Whitepaper

Managing the Modern

Contact Center:
Current Employer Trends

Reducing burnout and optimizing the agent experience




Table of
contents

0 O O b

15

17
18
19

Introduction

Key Findings

Multichannel Goes Mainstream
Attrition Remains AnIssue

Companies Haven't Yet Solved For
Multichannel Metrics

What Processes May Be Holding
Back Forecasting

Conclusion
Appendix
About NiCE




Introduction

Optimal contact center workforce
management requires an understanding

of how agents work, what’s expected of
them during a typical shift and how the
organization can best incentivize their
employees. Workforce management is
critical now more than ever, thanks to

the proliferation and normalization of
multichannel support. Organizations are
doing all they can to meet customers where
they are. Now, they need to support agents
working within those channels to prevent
unmanaged attrition and reduce burnout.

There’s been a wholesale transformation
in the industry through a multichannel
approach rolling through and creating
downstream effects, particularly on KPls.
Organizations have made some headway
on attrition — the average unmanaged
rate was 39% in 2024 compared to 49% in
2023. Yet attrition continues to put pressure
on organizations to find solutions that
improve CSAT and employee satisfaction.
Organizations are focused on retaining
employees and are turning to flexible
scheduling, different workstreams and
planning accurately to solve for attrition
and reduce cognitive load and stress. At
the same time, multichannel is creating
scheduling and forecasting challenges:
KPIs and scheduling and forecasting
accuracy dre the weakest links.

The introduction of digital channels — which
has been great for customer satisfaction

— has nonetheless caused problems for
forecasting. Organizations need accurate
scheduling to get a better handle on
multichannel service.

To better understand how the industry is
managing its workforce and responding

to internal and external forces, NICE
partnered with Simpler Media Group (SMG)
for the 2025 Workforce Management
Trends for Contact Center Leadership
survey. We solicited answers from 400
contact center leaders in North America
and EMEA for their thoughts on the current
state of workforce management.

This is our third year of data collection.
Where notable, we will present findings
from the past three years for trend
comparison. We will also examine the
geographic regions of North America
and EMEA to see if there are any notable
differences.

Key Findings

Multichannel contact center work is
now the norm. Agents are frequently
called to work in different channels

throughout their day.

Contact center attrition remains
high, although the reasons for

it differ by geographic region
(market forces in North America,
burnout in EMEA)

Multichannel and Digital channel
adoption present metrics and
forecasting issues that companies

haven't yet solved for.

Demographics
in Brief

For full demographics information, see
Appendix.

400 respondents took the 2025 Workforce
Management Trends for Contact Center
Leadership survey. Responses were equally
split between North America and EMEA.



Multichannel Goes Mainstream

For the last several years we've watched as contact centers adopt more and more channels in an
effort to reach customers where they are. For the third year in a row, the number of respondents
who say that channel adoption has increased has itself increased, with 6 in 10 respondents
telling us their customer channels have gone up. It's safe to say that having agents work in a
multichannel environment is now the norm (Figure 1).
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The new standard of working in a multichannel environment has noticeably impacted the contact
center, with the agent role becoming more complex than ever before. With companies now
handling more customer channels, agents are naturally being asked to work within more channels.

While the classic standard channels (voice, email, chat) remain widespread, new options like co-
browsing are rising in popularity among contact centers. Co-browsing and communities/forums
are the two channels growing the most in adoption among all the channels we asked about
(Figure 2). This aligns with PwC research that suggests the majority of American consumers value
speed, convenience, knowledgeable help and friendly service as the most important aspects of
customer service — which are provided in co-browsing and forum channels.
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There is evidence that adopting new support channels has had a positive effect, both on the
customer and employee sides. Among survey respondents, strong majorities agree that adopting
new support channels has had a positive effect in a number of areas (Figure 3).

Areas that have improved as aresult of adopting new support channels
Customer satisfaction
Employee quality of service

Employee efficiency

Employee satisfaction (overall)

Employee satisfaction (with their assigned schedule) 62%

Employee satisfaction (with management and the company) RS

59% 61% 64% 67% 70%
Figure 3

However, while the addition of multiple channels might be great for supporting consumer
interactions, there are potential downsides. Not only are agents being asked to handle

multiple channels, but often theyre expected to handle multiple channels on the same shift.

Among survey respondents, 79% of respondents say their agents handle multiple channels
concurrently while on the same shift either most of the time or on every shift. Without

thoughtful attention to workforce management, this can carry negative consequences

(such asincreased attrition). ( X )

J


https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html

Att rition Remq i ns An Issue Variables affecting unmanaged attrition (by region)

One potential unwanted side effect of multichannel work is high attrition levels. While

organizations have made some headway (even if they don’t feel this is the case), unmanaged Employee workload or stress is too high
attrition remains challenging. Organizations remain committed to multichannel customer 43%
experiences and strive to keep staffing levels high to be able to meet customer expectations.

39%

This year, 58% of survey respondents say unmanaged attrition for agents has increased, while et eermpeiliien ver sdled (eber og

53% say unmanaged attrition for backoffice employees has increased. But even as organizations

feel like attrition has increased, the numbers tell a different story. In 2024, the average attrition

rate was 39% for agents and 34% for back-office employees. This is a 10-point difference from Employee dissatisfaction with pay and benefits
2023, when the averageattrition rate was 49% for agents and 47% for back-office employees. 30%

%

33%

Looking deeper into the data also uncovers some interesting regional differences. The mean

attrition rate for agents is 41% in EMEA, while only 36% across North America. The numbers for Budget cuts
back-office employees tell a similar story. For the back office, mean attrition rates are 36% for

EMEA and 32% for North America.
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Let’s examine where there are differences between regions in the underlying causes of attrition. anpleyeeelsaisiaedien iinreryliekemee 31%

Employee dissatisfaction with work/life balance and career growth is statically equal between

North America and EMEA. For EMEA organizations, more report their employees suffer from a

high workload, while in North America, market competition, dissatisfaction with pay and budget Employee dissatisfaction with career growth
cuts are reported in greater numbers (Figure 4). 30%

32%
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Examining Attrition Causes in EMEA

Why are attrition rates higher in EMEA? One answer could be burnout— either due to stress

or unsustainable workloads. While burnout affects employees in all regions, organizations in
EMEA are more likely to identify burnout as aleading cause of unmanaged attrition than their
North American counterparts. It's very common across EMEA for agents to be multilingual.
Organizations in EMEA who do business across country borders must hire agents who speak
anywhere from 2-6 languages. Dynamically switching language as each contact is delivered to
the agent creates a high-stress environment.

Burnout is an important consideration, and one organizations need to be aware of at all times,
particularly as the trend of assigning agents to work in different channels continues. On the one
hand, working in different channels Wover the course of a day can keep employees engaged and
prevent the work from becoming routine. On the other hand, too much switching can contribute
to burnout by overwhelming agents, leaving them feeling they can’'t focus too deeply on any one
particular task.

One way organizations can combat burnout is through mindful scheduling. While the majority of
organizations require their agents to work in multiple channels during a shift, this can potentially
lead to burnout if not managed correctly.

Organizations need to take into account cognitive load limits for different channels and
individuals. Simultaneous or concurrent interactions also impact cognitive load. Organizations
also need to monitor cognitive load.

Do organizations have the tools or expertise to manage cognitive load? Multichannel
assignments should challenge employees, not burn them out.

Examining Attrition Causes in North America

Market forces, rather than stress, seem to be a main cause of attrition for many North American
organizations. Employee dissatisfaction with pay and budget cuts — the two other areas North
American organizations experience in greater numbers than EMEA — are closely related. When
market competition is higher, organizations usually have to pay more to retain employees. If they
can’t due to budget cuts, then agents will leave.

The tight North American labor market is also contributing to agent attrition. In 2024, the
unemployment rate in the US was 4.1%, which is relatively low compared to previous years. Faced
with a smaller pool of available talent, organizations will take employees from each other — and if
employees are already unhappy about their pay, it won’t take much for them to switch jobs.
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Interestingly, organizations in North America and EMEA are taking different approaches to
incentives that will reduce attrition (Figure 5). More North American organizations are making
remote work options available or increasing benefits and offering better pay to entice workers to
stay. These options are also being implemented across EMEA, but by fewer organizations.

Incentives in place to reduce unmanaged attrition (by region)
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Ability to work remotely or hybrid

57%
Increased benefits
44%

57%
Better or premium pay
41%

Flexible scheduling with 24/7 44%

self-service access to modify schedule 44%
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17% 35% 52% 70%

@ North America ® EMEA
Figure 5

Alongside remote work offerings and better pay, flexible scheduling is another primary strategy
for employee retention for contact centers. Flexible scheduling also has a measurable impact.
Among survey respondents, 48% say that offering flexible scheduling has reduced attrition rates
at their organizations. This is a promising statistic and something more organizations should
consider — particularly as only 44% currently offer flexible scheduling.


https://www.bls.gov/opub/ted/2025/number-of-unemployed-at-6-9-million-in-december-2024.htm

Companies Haven’t Yet Solved
For Multichannel Metrics

Although channel adoption has improved CSAT, it has also impacted KPIs. More metrics are in
use compared to last year, but at the same time there is a high number of organizations who are
using the same metrics and KPIs regardless of channel. Our hypothesis here is that there’s a fine
line here between having easy-to-use metrics without creeping into overcomplexity or getting
too deep in the weeds. Data from the past three years shows a steady upward tick in the number
of respondents adding additional metrics. In particular, more respondents say they’re using more
metrics than ever before (Figure 6).

How the multichannel environment has impacted the number of metrics
used to guide workforce management

56%
51%
44%
40% 40%
36%
24%

2024 2023 2022

60%

45%

30%

15%

@ Using additional metrics @ No impact on metrics @ Using fewer metrics

Figure 6

With metrics increasing, which ones are in use? Survey respondents report a wide range of
metrics in place, variously for agents and back-office employees (Figure 7).
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KPls used to evaluate employee performance

.
Average Resolution Time

|

55%

Gustomer Effort Score (CES)

0% 17% 35% 52% 70%

First Contact Resolution (FCR)

Figure 7

@ Usedforagents @ Used for back-office employees

Many of these same KPIs are also in place to assist in workforce planning (Figure 8).

KPIs taken into consideration when making decisions around workforce planning

Average Resolution Time
AHT
First Response Time (Service Level, ASA)
Figure 8 0% 15% 30% 45% 60%



On the surface, it would seem as if the proliferation of metrics is having a positive impact. After
all, when asked the question “How helpful have employee data and KPIs been in guiding workforce
management decisions?” 59% of respondents say they’ve been very helpful (Figure 9).

How helpful have employee data and KPIs been in guiding
workforce management decisions?

@ Very helpful

@ Moderately helpful

@ Slightly helpful

@ Not helpful/Not applicable

Figure 9

But does the perception match the reality? After all, attrition remains an issue and many
employees are leaving due to burnout.

One reason for this could be that plenty of organizations are using the same metrics regardless

of channel, without taking into account the nuances or the different channels. What might make
sense for one channel might not for another
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What Processes May Be Holding
Back Forecasting

With the normalization of multichannel service channels comes the need to accurately staff
those channels. Yet there’s evidence that forecasting might not be as successful as it should be.
Organizations frequently say that their mean forecasting projections are between 10-12% off. This
is consistent across channels (Figure 10).

Accuracy of staffing forecasts / mean percentage of accuracy (by channel)

Live Chat

N%

Co-browsing Social Media Collaboration

1% 1% 1%

Figure 10

There are a number of reasons why staffing accuracy could be off by this much.



First, let’s look at how organizations define service-level objectives. For the most part, many
organizations don’t differentiate between channels, keeping the objectives the same regardless
of channel. This is the case across the majority of organizations whether defining objectives for
agents or back-office employees (Figure 11).

How organizations define service-level objectives across channels

Contact center Back Office

@ Different objectives across channels
@® Same objectives across channels Figure 11

This can impact forecasting because having the same KPIs for all channels is not necessarily
going to give organizations greater insight into how well their agents are performing. One
example is asynchronous interactions, such as email. For that channel, Average Handle Time
might be higher than for voice thanks to the nature of the interaction. But although comparing
AHT of voice calls and email isn't a good 1:1indicator, it's being done at many organizations,
potentially impacting forecasting.

The continued use of manual processes for forecasting also might be impacting outcomes. Many
contact centers have yet to adopt forecasting solutions beyond legacy Excel spreadsheets. But
forecasting sheets don’t take new digital channels into account or understand the difference
between synchronous and asynchronous work. While forecasting sheets might contain years

or decades of legacy knowledge, organizations stand to be better with their forecasting if they
adopt new technologies and tools for this task.
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Conclusion

Opportunities persist around workforce management optimization for the contact center.
Organizations continue to experience high attrition rates and feel as if their attrition increases
each year. Understanding why employees leave is a first step. In North America, organizations
frequently lose agents to market forces, while in EMEA, employees are more likely to be
overworked and burnt out.

Regardless of the attrition reason, organizations need to closely examine their scheduling
practices and evaluation metrics. While measuring is beneficial to understanding how employees
are performing and why they leave, not all metrics will be applicable to all channels. Thoughtful
use of channel-appropriate KPIs will go a long way to evaluating employee performance and
making smarter workforce planning decisions.

From flexible scheduling to mindful multichannel assignments, organizations have plenty of tools
already at their disposal for workforce management optimization. Many need to take a closer
look at the tools they already have in place and evaluate whether those tools are serving the
organization to the best of their ability. If not, it might be time for a refresh.

Appendix

Name of survey 1,000-1,499: 10%
2025 Workforce Management Trends for 1,500-1,999: 3%
Contact Center Leadership 2,000-4,999: 5%
5,000-9,999: 4%
Survey dates 10,000 or more: 7%

December 2024-January 2025

Respondent career level
Number of respondents Manager/supervisor: 54%
400 Director: 20%

Vice President: 4%

Geographic region
North America: 50%
EMEA: 50%

Number of contact center agents
at respondent organizations
200-499: 51%

500-999: 21%

C-Suite/owner: 23%

Respondent department

Contact center: 29%

Contact center (customer service): 52%
Contact center (back office operations): 20%

Numbers may not total 100% due to rounding.
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NiCE is transforming the world with Al that puts
people first. Our purpose-built Al-powered
platforms automate engagements into
proactive, safe, intelligent actions, empowering
individuals and organizations to innovate and
act, frominteraction to resolution. Trusted

by organizations throughout 150+ countries
worldwide, NiCE’s platforms are widely adopted
across industries connecting people, systems,
and workflows to work smarter at scale,
elevating performance across the organization,
delivering proven measurable outcomes.

WWWw.nice.com
Contactus

CMSWire

CMSWire, a native digital publication from
Simpler Media Group, serves a global audience
of sophisticated digital customer experience
professionals. Our community of over 300 staff,
contributors and editors produce 150+ unique
articles per month for an annual readership of 3

million + professionals.

SMG

SMG is a B2B technology information and
researchservices company serving a 7 million+ strong
community of global digital business leaders.

Our flagship publication, CMSWire, is complemented
by our Reworked and VKTR publications. Our research
division produces arange of annual state of the
industry reports, quarterly market segment guides
and arange of focused industry insights briefs. We
offer performance marketing, custom research,
content development and custom event production
services directly to our clients.

Our obsessions: next generation digital customer
experiences, navigating the r/evolution of work and

advancing enterprise learning.
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