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Contact 
Centre
The contact centre space was a microcosm example of market 
confidence across New Zealand: more broadly, there was 
cautious but steady recruitment activity, with some pockets 
of growth and more vigorous activity. Artificial Intelligence 
and Customer Experience were big discussion topics within 
the industry, but we are not seeing a substantial impact from 
technological developments just yet. 

In the Auckland region over the last year, organisations were 
happy (and quick) to make long-term investments in headcount, 
growing their contact centre workforces. We recruited fewer 
contingent roles, and instead saw a significantly higher volume 
of permanent roles in Auckland. The recruitment markets 
in Christchurch, Wellington and the Waikato were a slightly 
different story. Although the markets in these locations 
were steady, with constant activity, this was mostly due to 
replacement hires from natural attrition and movement, 
rather than increasing headcount. The pattern of role types 
was also reversed, with higher volumes of temporary hiring 
in the Canterbury region. 

Roles & Salaries
There has been ongoing emphasis on scoping and hiring for 
roles that require broader skills sets, with fewer vacancies now 
fitting into what was formerly the ‘classic’ contact centre mould. 
The result: more contact centre roles require sophisticated 
communication skills (written, as well as verbal), and digital 
and technology skills. The change in key tasks for customer 
service roles has triggered a renewed interest in contact 
centre careers, mainly from candidates with administration 
backgrounds. A growing market in Auckland has led to more 
opportunities, particularly in mid-to senior-level positions. 
There has been a notable increase in demand for Customer 
Service Managers and Team Leaders. Interestingly, there 
has also been an increase in Collection roles. In Wellington, 
there was a rise in requirements for Customer Service 
Representatives, and Outbound Sales people.

Over the previous few years, salaries have risen slightly for 
most contact centre roles. However, this has slowed down 
in the last 12 months, and looking broadly at roles across  
New Zealand, salaries have been fairly static. There were some 
spikes in the top points of salary ranges for specific roles, 
such as Team Leaders, most likely due to intense competition 
in a candidate-short market. The Waikato region was the 
only outlier, showing slight salary growth across multiple 
positions. That said, in response to a candidate-short market, 
the majority of contact centre employers were willing to 
increase the starting salary point (we did not see as many 
offers at the bottom of the range as in previous years) as well 
as looking to entice job seekers with structured progression 
opportunities. 

In terms of temp and contractor rates, businesses remain 
competitive by paying employees a living wage. We have 
also seen willingness from employers to negotiate salaries 
on hard-to-fill roles, especially ones with a requirement for 
candidates to hit the ground running.

GROWTH
 ROLES

Customer Service
Inbound / Outbound
Salespersons

Insurance / Collections 
Consultants 

With the increased salary threshold for Skilled Migrant Visas 
coming into effect this year, the candidate pool for  
low-to mid-level contact centre roles has been reduced, as many 
contact centre roles do not meet this threshold. While there 
has not been a lack of active candidates in the market, there 
is a shortage of talent with the ‘ideal’ set of attributes sought 
by employers, which includes the combination of previous  
high-volume customer service experience, excellent verbal 
and written communication skills, and technological capability.
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Contact Centre Salary Guide
2019/20 RANGE IN NZD $’000s

role Low High Low High Low High Low High

Contact Centre Manager / Customer Service 
Manager / Customer Service & Sales Manager

95 180 110 130 110 150 70 120

Workforce Manager 85 130 70 85 85 115 70 90

Workforce Planner / Scheduler 65 80 60 70 65 80 60 70

Team Leader 65 95 85 95 70 90 55 70

Trainer / Team Coach 60 80 75 85 55 75 55 70

Claims Consultant 50 78 55 60 42 55 40 55

Telephone Account Manager 50 65 55 65 50 55 42 52

Retention Representative 48 58 50 60 45 55 45 55

Collections Officer 50 65 50 55 40 55 45 55

Customer Service Representative - Outbound 48 60 55 60 42 55 42 55

Customer Service Representative - Inbound 46 56 47 55 46 55 42 55

Customer Service Representative - Home Based 46 56 45 50 42 51 40 40

Outbound Sales / Telesales Consultant 45 58 50 55 43 50 40 46
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Contact Centre
Employers
It has been relatively easy to recruit in the contact centre 
space, for low-to mid-level roles, with organisations being 
more flexible on a candidate’s background, and willing to 
invest in training and development to nurture entry level 
employees. Understanding that the market is tight, most 
companies will offer training on systems and processes, as 
long as the candidate possesses the right aptitude, attitude 
and motivation to learn. Employers are now more open to 
hiring workers with visas, particularly the three-year, post-study 
work visa, as this provides enough leeway for candidates to 
make a decent commitment to the organisation. Skills and 
experience were more valued than educational achievements. 
Employers were also looking for evidence of candidate 
reliability and integrity when hiring.

In Christchurch, businesses are particularly focused on 
assessing candidates’ written communication skills during 
the recruitment process, due to a dramatic increase in 
requirements to complete tasks such as responding to 
customer emails, or online enquiries. In Wellington, we 
have seen a spike in demand for candidates with previous  
contact centre experience, to fill what are classified as  
‘entry-level’ positions. This made it a challenge for candidates 
coming out of other industries, wanting to expand into the 
customer services side of the contact centre. Wellington 
has also seen an increase in outbound sales roles, and we 
have found that in these roles, the tenure of candidates has 
been much shorter due to the high demands of the role. 
Also in our capital, cultural fit and experience were two of 
the biggest requirements for employers over the past year. 
We’ve seen businesses become more flexible with candidate 
working hours, more so in the part-time space, which was 
ideal for many students.

Candidates
After completing 18 to 24 months in a contact centre role, 
today’s candidate expects to progress, or move on. We’ve 
found that businesses have now adapted to this expectation, 
with workforce planning successfully centred around managing 
this timeline.

Geography strongly influences salary expectations. For 
example, someone in South Auckland would demand a higher 
salary to travel to the CBD or farther for work. Auckland remains 
a challenge for commuting and parking, with candidates 
asking these key questions during their interview process. That 
said, overall, we have found that Auckland candidates have 
realistic expectations for salary levels, and would consider 
the total package and other benefits on offer, coupled with 
the job location. 

In Wellington, following on from the year before, we saw 
fewer available candidates with contact centre experience. 
Our assessment is that candidates this region who are looking 
to move into contact centre roles from other industries, are 
more unrealistic with salary expectations, anticipating at 
least $50k for entry level positions. Like with other industries, 
flexibility is a draw card for contact centre candidates, and 
this is true across New Zealand. Whilst we have not seen 
work-from-home take off in this sector as it has in others, 
there has been an increase in flexible work options, such 
as staggered or adjusted work hours, and part-time hours, 
though not quite meeting market demand. 

As always, we have seen a massive number of great candidates 
wanting to relocate from overseas, but visa requirements 
remain a challenge. There has also been candidate movement 
across New Zealand, with job seekers moving from Auckland to 
the lower North Island and from other regions to Christchurch, 
chasing the best possible combination of reasonable housing 
costs, reduced commuting time and decent salaries. Moves 
to Auckland from other locations are much more rare.

BIGGEST BARRIER TO HIRING 
GREAT TALENT / Contact Centre Employers
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Professionals
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 roles for an increase of
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Attracting 
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16% 16%
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Madison recommends:

• We have been delighted to note a more diverse set 
of candidates looking for work in the contact centre 
market over the past year. Yet we know, hiring to 
successfully support diversity and inclusion can 
be challenging when resourcing requirements are 
strict, or fixed rosters dictate working hours. It is 
essential that contact centres focus on finding ways 
to offer flexible work options that will open up their 
opportunities to a broader range of job seekers.

• Given several years of minimal salary increases 
for entry-level to mid-level contact centre 
professionals, talented candidates are often keen 
to move for an increase in dollars. Therefore, if 
you want to differentiate your organisation from 
competitors and have flex in your budget, this is 
where you can gain leverage. 

• Speed is essential in the recruitment of contact centre 
staff. This is a sector where candidates flow in and 
out rapidly, so quick hiring decisions are a must if 
you do not want to lose out on great talent.
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AUCKLAND

ph +64 9 303 4455

Level 6, 51 Shortland St
Auckland CBD

auckland@madison.co.nz

AUCKLAND SOUTH EAST

ph +64 9 271 1152

Level 1, Building 5, The Crossing 
60 Highbrook Drive
East Tamaki

aucklandsoutheast@madison.co.nz

HAMILTON

ph +64 7 839 5660

Level 5, 127 Alexandra St 
Hamilton

hamilton@madison.co.nz

WELLINGTON

ph +64 4 499 8055

Level 9, Cnr Customhouse Quay & 
Johnston Street, Wellington

wellington@madison.co.nz

CHRISTCHURCH

ph +64 3 366 6226

Level 1, Building 3
1 Show Place, Addington

christchurch@madison.co.nz madison.co.nz


