
Sentiment & Wellbeing Survey – 2021



Survey Introduction
 
Throughout March 2021 psd and The UK Contact 
Centre Forum ran an in-depth survey to focus on 
current business sentiment and wellbeing within 
the contact centre industry.  We would like to 
again thank all that took part.

Both psd and UKCCF have been speaking to 
numerous businesses and individuals throughout 
the pandemic, but as we head into our second 
year of disruption - albeit with light at the end 
of the tunnel - we felt now was the right time to 
gauge sentiment and outlook from those within 
the industry and uncover the challenges that may 
lie ahead. 

650 individuals took part in the survey and polls, 
giving a good cross section of our industry. 

Almost 90% of the survey respondents were at 
manager level and above in the Contact Centre 
& CX Sectors.  These individuals have been at the 
forefront of leading their teams and businesses 
through the Covid-19 pandemic.

As businesses plan to get back to ‘normal’ we 
hope that these results will be of use in improving 
wellbeing support to colleagues.  Contributors 
from John Lewis, Hansgrohe, Hitachi Capital UK 
LTD and Travelport have also provided their views 
of the survey findings and insights into their own 
experiences.  

From our results it is great to see so much 
positivity around headcounts as we come out of 
the pandemic, as 41% of those who took part feel 
that their organisational/contact centre headcount 
will grow over the next 12 months.

With this predicted growth it is even more 
important that robust Wellbeing strategies are 
cemented into businesses.  Are you offering what 
your leaders and colleagues really need to assist 
with their wellbeing? Look at the answers to page 
17 – what does your business offer? 

We hope you enjoy these findings and find them 
useful. 

Rob Dermott 
Director, psd Group

Trevor Butterworth
CEO, UKCCF 
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About the survey participants

7.4%
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8.2% 2.8%

650 individuals took part in the survey and polls, giving a good cross section of our industry. 
The survey ran for three weeks and respondents included members of the UKCCF alongside clients and 
connections of psd. 354 people completed the full survey, while 296 individuals took part in the polls.

What level of role do you hold in your organisation 

Almost 90% of respondents were at manager grade and above which means our results have been 
obtained mainly from senior leaders in the Contact Centre & CX Sectors.  These individuals have been 
at the forefront of leading their teams and businesses through the Covid-19 pandemic.
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The importance of having an effective Wellbeing Strategy and the correct tools to support this is 
demonstrated by this poll that was run over a 24-hour period from 10am on Thursday 18th March.

Is your company putting employee wellbeing 
at the heart of its post Covid-19 recovery / 
normalisation strategy?

Do you think there is a correlation between 
contact centre agent’s mental wellbeing and their 
ability to deliver great Customer Experience?

About the survey

  YES       
 
 NO       

 
 UNSURE

80%

16%

4%

94%

5% 1%
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Over the last 12 months, has the volume of customer contact to your organisation...

Survey Results

 
 GONE UP              

 
 GONE UP             

 
 STAYED THE      

 
 DECREASED      

 
 DECREASED         

 
 UNSURE

          
SIGNIFICANTLY              MARGINALLY             SAME                             MARGINALLY                SIGNIFICANTLY

0 20 40 60 80 100

Two thirds of organisations 
in the Survey reported higher 
customer contact volumes 
over the last 12 months than 
the previous 12. Increasing 
volumes of contact coupled 
with different ways of working 
will have differing effects on 
staff.

41.2% 25.1% 9.3% 13.9% 9.6%

0.9%

Do you feel that any variation in your 
contact volumes is owing to the 
pandemic?

A solid response of yes with almost 
90% of respondents agreeing that 
the pandemic has led to a variation in 
contact volumes.

 
 YES      

 
 NO     

 
 UNSURE

 
 NOT APPLICABLE          

89.6%

5.6%

2.5%

2.3%
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As it stands today and compared to 12 months 
ago has your contact centre head count  
shown a …

Over the next 12 months do you feel that your 
contact centre / organisation headcount will 
show a …
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The future looks rosy for employment in the 
Contact Centre & CX Sectors with a balance of 
41.53% of leaders expecting a growth in headcount 
over the coming 12 months.

Staff numbers in contact centres have held up well 
and even grown in many instances. There was a 
balance of 24.87% of those responding saying that 
there had been an increase in staff headcount

 
 SIGNIFICANT           

 
 MARGINAL                 

 
 NO CHANGE      

 
 DECREASED      

 
 DECREASED         

 
 UNSURE

          
INCREASE                       INCREASE                                                               MARGINALLY               SIGNIFICANTLY

2020-2021 2021-2022

24.6% 25.7%
23.2%

15.8%

9.6%

1.1%

18.6%

21.8%

13%

4%
2.8%

39.8%
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Catherine Lindsay, My View  
Head of Customer Experience, Hitachi Capital UK LTD 

Our experiences at Hitachi Capital Consumer Finance are well represented by the survey results.  Our 
last 12 months has seen increased customer demand due to the pandemic, with a priority of keeping 
employees safe. Careful consideration has been given to our employees’ wellbeing. Like many firms we’ve 
been recruiting to meet customer demand with new colleagues joining a remote workplace.  

We’ve seen increases in employee engagement as we adopted many of the wellbeing initiatives outlined 
in the survey, and this has definitely driven feelings of positivity about the future.

The survey shows how well so many firms have adapted during the pandemic through the increased 
use of technology. Also the increased focus on our teams as individuals, each with unique situations and 
needs, particularly important as the survey highlights how many people have experienced feeling anxious 

and overwhelmed during the pandemic. The range 
of activities that firms report being put in place to 
support employees mental health is great to see. 

I‘m excited to see how our learnings from the 
past 12 months shape our work environments of 
the future, with a continued focus on culture and 
employee wellbeing, an increased level of flexibility 
and trust and new operating models enabled by 
technology.  The role of our customer facing teams 
has never been more valued and we need to keep 
celebrating the fantastic customer experiences 
that they deliver for our customers and challenging 
ourselves to increase purpose and engagement 
within our teams. 
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In the current pandemic, how positive do you feel about your future within your organisation?

44.9% 38.2% 11% 3.1% 2.8%

Very positive     Quite positive        Neutral     Quite negative Very negative

The good news is that 83% of those surveyed felt positive about their future within their 
organisation. Such high levels of positivity would normally filter through to all aspects of team 
leadership and staff wellbeing

How self-motivated do you currently feel?

Less than 20% of respondents felt less motivated 
now than prior to the pandemic.  This is a positive 
statistic especially with the challenges that the last 
12 months has shown us all.

52%

28.8%19.2%

 
 SELF-MOTIVATION IS BETTER THAN BEFORE THE PANDEMIC            

  SELF-MOTIVATION IS THE SAME AS BEFORE THE PANDEMIC

   
  
SELF-MOTIVATION IS LOWER THAN BEFORE THE PANDEMIC     
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Thinking about Mental 
Wellbeing, over the last 
12 months have you 
experienced:
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The last 12 months have impacted most people’s mental wellbeing 
in some way.  In the contact centre industry this is no different with 
almost 40% of those surveyed feeling overwhelmed and 37% feeling 
anxious at some point over the last 12 months, on a positive note 45% 
felt that their mental wellbeing was the same or better. This result 
could also be down to the fact that so many senior leaders took part 
in the survey.

 
 FEELING OVERWHELMED  

 
 ANXIETY      

 
 PANIC ATTACKS    

 
 I’VE NOT NOTICED A DIFFERENCE  

 
 MY MENTAL WELLBEING HAS IMPROVED

39.5%
37%

31%

14.4%

4.2%
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If applicable – what percentage of your team 
has been unable to work from home through 
the Pandemic?
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Around 40% of 
contact centres have 

remained at least 
partially open during 
the pandemic, and 

the reasons for this are 
indicated on the next 

question.

55%

21.5%

7.1

10.7%

2%

3.7%

  
ALL HAVE WORKED 

 

 
 UP TO 10%

      
  
UP TO 20%

   

 
 UP TO 30%

  
  
OVER 30%

  
NOT APPLICABLE

FROM HOME



UK CONTACT CENTRE FORUM

11

Ray Biggs, My View  
Partner & Head of Customer Care,
John Lewis & Partners 

A really interesting read and I think a good 
reflection of the last 12 months, certainly from 
my perspective. Whilst great to see the positive 
difference organisations have made to support 
their teams with mental health and well being, 
there is still plenty to do.  

The indication here of just how many 
organisations and therefore people have been 
impacted is sobering, and a clear opportunity for 
us all to evolve our thinking and actions in this space.  I’m sure like the John Lewis Partnership many 
organisations were already developing and deploying tools and strategies in this space pre pandemic, 
rather like digital transformation being accelerated, the same is true of Mental Health and Wellbeing 
plans, which is a good thing. Engagement is more important than ever, and our previous assumptions 
and standards are no longer relevant, the rule book just got ripped up, this is an incredible opportunity 
to think and do differently.
 
The challenge now is how this continues to develop, with external factors still far from settled, we need 
to not lose the momentum many organisations have now built up. One thing which sticks in my mind 
is that our industry unlike any other, home working has essentially meant our people have had to bring 
customers into their homes, for some of our organisations that can mean bringing conflict and upset 
into our living rooms, dining rooms, bedrooms we need to think hard and creatively about how we 
continue support our brilliant customer facing teams.
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MY / THEIR 
ROLE IS 

CRITICAL TO 
THE BUSINESS 
AND CANNOT 
BE WORKED 
REMOTELY

THIS IS A 
BUSINESS 

WITH 
MANY KEY 
WORKERS

NO 
WORKSPACE 

TO WORK 
EFFECTIVELY 

AT HOME

OUR BUSINESS 
DOES NOT 
PROVIDE 

ADDITIONAL 
TOOLS TO 

WORK FROM 
HOME

CONNECTIVITY 
ISSUES  

BROADBAND / 
PHONE

MENTAL 
HEALTH 

CHALLENGES

OTHER

What are the key reasons that you or your staff were/are unable to work from home?
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There are a variety of reasons that people have been unable to work from home throughout the 
pandemic – Connectivity Issues being the primary one at just over 29% of those taking part feeling this 
was the primary challenge.  However, this was closely followed by the joint 2nd place reasons at 24% of 
Mental Health Challenges and No Workspace to effectively work from home. 

Other reasons included technology issues (such as dialler operation), site based duty management 
required, inducting and training new staff on site and infosec/data protection concerns. As so many 
organisations worked from home this question was not applicable for many.

23.2%

44.6%

24.3%

29.1%

24.3%

8.8%
2%
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How frequently do you speak with your line 
manager / director?

Do you feel that the amount of contact you 
receive from your manager is:

The regularity of contact does vary but most 
leaders are in contact with their teams at least a 
couple of times a week, if not daily.

70%20.6%

7.1%
2.3%

This appears to be about the right level of contact. 

  
AN EXCESSIVE AMOUNT OF CONTACT  

 
 ABOUT THE RIGHT AMOUNT OF CONTACT

      
  
NO DIFFERENT THAN PRIOR TO THE PANDEMIC

 
  
NOT ENOUGH CONTACT

  

MULTIPLE TIMES A DAY

           13%

  DAILY

    25.7%

A COUPLE OF  
TIMES A WEEK

42.3%

WEEKLY

11%

   FORTNIGHTLY      

          5.4%

INFREQUENTLY 2.5%
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What is your managers primary method 
of communication with you? 

Unsurprisingly 75% of respondents said that video 
calls / channels were their primary method of 
communication. This is something we have all 
had more exposure to in general over the last 12 
months. 

@

@

13.3% 75.6% 5.1% 5.1% 1.69% 0.3%

PHONE CALLS VIDEO CALLS
MS Teams, Google 
Hangouts, Zoom, 
Cisco Webex etc

EMAIL TEXT 
/ MESSENGER

FACE TO FACE SOCIAL MEDIA
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Giles Owen, My View
Operations Director, Hansgrohe

It is enlightening to see results that so closely 
reflect how we have all felt dealing with what has 
been a huge transformation in our daily lives, both 
from a work and a personal level. 
Our number one priority was always the safety 
and wellbeing of our people. Our initiatives to 
drive and maintain engagement in a remote 
working environment have been somewhat 
creative and unusual but have been instrumental 
in maintaining the happiness of everyone who has 
adapted to the current way of working.

The technology available has without doubt made this working transformation so much easier, imagine 
having gone through this with a Nokia 6310 and a fax machine, it would have been a completely 
different challenge. Companies and individuals have had the opportunity to stretch their legs in the 
remote working environment and this has been enlightening for many of us.
Being supported with a number of mechanisms to ensure that the physical and mental health of our 
people remains a key goal has been more than helpful. Mental health has never been so high on the 
agenda and it should continue to remain there.

Going forward this will be a great benchmark as to what is truly achievable when things hit the fan. 
My personal thanks go out to each and every individual who has either helped to adapt company 
infrastructures, or to those so many who have reacted and adapted accordingly, to ensure that we all 
continue to deliver the level of awesome customer experience that people are striving towards on an 
daily basis.
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Only 9% of respondents said that nothing 
was put in place to support their mental 
wellbeing during the pandemic, the rest had 
put in a wide variety of informal and formal 
programmes.

We asked if any other wellbeing tools had 
been provided. These ranged widely and 
included the following: 

• Providing a home furniture catalogue for staff to choose 
furniture to work more comfortably from home

• Wellbeing first aiders and champions 

• Hardship funds to support colleagues whose households  
have been affected by Covid

• Multi-sensory resources – music, recipes, and pictures etc

• Access to wellbeing Applications – T-Cup, HeadSpace to 
MindTools for example

• Welfare parcels – treats, snacks etc

• Wellbeing Newsletters 

• Virtual Coffee Mornings 

What has your organisation put in place 
to help you with your mental wellbeing 
during the pandemic – select all that 
apply.

PROVIDED DETAILS 
OF EMPLOYEE 

ASSISTANCE 
HELPLINES

70.8%

FORMAL BUSINESS 
AND 

PERFORMANCE 
UPDATES

66%

WELLBEING 
DISCUSSIONS / 

FORUMS

68.8%

ONLINE SOCIAL 
EVENTS – SUCH AS 
QUIZZES, BINGO, 

GAMES ETC

58.6%

WELLBEING 
EVENTS 

such as team yoga, 
meditation etc

54.67%

PROVIDED ACCESS 
TO A TRAINED 
COUNSELLOR

30.9%

OTHER 
8.2%

REGULAR 
WELLBEING CHECK 
IN CALLS WITH AN 

APPOINTED PERSON 
(e.g. Pastoral call or 

with HR)
29.2%

NOTHING  
HAS BEEN PUT  

IN PLACE
8.8%
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Which of these tools would you find most beneficial?
 

0 5 10 15 20 25

We have heard many organisations just direct staff 
to an EAP, but this was one of the lower benefit 
tools that people identified, although as can be 
seen from the last question it was the highest 
provided by employers at almost 71%.  In most 
cases it is part of an overall wellbeing programme.  

WELLBEING DISCUSSIONS / FORUMS

WELLBEING EVENTS  
such as team yoga, meditation etc

ONLINE SOCIAL EVENTS  
such as Quizzes, Bingo, Games etc

FORMAL BUSINESS AND 
PERFORMANCE UPDATES

ACCESS TO EMPLOYEE  
ASSISTANCE HELPLINES

ACCESS TO A TRAINED COUNSELLOR

REGULAR WELLBEING CHECK IN 
CALLS WITH AN APPOINTED PERSON 

(e.g. Pastoral call or with HR)

Talking openly seemed to be most important 
– followed by wellbeing discussions, business 
updates and pastoral calls - the common theme 
being Communication.  

22.8%

13.3%

16.9%

18.4%

6.8%

6.5%

15.3%
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Do you feel that your current employer has been supportive of your mental wellbeing 
throughout the pandemic? 

85% said yes which is great but that 
still leaves 15% who were unsure 
or said no. 84.7%

6.8%

8.5%

  
YES 

 
 NO

   
   

  
UNSURE
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Louise Locke, My View
Senior Director, 1st Line Support and Vendor Management, Travelport 

The survey is very demonstrative of what I am seeing within Customer Service at Travelport. There 
continues to be an extremely high focus on employees, their channels of communication, accessibility 
to support frameworks and overall ability to be secure whilst continuing to operate in fulfilling their 
roles. The workforce shrinkage and expected marginal growth will be variable by sector and hugely 
driven by the customer expectation and demand, as we slowly emerge from our current pandemic 
conditions.
 
For our customer service industry as a whole, I am hopeful that the positive experiences from 
communication, alongside improved frequencies on support from managers will continue as a theme. 
We formerly saw and heard so often that discussing anxiety, mental health and overall emotional needs 
are sadly lacking in a workplace and the survey results are a positive indication that this has made 
vast improvements to be supportive in these 
challenging times.
 
Customer service has been a differentiating 
factor for all services over the past months. Using 
opportunities to invest in technology for both 
staff and service offerings, has made inroads into 
the demanding customer experience and has 
definitely shaped the way for the future. Its very 
encouraging to see so many organisations actively 
choosing to invest in the service sectors.
 
Customer Service has never had such pinnacle 
of focus and this momentum of change is both 
exciting and exhilarating.
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To Conclude, My View

I speak to many clients, contacts and candidates 
daily and often the subject of wellbeing & support 
arises. It has been a common theme throughout 
this pandemic.  

The survey findings underscore many of the 
conversations I have had since the pandemic 
hit.  They show how adaptable the industry is to 
be able to mobilise working from home and how 
agile it can be in learning and developing from 
this change in working style. 

As we enter the ‘post pandemic’ world, there 
are many things for organisations to be aware 
of to ensure business objectives and goals are 
successful. The pandemic has really driven many 
organisations to focus on how they view mental 
health and wellbeing, and the importance 
attached to this.  

In this industry, which is all about delivering 
services to customers, this link is extremely 
important which was shown in our poll: 
Do you think there is a correlation between 
contact centre agent’s mental wellbeing and their 
ability to deliver great Customer Experience?  Yes, 
94%; No 5%; Unsure 1%

This is a reminder that It is important for all 
businesses to continue to review how they 
manage and motivate staff in their careers.  
Having the right management in place will be key 
and over recent months psd has provided support 
to clients to secure exceptional talent to deliver 
employee engagement and motivation.

Providing an environment where wellbeing can 
be openly discussed and supported will be key 
to  organisations as they take advantage of the 
business growth that this survey indicates is ahead 
of us.

Once again, we would like to thank all those who 
took part in the polls and survey and in particular 
those industry experts who have commented on 
the data with their own views and opinions.

94% 5% 1%

Rob Dermott 
Director, psd Group

Is there a correlation between contact centre 
agent’s mental wellbeing and their ability to 
deliver great Customer Experience?

  
YES 

 
 NO

   
   

  
UNSURE

  



Rob Dermott
Director, psd’s Customer Contact practice

About psd Customer  
Contact

We have been providing market leading board, 
management and executive level recruitment for Contact 
Centre & Customer Experience professionals for over 25 
years.  

Our highly regarded Customer Contact Practice works with 
businesses across all key sectors including financial services, 
consumer, property & construction, travel & leisure and BPO.  

Our services include executive search, contingency and 
interim and our dedicated team has an unrivalled network to 
source across all operational, strategic and support roles.  

We are active members of the UK Contact Centre Forum and 
regularly Judge at various events including the UK Customer 
Experience Awards.  

To learn more about psd Customer Contact click here

https://www.psdgroup.com/what-we-do/customer-contact-senior-recruitment/


The UK Contact Centre Forum is an organisation that promotes 
best practice in customer services. We cover all operational 
topics such as Social Media, Mental Health & Wellbeing, 
CX, HomeAgents, Complaints Handling, AI, Recruitment & 
Retention, Employee Engagement, Benchmarking, Cyber 
Security & GDPR. We do this through organising a series of 
events consisting of;

• Regional Face to Face 
Networking Events with 
Keynote Guest speakers 
delivering though leadership 
presentations.

• Webinars

• Site Visits

• Annual Conference

• Annual Awards Programme

• Case Studies

• Industry Leader Interviews

• Podcasts

• UKCCF Research Documents

• ebooks

• Special Interest Groups

• Online publication “Contact 
Centre Monthly”

If you would like information on any of our events or on 
membership of The UK Contact Centre Forum, please  
contact Trevor Butterworth 07932 669 299 or email  
trevor@uk-ccf.co.uk

www.uk-ccf.co.uk

mailto:trevor%40uk-ccf.co.uk?subject=
http://www.uk-ccf.co.uk
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For more details around this survey 
or how the UKCCF or psd can support 
your organisation to succeed in your 
recruitment or wellbeing journey 
please contact psd:

+44 161 234 0300

www.psdgroup.com

 

Rob Dermott
DIRECTOR – CUSTOMER CONTACT

rob.dermott@psdgroup.com 
+ 44 161 234 0354  07782 281722

Rob is Director of psd’s Customer Contact practice, 
specialising in senior positions across FM & Support 
Services, Healthcare, BPO, Utilities and Affordable 
Housing organisations.

 

Dan Petrie
CONSULTANT – CUSTOMER CONTACT

dan.petrie@psdgroup.csom
+ 44 161 234 0313

Daniel is a Consultant in psd’s Customer Contact 
practice, specialising in senior appointments in the 
leisure & travel, banking & financial services and 
hospitality sectors.

http://www.psdgroup.com
mailto:rob.dermott%40psdgroup.com%20?subject=
mailto:dan.petrie%40psdgroup.com?subject=

