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8 Contact Center

Mistakes Holding

You Back
Overcoming Contact Center Management Challenges 



Managing a contact center is tough. Contact center managers face many challenges, from keeping 
employees happy to maintaining high customer satisfaction. These challenges can impact both team 
morale and the company’s success. 



This white paper outlines common problems faced by contact center managers and offers practical 
strategies to solve them. By using these approaches, you can create a more efficient and productive 
environment—one that benefits both your employees and customers.   
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Create a Positive Work Environment: Start by fostering a workplace that is supportive and inclusive. 
Celebrate achievements regularly to boost morale and make everyone feel valued. Encourage open 
communication and give employees the opportunity to share their feedback. 

Introduce Gamification: Adding game-like elements into everyday tasks can make work more engaging 
and fun. For example, rewarding employees with points for hitting KPI’s, meeting their goals, or even for 
being on time helps them feel recognized and appreciated.

ZIZO’s platform tracks 
performance and offers 
rewards, ensuring that 
employees receive timely 
recognition for their hard work.

Learn more at playzizo.com
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Offer Flexible Schedules: Let employees choose their work hours or work remotely, including hybrid 
options. This flexibility helps improve work-life balance, reduces burnout, and boosts job satisfaction. 
When employees feel in control, they are more likely to enjoy their jobs and stay longer, improving 
retention rates and benefiting the organization.
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The Challenge



Many contact centers struggle with high employee turnover, especially among new hires. This increases 
the costs of hiring and training, lowers team morale and hurts service quality. Many times, this happens 
because employees feel unengaged, unappreciated, or see no opportunities for career growth. 

1. High Employee Turnover 
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Create Contests and Challenges: Running contests and challenges keeps employees engaged and 
motivated. Instead of just focusing on trailing KPI’s like sales, managers should also reward specific 
behaviors and efforts, such as calls handled or hours on the phone. This allows everyone to participate 
and win, not just top performers.

ZIZO’s platform makes it easy to 
set up these customizable 
challenges, ensuring full 
participation and engagement.

Learn more at playzizo.com
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Encourage Peer Recognition: Encouraging employees to recognize each other’s hard work can greatly 
boost morale. By implementing a peer recognition system, you can create a culture where achievements 
are regularly acknowledged. This fosters a more supportive and collaborative environment, helping 
everyone feel valued and appreciated.

Offer Learning Opportunities: Offer regular training sessions and workshops to help employees develop 
new skills and keep their work engaging. These learning opportunities not only enhance their abilities but 
also re-energize staff, giving them a renewed sense of purpose. 

The Challenge



Keeping employees engaged is important for success in contact centers. When employees feel 
connected to their jobs, they put in more effort, leading to higher productivity and lower turnover. However, 
traditional management techniques often fail to motivate employees, especially in environments like 
contact centers where employees have tedious, repetitive tasks that can result in burnout.  

2. Low Employee Engagement 
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Use Real-Time Tracking: Switching from manual processes to an automated system allows managers to 
provide immediate feedback and support. Real-time tracking helps quickly identify performance issues, 
making it easier to address them and support a more proactive management style.

With ZIZO’s automated tools, 
managers gain real-time insights 
that streamline operations and 
improve overall efficiency.

Learn more at playzizo.com
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Set Clear Goals: Ensure that every team member knows what is expected by setting clear, measurable 
goals that align with the company’s overall objectives. Regularly review these goals and provide 
constructive feedback to keep employees on track and continuously improving. 

Encourage Self-Management: Empower employees by providing them with the tools to track their own 
performance. When employees can monitor their progress, it boosts motivation and fosters a sense of 
accountability. Self-management helps employees take ownership of their growth and encourages them 
to proactively address challenges. 

The Challenge



Managing and tracking performance in a contact center becomes difficult when relying on outdated 
systems and manual processes. These challenges make it hard to clearly identify top performers or those 
who need more support. As a result, managers miss coaching opportunities, set unclear expectations, and 
give inconsistent feedback. 

3. Inefficient Performance Management 



The Solution

Page 5

Invest in Business Intelligence Tools: Use tools that provide real-time data on performance metrics to 
gain useful insights. These tools help managers spot trends and address potential problems before they 
grow.

ZIZO’s customizable dashboards 
provide real-time updates on key 
performance indicators (KPIs), 
allowing managers to make 
quick, informed decisions. 

Learn more at playzizo.com
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Train Managers on Data Use: Ensure that managers are trained to read and use data effectively. This 
training helps them make smarter decisions and improve team performance and customer satisfaction. 
By understanding the data, managers can spot trends early and implement changes that drive long-term 
success 

Review Data Regularly with Teams: Use regular team meetings to go over performance data with your 
staff. This keeps everyone informed about their own metrics and helps them understand how their work 
contributes to the company’s overall goals.  

The Challenge



Without access to real-time data, managers often struggle to make quick decisions or identify potential 
problems early on. This lack of visibility means that issues may go unnoticed until it’s too late. By using 
real-time data, managers can anticipate challenges and address them proactively. 

4. Lack of Real-Time Data Insights 
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Develop Strong Training Programs: Create training programs that are both informative and enjoyable. 
Use a mix of in-person workshops and online e-learning platforms to cater to different learning styles. By 
offering a variety of training methods, you can keep employees engaged while ensuring they get the 
knowledge they need to succeed. 

Use Gamified Learning: Make training more interactive and engaging by incorporating gamification. Use 
quizzes, badges, and leaderboards to encourage participation and track progress. Gamified elements not 
only make learning fun but also keep employees motivated and invested in their development. 

Set Up a Mentorship Program: Pair new hires with experienced employees who can provide guidance and 
support. This mentorship helps new employees acclimate faster and feel more connected to the team 
and the organization.  

The Challenge



A common issue in contact centers is the lack of proper training. When employees don’t feel prepared for 
their roles, it can lead to lower performance, decreased morale, and higher turnover. Providing continuous 
development opportunities helps ensure that staff feel confident and capable, leading to better results 
and higher employee retention. 

5. Inadequate Training Programs 
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Create Clear Promotion Criteria: Develop and communicate clear criteria for promotions and career 
advancement. Ensure employees understand what skills, achievements, and milestones are necessary to 
move up within the company. When expectations are transparent, employees are more motivated to 
develop the skills they need to succeed. 

Implement a Tiered System: Introduce a tiered system where employees can advance through levels 
based on their performance and achievements. This structure provides clear milestones, helping to keep 
employees motivated and giving them a sense of progress.

ZIZO’s platform incorporates 
gamified career progression, 
allowing employees to visualize 
their growth and advancement 
within the company. 

Learn more at playzizo.com

Offer Skill Development Opportunities: Provide training programs that focus on both the skills needed for 
current roles and those required for future advancement. This approach helps employees feel supported 
in their present position while preparing them for potential growth within the company. 

The Challenge



When employees don’t see clear opportunities for advancement, they can start to feel stuck and 
unmotivated. This is especially true in environments like contact centers, where the work can be repetitive. 
Without a clear career path, engagement drops, and turnover rates rise. 

6. Unclear Career Paths 
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Focus on Consistent Training: Ensure all employees receive thorough, ongoing training in customer 
service best practices. Regularly update training materials to reflect the latest standards and trends in the 
industry.

Implement Quality Assurance Programs: Develop a strong quality assurance program that monitors 
customer interactions and provides agents with regular feedback. This program helps identify areas 
where improvements are needed and highlights outstanding service, ensuring continuous improvement 
and recognition of excellent performance. 

Encourage a Customer-Centric Culture: Build a culture that prioritizes customer satisfaction. Recognize 
and reward employees who consistently provide exceptional service and ensure that all staff understand 
customer satisfaction as a key performance indicator.  

Use Real-Time Feedback: Use tools that provide real-time feedback on customer interactions, allowing 
agents to adjust their approach immediately. This helps improve customer satisfaction by giving 
employees the information they need to consistently deliver high-quality service.  

The Challenge



Maintaining high customer satisfaction in contact centers is challenging, especially when service quality 
varies among agents. When employees aren’t engaged, productivity drops, and customer satisfaction 
suffers. In a repetitive environment like a contact center, this lack of engagement can hurt both the 
company’s reputation and bottom line. 

7. Poor Customer Satisfaction Scores 
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Automate Repetitive Tasks: Use automation to handle routine tasks, allowing employees to focus on more 
complex, customer-focused activities. This approach reduces costs and improves service quality by 
giving staff more time to engage with customers.  

Optimize Workforce Management: Use workforce management software to accurately predict call 
volumes and schedule staff efficiently. This ensures the right number of employees are on hand, reducing 
both overstaffing and understaffing, which helps control costs and maintain high service quality. 

Conduct Regular Audits to Reduce Costs: Regularly audit your contact center operations to spot and 
eliminate unnecessary expenses. This includes evaluating software subscriptions, office supplies, and 
utility usage to ensure resources are being used efficiently and cost-effectively. 

The Challenge



Balancing costs while maintaining high-quality service is a constant challenge for contact centers. High 
operating costs often come from inefficient processes, high employee turnover, and outdated technology. 
Addressing these issues can help reduce expenses without sacrificing service quality. 

8. High Operating Costs 
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Overcoming Contact Center Challenges 

While managing a contact center can be challenging, these obstacles are manageable 
with the right approach. By applying the strategies outlined in this whitepaper, 
managers can create a more efficient, engaging, and productive workplace. 



Leveraging tools like ZIZO’s gamified performance management platform can further 
boost employee engagement, reduce turnover, and improve overall performance. To 
see how ZIZO can transform your contact center, request a personalized demo today. 

Ready to see similar results? 



Turn your collections operations into a high-
performing, engaged workforce with ZIZO. 



Visit www.playzizo.com or contact us at 
info@playzizo.com for a demo! 

ZIZO's customers have seen amazing impact with their contact centers.

Proven Results for ZIZO Clients in the Collections Industry:

Increase in Productivity

Agents significantly boosted 
their performance, leading to 

increased revenue. 

96%
Increase in Revenue Per Agent 

The average amount collected 

per agent per quarter 
skyrocketed from $75,481 to 

$322,449.

327% 
Growth in Staff


Expanded the team while 
reducing turnover, building a 

stronger, more cohesive 
workforce. 

38%
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