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INTRODUCTION
2022 TREND REPORT

2022 marks a turning point for many contact 
center leaders. The past two years have been 
a perfect storm for contact centers, which 
needed to deal with remote work, hire, train and 
motivate at-home employees, all amidst the great 
resignation and employees and managers feeling 
burnout. Remedying this requires a strong focus 
on employee well-being and engagement and a 
strategic focus on strengthening the relationship 
between frontline managers and their direct reports.

It’s easy to say that contact centers need to 
improve the employee experience to reduce 
attrition, but it isn’t so simple. Many factors are at 
play, from wages to interactions with managers, 
clarity of KPIs, increasing customer demands, and 
a host of other issues.

Unlocking the reality 
of contact center 
employee engagement
In June 2022, we surveyed 245+ contact center 
leaders to ask what they think of workforce 
engagement management, how well their 
employees are performing, the impact on CSAT, 
and their top initiatives and priorities for 2022-2023. 

Read this report to uncover insights and advice 
on what industry leaders plan to do in the world 
of workforce engagement management.

• Attrition trends

• Tracking and improving employee engagement

• Key focus areas to enhance the employee 
experience

• Top frontline worker management priorities in 
the contact center We surveyed 

245+  
contact center 

leaders to ask 

what they think 
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With regards to attrition, 2022 seems 
better than 2021, but the jury is still out

Most respondents (34.5%) said that 2022 has less 
attrition, but 30% said it was worse and many are 
still undecided.

COMPARED TO 2021, HOW IS 2022 WITH REGARDS TO EMPLOYEE ATTRITION?

Better, there is less attrition

Worse

The same

Don’t know yet

34%

30%

24.7%

10.8%

30%
More attrition

34.5%
Less attrition

In the (geography, size, sector) and attrition rates 
were different. (this requires analysis when the 
final numbers come in.

WHAT IS THE ATTRITION RATE IN YOUR ORGANIZATION?

10-19%

0-9%

20-29%

30-39%

50-59%

32.6%

22.3%

18.8%

10.7%

7.1%

WHICH DEPARTMENT HAS SEEN THE 
HIGHEST RATE OF ATTRITION IN 2022?

30%

29.1%

18.8%

13%

7.2%

1.8%

Sales

Marketing

Operations

IT/Development

GA

Finance
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Yes, we are making substantial 
reductions

While some companies are planning to grow 
their workforce, some are already planning 
a significant workforce reduction

41.5% of respondents planned to grow 
headcount, while, at the same time, 33.5%  
of respondents reported plans to make 
substantial reductions.

33.5%
Plan to reduce 

headcount

41.5%
Plan to grow headcount

In the (geography, size, and sector) attitudes 
towards workforce reductions differed. (This 
requires analysis when the final numbers come in.

IS YOUR COMPANY PLANNING TO 
MAKE REDUCTION IN HEADCOUNT  
IN THE NEXT 12 MONTHS?

No, we plan to grow our headcount

Not sure at this time

41.5%

33.5%

25%
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Despite the great resignation employees 
are performing better than in 2021

Almost half of the respondents believed  
contact center employees were performing 
better, while only one-tenth of respondents 
reported declining performance. 

COMPARED TO 2021, HOW IS 2022 WITH REGARDS TO 
EMPLOYEE PERFORMANCE?

45.3% Our employees are performing better than 2021

43.9% Our employees are performing about the same

10.8% Employee performance is on the decline

This is indicative that the investments in 
employee well-being, compensation, and 
workforce engagement platforms, have  
paid off, delivering better performance as a  
result of the enormous flux brought in by the 
great resignation. 

An improved employee experience  
leads to an improved customer experience

Almost half of all respondents reported improved customer satisfaction scores, very 
much in line with the employee performance improvement compared to 2021.

WHERE WOULD YOU SAY YOUR ORGANIZATION’S CSAT SITS 
COMPARED TO THIS TIME LAST YEAR?

It has improved

It has stayed about the same

It has declined

I am not sure

47.6%

28.4%

13.3%

10.7%
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WHAT ARE THE TOP AREAS PREVENTING 
PERFORMANCE CONSISTENCY TODAY?

Coaching effectiveness

High turnover

Lack of engagement

Personalized learning

On the Job Training/Upskilling

Hybrid work

59.6%

57.3%

57.3%

56.4%

35.6%

33.8%

Consistent employee performance 
requires attention

The top three concerns employers have are 
coaching effectiveness, employee turnover, 
and lack of engagement. Hybrid work was a 
source of concern, but lagged behind these 
issues, with only 33.8% of respondents citing 
it as a concern. 

Action items:

• Measure employee engagement and act 
to increase it, growing motivation and 
reducing turnover

• Automate and standardize coaching, so 
managers can do more quality coaching to 
the right people in less time

• Use microlearning and on-the-job training 
to increase engagement and reduce 
attrition by providing a path to upskilling

33.8%
said hybrid work was a 
concern when it comes  

to performance 
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WHAT ARE THE TOP AREAS OF 
FOCUS TO IMPROVE EMPLOYEE 
ENGAGEMENT IN 2022?

Employers understand it’s time to grow 
well-being and increase pay

66.2% of respondents plan to increase 
compensation and benefits to grow employee 
engagement, with scheduling flexibility 
and improving manager communications 
as additional focus areas. This focus on 
compensation, well-being, and the direct 
manager is a result of recent changes in  
the workforce.

66.2%
plan to increase 
compensation  
and benefits 

Action items

• Invest in making the direct frontline manager  
a better coach, by giving access to performance 
management, encouraging recognition, setting 
goals, and communicating well and often  
with employees

• Well-being is recognized as a strong driver, 
with scheduling flexibility a core requirement. 
Consider adding scheduling flexibility as a 
reward for performance.

• Training and career development conversations 
can help employees stay longer

Increasing compensation and benefits

Scheduling flexibility

Improving engagement with their 
managers (through recognition, goal 
setting, coaching, etc)

Adding training and career development

Hybrid work

Employee engagement platforms 
(gamification, friendly challenges)

66.2% 46.2%

29.8%55.6%
54.2%

39.6%
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HOW DO YOU TRACK EMPLOYEE 
ENGAGEMENT IN YOUR CONTACT 
OR SALES CENTER?

Employee attendance

Employee KPIs

Staff meetings

ESAT

Employee supervisor meetings

Other

54.3%

48%

39.9%

29.6%

26.5%

9%

Improving the employee 
experience is a priority for 
more than 90% of contact 
center leaders, and 2 in 3 
indicate it’s a top priority

In the contact center,  
absenteeism remains an issue

Action items

• Determine top areas where the employee 
experience needs a revision, and set metrics to 
measure them

• Define employee engagement metrics that will tell 
you more than ESAT metrics

• Invest in creating an open and transparent 
dialogue with employees about their performance, 
learning, and the activities that make it up

Employee absenteeism indicates a deep 
disengagement with work. The fact that it’s still used 
as a primary indicator of (dis)engagement points 
to a need to rethink how engagement is measured 
since what can’t be measured can’t  
be managed.

Action items

• Consider measuring engagement in novel 
ways that combine several metrics. The more 
information about individual engagement there 
is, the easier to combat lack of motivation and 
prevent absenteeism

• Present employee KPIs in real-time to employees 
and their frontline managers, engaging them with 
their performance

IS IMPROVING THE EMPLOYEE EXPERIENCE 
AN AREA OF FOCUS FOR 2022-2023?

60.9% Yes, it’s a top priority

33.3% It’s somewhat of a priority

5.8% It is not a priority
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It’s somewhat of a priority

It is not a priority

The main reason to invest in workforce 
engagement management is better CSAT 
and productivity

80% of contact center managers are 
considering the addition of a workforce 
engagement management solution  
in the next 12 months

More than two-thirds of contact center managers 
see a direct connection between workforce 
engagement and customer satisfaction. 

ARE YOU CONSIDERING ADDING A 
WORKFORCE ENGAGEMENT MANAGEMENT 

SOLUTION IN THE NEXT 12 MONTHS?

Yes No

80.9% 19.1%

WHAT OUTCOMES DO YOU EXPECT FROM EMPLOYEE ENGAGEMENT MANAGEMENT?

Higher customer satisfaction

Better productivity

Higher employee retention

Greater upsell opportunity

A better trained workforce

Better frontline employee & manager relationships

70.3%

58.8%

58.2%

42.9%

40.7%

32.4%

A smaller portion understands how workforce 
engagement management can be used to 
improve the coaching relationship between 
frontline managers and employees and how it 
can grow to learn.
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If you want to keep employees, you 
need to ensure that agents and 
frontline managers have meaningful 
relationships

More than half of respondents believe that employee attrition is highly correlated 
with the quality of the employee-manager relationship in the contact center.

IN YOUR OPINION, IS EMPLOYEE ATTRITION TIED TO 
THE QUALITY OF FRONT-LINE MANAGERS OR THE 
RELATIONSHIP AN AGENT HAS WITH THEIR MANAGER?

52% Yes 39.6% Somewhat 8.4% No

Investing in making front-line managers 
better is a priority for contact center leaders

Action items

• Help managers understand who to 
coach & suggest pre-defined best-
practice-based coaching activities

• Ensure managers and employees are 
up-to-date and on the same page 
about individual and team KPIs

• Recognize the fact that managers 
have little time to perform coaching 
and use tools to help them make the 
most of their time 

ARE YOU PLANNING TO INVEST IN 
MAKING FRONT-LINE MANAGERS (TEAM 
LEADS) BETTER AT COACHING, TRAINING 
OR PROMOTING PRODUCTIVITY?

Yes Somewhat No

59.7% 35.7% 4.5%
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Gamification retains its presence as a tool 
to promote employee engagement and 
productivity

More than 80% of respondents use some 
form of gamification. 

54%
Plan to add 
gamification

80%
Use gamification

In a separate question, 54% of respondents 
planned to add gamification in the next  
12 months.

ARE YOU CURRENTLY USING GAMIFICATION 
TECHNIQUES TO PROMOTE EMPLOYEE 
ENGAGEMENT AND PRODUCTIVITY

Yes

Somewhat

No

49.6%

39.3%

11.2%

Almost all respondents offer post-
onboarding training and development

In a separate answer, 89% of respondents 
reported using microlearning techniques 
to train employees.

89%
Use microlearning 

techniques
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DO YOUR EMPLOYEES 
RECEIVE DEVELOPMENT AND 
TRAINING OPPORTUNITIES 
POST-ONBOARDING?

Yes No94.7% 5.3%



IN GENERAL, WHAT WOULD YOU 
SAY A TYPICAL EMPLOYEE’S TIME 
COMMITMENT IS TO LEARNING & 
DEVELOPMENT?

WHERE DO YOU GENERATE MOST OF YOUR ANNUAL REVENUE?

Weekly

Americas

Monthly

EMEA

Bi-Weekly

APAC

UKI

Daily

Every few months

31.9%

71.1%

21.6%

26.2%

18.3%

13.3%

10.2%

16.4%

7.5%

Methodology
The survey was conducted in June and July 
2022, with 245 respondents

Less than half of employees engage with 
learning on a weekly or daily basis

Action items

• Use microlearning for on-the-job training and 
try to have employees engage with it on a 
daily basis

• Tie learning activities to performance KPIs so 
that learning is always relevant and drives 
performance

• Have frontline managers recommend 
learning activities and recognize learners for 
the completion/success
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WHAT TYPE OF ORGANIZATION ARE YOU IN?

44.9% Contact Center

40.4% BPO

14.7% Other

17.3%

14.2%

12%

16%

14.2%
COMPANY SIZE

501 TO 1,000 people

1,001 to 5,000 people

5,001 to 10,000 people

10,000 or more people

101 to 250 people

251 to 500 people
15.6%

WHERE IS YOUR HQ?

Americas

EMEA

APAC

UKI

75.1%

12.4%

8.4%

4%
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ABOUT

Centrical grew out of the business intelligence (BI) software segment. BI let managers 

know how employees were doing, but it typically did not convey how to turn 

manager-led performance insights into employee performance actions.

Since employees were the ones doing the work, Centrical’s vision was to place them 

at the center of the process. To share with them insights about their work, to help 

them improve, be more focused, get better at what they do, as well as make it fun. 

Along with that, Centrical empowers managers to enable their team members to be 

more successful with AI-powered, closed-loop coaching that triggers personalized 

activities that impact individual employee performance and real-time performance 

visibility. That makes for better coaches and better performing employees.

Centrical, founded in 2013, is convinced that employees are the center of business 

success. We operate from offices in New York City and Israel. And are proud to 

have an expanding list of enterprise businesses as customers, including Microsoft, 

Novartis, Synchrony Financial, Unilever, and Swiss Life, among others.
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