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Executive Summary 
 
Call centre agents are the frontline of customer service and sales. They are managing an ever-
growing number of channels such as voice, email, WhatsApp, web chat, and social media 
messaging pla>orms. As consumer expecta@ons for fast, efficient service rise, the complexity of the 
agent's role is increasing.  
 
Despite these growing demands, recogni@on and considera@on is not keeping pace with what the 
agent is having to deal with, and sectors like debt collec@on and housing associa@ons are 
par@cularly stressful. This white paper explores the challenges faced by call centre 
agents/case handlers and discusses how intui@ve, user-friendly technology can provide the 
support they need to succeed in today’s fast-paced environment.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 

Introduction: 
The Evolving Role of Call 
Centre Agents  
 
The call centre environment has changed drama@cally over the past decade. No 
longer confined to handling simple phone calls, today’s agents are expected to provide real-
@me support across mul@ple pla>orms, including email, web chat, social media, 
and messaging apps like WhatsApp. In addi@on, consumers now expect near-
instant responses to their inquiries, leading to increased pressure on agents to deliver high-
quality, immediate solu@ons. 
 
The complexity of these demands is growing faster than the compensa@on and resources 
provided to agents, leading to increased job dissa@sfac@on and high turnover rates. 
According to Sta@sta, the average turnover rate in call centres is 30-45%, significantly higher 
than in other industries. In sectors like debt collec@on and housing associa@ons, where 
conversa@ons can be emo@onally charged and stressful, the need for beRer tools and 
support is even more urgent.  
 
 
 
 
 
 
 
 
 
 
 

 
 



 

Key Challenges   
Faced by Call Centre Agents  
 
1. Growing Complexity of Channels  
 
Agents today must be proficient in 
managing mul@ple 
customer communica@on channels. This 
could involve switching between 
voice calls, handling email @ckets, 
responding to live web chat queries, 
and interac@ng on social media 
pla>orms—which could all be within a 
single shiT. 
 
According to McKinsey, the number of 
digital customer interac@ons increased 
by 40% in 2020, and this trend has 
con@nued to grow. This increase in digital 
channels means that agents must be 
comfortable handling mul@ple interac@ons 
simultaneously while maintaining 
high standards of service across pla>orms.  
 

2.High Customer Expectations 
 
Consumers expect quick, efficient resolu@ons 
to their problems. Research by PwC shows 
that 32% of customers would stop 
doing business with a brand they love aTer 
just one bad experience.  
 
Addi@onally, 80% of customers now expect 
immediate responses when they contact a 
business, according to HubSpot. These high 
expecta@ons put significant pressure on call 
centre agents to perform flawlessly 
under @ght @melines. 

 
 

4. Inadequate Compensation and 
Career Development  
 
The Office for Na@onal Sta@s@cs (ONS) notes 
that the median wage for customer service 
representa@ves in the UK is £10.90 per hour, 
despite the growing demands placed on 
these workers. Moreover, 
career development opportuni@es are oTen 
limited, leading to low job sa@sfac@on and a 
sense of stagna@on. 
 

3. Stress in the Specific Market 
Sectors  
 
In sectors such as debt collec@on and 
housing associa@ons, where customers 
may be in distress or facing challenging 
circumstances, the emo@onal burden on 
agents is significantly higher. In these 
cases, agents not only need to provide 
solu@ons but must do so with empathy 
and care, oTen in situa@ons where there 
are no easy answers. 
A report by the American Psychological 
Associa@on highlights that 83% of call 
centre workers in emo@onally charged 
sectors report high levels of stress, 
contribu@ng to burnout and turnover. 
 

5. Lack of Effective Tools  
 
Many agents are expected to use 
outdated or overly complex systems 
that make their work harder rather than 
easier. According to Forrester, 60% 
of agents say that the tools they use at 
work are not intui@ve, and 40% report 
spending more @me naviga@ng 
complicated systems than interac@ng 
with customers. This can lead to 
frustra@on and decreased produc@vity.  
Associa@on highlights that 83% of call 



 

 
 
 
 
 
 

How Technology Can  
Alleviate These Challenges  
 
The right technology can make a substan@al difference in the daily lives of call centre agents. 
By providing intui@ve, easy-to-use systems, businesses can help agents work more efficiently 
and reduce stress. Here’s how technology can address the challenges agents face: 
 
Unified and Intuitive Interfaces 
 
A key issue in call centres is the need for 
agents to switch between different systems, 
each with its own interface, to handle 
various channels. By implemen@ng a unified 
interface that integrates all customer 
interac@ons—voice, email, web chat, and 
social media—agents can work more 
efficiently. 
 
Modern contact centre pla>orms 
including ContactOne’s ConnectOne offer 
mul@-channel support, allowing agents to 
manage all interac@ons from a single 
dashboard. This reduces the need to toggle 
between pla>orms, minimizing errors and 
saving @me. 
 
Research by CCW Digital found that using a 
unified interface can reduce agent handling 
@me by 20-30%, improving both customer 
sa@sfac@on and employee produc@vity. 
 
 
 
 
 
 
 

AI-Driven Assistance  
 
Ar@ficial Intelligence (AI) can provide 
significant support to agents by automa@ng 
rou@ne tasks, such as answering common 
queries or sugges@ng next steps based on 
customer interac@ons. AI-driven tools like 
chatbots and virtual assistants can handle 
simple inquiries, allowing human agents to 
focus on more complex issues. 
 
AI can also help agents by sugges@ng 
relevant informa@on in real @me, using 
natural language processing to analyse 
customer queries and pull up appropriate 
resources. This reduces the amount of @me 
agents spend searching for answers, 
enabling them to respond more quickly 
and accurately. 
 
A report by Accenture suggests that AI tools 
can reduce average handle @me (AHT) 
by 10-15%, giving agents more bandwidth 
to focus on high-value customer 
interac@ons.  
 
 
 
 
 
 



 

Sentiment Analysis and Real-Time 
Feedback 
 
Sen@ment analysis tools can help agents 
monitor the emo@onal tone of customer 
interac@ons. If an interac@on is escala@ng, 
the system can alert supervisors or suggest 
alterna@ve approaches for the agent to de-
escalate the situa@on. 
 
Real-@me feedback systems can also help 
agents improve on the spot, providing 
prompts or sugges@ons based on the flow 
of the conversa@on. These tools can be 
especially useful in high-stress sectors like 
debt collec@on, where managing customer 
emo@ons is cri@cal. 
 
 
Training and Ongoing Development  
 
Modern technology pla>orms oTen include 
built-in training modules and real-@me 
coaching tools that help agents learn faster 
and develop their skills more effec@vely. 
These tools reduce the @me spent on ini@al 
training and provide agents with con@nuous 
learning opportuni@es. 
 
By incorpora@ng gamifica@on into training 
processes, contact centres can make 
learning more engaging. For instance, 
agents can earn badges or rewards for 
comple@ng training or achieving certain 
performance metrics.  
 
 
 

Omnichannel Solutions 
 
An omnichannel strategy ensures that 
customers can switch seamlessly between 
different channels—such as moving from a 
WhatsApp message to a phone call—
without having to repeat themselves. This 
also allows agents to have a complete view 
of the customer’s journey, which improves 
both the efficiency and quality of service. 
Omnichannel and intui@ve mul@-channel 
solu@ons that allow agents to view a 
customer’s en@re interac@on history across 
mul@ple pla>orms, enabling them to 
provide more personalised support. 
 
A study by Aberdeen Group found that 
companies with a strong omnichannel 
strategy achieve a 91% higher year-over-
year increase in customer reten@on rates 
compared to those without. WOW. 
 
 
Support for Mental Health and Well-
Being 
 
For agents working in high-stress 
environments, technology can offer tools to 
monitor stress levels and provide coping 
strategies. Companies like Calm 
and Headspace offer corporate wellness 
programs that integrate with contact centre 
pla>orms, helping agents manage 
stress and improve mental well-being.  
 
 

 
 
 
 
 
 
 

 



 

Case Study:  
Debt Collection and Housing 
Associations 
 
 
Debt collec@on agencies and housing associa@ons are par@cularly stressful sectors for call 
centre agents. Dealing with emo@onally charged customers in difficult financial situa@ons 
can lead to high levels of stress, burnout, and turnover. However, the right technology can 
provide much-needed support.  
 
 
 
Debt Collection: 
 
In the debt collec@on sector, agents must 
handle sensi@ve and oTen confronta@onal 
conversa@ons. AI-driven sen@ment analysis 
can alert supervisors when a call is 
escala@ng, enabling real-@me interven@on 
to de-escalate the situa@on. Addi@onally, AI 
can suggest empathe@c responses to 
help agents navigate these difficult 
conversa@ons.  
 
 

Housing Associations:  
 
Housing associa@ons oTen deal with 
vulnerable individuals who may have urgent 
issues related to housing maintenance, 
evic@on, or benefits. A unified omnichannel 
pla>orm allows agents to track 
all interac@ons with a tenant, ensuring that 
their concerns are addressed promptly. 
With sen@ment analysis, agents can gauge 
the urgency of a situa@on and priori@ze 
accordingly. By implemen@ng these 
technologies, both debt collec@on agencies 
and housing associa@ons can provide beRer 
support for their agents, leading to 
improved job sa@sfac@on and reduced 
turnover.  
 
 
 

 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
 
 

 
Conclusion 

 
The role of the call centre agent is becoming increasingly complex, with rising 
customer expecta@ons and the need to manage mul@ple communica@on channels. 
These challenges, coupled with slow wage increases and high-stress environments, make 
it difficult for agents to succeed without the right tools. Advanced technology solu@ons—
such as unified interfaces, AI-driven assistance, omnichannel pla>orms, and sen@ment 
analysis—can alleviate many of the burdens agents face. These tools not only improve agent 
produc@vity and performance but also enhance the overall customer experience. As the 
demands on call centre agents con@nue to grow, inves@ng in intui@ve, user-friendly 
technology will be cri@cal for businesses looking to maintain high service standards and 
employee sa@sfac@on.  
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