
 UK Contact Centres: 
 2025-2029  
The State of the Industry 
& Technology Penetration 
(22nd edition)

The reality of your market 
today – and in the future

   www.contactbabel.com

https://www.contactbabel.com/solution-providers


UK Contact Centres: 2025-2029 | The State of the Industry & Technology Penetration (22nd edition) 1

Published April 2025 

Market 
sizing 

4,000+ 
UK operations analysed, 

with market sizing 
tracked over 

20 years

Forecasts 
until  

2029 
for agent positions, 

contact centres, 
jobs and technology 

penetration

Technology 
penetration rates  

12 
technologies, 

by vertical and 
size band, with 

forecasts

Detailed 
segmentation 

17 
Vertical markets 

7
Size bands

12
Regions

Report contents

 9 96 charts and data tables show the size, structure and future of your market

 9 Based on ongoing primary research surveys with thousands of UK contact centres 

 9 Unique historical data from 1995 onwards, with forecasts to the beginning of 2029

 9 Communications

 9 Engineering & Construction

 9 Finance

 9 Food & Drink

 9 Housing Associations

 9 Insurance

 9 IT

 9 Manufacturing

 9 Medical

 9 Motoring

 9 Outsourcing & Telemarketing

 9 Printing and Publishing

 9 Public Services

 9 Retail & Distribution

 9 Services

 9 Transport & Travel

 9 Utilities

Vertical markets covered for market sizing

 9 10-25 seats

 9 26-50 seats

 9 51-100 seats

 9 101-250 seats

 9 251-500 seats

 9 501-1,000 seats, 

 9 1,000+ seats

This report gives market sizing and forecasts of the UK 

contact centre industry, including agent positions, contact 

centres and technology usage. Typical readers include: 

 9 Contact centre solution providers

 9 Outsourcing / BPOs

 9 Venture capital firms

 9 CX and contact centre leadership

 9 New entrants to the UK contact centre industry

 9 Industry consultants

Size bands

Readership

Report contents overview
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Report contents

The report is divided into 8 sections

Measures the number of contact centres and agent 

positions by:

 9 Contact centre size band

 9 Vertical market

 9 Vertical market within size bands

 9 The virtualisation of multisite contact centres 

 9 Benefits & inhibitors to virtualisation

 9 Current & future use of homeworking

 9 Contact centre inbound interactions by channel, 

2006-2028 (email, voice, self-service, social media, web 

chat, letters, SMS/ messaging)

 9 Relative changes in inbound channels

 9 Current use, plans for replacement and planned 

implementation timescales

 9 End-2024 and end-2028 penetration rates

 9 Segmented by vertical market and contact centre size

12 technologies: 
1. Artificial Intelligence

2. Automated Speech Recognition

3. DTMF IVR

4. Email Management Systems

5. Gamification

6. Interaction Analytics

7. Interaction Recording

8. Management Information Systems

9. Mobile Customer Service Apps

10. Outbound Dialling

11. Web Chat

12. Workforce Management Systems

 9 Use of Cloud in 2025

 9 Agent positions by region

 9 Contact centres by region

 9 Average contact centre size by region

 9 Contact centre employment by vertical market

 9 Predicted net change in jobs 2024-2028 by vertical 

market

 9 Contact centre employment by region

 9 Employment forecasts by region, 2024-2028

 9 Employment by contact centre size band

 9 Likely effects of the pandemic on vertical markets and 

their contact centres 

 9 UK contact centres, 1995-2028

 9 UK agent positions, 1995-2028

 9 Vertical market forecasts for contact centres and 

agent positions end-2028

 9 Drivers for change by vertical market

 9 Outbound activity and inbound/outbound agent 

positions 

 9 Segmented by contact centre size and vertical market

Market Sizing Virtual Contact Centres and Homeworking

Multichannel Customer Contact

Technology Penetration

Geographical Location

Employment 

Market Forecasts to the beginning of 2029

Inbound and Outbound Calling
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TECHNOLOGY PENETRATION RATES: WORKFORCE MANAGEMENT SYSTEMS 

Figure 68: Current technology usage and short-term investment plans - WFM by vertical market, end-2023 Vertical market Use, no 
plans  Use, replace <12 

months 
>12 

months 
No 

plans 
Don’t 
know 

USING 
NOW 

Finance 
66% 14% 3% 0% 18% 0% 80% 

Housing 
29% 11% 18% 9% 33% 0% 40% 

Insurance 
60% 14% 16% 6% 4% 0% 75% 

Manufacturing 32% 11% 9% 19% 30% 0% 43% 

Outsourcing 58% 24% 8% 0% 9% 2% 82% 

Public Sector 46% 12% 11% 11% 18% 2% 58% 

Retail & Distribution 59% 14% 3% 9% 13% 2% 72% 

Services 
38% 24% 10% 9% 19% 0% 62% 

TMT 
59% 4% 4% 15% 19% 0% 62% 

Transport & Travel 45% 21% 25% 7% 3% 0% 65% 

Utilities 
97% 0% 3% 0% 0% 0% 97% 

Average 
53% 14% 10% 7% 15% 1% 67%  

Key to titles: Use today, no plans to replace; Use today, looking to replace or upgrade; Likely to implement within 12 

months; Likely to implement after 12 months; No plans to implement; Don’t know; Total proportion using the 

technology today (regardless of replacement intention). 

  

Figure 69: Current technology usage and short-term investment plans - WFM by contact centre size, end-2023 Contact centre size Use, no 
plans  

Use, 
replace 

<12 
months 

>12 
months 

No 
plans 

Don’t 
know 

USING 
NOW 

Small (<50 seats)  31% 8% 14% 13% 33% 1% 39% 

Medium (50-200 seats) 53% 17% 13% 5% 11% 0% 70% 

Large (200+ seats) 73% 17% 3% 4% 2% 1% 90% 
Average 

53% 14% 10% 7% 15% 1% 67% 
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MULTICHANNEL CUSTOMER CONTACT 

While the proportion of inbound interactions by channel did not change greatly between 2009 and 
2011 – perhaps as many initiatives and investments were put on hold – 2012 saw a big jump in email 
from 10.4% to 15.4%, rising to over 20% in 2017.  

While more customers are choosing digital channels each year, the steep drops in telephony that 
were seen from 2006 to 2012 have stopped, with a slow continued decline in this channel in recent 
years (from 73% in 2012 to 63% in 2022).  

Web chat and social media have almost sextupled in importance over the latter time period, 
although much of this growth happened within the pandemic period, which may turn out to be an 
anomaly, particularly as social media seems to be cooling off considerably. However, our view is that 
if the customers who have tried to use these digital channels (usually because the phone channel 
has been switched off, or has had an excessive queue) have had positive experiences, they are far 
more likely to use these channels as a matter of preference in future.  

Figure 43: Contact centre inbound interactions by channel, 2006-2027 
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