Industry Facts And Figures

[CCA, from contact-centres.com, March 2005]

CCA's Industry Facts & Figures:  March 2005
Number of UK Contact Centres & Agent Positions
DTI (2004)                                       Agent Positions
2004:    538,700 (9% growth from 2003)
                                      2005:    581,800 (8% growth from 2004)
                                      Contact Centres:
                                      2004:    5,535 (4% growth from 2003)
                                      2005:    5,700 (3% growth from 2004)
Datamonitor (2004):                      Agent Positions:
                                      2004:    435,000
                                      2008:    500,000 (projection)
                                      Contact Centres:
2004:    5,980 
2008:    7,320 (projection)
Industry Growth   
DTI (2004):
	 
	Agent Positions
	Contact Centres

	1995
	143,900
	2,515

	1996
	169,800
	2,740

	1997
	203,800
	3,070

	1998
	264,900
	3,470

	1999
	331,200
	3,990

	2000
	387,500
	4,470

	2001
	430,100
	4,825

	2002
	460,200
	5,065

	2003
	494,300
	5,320

	2004
	538,700
	5,535

	2005
	581,800
	5,700

	2006
	616,700
	5,845

	2007
	647,600
	5,980


 
Top Contact Centre Locations
DTI (2004):                         Area                             Contact Centres
  East Anglia                         256
                                        East Midlands                      314
                                        London                               519
                                        North East                           164
                                        Northern Ireland                     50
                                        North West                          599
                                        Scotland                              414
                                        South East                        1,516
                                        South West                          310
  Wales                                  135 
  West Midlands                      605
  Yorkshire                             438
 
                                      
Size of Contact Centre 
DTI (2004):
	 
	Agent Positions
	Contact Centres

	10-50
	69,228
	3,304

	50-100
	56,721
	904

	100-150
	34,364
	303

	150-200
	27,348
	165

	200-250
	29,748
	138

	250-500
	83,520
	277

	500-1000
	105,125
	170

	1000+
	88,200
	59


Contact Centre Sectors
DTI (2004):
	 
	Agent Pos.
	Centres

	Finance
	125,983
	818

	Retail & Distribution
	64,816
	621

	Services
	32,024
	578

	Transport & Travel
	42,169
	569

	Manufacturing
	15,948
	437

	Outsourcing/Telemarketing
	49,244
	398

	IT
	24,175
	345

	Public Services
	14,620
	274

	Printing & Publishing
	9,858
	269

	Telecoms
	36,150
	241

	ISP
	10,439
	171

	Entertainment & Leisure
	16,266
	157

	Utilities
	30,740
	152

	Food & Drink
	4,897
	110

	Motoring
	11,989
	107

	Medical
	3,038
	71

	Engineering & Construction
	1,898
	-


Absence levels
CCA/BT (2004):                        
	 
	Target
	Actual

	 
	Average
	Range
	Average
	Range

	Percentage
	4.8%
	3.0% – 11.0%
	6.4%
	2.0% – 13.0%

	Annual 
No. Days
	10.2 
days
	2.7 – 
18.0 
	8.2 
days
	2.3 – 
14.0 
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