1. Introduction 
In an ideal world, an employee would love his job along with his boss and co-workers. He would under promise and over deliver and receive a fantastic pay package. When it comes to schedules, management would be more than flexible and climbing the career ladder would be a piece of cake. Family and friends would be a priority. He would thus never leave his job. 
However, in the real world, pay checks alone are not enough to retain employees. Aspects like a secure career, perks, benefits and communication have to be considered. The attrition battle can be won by focusing on retention, making work a fun place, having education assistance programs and on-going learning for the workforce and treating your team like it would treat its customers. 

Figure 1.1: Causes of High Attrition 

In a nutshell, the best ways to curb attrition are: 
* Growth opportunities. 
* Learning opportunities. 
* Build a long lasting relationship with the agent. 
* Make the employee feel recognized. 

Figure 1.2: Reasons for Attrition in Contact Centers 

Defining Attrition: "A reduction in the number of employees through retirement, resignation or death". Another hurdle that contact centers are currently experiencing is that the demand for staff is much higher than supply of capable staff available in the market. 

Figure 1.3: Attrition rates in various countries 

* 2. Role of Project Management in managing attrition 
Attrition in contact centers are negatively impacting clients in a number of ways: 
• Inconsistent delivery of expected service levels 
• Loss of client-specific knowledge and experience 
• Greater resistance to off shoring in the broader client organization 
• Potentially greater investment in training the service provider staff 

This is validated by the following typical customer comments: “How can we think of growing further, when we are struggling with the delivery of the existing scope at offshore?” 
“What rationale do we use to advocate sending more work to India, when there is much noise in the system about the existing service levels?” 
“We would have to give you (existing service provider) more time to stabilize existing operations and hence delay the planned ramp-ups.” 
“What’s going on at the offshore center? We lost several of our star performers on the team during the last few weeks, including the ones who got trained on-site that required significant investments.” 
High levels of attrition are also adversely affecting India-based service providers’ business in these key areas: 
• Delivery of service levels and customer satisfaction 
• Higher investment in recruiting and training employees 
• Slowdown of planned ramp-ups of existing accounts 
• Loss of productivity from experienced and well-trained staff 
• The ability to deliver process improvements leveraging experienced staff (process improvements practically become a luxury when basic service levels are not being met) 
• Management distraction — excessive time and attention being spent on managing attrition and resultant customer issues. 
By launching a Retention Project, working with employees on a variety of bonding techniques does tend to curb if not reduce the attrition levels in contact centers. The systematic techniques covered in the project as per situation are listed. 

* 3. Bonding tools used to manage attrition: 
Recognition / Attention: 
When an employee accomplishes something, he has achieved something. A manager’s recognition is appreciation for that achievement. 
Applause: 
A manager should physically applaud his sub-ordinates by giving them a round of applause for specific achievements. 
One – on – One Coaching: 
Coaching is employee development. A manager’s only cost is his time and his time means he cares. Positive feedback in public acts as a natural stimulant for others who are close enough to see or hear what is taking place. 
Training: 
Training never ends. Constant “tune-up” sessions are required. If possible a manager should have one of his employees help him with the sessions. He should choose someone who shows a particular strength in the skills taught. Although this would take time, it will enhance the employee’s performance and business productivity. 
Career Path: 
Employees need to know what is potentially ahead for them and what opportunities are there for growth. 

Job Titles: 
When a manager talks about job titles, he is tapping into the self esteem of his people. How someone feels about the way they are perceived in the workforce is a critical component to overall attitude and morale. 
Good Work Environment: 
Working conditions are very important to the way employees feel about the where they work. 
On the Spot Praise: 
This is also associated with recognition but the key here is timing. When there is a reason for praising someone don’t put it off for any reason. Promptness equals effectiveness. Praise people when the achievement is fresh on everyone’s minds. 
Leadership Roles: 
A manager has to give his agents leadership roles to reward their performance and also help him identify future promotable people. Most people are stimulated by leadership roles even in spot appearances. A great place to hand out leadership roles is to allow employees to lead brief meetings. I a manager should utilize his employee’s strengths and skills by setting “tune up” training sessions and let one of his people lead the training. 
Team Spirit: 
A manager should have a picture taken of his team including himself, have it enlarged and hang it in a visible spot. Most people like to see themselves as a part of a group or a team. 

Executive Recognition: 
This is a secret weapon. If used too often, the value is diminished. The employee is stimulated to work when an executive walks up to him to congratulate him for his performance. Examples are Ace Call Interventions & Pats on the Back. 
Social Gatherings: 
Offsite events enhance bonding which in turn helps team spirit which ultimately leads to a positive work environment. 
Additional Responsibility: 
There are employees who are capable of handling additional responsibilities. A manager’s job is to identify who they are and if possible match responsibilities to their strengths and desires. 
Theme Contests: 
These contests can improve and increase in performance but equally as important, they will help maintain a positive environment that will reduce attrition. 
Pizza / Popcorn / Cookie Days: 
Every now and then, pizza, popcorn and cookie days will help break up the everyday routine that will help people stay motivated. It is a natural tendency for people for people to get excited in anticipation of something. 
Shop till you drop: 
Tie up with a shopping mall for an evening outing and distributing prizes based on that. 

Shift rotation 
Permanent night birds fly away faster! Suitable day shift opportunities are required from time to time. 

* 4. Is it a core requirement to know the subject and how pervasive is its usage? 
While knowing what process the contact center is running is not very important, a core essential would be what employees look for in an office environment. The above mentioned tools used to manage the project to curb attrition are used in contact centers all over the world thus improving employee satisfaction and improving productivity. 
To further arrest the attrition trends, firms should consider out of the box options like good rewards and bonding programs, flexible working schedules and a prospective career path. Companies should also consider part time positions thus attracting workers who typically would not fit the call center profile – for example, older homemakers who have the English language skills. 
* 5. Has Project Management tools in managing attrition always existed? 
While there are no rules sculpted in stone on how to manage attrition, the tools mentioned above have been developed over time. Observing the trends in the industry and what employees working in such firms look for in an atmosphere that goes against their body clock, these industries have definitely improved their retention scores for each quarter. 
However, at anytime, employees do have an idea of how business has been and they are aware of what issues the firm is trying to address. 
An important tool that a firm should make use of is partnership. Treat your employees as partners. Treat them with at least as much respect as they give you. As the store's owner or manager, you set the tone for the entire organization. 

* 6. Conclusion: 
It’s up to Human Resources along with middle and senior management in Operations, Quality and Training to utilize the means of reducing attrition in a firm. It’s a project that is conducted on a continuous basis and each and every contact center moulds the guidelines to benefit its own employees. To function effectively, human resource management practices must follow two important rules. First, they must reflect companywide commitments as to how it will manage and relate to its employees. Secondly, HR must implement these commitments so that the ideals of the enterprise and deeds of its agents are congruent. Effective man power and skills are essential in this industry and it would benefit the next generation if training courses were introduced in educational institutions thus allowing them to cope with the industry’s norms. 

***

