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Overview 
Following are the high level results of the Contact Center Performance Forum’s 
(www.contactcenter.ning.com) Agent Compensation survey.   
 
Survey participants receive a detailed analysis including a breakdown of the results by: 

1. industry (Q2),  
2. size of center (Q3 number of locations and Q4 number of agents),  
3. organizations using work-at-home agents (Q5), and 
4. type of center (Q9 and 10). 

 
Also included in the detailed report are text responses to: 

1. Q16: How often do you implement agent pay raises? 
2. Q17: What are agent pay raises based on? 
3. Q22: What types of agent incentives do you use? 
4. Q24: If you have recently transitioned some of all of your agents from a purely service 

focus to a service plus sales focus, did you change your compensation plan to 
accommodate these new sales skills (i.e., did you change the percent allocation of base 
pay, incentive and/or commission)? 

 
If you would like to receive a copy of the Agent Compensation survey detailed report, and you 
have not completed the survey, you can participate at: 
 

https://www.surveymonkey.com/s.aspx?sm=5pm0tYQVt3OA3ds3jcC02A_3d_3d 

Other available surveys: 
 

1. Contact Center Work-at-Home Agents: 
https://www.surveymonkey.com/s.aspx?sm=EVFGRkHXiKYy_2bGKkUI9Fcg_3d_3d 

2. Quality, Coaching, and Incentives in the Contact Center: 
https://www.surveymonkey.com/s.aspx?sm=6eVpcJi7SCkAia4an2IWTw_3d_3d 

3. (Newly updated – just posted) Contact Center Service Level: 
https://www.surveymonkey.com/s.aspx?sm=HTG7v6V5uPyQhvrQyIzPtQ_3d_3d 

 
After you complete the survey, the detailed report will be emailed to you.  This may take a day 
or two so we appreciate your patience.   
 
Data for each of these surveys will be updated periodically as additional data is available.  
Notice of updates will be posted on Contact Center Performance Forum 
(www.contactcenter.ning.com). 
 
If you have any questions, please email Kathryn Jackson at Kjackson@responsedesign.com. 
Thank you for your interest in these results and for participating in future surveys. 

http://www.contactcenter.ning.com/
https://www.surveymonkey.com/s.aspx?sm=5pm0tYQVt3OA3ds3jcC02A_3d_3d
https://www.surveymonkey.com/s.aspx?sm=EVFGRkHXiKYy_2bGKkUI9Fcg_3d_3d
https://www.surveymonkey.com/s.aspx?sm=6eVpcJi7SCkAia4an2IWTw_3d_3d
https://www.surveymonkey.com/s.aspx?sm=HTG7v6V5uPyQhvrQyIzPtQ_3d_3d
mailto:Kjackson@responsedesign.com
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Participant Demographics 
Question 2 

 
 
Question 3 
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Question 4 

 
 
Question 5 

 
 
Question 6 
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Question 7 

 
 
Question 8 
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Question 9 

 
 
Question 10 
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Average Hourly Wage 
 
Question 11 

 
 
 
Question 12 

 
 
Question 13 
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Question 14 
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Compensation Allocation 
Question 15 
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Agent Pay Raises 
Question 16 
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Pay for Performance 
Question 18 
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Agent Scorecard 
Question 19 

 
 
Question 20 

 
 
Question 21 
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Agent Incentives 
Question 22 
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Service and Sales Compensation 
Question 23 
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Compensation and Attrition Correlation 
Question 25 

 

  |  609.601.5866 
Copyright ©2008 by Response Design Corporation. All rights reserved. 


	Table of Contents
	Overview
	Other available surveys:

	Participant Demographics
	Average Hourly Wage
	Compensation Allocation
	Agent Pay Raises
	Pay for Performance
	Agent Scorecard
	Agent Incentives
	Service and Sales Compensation
	Compensation and Attrition Correlation

