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Executive Summary
A downward spiral in the employee 

and customer experience is causing 

ẌÿțǸ gɶǸǍʌ ÿǸɶɃȡɅǍʌȡɐɅẍ ɐȒ ȺǸǍǱǸɶɾṣ 

However, meaningful work can help 

contact center leaders dramatically 

increase employee and customer 

loyalty. 
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Executive Summary

The  Crisis  in  Contact  Center  Management  
The customer experience is at a 17 -year low, agent turnover remains high at 7 -8% a 
month, and quiet quitting is at 59%. This crisis is severely impacting company 
ɳɶɐȒȡʌǍǩȡȺȡʌʳṞ ȺǸǍǱȡɅȓ ʌɐ ẌÿțǸ gɶǸǍʌ ÿǸɶɃȡɅǍʌȡɐɅẍ ɐȒ ȺǸǍǱǸɶɾṣ

Customers  Still  Want  Human  Customer  Service
Customers want access to human support when their issue has a high level of 
urgency, importance, complexity, or dissatisfaction. They desire agents to be their 
advocate with the company, where the human -to -human relationship supersedes 
the company -to -customer relationship.

Agents  Love  Their  Job  When  They  Can  Authentically  Help  Customers
Agents want to authentically help customers, which leads to meaningful work. 
They also want grind to be low because it destroys their meaningful work by 
preventing them from serving customers. Grind is when you are driven to serve 
others in your work, yet you are held back from doing so in some way (large or 
small). 

Executives  Are  Prioritizing  Cost -Cutting  and  AI  Over  Service
ĆɅȒɐɶʌʔɅǍʌǸȺʳṞ Ȓɐɶ ǪɐɅʌǍǪʌ ǪǸɅʌǸɶ ȺǸǍǱǸɶɾṞ ɃǍɅʳ ǸʲǸǪʔʌȡʬǸɾ ǱɐɅẏʌ ǩǸȺȡǸʬǸ ǪʔɾʌɐɃǸɶ 
service impacts customer retention. Therefore, executives focus on cost -cutting 
and are selling AI as the answer to the crisis, but employees and customers are not 
buying their approach.

Self -Service Needs to Improve
Customers will decide if and when  they will use self -service and companies should 
not force them to use it. Self -service needs to improve dramatically, and AI can 
help. However, companies should not listen to tech delusionists who claim AI will 
replace humans for customer service.

ğțǍʌ oʔɃǍɅɾ >ǍɅ Eɐ ÿțǍʌ !ɶʌȡȒȡǪȡǍȺ uɅʌǸȺȺȡȓǸɅǪǸ ṵ!uṶ >ǍɅẏʌ
AI benefits customers in transactional interactions with increased speed and 24 by 
ᶵ ǍʬǍȡȺǍǩȡȺȡʌʳṣ oɐʭǸʬǸɶṞ !u ǪǍɅẏʌ ǍʔʌțǸɅʌȡǪǍȺȺʳ ɾǸɶʬǸ ǪʔɾʌɐɃǸɶɾ ʭțǸɶǸ ʌțǸ țʔɃǍɅ-to -
human relationship supersedes the company -to -customer relationship. It also 
ǪǍɅẏʌ ǪɐɅɅǸǪʌ ɐɅ ǍɅ ǸɃɐʌȡɐɅǍȺ ȺǸʬǸȺ ʌɐ ǪǍɶǸṞ ǩʔȡȺǱ ʌɶʔɾʌṞ ǍʔʌțǸɅʌȡǪǍȺȺʳ ǍɳɐȺɐȓȡʽǸṞ 
show gratitude, and laugh. If customer service loses the human touch, companies 
will lose human loyalty.

The Crisis in 
Contact Center 
Management

Section 1:

Thank You!
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Executive Summary

The Crisis in 
Contact Center 
Outsourcing

Section 2:
There  is a Crisis  in  Contact  Center  Outsourcing
Contact center outsourcers are experiencing even higher agent turnover and 
worse performance than internal centers. Outsourcers are losing clients at an 
abnormally high rate, putting them in financial distress. Also, AI is a concern for 
investors because of the fear it will dramatically reduce the need for outsourcing. 
Within the next five years, 50% of large to medium -sized contact center outsourcer 
brands could disappear because of consolidation.

Clients are Realizing the Contact Center Outsourcing Fallacy
Clients want outsourcers to be experts at improving the employee and customer 
experience, leading to increased performance and reduced costs. However, contact 
ǪǸɅʌǸɶ ɐʔʌɾɐʔɶǪǸɶ ȓɐǍȺɾ Ǳɐ Ʌɐʌ ǍȺȡȓɅ ʭȡʌț ʌțǸ ǪȺȡǸɅʌẏɾ ȓɐǍȺɾṞ ǍɅǱ ɐʔʌɾɐʔɶǪǸɶɾ ȒʔɶʌțǸɶ 
dehumanize the agent -customer interaction by focusing on their own cost -cutting 
initiatives. Unfortunately, this leads to worse performance and higher customer 
churn, thereby offsetting the cost savings of outsourcing.

The Client Outsourcing Journey Needs to Improve
Most clients were led to believe their program would have lower employee 
turnover and better performance, and outsourcers are not fixing either issue. The 
sales team at outsourcers is responsible for selling and managing the client, while 
the operations team focuses on maximizing their own profitability. Unfortunately, 
the client's separation from outsourcing operations increases their desire to control 
the agent -customer interaction, furthering the downward spiral in the employee 
and customer experience.

Clients Not Buying the Employee Experience Claims or Value -Add
Outsourcers claim to offer great employee experiences. However, according to 
employee reviews, large -to -medium outsourcers have a very poor employee 
experience. In addition, outsourcers try selling themselves on value -added 
offerings like analytics and AI which are very low on the list of what clients want 
from them. 

Most Clients are Upset with Outsourcers and are Making Changes
Dissatisfaction with contact center outsourcing has been growing since the 
pandemic, and outsourcers are now in a high -risk situation. Most clients are 
unhappy with at least one of their outsourcers and are considering replacing them, 
asking them to lower rates, or bringing the volume back into their internal centers. 

KPIs
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