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INTRODUCTION
BACKGROUND AND OBJECTIVES
Manitoba’s contact centre industry continues to be strong and stable. The industry provides many
different services including in-house, the most predominate, and outsource services, inbound and
outbound customer service, technical support, market research, sales support, and more.
This report will provide a snapshot of the current industry profile and present trends on changing
demographics within the industry in recent years.
Sixty-five contact centres participated in the study including members of Manitoba Customer
Contact Association (MCCA). The participants specialize in many different areas and are of
varying size, with the vast majority being small to medium sized enterprises.

DATA COLLECTION AND ANALYSIS
This study was created, distributed, and compiled from June to August of 2013.

SURVEY DESIGN
The survey was sent out via email to pre-determined contacts in each centre. It was made up of
32 questions which consisted of multiple choice, essay textbox and fill in the blank.
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EXECUTIVE SUMMARY
CONTACT CENTRE PROFILE
All the results and information contained in this report are based on the responses of centres that
took part in the survey.
The survey was distributed to 85 centres, with a 78% response rate. Of the 65 respondents, less
than half answered the question asking for the number of full-time equivalent (FTE) employees.
The number of FTE reported in the total responses received was 4596. This number reflects less
than 50% of the industry. Based on common survey practices where each survey sampling of
10% or more in response rate is reflective of the group, it is safe then to assume the industry
would actually employ approximately 9500 FTE.
From the survey findings, the most dominant primary function of all contact centres is inbound
customer service which was reported by 75% of the respondents. Responses show that 90% are
in-house operations, supporting their own products and/or services and the remaining 10% are
outsourced, supporting third party products and/or services.
The response rate from non-members was significantly higher than past surveys with 82% being
aware of MCCA, suggesting an increase in industry awareness.
The survey indicates 31% of contact centre industry respondents are unionized. This is slightly
higher by 2% than previously reported.
Data collected showed 5% of the centres in the industry had either decreased in size or
experienced name changes. New centres have also emerged however, indicating a strong and
steady industry presence. There is also a continuing interest expressed from other organizations
and regions looking to expand or set up contact centres in Winnipeg.

WAGES AND EMPLOYMENT
The average ratio of managers and supervisors to frontline employees is 1 to 8. Females
continue to hold 75% of managerial positions, with men holding 70% of the HR and IT
positions. There has been a significant shift however, in the increased number of males now
occupying customer service positions, with a ratio of 60% females to 40% males for all service
positions across the industry. This is a noted increase of male staff in the industry since 2009.
New hires are typically high school graduates with a high percentage of these being university or
college students.
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The hourly wage range for new customer service employees is $10-14/hour, which represents
61% of the participating companies. (Note: Effective October 1, 2013, minimum wage
increases to $10.45/hour which will also impact the average mean.)
Half of the participants indicated that the starting wage range for team leaders and supervisors as
$15-$24/hour. Some supervisors receive a wage as high as $35 /hour.
Most of the respondents stated the starting hourly wage for new managers as $25-$29, with a top
wage of $30-$34/hour. Unionized centres report higher wages for their managers.
The average turnover rate for customer service employees is noted at 23%. The turnover rate for
supervisors and team leaders is much lower with an average of 5%.
Managers were noted to have the least turnover rate with 90% of the respondents stating their
centre reported no turnover.
Following English, the most predominant language spoken is French. The language premium
varies from centre to centre. French speaking language premiums are between $1.01-$2/hour.
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SURVEY RESULTS

Figure 1: PRIMARY FUNCTION OF THE CONTACT CENTRE
INDUSTRY

Answer Options

Response Percent
58%
16%
5%
5%
13%
3%

Inbound customer service
Inbound sales
Technical support
Market research
Outbound sales/telemarketing
Other/explain
3%

Inbound customer service

13%

Inbound sales

5%

Technical support

5%
16%

58%

Market research
Outbound
sales/telemarketing
Other/explain

 The primary service function of the Manitoba contact centre industry is inbound customer
service (58%).
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Figure 2: IN-HOUSE VS OUTSOURCE

10%

In-house
Outsourced

90%





The majority of the respondents perform in-house services.
90% of respondents conduct in-house services (supporting their own products and/or
services).
10% of respondents outsource their services (supporting 3rd party products and/or
services).

Figure 3: UNIONIZED VS. NON-UNIONIZED

Unionized

Non-unionized

 69% of the participant centres were non-unionized.
 31% of the participant centres were unionized.
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WAGES AND EMPLOYMENT
Figure 4: STARTING WAGE FOR FRONTLINE EMPLOYEES
70%

60%
50%
$10-$14/hr

40%

$15-$19/hr

30%

$20-$24/hr
$25-$29/hr

20%
10%
0%
$10-$14/hr

$15-$19/hr

$20-$24/hr

$25-$29/hr

 The most common wage range for frontline employees is $10-14/hour.

Figure 5: STARTING WAGE FOR SUPERVISORS AND TEAM LEADERS
60%
50%
40%

Under $15
$15-$24

30%

$25-$29
$30-$34

20%

$35+

10%
0%
Under $15

$15-$24

$25-$29

$30-$34

$35+

 The starting wage range for supervisors and team leaders, stated by the majority of our
respondents, is $15-24/hour.
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Figure 6: TOP WAGE FOR SUPERVISORS AND TEAM LEADERS
35%
30%
25%
20%
15%
10%
5%
0%
Under $15

$15-$19

$20-$24

$25-$29

$30-$34

$35-$39

$40+

 The wages for more experienced supervisors and team leaders is $15-29/hour. Some
wages are as high as $40/hour.
Figure 7: STARTING HOURLY WAGE RANGE FOR MANAGERS
+$45
$41-$44
$30-$40
$25-$29
$20-$24
$15-$19
Under $15
0%

5%

10%

15%

20%

25%

30%

35%

 The starting wage for mangers stated by the majority of the respondents was $25$29/hour. Some centres however pay their managers over $45/hour.

8

Figure 8: TOP WAGE FOR MANAGERS
35%
30%
25%
20%
15%
10%
5%
0%
Under
$15

$15-$19

$20-$24

$25-$29

$30-$34

$35-$39

$40-$44

$45-$49

$50+

 There is more variation in the hourly top wage ranges paid to more experienced
managers commonly stated as $30-$34/hour to over $50/hour.

Figure 9: DIFFICULTY IN FINDING QUALIFIED CANDIDATES

43%
57%

somewhat difficult
less

 57% of our respondents believe they will have less difficulty in finding qualified
candidates to fill vacant positions in the next few years.
 43% thought recruiting potential candidates in the next few years will be somewhat
difficult.
 95% of respondents did not view people retiring from the industry to be problematic in
terms of recruitment.
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Figure 10:
MOST FREQUENT SUCCESSION PLANS IN PLACE FOR THE FUTURE









Regular proactive recruitment and training
development programs
Training on the job, management training
programs
Training contact centre staff in different aspects
within the centre
Set up a Team Leader Development Program for
agents who want to be trained as team leaders
Mentorship programs
Advertising job postings in different ways
Customizing recruitment tactics to new
generations
Automation

Figure 11:
MOST COMMON STRATEGIES TO INCREASE RECRUITMENT OF A
MORE DIVERSE WORKFORCE






Putting job postings on public job websites to give access to anyone in the
community to apply
Working with not-for-profit organizations to recruit foreign workers
Human resource department working with different diverse groups in the industry
to help them in recruitment
Collaborate with MCCA to post jobs on their website
Attending diversity workshops held by MCCA will help a lot.
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Figure 12: TRACKING VISIBLE MINORITIES
Response
Percent

Answer Options
Yes
No
Other (please specify)

55%
45%

45%
55%

Yes

No

 Participants were asked if their centre had a method which allowed HR to track the number
of individuals of visible minority on their staff, such as request for self-identification on job
application forms. Figure 12 with the two charts above show the responses.
 From these responses, we conclude that more than half the industry has a way of tracking the
number of individuals of visible minorities in their workplace.

Figure 13: OTHER PREDOMINANT LANGUAGES USED BY AGENTS IN
THE INDUSTRY
100%
80%
60%
40%

20%
0%
French

Spanish

 Other than English, the most predominate language used in the contact centre industry is
French, followed by Spanish.
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Figure 14: LEVEL OF EDUCATION COMPLETED BY NEW HIRES

Graduated university

Graduated
community/technical
college

Some university or
college

Graduated high
school

Less than high school

90.0%
80.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%
0.0%

 The most predominant level of education completed by new hires is high school and
some university or college.
 Education level less than high school shows as 0% which is quite a change from the 2000
report where contact centre’s hired people who did not attend any high school.
 From the above results, we can conclude that the level of education of frontline or
customer service employees has increased over the years. This means that the image of
the industry has improved thereby attracting more educated people.
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Figure 15: RECRUITING METHODS USED
METHOD













Corporate website
Job website e.g. Workopolis, MBjobs
MCCA website
Career fairs/open house events
Referrals
Newspapers
Educational institutions/seminars
Social Media i.e. Twitter, LinkedIn,
Facebook
Government agencies
Flyers, brochures, newsletters
Outsource
Radio, TV

PERCENTAGE
88%
76%
62%
62%
62%
52%
43%
38%
29%
19%
10%
5%

 Contact centres use different recruiting methods to target their specific audiences.
The most common methods used, as indicated by 86% of the participants are
corporate websites, public job websites and MCCA’s website which gives access
to all members to post positions at no charge.
 Social media advertising is seemingly increasing as more centres are now aware
of the benefits that it brings. Newspapers, TV and radio are decreasing. Billboards
and transit ads were not used by the contact centres surveyed.
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STAFF DEMOGRAPHICS
Figure 16: FRONTLINE EMPLOYEES
60
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percentage

40
30
20
10
0
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Female
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New comers People with Youth (under
disabilities
25)

Mature
workers

 The majority of the frontline employees are female.
 The majority of people employed in the industry are either under 25, or mature workers.

Figure 17: SUPERVISORS AND TEAM LEADERS
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50
40
30
20
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0
Youth
(under 25)

Female

Male

New
comers
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People
with
disabilities

Mature
workers

 Supervisors and team leaders are most commonly mature workers or individuals
under 25 years old.
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percentage

Figure 18: CONTACT CENTRE MANAGERS

Youth
(under 25)

Female

Male

New
comers

Aboriginal People with Mature
disabilities workers

 Females continue to dominate managerial positions with mature workers being the
largest group holding this position.

Figure 19: HR, IT AND OTHER SUPPORT DEPARTMENTS
50
45
40
percentage

35
30
25
20
15
10
5
0
Youth
(under 25)

Female

Male

New
comers

Aboriginal People with Mature
disabilities workers

 Males have taken a lead in IT, HR and other support positions in the industry.
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PARTICIPANTS
Manitoba Customer Contact Association would like to thank all 65 organizations who participated
in the survey. The list below acknowledges participants who self-disclosed their company name.
24-7 Intouch

City of Winnipeg –
311 Contact Center

Midwest
Teleservices

Sysco Winnipeg

AAA Alarms

Comark

Telesolutions

Adecco

Dynamic Kingdom

MTS Customer
Care
Murray Chevrolet

AnswerNet

E-Care Contact
Centre

eNRG Research

TigerTel
Communications

Assiniboine
Credit Union

FineLine Solutions

Palliser Furniture

Travel Professionals
International

Basstel

Great-West Life GCCS

Perimeter Aviation

Tru Serv Canada

Bison Transport

Hewlett Packard

Perimeter Concrete

CAA Manitoba

Investors Group

Prairie Research
Associates

Tribal Wi-Chi-WayWin Capital
Corporation
University of
Manitoba

Canada Drugs

Ipsos Winnipeg
Research

Puretone Hearing
Group

Veterans Affairs

Canada Post

Lafarge

Richlu
Manufacturing
RBC Advice Centre
- Western Canada

Waverley Mitsubishi

Canadian Pacific Magellan Vacations
Railway

Ticketmaster

Western Financial
Insurance

CanTalk

Manitoba Blue
Cross

Shippam and
Associates

Winnipeg Free Press

Celero

Manitoba Hydro

Skybridge
Americas Inc

Zywave

Ceridian
Corporation

Manitoba Public
Insurance

St Boniface
Hospital Research

City of
Winnipeg,
Handi-Transit

Maxim Truck and
Trailer

Steinbach Credit
Union
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SURVEY QUESTIONS
1. How would you describe the primary function of your contact centre?
Inbound customer service
Inbound sales
Technical support
Market research
Outbound sales/telemarketing
2. Would your operation be described as in-house or outsourced?
In-house
Outsourced
3. Have you heard about MCCA?
Yes
No
4. Please indicate if your contact centre is unionized or non-unionized.
Unionized
Non-unionized
5.

How many full time equivalent employees are employed in your Manitoba based contact centre
operation?

6.

How many front-line customer service full-time equivalent employees does your contact centre
employ?
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7. What would you say is the approximate starting wage for front line or customer service employees?
$10-$14/hr.
$15-$19/hr.
$20-$24/hr.
$25-$29/hr.
8. What percentage of attrition do you usually experience from your front-line customer service
employees on an annual basis?

9. How many contact centre supervisors or team leaders are employed at your contact centre?

10. What would you say is the starting wage for your contact centre supervisors or team leaders per hour?
Under $15
$15-$19
$20-$24
$25-$29
$30-$34
$35+
11. What would you say is the top wage for your contact centre supervisors or team leaders per hour?
Under $15
$15-$19
$20-$24
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$25-$29
$30-$34
$35-$39
$40+

12. What percentage of attrition do you experience from your supervisors and team leaders on an annual
basis?

13. How many contact centre managers does your centre employ on a full-time equivalent basis?

14. What is the starting wage for managers per hour for your Manitoba based contact centre?
Under $15
$15-$19
$20-$24
$25-$29
$30-$40
$41-$44
+$45
15. What is the top wage for experienced or more skilled managers per hour?
Under $15
$15-$19
$20-$24
$25-$29
$30-$34
19

$35-$39
$40-$44
$45-$49
$50+
16. What percentage of attrition do you experience from the managers on an annual basis?

17. Thinking ahead to the next decade, do you anticipate having more or less difficulty in finding
qualified workers for your contact centre?
somewhat difficult
less
18. Do you perceive having difficulty in recruiting as a result of people retiring from your contact centre?
yes
no
19. What succession plans do you have in place to fill those gaps?

20. What strategy does your centre have to increase recruitment of a more diverse workforce.

21. Do you have a method which allows you to track the number of individuals of visible minority on
your staff, such as request for self-identification on a job application form?
Yes
No
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22. Apart from English, what other languages are used by the agents at your contact centre?
French
Spanish

23. What, if any, hourly premium does your company pay on average to French or Spanish bilingual
employees?
French

Spanish

other languages

multi-lingual

$0
Less than $1
$1.01 to $2
$2+

24. When thinking about your entry level positions in your contact centre, what is the highest level of
education typically completed by new hires?
Less than high school
Graduated high school
Some university or college
Graduated community/technical college
Graduated university
25. Regarding recruitment methods, please indicate which of the following procedures your centre uses to
recruit potential candidates (please check all that apply).
MCCA website
Career Fairs/Open house Events
Corporate website
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Job websites (MBjobs, Workopolis etc.)
Educational Institutions/seminars
LinkedIn/Twitter/Facebook
Flyers/Brochures/Newsletters
Newspaper
Outsource
Radio/TV
Referrals
Signs/Billboards/Transit Ads etc.
Government Agencies

26. For each of the positions listed, approximately what percentage of the staff are in the categories listed
below :
Frontline service workers
Male
Female
Aboriginal
New comers
People with
disabilities
Youth (under 25)
Mature workers

27. Supervisors/team leaders
Youth (under 25)
Female
Male
New comers
Aboriginal
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People with
disabilities
Mature workers

28. Managers
Youth (under 25)
Female
Male
New comers
Aboriginal
People with
disabilities
Mature workers
29. Others i.e. HR, IT and other support departments
Youth (under
25)
Female
Male
New comers
Aboriginal
People with
disabilities
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