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Contact centres are constantly changing. What was “best practice” last 

year can easily be redundant 12 months later. The challenge for a lot of 

contact centres is knowing what is “normal”.

All contact centres have areas where they are performing well, areas 

where they are underperforming and areas where they are just average. 

However many contact centre leaders aren’t aware which aspects of their 

contact centres fall into these categories.

In compiling the 2019 Contact Centre Best Practice Report our aim is to 

provide great insight and transparency into many previously unmeasured 

areas in contact centres. Training and onboarding, rostering, recruitment, 

performance, retention, and salaries (including bonuses) all feature. 

Having over 100 centres contribute gives you the reader the assurance 

that you can rely on the accuracy and relevancy of this report.

As a leading supplier of recruitment and consulting services to the contact 

centre industry, we are passionate about being able to provide valuable 

market insights. We trust that you will get great value out of our report.

James Witcombe

Director 

SMAART Recruitment

IntRoduCtIon
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The following organisations were happy to be named as contributors to the report.

ContRIButoRs
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LoCatIon

The majority of contact centres in Australia are located on the Eastern seaboard, with a strong 

participation from Melbourne in this study influenced by our market presence. The exact location of 

contact centres is much cause for discussion, with many organisations constantly weighing up whether 

city, suburban or outside a capital city is the best option.

LoCaTion of ConTribuTors

3

1

11

3

21

70

50% CbD 37% suburb 12% outside of 
Capital City
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?

CEntRE tYPE

inhouse contact centres made the largest contribution to the report, and over 
55% came from banking and finance, insurance or utility based contact centres.

Types of ConTaCT CenTres

INHOUSE

OUTSOURCED/ 
BPO

OTHER

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1% 
IT Support

18% 
Banking & 
Finance

15%
Insurance

6%
Fundraising

5%
Public Service

38%
Other

2%
Advertising

22%
Utilities
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EMPLoYEEs

ToTaL ConTaCT CenTre empLoyees

ToTaL fronT-Line empLoyees

The average contact centre size is 138 employees, including staff at all levels.

<50

51-100

101-200

201-400

401-600

601-800

801-1,000

>1,001

<50

51-100

101-200

201-400

401-600

601-800

801-1,000

>1,001

0% 10% 20% 30% 40% 50%

0% 10% 20% 30% 40% 50%
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tEaMs

empLoyee posiTions

average Team size

FULL-TIME 
PERMANENT

PART-TIME 
PERMANENT

FIxED TERM 
CONTRACT

CASUAL / TEMP

<6

7-8

9

10-12

13-15

16-18

19-20

20+

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

0% 10% 20% 30% 40% 50%

The average team size is 11.7 agents. besT praCTiCe: 17% of teams have 
8  agents or less. Team Leaders and agents prefer smaller teams.

Contact centres still heavily favour full-time permanent employees, 
with casuals/temps being used to cover spikes in work. surprisingly, 
part-time permanent employees make up a very small percentage.
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LEadERsHIP

aDDiTionaL LeaDership WiThin The Team

supporT roLes

1 ASSISTANT 
TEAM LEADER

2 ASSISTANT 
TEAM LEADERS

APPOINTED SENIOR 
CONSULTANTS

OTHER

CONTACT CENTRE 
TRAINERS

WORKFORCE 
PLANNERS / 

ANALYST

CAMPAIGN 
MANAGERS

SALES COACH

ADMINISTRATION 
SUPPORT

STRATEGY 
MANAGER

CUSTOMER 
ExPERIENCE 

MANAGER

HUMAN 
RESOURCES / 
RECRUITMENT

OTHERS

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

0% 10% 20% 30% 40% 50%
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CusTomer serviCe agenTs
Customer service average base salary is $51,521 + super

Range is $42,000 - $75,000 + super  

73%  of base salaries are between $46,000 - $56,000 + super

average bonus for an “average” Customer service employee is $2,521 + super per annum

38% of contact centres pay no bonus for Customer Service

average bonus for a “top performing” Customer service employee is $4,653 + super per annum

CusTomer serviCe base saLary

saLaRIEs

18%

16%

14%

12%

10%

8%

6%

4%

2%

0%

$42K $44K $46K $48K $50K $52K $54K $56K $58K $60K $62K $64K $66K $68K $75K
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saLaRIEs

ouTbounD saLes agenTs
outbound sales agent average base salary is $52,193 + super

Range is $42,000 - $66,000 + super 

Around 20% of base salaries are $60,000 + super or higher

average bonus for an “average” outbound sales employee is $10,523 + super per annum

43% of contact centres are paying an “average” of $12,500 + super or above

average bonus for a “top performing” outbound sales is $22,447 + super per annum

Top 25% of performers are earning annual bonuses of over $35,000+

ouTbounD saLes base saLary

18%

16%

14%

12%

10%

8%

6%

4%

2%

0%

$4OK $42K $44K $46K $48K $50K $52K $54K $56K $58K $60K $62K $64K $66K $68K $70K
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saLaRIEs

inbounD saLes agenTs
inbound sales agent average base salary is $54,094 + super

Base salary for Inbound Sales is higher than Outbound Sales & Customer Service 69% of base salaries 

$50,000 + super or higher

average bonus for an “average” inbound sales employee is $9,275 + super per annum

The top 20% of average inbound sales bonuses are above $17,000 + super

average bonus for a “top performing” inbound sales is $20,056 + super per annum

Top 35% of performers are earning annual bonuses of over $35,000+

inbounD saLes base saLary

25%

20%

15%

10%

5%

0%

$42K $44K $46K $48K $50K $52K $54K $56K $58K $60K $62K $64K $66K
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oTher phone baseD roLes
outbound Lead generation/appointment setting 

Average base salary of $51,772 + super with an average bonus of $3,600 and a top performing bonus of 

$5,832 + super per annum.  

Collections 

Collection roles have an average base salary of $58,136 + super with an average bonus of $1,166 + super 

per annum. 

market research 

Average based salary of $46,000 + super. Bonuses aren’t usually on offer per annum.  

helpdesk  

Average based salary of $54,673 + super. A small number pay bonuses with the average being $3,666 

per annum.

saLaRIEs
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saLaRIEs

Team LeaDers 

ave base
ave bonus 
per annum

ave Top bonus 
per annum

Customer Service Team Leader
$73,048 
+ super

$4,354 $7,033

Customer Service Assistant TL 
$70,401 
+ super

$2,778 $2,917

Sales Team Leader
$73,268 
+ super

$9,608 $18,170

Sales Assistant Team Leader
$66,250 
+ super

$4,125 $11,750

Helpdesk Team Leader
$74,993 
+ super

$5,000 $12,500

Market Research Team Leader
$70,000 
+ super

$3,750 $3,750

for Customer service Team Leader roles the range is quite broad, with base salaries 
falling between $60,000 and +$100,000 + super.  30%  are above $80,000 + super.

however salaries for sales Team Leaders are a lot more condensed, with 74% of base 
salaries falling between $65,000 + super and $80,000 + super.
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saLaRIEs

LeaDership roLes  

ave base
ave bonus 
per annum

ave Top bonus 
per annum

Contact Centre Trainer $76,000 + super $3,333 $5,499

Contact Centre Training Mgr $94,341 + super $4,000 $7,251

Workforce Planner $86,802 + super $4,769 $10,583

Campaign Manager $88,400 + super $6,250 >$25,000

Operations Manager $107,574 + super $6,892 $9,533

Contact Centre Manager $129,696 + super $10,081 $18,037

Head of Contact Centre $174,830 + super $20,391 $24,850

for Contact Centre managers over 94% of base salaries fall between 
$120,000 - $140,000 + super and bonuses fall in a narrow range. 

head of Contact Centre base salaries range from $150,000 - $250,000 
+ super with 35% of top performing bonuses exceeding $40,000 per annum. 
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The average contact centre budget for reward and recognition is $349 
per person per annum. This is above and beyond any salaried bonuses.

short term/ad hoc rewards and incentives are seen to be the 
strongest drivers for better outcome and behaviours.

RECognItIon

What is your most effective employee reward and recognition offering?

Monthly recognition
Commission rewards
Performance vouchers
Incentive performers rewards
Bonus sales food programs
Programs recognition events peer

reward and recognition budget per person per annum

7.79% 
<$0

9.09% 
<$50

16.88% 
<$50 -  
$100

15.58% 
<$50

11.69% 
<$200- 
$500

7.79% 
<$500-
$1,000

12.99% 
$1,000+

7.07% 
Alternative 

Arrangement

Drivers for beTTer ouTCome anD behaviour

ANNUAL 
PERFORMANCE 

BONUS

SHORT TERM / AD 
HOC REWARDS

OTHER

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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EMPLoYEE PERks 

FREE / SUBSIDISED 
FITNESS MEMBERSHIP 

/ SUPPLIES

FREE SUBSIDISED 
FRUIT AND SNACK IN 

THE OFFICE

FREE COFFEE

ADDITIONAL 
SUPERANNUATION 

(ABOVE 9.5)

FREE / SUBSIDISED 
INSURANCE

FREE “FRIDAY DRINKS”

ADDITIONAL DAYS 
ANNUAL LEAVE

ADDITIONAL DAYS 
SICK CLEAVE

DISCOUNTS ON 
OWN PRODUCTS

ANNUAL COMPANY 
PERFORMANCE 

BONUS

DISCOUNTED TRAVEL

SOCIAL CLUB / 
SOCIAL ACTIVITIES

OTHER

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

on average, a contact centre offers 4-5 of the above perks
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REtEntIon

% of originaL fronT Line agenTs sTiLL empLoyeD…

91%
AFTER 1 MONTH

86%
AFTER 2 MONTHS

80%
AFTER 3 MONTHS

75%
AFTER 6 MONTHS

67%
AFTER 12 MONTHS

besT praCTiCe

38% 23% 16%
OF CONTACT CENTRES 
HAVE 100% RETENTION 

AFTER 1 MONTH.

OF CENTRES AVERAGE 
100% RETENTION 
AFTER 3 MONTHS.

OF CONTACT CENTRES 
HAVE AN AVERAGE 

OF 100% RETENTION 
AFTER 6 MONTHS.
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perCenTage of empLoyees LosT eaCh year To inTernaL aTTriTion

perCenTage of empLoyees LosT eaCh year To exTernaL aTTriTion

50%

40%

30%

20%

10%

0%

50%

40%

30%

20%

10%

0%

<20 20 30 40 50 60 70 80 90 100

<20 20 30 40 50 60 70 80 90 100

% OF STAFF LOST

% OF STAFF LOST

REtEntIon

on average a contact centre will lose 45% of its staff annually:  
22% to external attrition and 23% to internal attrition.

Internal attrition may be positive for the organisation, however most 
contact centres now require a minimum of 12-18 months service before 

allowing the employee to move to a position outside of the contact centre.

exit surveys are completed by 75% of contact centres.  besT praCTiCe: around 
half of the centres that complete exit surveys review the information.
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average Tenure for fronT Line agenTs

22 monThs

THE AVERAGE 

TENURE FOR 

FRONT LINE 

AGENTS

REtEntIon

best practice 18% of contact centres have an average tenure of 3+ year

1-3 MONTHS

4-6 MONTHS

7-9 MONTHS

10-12 MONTHS

13-15 MONTHS

15-18 MONTHS

18-24 MONTHS

2-3 YEARS

3+ YEARS

0% 10% 20% 30%

main reasons empLoyees Leave ConTaCT CenTres

PERSONAL 
REASONS

GENERAL 
DISSATISFACTION

CAREER REASONS

ONLY ON SHORT-
TERM POSITIONS

FINANCIAL 
REASONS

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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aBsEntEEIsM

proCess for a Day of unpLanneD Leave

When meDiCaL CerTifiCaTes are requireD

EMPLOYEE 
MUST CALL IN

EMPLOYEE IS 
ALLOWED TO 

EMAIL/SMS THEIR 
MANAGER

IT’S UNCLEAR

OTHERS

EVERY TIME

FOR 2+ 
CONSECUTIVE 

DAYS OF ABSENCE

FOR 3-4 
CONSECUTIVE 

DAYS OF ABSENCE

UNSURE

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

besT praCTiCe: There is a move towards outsourcing employee absenteeism 
and reporting, whereby the employee contacts a third party. This allows 

vigilance and ensures compliance without the contact centre leaders 
personally needing to get involved in potentially tricky conversations.

15% of contact centres provide more than the legislated 10 sick days. 
besT praCTiCe: Just over half of all contact centres have a plan in 

place to reduce unplanned absenteeism.
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LOWER THAN 
WE ExPECTED

ExACTLY WHAT 
WE ExPECTED

HIGHER THAN 
WHAT WE...

0% 10% 20% 30% 40% 50% 60% 70%

Employee satisfaction scores continue to be an area of focus for many contact 
centres, which is why a just over 60% have scores that they expect.

besT praCTiCe: Scores have been rising, with 57% of centres having 
higher scores than 12 months ago, and only 8% lower. 

Frequent measurement is recommended for accurate readings.

EMPLoYEE 
satIsfaCtIon

mosT reCenT empLoyee saTisfaCTion sCore

frequenCy of measuremenT

Annually Bi- 
Annually Ad Hoc

49.23% 29.23% 21.54%
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oPEnIng HouRs

WeekDay open hours

ConTaCT CenTre open on WeekenDs

sTaff neeD To be prepareD To Work WeekDays anD WeekenD

Whilst just under half of all contact centres are open over the weekend, 
nearly 90% of those that are open require their staff to be available for both 

weekday and weekend rostering. This can create a real work-life balance 
challenge for many, and makes recruitment and attraction a challenge.

8 10 12 13-16 24

13.92% 25.32% 34.18% 10.13% 6.33% 10.13%

yes

yes no

no

46.84% 53.16%

89.47%

10.53%

16-23
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RostERIng

fLexibiLiTy WiThin The WorkforCe pLanning anD sTaff rosTering

sysTem useD for Wfp / rosTering

no flexibility  Shifts are set by management and staff need to meet them

minimal flexibility  Allowed to accommodate one off events

moderate flexibility  Allowed to accommodate weekly events (e.g. training)

high flexibility  Staff can mostly change their shifts around from week to week

full flexibility  Staff are given full flexibility to choose the hours they want

NO FLExIBILITY

MINIMAL 
FLExIBILITY

MODERATE 
FLExIBILITY

HIGH FLExIBILITY

FULL FLExIBILITY

OTHER

0% 10% 20% 30% 40% 50%

excel aspect genesys wfm

verint spreadsheet ewfm deputy
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RECRuItMEnt

reCruiTmenT buDgeT sourCe

peopLe invoLveD in meeTing CanDiDaTes During The reCruiTmenT proCess

No set budget - It 
is at the Contact 

Centre Manager’s 
discretion

No set budget - 
Recruitment costs 
are part of the HR 

Team

Set budget for the 
Contact Centre set 

by HR Team

Set budget for the 
Contact Centre set 

by management

Other

Internal Recruitment 
/ HR

Team Leader

Operations Manager

Contact Centre 
Manager

Head of Contact 
Centre

Other

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Team Leaders are the most likely people to meet and 
interview candidates during the recruitment process. 

besT praCTiCe: Team Leaders receive proper formal interview training 
several times a year to ensure they are interviewing lawfully and effectively.
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Does your ConTaCT CenTre have 
DeDiCaTeD reCruiTmenT supporT?

% of roLes are fiLLeD by 
reCruiTmenT agenCies

yes

IndIvIduAl yesgroup no

29%no

89.47%

56.96% 53.95%46.04% 46.05%

10.53%

besT praCTiCe: just over half of all contact centres compare performance at 
interview with on the job performance. Those that do track on the job performance 
are able to more accurately define the type of talent they wish to recruit, and are 

often surprised at which candidate profiles perform best in the long run.

inDiviDuaL, or group 
agenT assessmenTs?

TraCking CanDiDaTe performanCe aT an 
inTervieW WiTh on-Job performanCe
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EMPLoYEE 
PERfoRManCE

When shouLD neW sTaff be DeLivering The sTanDarD kpi’s?

average speeD To CompeTenCy for neW agenTs

There’s quite a variation between centres for speed to competency 
and at what point new staff should be delivering the standard KPI’s.  

There’s a critical mass for both around the 3 month mark.

28% of contact centres have an average speed to competency of 4 months or longer.

6.76%
After 1 month

2.67%
After 1 month

21.62%
After 2 months

17.33%
After 2 months

39.19%
After 3 months

18.67%
After 3 months

12.16%
After 4 months

33.33%
After 4 months

1.35%
After 5 months

10.67%
After 5 months

17.57%
After 6 months

2.67%
After 6 months

1.35%
After 6+ months

14.67%
After 6+ months
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performanCe managemenT proCess for unDerperforming permanenT empLoyees

61% 20% 1% 18%
3 FORMAL 

WARNINGS 

THEN 

DISMISSED

2 FORMAL 

WARNINGS 

THEN 

DISMISSED

1 FORMAL 

WARNING 

THEN 

DISMISSED

ALTERNATIVE 

PROCESS

agenT performanCe revieW frequenCy

Traditionally KPI heavy, many contact 
centres have reduced and streamlined 
their KPI’s down to a limited number, 
with 5 being the average.

Call quality, customer satisfaction 
and sales ranked amongst the most 
common KPI’s.

Performance reviews for contact 
centre agents is frequent, with 34% 
reviewed at least weekly and 97% 
reviewed at least monthly.

5

15.79%

daily

2.63% 15.79% 22.37% 40.79% 1.32% 1.32%

Average front line employee KPI’s

Top 3 KPI’s for Agents

Quality calls sales
Customer csat conversion
adherence service accuracy target

Twice 
a week FortnightlyWeekly Monthly Bimonthly Quarterly
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CEntRE
PERfoRManCE

average TaLk Time per 8 hour shifT

CaLL Types hanDLeD

The average talk time in an 8 hour shift is 4 hours and 42 minutes. At the upper end, 
32% of agents talk for 6 or more hours per shift on the phone. The “lowest” talk time 

is around 2 hours.

51.32%
Inbound Activity

7.89%
Outbound 

Activity
40.29%

Both

13% - 3 Hours

4% - 7 Hours

0% - 1 Hour

28% - 5 Hours

19% - 4 Hours

1% - 8 Hours

8% - 2 Hours

27% - 6 Hours
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3-5 
minutes

5-10 
minutes

as long as 
required

2-3 
minutes

1 
minute

Time aLLoCaTeD for afTer CaLL Work

measuring quaLiTy assuranCes per agenT (muLTipLe ansWers aLLoWeD)

For centres that allocate a specific time allowances,  
around 80% of them allow between 1 and 3 minutes.

29.87%5.19%

2.60%

39.19%
random

5.19%

55.31%
predicted (e.g. 2 calls 
per agent per month)

25.97%

31.17%

47.30%
Targeted (e.g. greater focus 
on poor performers or an 

area of importance

no time
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PERfoRManCE

inbounD aCTiviTy
average number of CaLLs expeCTeD To be hanDLeD per Day

inbounD saLes - expeCTeD firsT CaLL Conversion

42
THE AVERAGE 

NUMBER OF 

CALLS HANDLED 

BY AN INBOUND 

AGENT

0-30

10-20

20-30

30-40

40-50

50-60

60-70

70-80

80-90

90-100

100+

N/A

0%

102%

3-4%

5-6%

7-8%

9-10%

10-15%

15-20%

20-30%

30-40%

40%+

0% 10% 20% 30%

0% 10% 20% 30% 40% 50%

16% 32%
THE ExPECTED 

FIRST CALL 

CONVERSION

THE ExPECTED 

FIRST CALL 

CONVERSION 

WHEN N/A IS 

REMOVED
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firsT CaLL resoLuTion average % for inbounD CusTomer serviCe

UNDER 10%

10-20%

20-30%

30-40%

40-50%

50-60%

60-70%

70-80%

80-90%

90% OR MORE

WE DON’T 
MEASURE FCR

OTHER

0% 10% 20% 30%

33Best practice repOrt



PERfoRManCE

ouTbounD aCTiviTy
average number of ouTbounD CaLLs expeCTeD To be maDe per Day

The average number of outbound calls expected to be made per day is 53. On the 
low end, 33% of contact centres expect 30 or less calls to be made per day. 22% of 

contact centres expect more than 80 calls per day to be made.

0-10

10-20

20-30

30-40

40-50

50-60

60-70

70-80

80-90

90-100

100+

0% 10% 20%
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ouTbounD saLes

markeT researCh

20%

15% 30%
THE AVERAGE ExPECTED SALES 

CONVERSION ON AN OUTBOUND CALL

18% OF CONTACT CENTRES ExPECT 

OUTBOUND SALES CONVERSION 

TO BE ABOVE 30%

28% >40%
THE AVERAGE ExPECTED COMPLETION RATE 

FOR OUTBOUND MARKET RESEARCH

AROUND ONE-THIRD OF CONTACT CENTRES 

HAD A COMPLETION RATE OF ABOVE 40% 

FOR OUTBOUND MARKET RESEARCH
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onBoaRdIng

empLoyee CommuniCaTion beTWeen aCCepTing a posiTion anD CommenCing

neW empLoyee’s firsT sTop (30 minuTes inTo Day 1)

Employee onboarding within contact centres has become an area where there  
is a large gap between the best and the rest. 24% of contact centres have moved 

away from a Monday start, with some believing a shorter first week is best.

Newly recruited employees can’t seem to get too much communication 
from their new employer, especially if it is personalised.

besT praCTiCe: 40% of Contact Centre Managers personally 
contact new hires before they commence in the role.

82.67% 
Emails / mail from 

HR team

8% 
Other

?
49.33% 
Phone call from 

their Team Leader 
/ Trainer

10.67% 
SMS from their 
Team Leader 

/ Trainer

30.67% 
Email from their 
Team Leader / 

Trainer

DOING A NEW 
EMPLOYEE / HR 

INDUCTION

IN THE TRAINING 
ROOM

ON THE CONTACT 
CENTRE FLOOR

MEET AND GREET 
WITH NEW STAFF

I DON’T KNOW

0% 10% 20% 30% 40% 50% 60% 70%
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Training meThoDs

Training anD inDuCTion program DuraTion

Nearly all centres have a blend of class room and “on the floor” 
type training. Training and induction program durations really do 

vary in length, however most run for between 2-4 weeks. 

besT praCTiCe: training hours are identical to working hours 
at around half of all contact centres.

tRaInIng & 
dEVELoPMEnt 

10.53%
1 week

2.63%
100% classroom 

based

2.63%
75% classroom 

based

25% learning 
on the floor

2.63%
50% classroom 

based

50% learning 
on the floor

15.79%
25% classroom 

based

75% learning 
on the floor

2.63%
100% learning 

on the floor

30.26%
2 weeks

10.53%
3 weeks

23.68%
4 weeks

2.63%
5 weeks

9.21%
6 weeks

5.26%
7 weeks

7.89%
8+ months
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60% of trainees are required to pass a test before completing their 
training and moving into the contact centre. Those that fail are usually 
given the chance to retest and/or are retrained. Talent mapping and 
succession planning occurs at some level for 76% of contact centres.

besT praCTiCe: 28% of contact centres put staff through formal 
training before promoting them to a leadership position.

The average spend on Team Leader training is $1,900 per year 

hours aLLoCaTeD To Training per Week

formaL Training prior To LeaDership posiTion

Team 
Leaders

41.33%

Agents

28%

Senior 
Managers

26.67% 4%

2

NO

4

YES

2

SOMETIMES OTHER

average spenD on Team LeaDer Training

30.43%
<$500

21.74%
$500-$1,000

14.49%
$1,000-$2,000

14.49%
$2,000-$3,000

4.35%
$3,000-$4,000

5.25%
$4,000-$5,000

5.80%
$5,000-$10,000

1.45%
$10,000+
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main CusTomer saTisfaCTion measures

main organisaTionaL foCus

FIRST CALL 
RESOLUTION

NET PROMOTER 
SCORE

AVERAGE TIME 
IN QUEUE

SALES OR 
RETENTION 

VOLUME

OTHER 
CUSTOMER 
FEEDBACK

OTHER

CUSTOMER 
SATISFACTION 

SCORES

VOLUME OF 
CALLS HANDLED / 

SALES MADE

VOLUMES OF 
COMPLAINTS

ACHIEVING 
BUDGET

LIMITING OR 
TOWERING 
RESOURCE 

NUMBERS

OTHERS

0% 10% 20% 30% 40% 50%

0% 10% 20% 30% 40% 50%
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average CusTomer Churn raTe

besT TeChnoLogy inTroDuCeD in The LasT TWo years 

To improve CusTomer experienCe

N/A

0-5%

5-10%

10-20%

20-30%

30-40%

40-50%

0% 10% 20% 30% 40% 50%

The average customer churn rate is 12.7% 
besT praCTiCe: 9% of contact centres have a customer churn rate of 0-5%

survey customer phone

ivr nps platform voice
zendesk crm system live chat sms
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The average abandonment rate is 5.5% and the average 
wait time in queue is 1 minute 40 seconds.

besT praCTiCe: 6% of contact centres have an average abandonment rate of 0% 
and 11% of contact centres have an average wait time in queue of 0 minutes.

tHE QuEuE

average abanDonmenT raTe in The queue

average WaiT Time in queue

0%

1-5%

5-10%

10-20%

20-30%

30-40%

40-50%

50%+

UNSURE

0% 10% 20% 30% 40% 50% 60%

23.61% 4.17% 5.56% 4.17% 8.33%11.11% 43.06%

no time
0-1 

minutes
1-2 

minutes
3-4 

minutes
4-5 

minutes
5-10 

minutes
2-3 

minutes
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tECHnoLogY

primary Crm sysTems being useD DiaLLer sysTems being useD

SALESFORCE ZENDESK
CRM BUILT SAP INTERNAL INHOUSE

GENESYS PURECLOUD
NONE CISCO RAPPORT AVAYA

of customer interactions are now via webchat

15%

as WebChaT inCreases

56.10%
Call volume 
increases

36.59%
Call volume 
increases

7.32%
Call volume 

remains the same

measuring CusTomer experienCe via WebChaT

63.79%

34.48%
1.72%

NOYES UNSURE
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ChaTboT usage gamifiCaTion usage

YES
11.27% NO

88.73%

YES
13.24% NO

82.35%

UNSURE
4.41%

Work-from-home proDuCTiviTy

invesTigaTing CLouD-baseD ConTaCT CenTre soLuTions

23.29%
65.75%

10.96%

NOYES INTENDING 
TO SOON

1.35%
Work from home 

employees are less 
productive

9.46%
Work from office 

employees are more 
productive

17.57%
There is no 

noticeable difference  
70.7% N/A

Work-From-Home is offered by around 29% of contact centres,  
with the strong majority finding staff to be just as productive or more 
productive than their colleagues sitting in a physical contact centre.

besT praCTiCe: some contact centres using cloud based solutions allow staff 
to choose where they would like to work from. Most chose a blend of home and 

office.
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offsHoRIng
offshore presenCe

in The nexT 18 monThs

Top ChaLLenges for The nexT 12 monThs

Reducing retention

Maintaining changes staff

Custom growth improving

Increasing technology system

Building agents team new sales

Call service working employee

yes - 31.08% no - 68.92%

43.68%
NO CHANGE 43.68%

OFFSHORE 
PRESENCE WILL 

INCREASE 13.04%
ONSHORE 

PRESENCE WILL 
INCREASE
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ConCLusIon

This report looks at a wide range of areas within australian Contact 

Centres. many conclusions can be drawn around what is “best practice” 

and results can be looked at in isolation or coupled together.

This report shows that best practice is when:

•  Staff are treated well. This includes better than average pay with 

attractive rewards and benefits and high flexibility with rostering 

(and work from home options). This is reflected in rising employee 

satisfaction scores.

•  Teams are structured to allow trained and qualified Team Leaders to 

give the coaching and support to the right number of agents, with 

the right support. Team Leaders are given formal training themselves 

prior to moving into a leadership position.

•  Contact centres have staff retention at close to 100% for the first 3-6 

months and have an average tenure longer than 3 years, losing less 

than 20% of their staff annually.

•  Onboarding is not left to chance, with Contact Centre Managers 

personally speaking with new recruits prior to starting and training 

being a blend of classroom based and “on the floor” learning.

•  The call abandonment rate is 0% with an average wait time in queue 

of well under a minute. First call resolution is above 90%.

•  Customer satisfaction scores are not only the main contact centre 

focus but also the primary focus of the entire organisation.

for a contact centre to consider itself “best practice” it needs to be able 

to compare favourably with the factors listed above.
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smaarT recruitment is a leading specialist contact centre 

recruitment agency. We pride ourselves on understanding our 

clients at a deeper level. We do this because we know this leads 

to a better understanding of their contact centres and how we can 

improve their whole organisation through recruitment.

In addition we offer market expertise, events, seminars and an industry 

first mentoring program. We are passionate about recruitment, and 

passionate about contact centres.

To learn more about how we can help your contact centre improve, reach out to 

a member of our team below.

meLbourne heaD offiCe

03 8637 4444

james@smaart.com.au

syDney offiCe

02 8346 6729

will@smaart.com.au

brisbane offiCe

0401 359 204

natasha@smaart.com.au

aDeLaiDe offiCe

0455 948 779

matthewd@smaart.com.au

aBout us
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