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People are like any other asset: Investments you make in hopes of earning a return. Certainly 
people are not the exact same as capital, but investing money into hiring an employee and 
ensuring they serve a lengthy duration at your company should be top of mind for all 
executives. 

Nonetheless, companies today struggle with employee retention. According to the Bureau of 
Labor Statistics the Customer Support industry sees a 45% turnover rate, well above most 
industries.

So how can companies mitigate against this attrition? 

The High Cost of Turnover

According to the Bureau of Labor Statistics, 
the average customer support employee 
between 20-34 years old stays on the job for 
just one year.  And it gets worse. According to 
a Quality Assurance and Training Connection 
study, the cost of a single agent’s turnover can 
range from $4,000-$15,000. That’s per 
employee. Recruiter fees, onboarding, 
training, and more are expenses incurred 
before your new hire answers their first call. 

Source: 4 Corner Resources

https://www.forbes.com/sites/briansolis/2021/03/22/fear-and-loathing-at-the-contact-center-shrive-is-ground-zero-of-customer-and-employee-relationships/?sh=49a8079b5395
https://qatc.org/winter-2015-connection/exploring-call-center-turnover-numbers/
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Why Is Retention So Low?

Nonetheless, the question remains: Why is employee retention so low in the Customer 
Support space?

Data from Harvard Business School suggest three factors contribute to attrition: alignment, 
training, and technology.

1. Alignment

Alignment refers to the harmonious motivations between leadership and employees. Good 
management ensures that employees are not simply serving a role but feeling meaningful 
work in doing so. One way to achieve this alignment is through mission orientation. Any 
business employs a thesis behind the formation of a company. Perhaps one starts a pizza 
store because there is lackluster pizza in their neighborhood, or as Mark Zuckerberg noted, 
he wanted to socially connect the world. Whatever it is, there is a mission.

Share the mission with employees from Day 1! Individuals want to be part of something 
larger than just work and aligning that mission from founders with employees is a method 
of empowerment that provides better results. 
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Source: Vecteezy

https://hbr.org/sponsored/2021/08/heres-what-happens-when-you-focus-on-employees-to-better-serve-your-customers
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2. Training

Second, a poor training process can contribute to attrition.  A recent Bamboo HR survey 
noted 33% of employees left their jobs within six months after starting. Of that group, 23% 
said clarifying job responsibilities could have kept them in their seats. 

Each business has its own way of onboarding employees but oftentimes the process can be 
laborious and stifling. Most individuals are excited to get to work from day one and the 
laborious process of documentation and training can suck the excitement out of the room. 
Find a training methodology that delights employees. 

Examples include “narratizing” the process through storytelling and engaging video 
instruction or incentivizing employees to complete the process with rewards for the sooner 
they finish. These methods and more create positive feelings of affection for their future 
employer. 
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Additionally, employee experience and morale are lead indicators of an employee’s 
longevity at a company. According to Harvard Business School, companies that invest in 
employee experience are four times more profitable than those who do not. Great 
agents create great experiences and customer loyalty is fostered through great 
experiences. Start with your employees and you will see the fruits of your labor in your 
customers. 

Source: Vecteezy

https://www.bamboohr.com/blog/onboarding-infographic
https://hbr.org/2017/03/why-the-millions-we-spend-on-employee-engagement-buy-us-so-little#:~:text=Compared%20with%20other%20companies%2C%20the,levels%20of%20productivity%20and%20innovation.
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3. Technology

Last, technology tools that are outdated or inefficient frustrate employees and lead them to 
leave. According to CCW Digital, more than half of contact center leaders find fault with 
their systems and tools. Many agents have chosen the career of customer support because 
they enjoy delighting customers and resolving their issues; outdated and fossilized systems 
stymie their burgeoning enthusiasm. 

Yet customer services tools today are often remnants of a bygone era of support. Analog or 
digital platforms, these systems are often not attuned to the personalization of the modern 
user. While the strength of incumbency is strong, management must make the bold decision 
to uproot rotting decay and replace it with resilient systems. 

To do this, we suggest running a Systems Audit once every six months where management 
does two things concurrently. First, consult with your employees about their satisfaction with 
current tools. Do they enjoy them? Do they feel they eliminate wasteful processes? Are they 
a pain to work with?
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Second, map out the customer support 
solution ecosystem to identify the latest 
technological solutions. Explore and 
consult with friends and the market as to 
which emergent technologies are 
transforming the customer support 
landscape and whether they are the right fit 
for you. Once identified, reach out to the 
vendor and see if a price plan works for 
your company and integrates well with your 
employee workflows. When harmony is 
discovered between a system employees 
need and a system management wants, 
excellence ensues. 

Source: iStock

https://www.servicenow.com/lpayr/contact-center-customer-service.html
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How Y Meadows Can Help
Y Meadows’ Robotic Ticketing Automation offers cutting edge technology to decrease 
repetitions and increase retention. Machine Learning and Robotic Process Automation are 
two leading technologies disrupting the customer support space. Machine Learning uses 
your historical customer data to predict and resolve future customer issues while Robotic 
Process Automation employs automations to abstract away redundancy and repetition in 
typical agent responses. 

These two technologies have burst onto the scene and Y Meadows has built a solution 
embodying them both. With Y Meadows, your organization can now receive customer 
tickets, intelligently understand them with our machine learning models, draw necessary 
resolution information and data from 3rd party and disparate systems, and then resolve the 
query automatically.  The end result is a seamless process of resolution that eliminates 
manual and repetitive tasks so your agents can focus on delightful and interpersonal 
customer conversations. 

To find out more about Y Meadows solution, book a time today or contact one of our sales 
representative at info@ymeadows.com
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https://ymeadows.com/en/request/schedule

