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The voices that stay with you

DIARY OF A CUSTOMER
OPERATIONS AGENT

This report captures the unseen emotional and
operational cost of running voice operations
in 2025 told through the eyes of a frontline manager.
Every story is real, every statistic current, and every
iINnsight points toward one truth: it's time for
companies to listen differently.



!In-
I
: . . >
i
|
|
| !
} 2
|
" # : . '
|
; b
Qc WCSA ‘ i = > -..I~1_\ : u .- ' -" - J
,l ) ' : Se—
, 1‘

ch(pr A'iaun[,
s T

iAs \{ou, \(__‘wovd) 1ove \:Jor\(_(’,A W vovce O’FCF&/’\’ROV&S
Q or wore Yhan a_,Aec,cL,Ae,Mul first
?\oauw\(_'iw%, Alhen nswrance, now n customer
Escéuioe wmanagement. On paper, 1 lead o
Yeam 0% 120 agents across fhree re%iovus.
I realdy, T wanage o roowm gu.\\ :

zew\o’\’lows AW aX ACNC _s’\’o? ’\’L\\C_Wk%. ' \"\0

Most people Alhink o call cenfre s o scrvpd
ond o headsed, Buk 5 {owve ever dorled
Zov\C , Youw Crow s wore \ice M&Of‘(&\*CS’V o
g\/xwwc&reés Og NO\C LS O\ICr\a/\?’\?'iw%, r'is'iw%, ' Qa,\\m%,
sometimes karwmoniows, sometiwmes chaotic. The
k\&xﬁ’\/\w ok reaSSurainee, gru.s’\’raf\"iow, g

’ §">crsu.a/s'iow auwA UFO\O%{.

|

. ‘t Eve rx{ Aau\( We Wmai a_,% e ("‘l\f (:’,r < "

‘O\&J\MS, Ao los¥ ’Fa/rc;e\s, Ao \\¥e wwswrance
?'Fa,\{ou,’\’s. T‘MU\"S ’\’\uou,sauwés og CORNC FSATVORS
C&/Oh '(/aurr\('iw O A'iggercw‘( \(_MA og ris\c. Owe
Q\M'ishea{ré \dor%,” one ewmotiona\ s e, one =
wowment o deced, amd & can cost Fhowsands,
sometimes willions. ' '

'i
|



+l’_\lC SCCWN C\’Cr‘{ \(-\V\A | O‘Q C/UL/\\ T‘ﬁ-e M%%VCSSNC
ORES XhaX ratt\e Jowr nerves. TVC \yro\Cen
NOVCES AhaA wmalke Jow want No s¥a \afe jwust
Ho hc\'\?l The ones YhaX sound normal watil
Ale Pastierns dow add wp. IAs o sownd
E\ovtf\’ sownd is never wewtral, That's Abe re oy
e worl in, One where voices carry Yot
h > £

T started Alis Jowrnal Srer o parVicular\y
ST e RO
veryal __ iowse cowmPplaint and an 0 et
eosiina i aisk Uik lebcder Thay & shicd
have., Someone once Fold we, 1k Jow Wat Ao
widerstand o husiness, listen ¥o s callsy

fgo/\’\uu"(’s \ﬂwu‘( f\’\ds \S. Qo’\’ o OOW’\?\MW\’. ,
_ ;QO’\’ o &Ma/w'igesr\’m Twst an o e ST aCC oy _

L i B e oo dhe et

\ine 0§ Arush and what hau\?'\?aws ahen a
s o ol




DID YOU KNOW?

Over £1.1 billion worth

of fraudulent insurance claims were detected last year. Resulting in a 4%
rise from 2022 (Association of British Insurers).

36% of frontline workers

have faced abuse in just the past six months, with one Iin
four taking time off as a result (Institute of Customer Service).

Voice-phishing (vishing)
attempts across global banking operations doubled
last year (BioCatch).

New Al regulations

across the UK, EU, and North America are pushing companies to prove
how they monitor, protect, and moderate voice-based interactions,
adding urgency to how call centres and insurers manage audio data.
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DID YOU KNOW?

36% of customer-facing workers

experienced abuse In just six months, and 1in 4
took time off because of it (Institute of Customer Service).

Nearly 90%

of service staff say hostility has increased
in the past year (Ringover).

More than half

of call-centre agents report being at risk of burnout, and 87%
experience high or very high stress (GetTalkative).

New workplace wellbeing
and harassment standards

introduced across the UK and North America now make employer duty of
care in customer-facing roles a compliance issue, not just a moral one.
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DID YOU KNOW?

UK insurers

detected 84,000 fraudulent claims last year, worth
over £1.1 billion (Association of British Insurers).

33,000 cases of insurance fraud

were identified by a single insurer in 2024, totalling
£157 million (Allianz UK).

Nearly half of insurance
companies worldwide

have faced financial crime or fraud in the past two years (PwC).

Voice-based fraud,

iIncluding Al-generated voice cloning, is one of the fastest-growing
global scams, with reported vishing attempts doubling in the

oast year (BioCatch).

Regulatory bodies in the UK,
EU, and North America

are introducing stricter requirements for voice identity verification
and fraud monitoring, raising expectations on insurers
and financial institutions.
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DID YOU KNOW?

Nearly 60% of call-centre agents

are considered at risk of burnout and 8/%
experience high or very high stress (GetTalkative).

The average contact-centre

turnover rate sits around 30 to 35% annually, leading to
significant operational and training costs (DTEX Systems).

More than three-quarters

of customer-facing workers say abuse has impacted their
mental health in the past year (Ringover).

New wellbeing and safety regulations
across the UK, EU and North America

are now tying employee mental health directly to corporate compliance
and risk performance metrics.
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DID YOU KNOW?

Voice fraud attacks

increased by over 35% in early 2024
compared to the previous quarter (BICS).

Al-driven voice cloning
and deepfake scams

tare projected to cost global financial
institutions over $5 billion annually by 2026 (Statista).

Insurers reported a rise

iIn ghost-broking fraud schemes, up nearly 9%
year-on-year (Ecclesiastical Insurance).

Companies using Al-enabled
voice intelligence

have reported up to 40% faster fraud detection and a measurable
reduction in agent burnout rates (internal Modulate benchmark).
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DID YOU KNOW?

After implementing Modulate,

clients reported up to 40% faster fraud detection and
a 26% reduction in abuse-related incidents.

Voice-based scam detections

iIncreased by 38%,
while false positives dropped by half.

Companies integrating real-time
voice intelligence

have seen measurable improvements in employee wellbeing,
compliance performance and retention.

Analysts predict the Al-powered

voice protection market

will exceed $5.6 billion by 2029, reflecting global urgency
for smarter, safer voice solutions.




From the
"Frontline” to the
"Future of Voice"

Fvery call tells a story of trust, frustration, urgency, or even deceit. For years,
businesses have tried to manage those moments with scripts, processes, anad
training. But the truth is simple: no checklist can hear tone, emotion, or intent.

Across banking, insurance, logistics, and customer service, the voice channel
remains one of the biggest blind spots in risk management. Customers expect
empathy. Regulators demand compliance. And fraudsters are learning to
exploit the space in between.

That's where technology like Modulate's voice intelligence can make a readl
difference.

't goes beyond transcription, listening not just to what's said but how it's said,
detecting aggression, stress, deception, and emotional escalation in real time.

It helps teams act before harm occurs:

Protecting agents from verbal abuse and burnout
Flagging fraud and deepfake attempts as they happen

Strengthening compliance through transparent, auditable data

Rebuilding trust across every voice interaction

Our clients are seeing measurable results like faster fraoud detection, reduced
attrition, healthier teams, and stronger compliance. But the most powerful
shift isn't just operational; it's cultural. It's about creating workplaces that
listen better to customers, to risk, and to their own people.



Not sure
how Modulate
can help you yet?

Here are S Questions every CX
or Risk Leader should ask:

Do we actively monitor our voice channels for aggression,
stress, or deception and not just keywords?

Can we detect early signs of fraud or impersonation
before financial loss occurs?

Are our agents protected from emotional harm and
burnout in compliance with new duty-of-care standards?

Is our voice data auditable and transparent enough to
meet evolving Al and privacy regulations?

Can we turn every conversation into actionable insight that
strengthens both customer experience and compliance?

If even one answer made you pause, it might be time for a Voice Health Check.
Our consultants will benchmark your organisation’s current risk exposure, emotionadl
load and fraud readiness. We can show you what smarter listening could look like.

Schedule your Voice Health Check today 3



https://forms.default.com/355720
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