
same; and a very small minority (5 per cent)
said that turnover had increased. 

Pay settlements The median pay increase for
call centre workers over the last 16-month
period is 1.5 per cent. This covers the period
between April 2009 and July 2010, a time of
economic volatility and fluctuating levels of
inflation. Pay settlements in call
centres are behind those
monitored across the
wider economy
where the median
settlement level
over the same
period is 1.9 per
cent. 

Almost a f i fth of
call centre staff had
no increase in the
last 16 months; in
the whole economy
almost a third of
settlements resulted
in no across-the-
board increases.

Last year, the median pay settlement level in
call centres was 2.8 per cent which is relatively
high considering most of these pay awards
took effect during the recession. However, last
year’s survey analysed settlements in the
period from April 2008 to July 2009, at a time
when there were still relatively high levels of
inflation, which produced an upward pressure
on pay awards.

Pay progression for CSAs Around a fifth of
organisations in the survey operate spot rates
of pay for CSAs. Nearly all of these companies
said that the rate was based on the local
labour market. However, the majority of
organisations have salary ranges through
which agents progress. Most companies use a
combination of measures as a basis for
progression through pay ranges. Most of these
“hybrid” systems use performance as the main
criterion for progression, but with the addition
of skills or competencies as extra criteria.

Half of respondents told us that pay
progression operates differently for more

senior staff than for CSAs.
Looking at those

organisations where
pay progression
operates differently it
was usually the case
that progression for
agents was based on a

hybrid system with
service-related increments
plus individual performance
or skil ls acquisit ion,
whereas, in most cases,

progression for more senior staff was based
solely on performance. 

Bonuses Some 83 per cent of organisations in
this year’s survey told us they operate a bonus
scheme, of which almost all were private sector
companies. The median bonus in this year’s
survey was £1,000 annually (average: £1,359)
for lump sum bonuses, and 8.4 per cent for
schemes based on a percentage of salary.
Individual performance remains the most
common criteria for judging the level of bonus
awards, with 57 per cent of organisations that
paid bonuses doing so on this basis.

Call Centre Europe Issue No. 89 Pay and conditions 17

Profile
Lois Wiggins, senior
researcher, Incomes
Data Services, has
worked on the
fortnightly IDS
publication Pay Report
for four years and has
responsibility for
analysing latest pay
settlement levels
across the economy.

She leads research and analysis for the
annual IDS publication, Pay and Conditions
in Call and Contact Centres, and conducts
the yearly survey of pay and conditions in
local government. Ms Wiggins has been
involved in a number of contract research
projects including work for the Office of
Manpower Economics on Pay Reviews in a
Recession.

Stayed the same
33%
2011 57%

Smaller
31%
2011 12%

More
36%
2011 31%

Source: IDS

Changes in staff numbers,
2010 vs. 2011 (expected)

“Keep up the good
work and there’s a
bonus in it for you”

About the survey

Pay and Conditions in Call and Contact Centres 2010/11 (91pp, 26
charts) is the 14th annual survey carried out by Incomes Data
Services and the research was carried out in the summer of 2010.

The survey covers 104 call centres across the UK, which employ a
total of 38,000 staff. Respondents included those in retail, financial
services, outsourced services, leisure and travel, telecoms and
utilities, not-for-profit and the public sector.

The most heavily represented region in this year’s survey is the
North West, where a fifth of call centres recorded are based. The
second-highest concentration of call centres was found in Scotland
(17 call centres) and the next highest in Yorkshire and Humberside
(16 call centres).

The report contains details of salaries for agents (entry level and
experienced), team leaders and managers, management information
analysts and training managers. It also looks at bonus payments,
pensions and hours and holiday entitlements. The report covers
details on the latest labour market trends in call centres including
staff turnover, absence and recruitment and retention issues. As well
as analysis by industry sector, it gives details of pay by region.

More information about the report is at www.incomesdata.co.uk.

● Readers can order Pay and Conditions in Call and Contact Centres
2010/11 for £249 – a £50 discount on the full price. Call IDS customer
services on 0845 600 9355 and quote code 0095305A. 
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