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Imagine knowing exactly how your employees feel about working
at your contact center.
Wouldn’t that be powerful? 

This is where the Employer Net Promoter Score (eNPS) comes in. 
eNPS is a straightforward scoring system that helps you measure
employee satisfaction and loyalty within your organization. 
The eNPS is very simple to measure.

By asking your team, "On a scale from 0 to 10, how likely are you to
recommend our company as a great place to work?" you can identify
Promoters (scores 9-10), Passives (scores 7-8), and Detractors (scores
0-6). 

A high eNPS score indicates that your employees are happy,
engaged, and motivated—qualities that directly translate into
better performance.

In this ebook, we’ll explore common issues that agents face, how to
tackle these challenges to improve eNPS, and how sustaining a high
eNPS can lead to long-term success in your contact center. 
Let's dive in!

Introduction
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Before you can improve eNPS, it’s crucial to understand the
common issues that agents face in contact centers. These
challenges can significantly affect their job satisfaction and their
eNPS score.
 
1. Workload and stress
One of the biggest challenges for agents is managing
overwhelming workloads.
According to a study, “ 74% of contact center agents are at risk of
burnout.”  
High call volumes and complex customer inquiries can make the
job stressful. When agents feel overburdened, it can lead to
burnout and dissatisfaction. 

Ultimately, this dissatisfaction can negatively impact your agent
performance and eNPS.
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2. Technology barriers
Outdated or inefficient technology can be a significant barrier for
agents. 
This includes problems with CRM systems, slow or unreliable
software, and lack of integration between tools.
When technology fails to meet the needs of agents, it can lead to
frustration and inefficiencies. 

Agents may spend excessive time troubleshooting technical issues
or dealing with system errors, which detracts from their ability to
serve customers effectively. This frustration can decrease job
satisfaction and contribute to a negative eNPS.

3. Lack of career development
A clear path for career advancement is crucial for maintaining
agent engagement. When agents perceive limited growth
opportunities, they may become disengaged and less motivated.

Without opportunities for promotion or skill development, agents
may feel stagnant in their roles. 

This can lead to decreased enthusiasm and productivity and, in
turn, a lower eNPS. Employees who don’t see a future with the
company are more likely to seek opportunities elsewhere.
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4. Recognition and motivation
These are fundamentals for maintaining high levels of motivation. 
Inconsistent or insufficient recognition can lead to a decline in
motivation. 
When agents don’t receive acknowledgment for their hard work,
it can result in feelings of undervaluation, reduced performance,
and a negative impact on job satisfaction and eNPS.

5. Communication gaps
Effective communication between management and agents is
critical for maintaining a positive work environment. 
Poor communication can create misunderstandings and a lack of
trust.
When there are communication gaps, agents may feel that their
concerns and feedback are not valued or addressed. 
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B. Addressing Agent Issues to Improve eNPS

Now that we’ve identified the common issues agents face, let’s
explore how you can address these challenges to improve your
eNPS.

Provide adequate training & development

Manage workload effectively

Improve communication & feedback process 

Use technology to empower agents

Foster a culture of recognition
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1. Provide adequate training and development
Investing in your agents’ training and development is one of the
most effective ways to improve their job satisfaction. 
Equip them with the skills they need to excel by offering training
on new technologies, customer handling techniques, and financial
products. 
Mentorship programs are also a great way to encourage
continuous learning and career development.

2. Use technology to empower agents
Empowering your agents with the right technology can make a big
difference in their daily experience. 

Invest in AI tools and automated workflows to reduce repetitive
tasks and free up your agents to focus on more meaningful work. 
Implementing user-friendly sales agent coaching and training
software can also ease daily tasks and reduce frustration, leading to
higher job satisfaction.
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3.Manage workload effectively
Managing your agents' workload is crucial for reducing stress and
preventing burnout. 
Use AI-powered solutions to automatically record, monitor, and
summarize calls and create call transcripts so your agents can save
that valuable time after calls for other tasks. 
Also, you can use these tools to predict peak call times and staff
accordingly, ensuring that your agents aren’t overwhelmed. 
Encouraging regular breaks and promoting time management
practices can also help agents manage their workload more
effectively, improving their overall job satisfaction.

4. Use technology to empower agents
Creating a culture of recognition is essential for keeping your
agents motivated and engaged. 
Regularly celebrate milestones and successes, both large and
small, to show your agents that their hard work is appreciated. 
Implementing a reward system based on key performance
indicators (KPIs) and feedback can also help to motivate your
agents and improve your eNPS.
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3.Improve communication and feedback mechanisms
Open and effective communication is key to improving agent
satisfaction. Create an open-door policy that encourages agents
to share their concerns and ideas without fear of reprisal. 
Using AI-based analytics to track agent sentiment can also help
you identify and address any issues before they become bigger
problems.

With a call center sentiment analysis tool, you can review calls and
transcriptions to understand how callers felt, evaluate how well
agents performed, and determine if the call was resolved
effectively.
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If you’re looking to enhance your company’s work environment
and boost employee satisfaction, focusing on your Employee
Net Promoter Score (eNPS) is a great start. 

Here’s how you can regularly measure eNPS and use it to drive
improvements in your workplace.

Regularly measure eNPS by conducting surveys, collecting
responses, and calculating eNPS.
Look for patterns and trends over time by comparing eNPS
scores and identify patterns in the feedback. 
Use detailed employee feedback surveys to gain deeper
insights. 
Utilize sentiment analysis tools to analyze the tone and
emotion behind employee feedback. 
keep an eye on these key metrics alongside eNPS:
Absenteeism, Agent Turnover, and Productivity

9

C. Measuring and Improving eNPS

Boosting employee net promoter score in contact centers



Maintaining a high eNPS isn’t just about making changes in the
short term; it’s about fostering a culture that prioritizes agent
satisfaction for the long haul. 

The long-term benefits of a higher eNPS are substantial, including
improved customer satisfaction and operational efficiency.

To sustain a high eNPS, it’s essential to encourage continuous
feedback, listen to your agents, and be willing to adapt your
processes as needed. 
You can create a positive work environment that promotes
long-term success by prioritizing your agents’ needs and making
adjustments based on their feedback.
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E. How can Enthu.AI help?
Struggling with agent performance gaps in your call
center? 
Enthu.AI is an AI-powered sales agent coaching
software that helps you boost your Earnings Per
Share (EPS) by improving agent performance and
operational efficiency. 
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Training: Enthu.AI accelerates agent training with
real-time feedback and custom playlists of top-
performing calls, making the onboarding process
more effective and streamlined.

Onboarding: This cutting-edge tool simplifies
onboarding by providing new agents with instant
access to high-quality call examples and feedback. It
reduces ramp-up time and accelerates their
integration into the team.

Coaching: Enthu.AI supports continuous agent
coaching with actionable insights, real-time feedback,
and performance tracking, which help agents improve
their skills and achieve better sales outcomes.

Reporting: It automates detailed reporting on agent
performance, allowing managers to track progress,
identify trends, and make data-driven decisions to
enhance overall team effectiveness.
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Enthu.AI is a powerful conversation intelligence tool designed to elevate
the performance of sales agents.
Capture and analyze customer interactions and generate actionable
insights for different teams by AQM programs. This means no valuable
conversation goes unnoticed, helping you understand customer
sentiment and identify areas for improvement.
From increased call coverage to improved call quality and better
monitoring, Enthu.AI is making a tangible difference for brands around
the world.

Learn more at:  Enthu.AI

Try Enthu.AI for free

Case studies

Know  how you can
improve your

 agents performance

Read more Click here

Listen the game-
changing experience

with Enthu.AI
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