
Industry sector at a glance
Contact Centres

The contact centre sector is generally divided in to two separate functions:

About

Care Centre
 

A call centre is focused
on incoming and outgoing 

voice calls.

Contact Centre
 

A contact centre manages 
customers with voice calls and 

also uses different channels 
to communicate (e.g. email, 
web-based chat and instant 

messaging).

There are many different roles available in the contact centre sector, here are just a few:

Roles available

Contact centre roles are varied and determined by the type of service being provided and the 
customers being supported.

Call handler 
or agent

Customer service 
representative

Customer  
experience manager

Digital contact 
director

Contact Centre 
manager

Here are some of the qualities required to work in a contact centre:

What it takes to work in a contact centre

Active  
listening

Professionalism

Positive  
attitude

PatienceAdaptabilityCommunication

Customer 
focus

Attention to 
detail

© Maximus UK 2021.
Maximus UK, First Floor, Boston House, 63-64 New Broad Street, London EC2M 1JJ

For alternative formats, contact: communications@remploy.co.uk quoting Ref.M843-Jan21.

Disclaimer: Every effort has been made to ensure that the information contained within this information leaflet is accurate and reflects current 
best practices. All information is provided ‘as is’ without any representation or warranties, expressed or implied of any kind and should be used 
as guidance only. All legislation is correct at the time of printing, however may be subject to change.

Did you know?

A good typing speed is 35 - 40 Words Per Mintue (WPM).
If you can type between 60 -75 WPM it puts you on a
professional level.

Team leader / Manager / Supervisor

Resource  
planning manager

There are almost  
6,000 call centres  

in the U.K

More call centres are 
focusing on customer 

service and satisfaction 
rather than speed and 

volume of calls

The industry employs 
4% of the work eligible 

population, which is 
over 700,000 people

The finance sector
has the largest number  

of employees with  
over 200,000

A call handler or agent can take up to 50 calls a day. Not every call 
is resolved during the first call, some calls may require a follow-up that may 

last days or weeks after the first interaction

More than half  
of those people work in 
large centres employing

over 250 people


