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Engaging Your
Call Center:

Using Incentives

to Motivate

Often times, what lies between you and a
satisfied, loyal customer is your call center.
When a customer has a problem, they resort
to the 1-800 number provided to file their
complaint. Imagine these two scenarios:

1.) Customer contacts call center and is
greeted by an agent who is
unmotivated and disengaged. The
agent receives no recognition at work
and no incentive to resolve the issue
timely, or politely.

2.) Customer contacts call center and is
greeted by an agent who is serious
about his position at the company and
truly believes that his resolution of the
issue will make a difference. He is
often praised and rewarded for his
work and feels appreciated.

Which agent would you rather speak
with? Statistics say that first impressions
are made in the first 20 seconds, and it
takes 20 additional contacts to rectify a bad
first impression. So, it makes sense that the
majority of successful business owners would
prefer their customer to speak with agent #2
— a motivated, business-focused employee
who understands the overall importance of
his role.

CALL CENTER ISSUES

How can call centers ensure that
customers will encounter agent #2? By
offering staff members reason to value their
position. Regular recognition for a job well
done — anything from “Employee of the
Month” paper certificates to a
comprehensive incentive program can make
a difference.

Some call center employees may view
their career choice as an “in,” or stepping-
stone to another career within the company.
They may challenge management with high
absenteeism rates, poor service quality, and a
lack of commitment to improve the
customer call-in experience.

With a large percentage of call center jobs
in the US being pushed overseas, job security
is uncertain. A call center worker in the
Philippines is paid roughly $300 US dollars
a month, a bargain compared to the $2,500
average monthly salary for the same position
in the US. And what’s more, when a
company has to find ways to reduce costs, call
centers are usually the first to see budget cuts.

It’s no wonder call center employees can
become unmotivated and unengaged. But,
allowing a negative and disengaged
atmosphere to dominate the culture can be
fatal for business practices.

MOTIVATING YOUR WORKFORCE

The customer experience is key. It has
been proven that it costs less to retain a
current customer than to acquire a new one.
The staff on the phones, the front line
employees, are setting the stage for your
repeat business — or lack there of. So, why
not make your employees feel valued,
important, and inspired?

Happy employees = happy customers.
There are definite results in ROI showing
that when employees are satisfied, they will
provide a positive experience for customers.
By setting attainable goals for employees to
work toward, you can entice workers to do
their job well. These goals — for example,
answering all calls in fewer than two rings
for a set period, or maintaining the highest
call volume during a specific time frame —

can be easily measured and a metrics or
points-based system can be implemented
and instituted by managers.

When a rewards system is attached to
these goals, it becomes a new challenge or
fresh approach to how an employee views
their everyday duties. Now the disengaged
and unmotivated employee is working
towards a long-term goal, like earning
points that can be redeemed for brand name
merchandise rewards.

Public recognition for an employee going
above and beyond causes the ‘trickle-down’
effect —employees see that Jane Smith has
had her name on the bulletin board for
resolving all issues in 24 hours or less, so
they, in turn, work harder to achieve that
same recognition. It is a good idea to
associate rewards to these accomplishments
to reinforce the recognition.

Whatever your approach may be, to
sustain a motivated and engaged workforce
it is necessary to maintain a constant feeling
of appreciation and recognition across the
board. Offering incentives and rewards to
coincide with company-wide and
departmental goals reinforce positive
behavior. With every employee working
toward the same goal, you now have a call
center working with the success of your
business as his or her top priority. It’s a win-
win — employees are glad to come to work
and feel valued when performing to the best
of his or her ability, customers are satisfied
with the service they receive, and you get the
potential for decreased turnover, repeat
business, and increased sales. Il
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