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of employees being
treated unfairly are

more likely to
experience burnout

40% 20% 76%

Actions to Mitigate Burnout with Workforce
Management Software  

"Burn-out is a syndrome resulting from chronic workplace
stress that has not been successfully managed" 

World Heath Organization

Most Common Causes 

Contact Center Burnout and
What You Can Do

Consequences

A c c u r a t e  f o r e c a s t i n g
t o  p r e v e n t  b o t h  o v e r w o r k

a n d  u n d e r  a c t i v i t y

M u l t i - s k i l l  m a n a g e m e n t
t o  i n c r e a s e  e n g a g e m e n t

a n d  e f f i c i e n c y

T r a n s p a r e n t  t i m e - o f f
t o  s u p p o r t  w o r k - l i f e

b a l a n c e

F l e x i b l e  s c h e d u l i n g
t o  e n h a n c e  j o b

s a t i s f a c t i o n

C o n t i n u o u s  t r a i n i n g
t o  s u p p o r t  c a r e e r  g r o w t h

a n d  m o t i v a t i o n

S h i f t  b i d d i n g  a n d  s w a p p i n g
t o  p r o m o t e  a u t o n o m y  a n d

f a i r n e s s

of employees experience
burnout on the job

of employees face
some risk of burnout

of employees are on
the brink of burnout

H i g h  o c c u p a n c y

M o n o t o n o u s  o r
u n c h a l l e n g i n g  w o r k

U n r e a l i s t i c
p e r f o r m a n c e  t a r g e t s

D e a l i n g  w i t h  a n g r y
c u s t o m e r s

E x c e s s i v e  u n m a n a g e a b l e
w o r k l o a d  

B e i n g  a t  t h e  m e r c y  o f  o t h e r s

The stress and burnout experienced in call centers significantly affects agent
performance and job satisfaction. By addressing these stressors, companies
can enhance staff retention and deliver outstanding customer service.
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The turnover rate for
call center agents  

globally

Cost of replacing a
frontline agent of their

annual salary

of customers switch
brands after poor customer

experience

I n c r e a s e d  p o s t - p r o c e s s i n g
t i m e  o r  a f t e r - c a l l  w o r k  ( A C W )

L o w  p r o d u c t i v i t y

L o w  c u s t o m e r  s a t i s f a c t i o n C o s t s  r e l a t e d  t o  e m p l o y e e
t u r n o v e r
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    Download eBook

Download Reducing Contact Center Employee Burnout: The
Ultimate Guide, as we set out to answer the following questions:

What steps should leaders take to reduce burnout?
What you can do to reduce burnout in your contact center?
How can proper workforce management reduce burnout?

By using injixo, Thomas Cook reduced its
occupancy rate from 93% to 86.5% on
average across all departments, dramatically
reducing burnout.

www.injixo.com
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