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What are 
the reasons 
agents say 
they want to 
leave?

● They do not want to return to the office
● Opportunities for advancement aren’t 

visible or available
● They can make more money / better 

benefits at another company
● Poor oversight or management practices
● Don’t feel as if they have the appropriate 

tools to excel at their job
● Lacking strong company culture
● Stress / burnout



Let’s chat

What are some of the things that you 
(and your organization) are doing to 

become an employer of choice?



Technology Your team

Team interactions Career paths

Four areas 
where you 
should invest



Invest in 
technology

81% of service agents say 
they do not have new, 
advanced technology/tools 
at their job as reported by 
Salesforce.

● By having outdated tools, you might 
be escalating the feel of burnout on 
your team

● Remove points of friction in your 
internal processes like coaching and 
development opportunities based on 
quality evaluations

Technology



Contact Centre Helper 
reports that less than 10% of 
contact centers have agents 
reaching proficiency in less 
than two months.

Invest in your 
team

● Complete a study of the cost for 
hiring and onboarding new agents

● Use this information to determine 
how to invest in retention instead of 
backfilling for churn

● Work with your HR team to develop 
a top-notch compensation package 
for your employees

Your team



According to Salesforce, 
71% of service agents have 
considered leaving their job 
in the past six months and 
69% have considered leaving 
customer service roles 
entirely.

Invest in your 
team interactions

● Schedule time for team building 
which means having to get creative 
with having dispersed teams

● Give your teams opportunities to 
meet and share successes and 
challenges

● Don’t just focus on your agents – 
you need to extend these 
opportunities to all levels within your 
contact center

Team interactions



Gallup research shows that 
87% of millennials rate 
"professional or career 
growth and development 
opportunities" as important 
to them in a job.

Invest in creating 
paths to grow

● Managers need to have meaningful 
conversations with their team to 
uncover their desire to move ahead 
inside your organization

● Publish written job descriptions for 
next level opportunities on your 
intranet 

● Use portions of your time coaching 
your agents to help them develop 
skills to be ready to move aheadCareer paths



Poll

Which area(s) do you think your 
organization should invest in?



QUESTIONS?



Poll



Workforce Engagement Management

Motivation
Recognize and reward your 
agents with points that 
they can exchange for gifts, 
based on their Quality, 
Coaching, Learning and 
overall Playvox results

Quality
Easily identify and 
prioritize areas for skill 
development in your 
customer service teams

Performance
Track agent performance 
and measure the impact of 
your QA process

Learning
Easily create and provide your customer service 
teams with courses, learning paths and quizzes 

to ensure continual skill development

Coaching
Solve and improve issues in 
quality, behavior, compliance, 
soft skills, customer 
experience, among many 
others

Customer AI
Uncover sentiment, intent and 
interaction topics with 
advanced text-based analysis 
and direct customer surveys

Workforce 
Management
Intelligently forecast, schedule, 
and monitor your workforce 
without the need of specialized 
resources or data analysts

Playvox 
WEM 
Suite



Visit Our Resource Center
playvox.com/resources



Coming soon…



Increase Empathy in Your 
Multigenerational Customer 
Experience Center

Join us live on Thursday, 
June 23, 2022 at 2:00 PM EDT

NEXT WEBINAR

Carver Matheidas
VP, Channels, Playvox

https://www.playvox.com/webinars/increase-empathy-in-your-multigenerational-customer-experience-center/
https://www.playvox.com/webinars/increase-empathy-in-your-multigenerational-customer-experience-center/
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Thanks!


