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INTRODUCTION 

Background and Objectives 

The Contact Centre/Customer Service Industry in Manitoba remains strong and stable. 

Contact Centres/Customer Service organizations are a strategic component in today’s business.  

They continue to have and need an educated, dependable, labour force which in turn benefits 

the local economy. Prominent business areas include, but are not limited to: Inbound Customer 

Service, Inbound Sales, Technical Support, Market Research, Outbound 

Sales/Telemarketing/Lead Generation, Outbound Customer Service/Collections/Complaint 

Resolution and Research. 

The purpose of this study is to gather information from the Industry, analyze and evaluate factors 

relating to demographics, wages, staffing and recruitment, training and retention, and gain a 

better understanding of current trends. By collecting this information, we can also compare and 

contrast the information gathered from prior studies and conclude which areas have improved. 

Survey respondents consisted of 24 Contact Centres including both members and non-members 

of Manitoba Customer Contact Association (MCCA). The respondents are relatively diverse in 

terms of business type and size. 

Data Collection & Analysis 

A workforce development survey was created and distributed via survey monkey during late fall 

of 2016. Participants were provided with a completion date of early January 2017. The analysis of 

the data collection and final report was completed by MCCA staff.  

Questionnaire Design   

The survey was comprised of 65 questions which were broken down into 11 overall categories: 1) 

Contact Centre Profile; 2) Industry Demographics; 3) Staffing; 4) Recruitment; 5) Education and 

Experience; 6) Workforce Development and Performance Management; 7) Probation Period; 8) 

Compensation; 9) Vacation/Sick time; 10) Attrition/Turnover; and 11) Employee Retention.  

All questions from the survey are listed in the Appendix portion of this report – page 46.  
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EXECUTIVE SUMMARY 

Survey Overview 

The results of the survey are based on the respondents who participated in the survey. The 

majority of these are small Contact Centres (58.4%) comprised of 1-99 full-time equivalents (FTE), 

and are predominantly in-house centres providing inbound customer service/sales, complaint 

resolution and technical support.  

Key Findings 

Profile 

Manitoba continues to be a hub of activity for the Contact Centre Industry. Of the 24 

respondents who participated in the survey, 42% indicated that they have more than one 

Contact Centre with a Canadian and/or North American perspective.  

Of respondents, the majority of FTE employees are working inbound customer service/sales, 

complaint resolution and technical support. Inbound sales/ inbound customer service remains 

the primary function among participating Contact Centres in Manitoba. Finance 

(including:  banks, credit unions, payday loans, student loans) and Insurance 

(including:  automotive, life, house/apartment, commercial, etc) account for 45.8% of business 

services offered. 

Unionized environments represent 37.5% of respondents this year as compared to 50% in 2012. 

50% of respondents reported the outsourcing of some products/services which is significantly 

down from 2012 results (95.8%). 

It is also noted that team leaders/supervisors/managers oversee 11-15 individuals. These numbers 

are down from 2012 (16-20) showing increased value in employee performance from a top 

down approach.  

Industry Demographics 

Approximately 42% of respondents reported that they formally track employment equity status 

for front line agents, up from 20% reported in 2012. 

The Contact Centre Industry workforce remains predominantly female in both managerial (58%) 

and non-managerial positions (68.5%). Aboriginal peoples and persons with disabilities are more 

frequently in non-managerial positions.   

The majority of respondents agreed that a front-line employee’s average tenure is between 

three and five years.  The majority of respondents stated that the average tenure for an 

employee in a leadership role ranges from 5 to 10 years. These results support and confirm an 

ongoing positive change in perception; that Contact Centres do offer the potential for long 

term employment and/or careers. 



 

 
  2016 – 2017 Workforce Development Survey 
 

5 

 

Most respondents indicated that they do not have a specific strategy in place to establish a 

more diverse workforce. However, it is important to note that we have seen an increase in the 

numbers reporting diversity (33%). 

Staffing 

The most common position in the Industry is inbound Customer Service Representative. Other 

common positions are inbound and outbound Technical Support. The lowest starting wage for a 

frontline position, among the participants who responded, is $11.00 per hour (current minimum 

wage in Manitoba) for inbound Customer Service Representatives. The top wage for a frontline 

position is $23.56 per hour for some inbound Customer Service Representatives. For more 

managerial positions, the lowest starting wage was $14.00 per hour for Workforce Management, 

both on site and remote, and the top wage was $66.88 per hour for some Managers.  

Language premiums are paid by 20% of respondents. French premiums average $1.20/hour and 

Spanish premiums average $2.00/hour. Other languages such as German and Tagalog receive 

a premium; however $ per hour rate was not provided. 

Evening, overnight or weekend premiums are paid by 54% of respondents. Evening premiums 

average $2.50 per hour, overnight premiums average $1.49 per hour and weekend premiums 

average $1.70 per hour. 

Recruitment 

The majority of respondents (54%) stated that recruiting front line employees today is “somewhat 

difficult”. This has drastically increased from 2012 when only 21% of respondents stated that it 

was “somewhat difficult” to recruit front-line agents.  

38% of the respondents indicated growth for the coming 2 years. Only 8% of the respondents 

indicated a reduction of employees for the coming 2 years. In 2012, only 27% of respondents 

planned to increase their number of employees and only 5% reported a plan to reduce staff. 

25% reported that plans were unknown in both 2012 and 2016. 

Most respondents (71%) track recruitment and initial training costs; the average cost per 

employee is $4640 which has increased 16.7% from 2012. Some stated that training costs were as 

low as $1,000 or less, while others were as high as $8,000 or more. 

Top Recruitment Methods for 2016 were noted as job websites (i.e. Workopolis), corporate 

websites, referrals, social media and MCCA website. There was a general consensus that social 

media is emerging as a common valuable recruitment method for respondents - 21% percent in 

2012/50% in 2016 

The most significant recruitment challenge continues to be finding qualified individuals who 

have the appropriate skill set. This has not changed from the 2012 survey results. 
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Education and Experience 

The majority of respondents seek new employees who are high school graduates, and prefer at 

least one year of customer service experience. 

Top 3 responses in 2016: 

 

 High school graduate (92%) 

 More than 1 year of experience (20.8%) 

 Some post secondary (16.7%) 

When considering Supervisory, Team Lead and/or Manager positions, the highest level of 

education completed results were a spectrum of responses with the top response (18%) being 

graduated community/technical college. 

 

Workforce Development & Performance Management 

The majority of respondents stated that the average length of initial entry level training is 

approximately 154 hours. Job orientation sessions and job shadowing remain the top two 

training avenues for participating Centres.  

Though less than in the past (78.9%), the majority of respondents (71%) have a dedicated trainer 

on staff. The top 2 anticipated training needs for the next couple of years were noted as 

handling difficult customers (91.7%) and elevated communication skills (83.3%). 

Most frequent methods used for developing employees are coaching and feedback, formal 

performance management practices and ongoing training. Mentoring and monitoring also 

remain very common with all respondents. Overall, respondents are using a full range of 

developmental methods to ensure employee success. 

The most prevailing frequency of formal performance management was on an annual basis. In 

2012, the most common frequency was bi-annually. 

Probation Period 

The most routine probation period for an employee was 3 months (46%) and 6 months (30%). The 

majority of respondents’ stated that full time employees qualified for benefits less than three 

months into full time status. 

Compensation 

On average, reporting Centres offer numerous health related benefits to their employees.  

With respect to health benefits, the top employer paid benefit was a health spending account 

and an employee assistance program. While areas such as medical, dental and vision care 

were often shared costs. If costs were shared, the majority was split 50/50, although some 

respondents have cafeteria style benefits where employees choose a variety of benefits that fit 

the needs of the individual. 
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Most Commonly Offered Non-Monetary Benefits 

 Mentoring (75%) 

 Additional Training (71%) 

 Providing Career Progression Opportunities (71%) 

 Internal/external recognition (67%) 

 Flexible Hours (54%) 

Vacation/Sick Time 

Most common increments of vacation are: 

 

 First year: 2-3 weeks 

 Year 5: 3-4 weeks 

 Year 10: 4-5 weeks 

 Year 15: 4-5 weeks 

 Year 20: 5-6 weeks 

Pertaining to an employee’s sick/personal time off, the majority of respondents offer paid 

bereavement (92%), and 46% of respondents offer paid time off for family related illness.  

Most respondents grant paid time off for educational purposes sponsored by the employer, if 

not sponsored, many will grant unpaid time off.  

Some respondents work on a case by case basis because of fluctuations in each situation while 

others allocate only a certain amount of days off for these specific issues. 

Attrition / Turnover 

83% of respondents carry out exit interviews as compared to 75% in 2012. 

Where employees go when leaving? Top 3 responses were: internal movement within the 

company, external promotion and furthering education. 

Most frequent reasons why employees leave? Top responses were: job advancement, job fit, 

personal/family reasons, wages and hours. 

Top 2 challenges and concerns in attrition, as reported by respondents, are hiring the right 

people the first time as well as attendance. These findings have not changed from 2012.  

Most Prevalent Employer Paid Benefit 

 Tuition re-imbursement is the most common employer paid benefit at 43% 

 Fitness, transportation and parking subsidies rank second with a combined response rate 

of 57% 

Most Frequently Shared Benefit 

 Many respondents state organizational pension plan as a shared benefit at 62% response 

rate 
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Employee Retention 

Employee retention continues to be of significance for all respondents. Respondents noted the 

following ways that they managed attendance:  

 Individual coaching with employees 

 Performance improvement policies 

 Attendance bonuses 

 Flexible working arrangements 

 KPI’s 

* This list only highlights commonalities from all 24 respondents. It is not comprehensive. 

Respondents are also recognizing their star employees through several diverse avenues in the 

hopes of retaining these employees. Some responses were as follows: 

 3 tiered recognition program  

 Reward vouchers/cards 

 Organizational awards 

 Input on special projects 

 Additional responsibilities/mentoring opportunities 

 Supervisory development 

* This list only highlights commonalities from all 24 respondents. It is not comprehensive. 
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Describe any other areas supported (including: face to face interactions, email, chat programs, 

etc.).    

 Face to face -   10% to 100% 

 Self Serve –   10% 

 Email –   7% to 20% 

 Secure messaging –  10% 

 Live Chat -   5% to 15% 

Figure 3: Type of Service 

What type of business best describes the service your company provides? 

Answer Options Response Percent 

Service industries (including:  hospitality, retail, auto repairs, 

couriers/delivery services, etc.) 

12.5% 

Health Care and Life Sciences 12.5% 

Utilities (including:  electric, gas, water and waste, recycling, 

etc.) 

8.3% 

Outsourcing 4.2% 

Transportation (including:  trains, planes, car rentals, buses, 

coaches, taxis) 

8.3% 

Finance (including:  banks, credit unions, payday loans, student 

loans) 

20.8% 

Telecommunication, Technology & Media 12.5% 

Security (including:  airport, police, RCMP, security guards, etc) 4.2% 

Insurance ( including:  automotive, life, house/apartment, 

commercial, etc) 

25.0% 

Government 8.3% 

 

Other types of services: 

 Prescription referral service   

 Union - providing service to members on questions about their collective agreement, 

education, finances, attending events 

 Group Insurance Third Party Administrator  
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Figure 6: Size of Centre 

How many full time equivalent (FTE) employees are employed in your Manitoba based 

operations? 

 

 

 

 

 

 

 

 

58.4% of the respondents have *small Contact Centres (less than 99 FTE) 

20.8% of respondents have *medium Contact Centres (less than 399 FTE, more than 100 FTE)  

20.8 % of respondents have *large Contact Centres (400 FTE to 1000+ FTE) 

(*Contact Centre size as classified by MCCA membership categories) 

 

 

 

 

 

 

 

 

 

Answer Options Response Percent Response Count 

1 - 19 4.2% 1 

20 - 49 29.2% 7 

50 - 99 25.0% 6 

100 - 399 20.8% 5 

400 - 599 8.3% 2 

600 - 799 8.3% 2 

800 - 999 0.0% 0 

Over 1000 4.2% 1 
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STAFFING 

Figure 15: Positions 

Indicate if your company has the following positions. 

 

Answer Options Yes No 

Front-line agents - on site 22 2 

Front-line agents - remote/at-home 4 20 

Technical support - on site 17 7 

Technical support - remote/at-home 4 20 

Workforce management - on site 13 11 

Workforce management - remote/at-home 4 20 

Quality assurance - on site 14 10 

Quality assurance - remote/at-home 3 21 

Trainers - on site 22 2 

Trainers - remote/at-home 2 22 

Supervisors/team lead - on site 22 2 

Supervisors/team lead - remote/at-home 4 20 

Managers - on site 23 1 

Managers - remote/at-home 6 18 

Admin support/clerk - on site 21 3 

Admin support/clerk - remote/at-home 2 22 
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Figure 25: Recruitment Methods 

Which of the following resources do you use to recruit?  

 

Answer Options Response 

Percent 

MCCA website 45.8% 

Career fairs/open house events 37.5% 

Corporate website 79.2% 

Job websites (MBjobs, Workopolis, Indeed, etc.) 83.3% 

Educational institutions/seminars 33.3% 

Facebook/Twitter/LinkedIn 50.0% 

Flyers/brochures/newsletters 0.0% 

Newspaper 25.0% 

Recruitment agency 16.7% 

Radio/TV 4.2% 

Referrals 62.5% 

Signs/billboards/transit ads etc. 0.0% 

Government agencies 20.8% 

Non-profit organizations (such as Manitoba Start, REES, etc.) 20.8% 

Other/Explain 12.5% 

Other/Explain: included email, internal website and local francophone newspapers. 

Top Recruitment Methods 2016: Job websites (i.e. Workopolis), corporate websites, referrals, 

social media and MCCA website 

Top Recruitment Methods 2012: Corporate websites, job websites (i.e. Workopolis), career 

fairs/open house events, referrals and MCCA website 

There is a general consensus that social media is emerging as a common valuable recruitment 

method for respondents - 21% percent in 2012| 50% in 2016 

 

Are there any other creative or innovative recruiting practices that you implement? If 

yes, what are they? 

 
 Branding our offerings to new employees through 4 categories: Security, 

Growth, Engagement and Wellness 

 Developmental opportunities for internal vacancies where applicants may 

not meet requirements for the position 

 Video recording of potential recruits to answer interview questions as part of 

our pre-screening 

 Referral bonus plan 
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The most common non-monetary benefits offered was mentoring followed closely by training. 

Flexible hours, internal and external recognition, providing career progression opportunities and 

conducting team assignments / special projects are also frequently offered. 

 

Most Commonly Offered Non-Monetary Benefits 

 Mentoring (75%) 

 Additional Training (71%) 

 Providing Career Progression Opportunities (71%) 

 Internal/external recognition (67%) 

 Flexible Hours (54%) 
 

 

 

 

 

 

 

 

 

Monetary Benefits 

Most Common Employer Paid Benefit 

 Tuition re-imbursement is the most common employer paid benefit at 

43% 

 Fitness, transportation and parking subsidies rank second with a 

combined response rate of 57% 

Most Common Shared Benefit 

 Many respondents state organizational pension plan as a shared 

benefit at 62% response rate 
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Are you doing anything special to retain your star employees? 

Responses: 

 3 tiered recognition program – individual recognition, everyday recognition and 

recognition with reward 

 Reward vouchers/cards 

 Team “Take 10” Celebration - When a team has worked hard to achieve a common 

goal or has persevered through a challenging project or work schedule, a leader can 

arrange for a 'Take 10' celebration with food and beverage.  This is an opportunity for the 

team to celebrate with each other, in a relaxed setting away from their desks, in a 

common area or meeting room. 

 Organizational awards 

 Input on special projects 

 Additional responsibilities/mentoring opportunities 

 Supervisory development 
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Appendix: Index of Survey Questions 

1. Please provide your contact information.   

 

2. Tell us about your business and what you support? 

 

3. How many Contact Centres do you have?  Please indicate where they are located. 

 

4. Which of the following applies to your organization and at what percentage? 

 Inbound customer service 

 Inbound sales 

 Inbound complaint resolution 

 Inbound technical support 

 Outbound customer service 

 Outbound sales 

 Outbound lead generation 

 Outbound collections 

 Outbound complaint resolution 

 Outbound technical support 

 Research 

 Dispatch/Order desk 

 

5. What type of business best describes the service your company provides? 

 Service industries (including:  hospitality, retail, auto repairs, couriers/delivery services, 

etc.) 

 Health Care and Life Sciences 

 Utilities (including:  electric, gas, water and waste, recycling, etc.) 

 Outsourcing 

 Transportation (including:  trains, planes, car rentals, buses, coaches, taxis) 

 Finance (including:  banks, credit unions, payday loans, student loans) 

 Telecommunication, Technology & Media 

 Security (including:  airport, police, RCMP , security guards, etc) 

 Insurance ( including:  automotive, life, house/apartment, commercial, etc) 

 Government 

 

6. Is your company Unionized or Non-unionized? 

 

7. Would your operation be best described In-house (supporting your own products and/or 

services) or Outsource (supporting other companies’ products and/or services)? 

 

8. Do you outsource any of your products and/or services? 
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9. How many full time equivalent (FTE) employees are employed in your Manitoba based 

operations? 

 1 - 19 

 20 - 49 

 50 - 99 

 100 - 399 

 400 - 599 

 600 - 799 

 800 - 999 

 Over 1000 

 

10. How many FTE employees are there in each of the following areas? (Include all front-line 

staff, team leaders, managers, supervisors etc.)? 

 Inbound customer service 

 Inbound sales 

 Inbound complaint resolution 

 Inbound technical support 

 Outbound customer service 

 Outbound sales 

 Outbound lead generation 

 Outbound collections 

 Outbound complaint Resolution 

 Outbound technical support 

 Research 

 Dispatch/order desk 

 Support staff (including: quality assurance, trainers, workforce management, client 

services, etc.) 

 

11. On average, how many front-line employees are your team leaders 

/managers/supervisors responsible for? 

 1-5 

 6-10 

 11-15 

 16-20 

 21-25 

 25+ 

 Varies 

 Other/Explain 

 

12. Do you have any plans to further automate your systems/services (i.e. offer self serve 

options) or update your current technology? 

 

13. Do you have a method which allows you to obtain and track Employment Equity Status 

of staff, such as a request for self-identification on a job application form? 
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14. What percentage of your front-line staff meets employment equity guidelines such as: 

 Women 

 Aboriginal peoples 

 Persons with disabilities 

 Members of visible minority 

 Unknown 

 

15. What percentage of your Leadership team meets employment equity guidelines such as: 

 Women 

 Aboriginal peoples 

 Persons with disabilities 

 Members of visible minority 

 Unknown 

 

16. What are the average years of service for front-line staff? 

 Less than 6 months 

 6 - 12 months 

 1 year 

 2 years 

 3 - 5 years 

 5 -10 years 

 10 -15 years 

 20+ years 

 Other/Explain 

 

17. What is the average years of service for Leadership staff? 

 Less than 6 months 

 6 - 12 months 

 1 year 

 2 years 

 3 - 5 years 

 5 -10 years 

 10 -15 years 

 20+ years 

 Other/Explain 

 

18. Do you currently have a recruitment strategy to establish a diverse workforce?  

If yes, what is the strategy? 
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19. Indicate if your company has the following positions: 

 Front-line agents - on site 

 Front-line agents - remote/at-home 

 Technical support - on site 

 Technical support - remote/at-home 

 Workforce management - on site 

 Workforce management - remote/at-home 

 Quality assurance - on site 

 Quality assurance - remote/at-home 

 Trainers - on site 

 Trainers - remote/at-home 

 Supervisors/team lead - on site 

 Supervisors/team lead - remote/at-home 

 Managers - on site 

 Managers - remote/at-home 

 Admin support/clerk - on site 

 Admin support/clerk - remote/at-home 

 

20. Indicate the starting hourly wage?  Please convert all salaries to an hourly wage. 

 Front-line agents - on site 

 Front-line agents - remote/at-home 

 Technical support - on site 

 Technical support - remote/at-home 

 Workforce management - on site 

 Workforce management - remote/at-home 

 Quality Assurance - on site 

 Quality Assurance - remote/at-home 

 Trainers - on site 

 Trainers - remote/at-home 

 Supervisors/team lead - on site 

 Supervisors/team lead - remote/at-home 

 Managers - on site 

 Managers - remote/at-home 

 Admin support/clerk - on site 

 Admin support/clerk - remote/at-home 

 

21. At what point is there a wage increase?  Please check all that apply. 

 3 months 

 6 months 

 12 months 

 Other 
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22. Top wage based on an hourly rate 

 Front-line agents - on site 

 Front-line agents - remote/at-home 

 Technical Support - on site 

 Technical Support - remote/at-home 

 Workforce Management - on site 

 Workforce Management - remote/at-home 

 Quality Assurance - on site 

 Quality Assurance - remote/at-home 

 Trainers - on site 

 Trainers - remote/at-home 

 Supervisors/team lead - on site 

 Supervisors/team lead - remote/at-home 

 Managers - on site 

 Managers - remote/at-home 

 Admin support/clerk - on site 

 Admin support/clerk - remote/at-home 

 

23. Indicate all the languages that your organization supports and the wage premium for 

each one (if applicable). 

 

24. If you pay an evening/overnight/weekend shift premium, please indicate how much for 

each? 

 

25. % turnover in the past year for: 

 Front-line agents - on site 

 Front-line agents - remote/at-home 

 Technical support - on site 

 Technical support - remote/at-home 

 Workforce management - on site 

 Workforce management - remote/at-home 

 Quality assurance - on site 

 Quality assurance - remote/at-home 

 Trainers - on site 

 Trainers - remote/at-home 

 Supervisors/team lead - on site 

 Supervisors/team lead - remote/at-home 

 Managers - on site 

 Managers - remote/at-home 

 Admin support/clerk - on site 

 Admin support/clerk - remote/at-home 
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26. In the past 1 - 2 years what level of difficulty have you experienced recruiting front-line 

staff? 

 Very difficult 

 Somewhat difficult 

 Usually not a problem 

 Extremely easy 

 Unknown 

 

27. What percentage of your hiring is done internally vs. externally? 

 

28. In the next 1 - 2 years, what are your plans for growth or downsizing? 

 Increase number of employees 

 Reduce number of employees 

 No change in number of employees 

 Unknown 

 

29. Please provide the approximate numbers for growth or downsizing. 

 

30. What are your initial training costs per person upon recruitment? 

 

31. Which of the following resources do you use to recruit?  

 MCCA website 

 Career fairs/open house events 

 Corporate website 

 Job websites (MBjobs, Workopolis, Indeed, etc.) 

 Educational institutions/seminars 

 Facebook/Twitter/LinkedIn 

 Flyers/brochures/newsletters 

 Newspaper 

 Recruitment agency 

 Radio/TV 

 Referrals 

 Signs/billboards/transit ads etc. 

 Government agencies 

 Non-profit organizations (such as Manitoba Start, REES, etc.) 

 Other/Explain 

 

32. Are there any other creative or innovative recruiting practices that you implement? 

What are they? 

 

33. What is your most significant recruitment challenge? 

 Finding bilingual employees 

 Finding qualified individuals who have the appropriate skill set 

 Meeting salary expectations 

 Finding individuals with previous experience 

 Other/Explain 
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34. What is the minimum education and experience you require for entry level positions? 

 Some high school 

 High school graduate 

 Some post secondary 

 Post secondary graduate 

 Less than 1 year of experience 

 More than 1 year of experience 

 Sales experience 

 Experience with MS Office programs (Word, Excel, PowerPoint etc.) 

 Other/Explain 

 

35. When considering Supervisory, Team Lead and/or Manager positions, what is the highest 

level of education completed? (Please rank 1st, 2nd, and 3rd) 

 Less than high school 

 Graduated high school/CEGEP 

 Graduated community/technical college 

 Some university or college 

 Graduated university (undergraduate) 

 Graduated university (Masters/Doctoral/Professional) 

 

36. Are there any other special qualifications/experience that you look for when recruiting? 

 

37. What type of training do you offer new hires? 

 Orientation 

 Job shadow 

 Classroom 

 Online 

 None 

 Other/Explain 

 

38. What is the average length (in hours) of your initial entry level training program? 

 

39. Do you have a dedicated trainer(s)? 

 Yes 

 No 

 If not, how do you manage training requirements? 

 

40. Do you provide ongoing training opportunities for your employees? 

 Yes 

 No 

 If yes, describe in detail the type of training and how it is delivered. 
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41. What competencies do you anticipate your staff (at all levels) needing in the future? 

 Document Use 

 Numeracy 

 More proficient business writing skills 

 Elevated communication skills 

 Reading comprehension 

 Call control/call flow 

 Building customer relations  

 Handling difficult customers 

 Problem solving/decision making 

 Negotiation skills 

 Critical thinking skills 

 Task management/organizational skills 

 Networking skills 

 Knowledge about the correct use of social media platforms 

 Multi-tasking  

 Time management 

 Change management 

 Performance management 

 Facilitation skills 

 Coaching 

 Mentoring  

 Teamwork 

 Resource management 

 Technology 

 Strategic planning 

 Succession planning 

 Other? Please provide a detailed description. 

 

42. Which developmental methods are utilized? 

 Formal performance management 

 Coaching and feedback 

 Focus groups 

 Mentoring 

 Monitoring 

 Ongoing training 

 Other (Please describe in detail) 

 

43. How frequent are your formal performance management meetings? 

 Quarterly 

 Bi-annually 

 Annually 

 Other (Please describe in detail) 
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44. How frequent are your less formal meeting with your employees?  Including monitoring, 

coaching and feedback sessions, focus groups, etc. 

 Weekly 

 Bi-weekly 

 Monthly 

 

45. What is the probationary period for an employee? 

 

46. Which employees are eligible for benefits?  

 Casual 

 Part time 

 Full time 

 Not applicable (no benefits offered) 

 

47. When do employees qualify for benefits? 

 Less than 3 months 

 3-5 months 

 6-8 months 

 9 -11 months 

 1+ years 

 Not offered 

 Other/Explain 

 

48. Which of the following health related benefits do you offer your employees? 

 Medical 

 Dental  

 Vision 

 Long term disability 

 Short term disability 

 Life and Accidental Death and Dismemberment 

 Employee Assistance Program 

 Health spending account 

 

49. If the above is cost shared, please indicate what percentage is paid by the employer: 

 Medical 

 Dental  

 Vision 

 Long term disability 

 Short term disability 

 Life and Accidental Death and Dismemberment 

 Employee Assistance Program 

 Health spending account 

 Other/Explain 
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50. Which of the following monetary benefits do you offer employees? 

 Stock options 

 RRSP 

 Bonus plans/incentives 

 Pension Plan 

 Tuition reimbursement 

 Education/scholarships 

 Onsite day care 

 Additional family/personal time 

 Fitness subsidy 

 Parking 

 Food/drink (such as discounted/free coffee) 

 Transportation ( such as transit passes, taxi slips) 

 Opportunity to purchase vacation days 

 Other 

 

51. If the above is cost shared, please indicate what percentage is paid by the employer? 

 Stock options 

 RRSP 

 Bonus plans/incentives 

 Pension Plan 

 Tuition Reimbursement 

 Education/scholarships 

 Onsite day care 

 Additional family/personal time 

 Fitness subsidy 

 Parking 

 Food/drink 

 Transportation 

 Opportunity to purchase vacation days 

 

52. Which of the following non-monetary employee benefits do you offer employees? 

 Flexible hours 

 Additional training 

 Conducting team assignments/special projects 

 Change in responsibilities 

 Mentoring 

 Performance rewards 

 Providing career progression opportunities 

 Internal/public recognition/milestones 

 None of the above 

 Other (Please describe in detail) 
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53. Indicate the vacation allowance for each milestone? 

 At 1 year 

 At 5 years 

 At 10 years 

 At 15 years 

 At 20 years 

 Other/Explain 

 

54. When considering your employee's sick/personal days, select the option below that best 

describes how each situation is handled. (Paid time off/ Time off without 

pay/Change/switch in shift/ Not applicable) 

 Bereavement 

 Medical/dental appointments employee 

 Medical/dental appointments immediate family (such as children) 

 Family illness 

 Post secondary exams  

 Courses:  employer sponsored 

 Courses:  employee initiated 

 Other (Please describe in detail) 

 

55. Do you conduct exit interviews? 

 Yes 

 No 

 If you do conduct exit interviews please describe in detail the questions being asked. 

 

56. Based on attrition, where are the top 3 places staff are going? (Please rank 1st, 2nd, 3rd) 

 Internal promotion or lateral movement 

 External promotion or lateral movement 

 Positions in other sectors 

 Academic pursuits 

 Position in studied career field 

 Leaving city, province, etc. 

 Other (Please describe in detail) 

 

57. At what point in time did employees leave? 

 During training 

 Within 90 days after training 

 3 - 6 months  

 6 - 9 months 

 6 months - 1 year 

 1 - 2 years 

 3 - 4 years 

 5+ years 

 Unknown 
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58. What are the top 5 most common reasons for attrition? 

 Job advancement/promotion/opportunity 

 Personal/family 

 Work/life balance 

 Location 

 Job fit 

 Hours 

 Management/manager 

 Work environment 

 Job dissatisfaction 

 Insufficient benefits 

 Lack of opportunity for advancement 

 Wages 

 Other/explain 

 

59. In the last year what is your attrition rate? 

 0-5% 

 6-10% 

 11-20% 

 21-30% 

 31-40% 

 Over 41% 

 Unknown 

 

60. Please check the percentage range that best describes those who have left? 

(Percentage ranges: 0-5%/ 6-10% /11-20%/ 21-30% /31-40%/ Over 41%/ Unknown) 

 Voluntary/ Promotion/ Transfer 

 Dismissed / Non Voluntary 

 

61. What percentage of those who have attrited, are moving internally or externally? 

 

62. Do you face any of the following challenges in attrition/turnover? 

 Inability to provide full-time hours 

 Management of stress levels 

 Work/life balance 

 Seasonal fluctuations 

 Balancing customer and employee needs 

 Low employee morale/motivation 

 Wage freeze/economic conditions 

 No advancement opportunities 

 Obtaining quality information from exit interviews 

 Attendance 

 Hiring the right people the first time 

 Ensuring the job is challenging/interesting 

 Other.  Please provide a detailed explanation 
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63. What do you do to prevent attrition and engage your employees? 

 Employee assistance program 

 Professional development/training 

 Changes in responsibilities 

 Focus groups/open discussions with staff 

 Flexible work arrangements 

 Health and wellness education/activity 

 Special/additional projects 

 Offer overtime to keep caught up on assigned duties 

 Outings/corporate team building events/volunteer opportunities 

 Potlucks/BBQ's 

 Provide breakfast/lunch/snacks for the staff 

 Spirit weeks/treat days 

 Other.  Please provide a detailed description 

 

64. Briefly describe the way you manage attendance? 

 

65. Are you doing anything special (above and beyond what was mentioned above) to 

retain your "star" employees? 
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Participants 

Manitoba Customer Contact Association extends their thanks to the companies who 

participated: 

AAA Security 

CAA Manitoba 

CanadaDrugs.com 

Canadian Pacific 

Celero 

City of Winnipeg 

eCom Customer Care 

Great-West Life Assurance 

Johnston Group 

Manitoba Blue Cross 

Manitoba Hydro 

MGEU 

Mogo Finance Tech Inc. 

MTS Inc. 

RBC Royal Bank Advice Centre - Winnipeg 

Scootaround Inc. 

Skybridge Americas Inc. 

Steinbach Credit Union 

Tribal Wi-Chi-Way-Win Capital Corporation 

Veterans Affairs Canada 

Western Financial Insurance Company 

Winnipeg Free Press 

Workers Compensation Board of Manitoba 

*One respondent requested that their name not be recognized in this section due to 

organizational privacy regulations. 
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Contact Us 

To discuss the survey results and trends, contact: 

Bruce Rose 

Executive Director 

 

Manitoba Customer Contact Association 

1000 Waverley Street, Winnipeg, Manitoba, R3T 0P3 

T: (204) 975-6468   C: (204) 290-2800   F: (204) 975-6460 

Email:  bruce@mcca.mb.ca 

www.mcca.mb.ca 

 

or  

Lisa Dabrowski 

Director:  Programs & Education 

 

Manitoba Customer Contact Association 

1000 Waverley Street, Winnipeg, Manitoba, R3T 0P3 

T: (204) 975-6466   C: (204) 793-2557   F: (204) 975-6460 

Email:  lisa@mcca.mb.ca 

www.mcca.mb.ca 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

MCCA appreciates the invaluable support from the Province of Manitoba 

tel:%28204%29%20975-6460
http://www.mcca.mb.ca/
tel:%28204%29%20975-6466
tel:%28204%29%20793-2557
tel:%28204%29%20975-6460
mailto:lisa@mcca.mb.ca
http://www.mcca.mb.ca/


 




