IDS

Matched sample: average and median pay in UK call centres 2010
(£pa) and % change

£15,500  0.6%

£15,100  -0.7%

£18,100  3.4%

£17,800  2.3%

£39,300  1.0%

£36.100  no change

Customer service
advisor, entry level

Customer service
advisor, higher level

Call centre manager

Source: IDS Compiled from figures supplied by those who responded in both years (nearly
70 per cent of the total number of respondents).  Median is the halfway point
between the highest and lowest salaries

Average

Median

Key

Pay standstill for you and increases for others as
the economy shows signs of recovery
€ Continued from page 14

“Sssh…don’t disturb him. He’s
working out our pay rises”
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