Ten tips to reduce turnover – Our thanks go to Judy McKee, www.TrainYourCallCenter.com
Befuddled? Bewildered? Bothered? Or just plain tired of contact centre turnover? You are not alone! Are you "Still Crazy After all These Years" by the effects of contact centre turnover? Managers, are you taking names and taking blame? Agents, have you felt like the company micro-manages you on a daily basis?

The turnover in contact centres today drives Human Resources crazy, management becomes overwhelmed and the agents are left out there feeling like their self-esteem has been steam-rolled. So, the agents quit, the managers get blamed and the HR department has to start all over again.
 What's the answer? Here are some thoughts:
1. Hire RIGHT in the first place. Use a Values Test (Personal Interest and Values Profiling works) when interviewing. Remember the call centre is not brain surgery, and it isn't even a hard job. For customer service the job calls for patience, conversational skills, computer savvy and TEAM player values. If the turnover is 10 percent, that's about right…no person or agency or manager is always right. If you have more than 10 percent …TEST the VALUES of everyone who comes through the door. 
2. Hiring Salespeople? A whole different set of values. You need a risk taker who can sit still for seven hours a day and who will follow the rules of the company, who will up-sell on every call, really like doing it and want the bonus at the end of the week or month (high utilitarian value.) 

3. After you TEST the Values and find they match the company values. People can change their behaviour, but the value that causes the behaviour never changes. 

4. Keeping people requires a "safe" environment. Who doesn't know that? The solution is, "Break all the rules! Right? Give the QA a week off, send them on a holiday and see if the agents can do their jobs without them. This would shake up the troops and give the agents a chance to prove themselves capable of getting the job done without a hall monitor. That could be fun! 

5. Okay, bring the gallant Quality Staff back and give them only a 10-point Yes-or-No form. The forms should say, YES, they did it, NO; they didn't do it, or, NEEDS TRAINING or WORK. That's it. 

6. Watch for the clues at the interview. To separate the salespeople from the customer service people, just ask the interviewees. "Do you like to take risks? What kind of risks have you taken in your life?" If you hear NONE, put them in Customer Service, if you hear DANGER…put them in Sales. Salespeople are harder to manage, but make the job of managing more fun. 

7. If people say "I love people," ask them, "What else have you got?" If the company wants more money, more sales, and more hard work in less time – never hire the one who says: "I love people." Their call time will be too long, your manager will get the blame and after enough scolding, the agent will quit. 

8. Start a Positive Coaching Project. This will demonstrate you mean to help people succeed instead of just checking on them. People will rise to the occasion if asked to self-correct. 

9. Kill the title "Supervisor" Children require supervision NOT adults… 

10. Lighten up the whole call centre from the top CEOs to the rookies with a joke. Put on a talent show, get out the karaoke machine, close the phones down at lunch and have a bon-fire --- burn all those old reports and forms. True enlightenment is lightening up! 
Now that's the WAY…The Way is always in the training of people in new things, as in case values profiling, good ideas, like coaching instead of monitoring, and communication skills which will build everybody's self-esteem. If you hire right, teach them the way to do it and communicate safety and loyalty, your turnover situation will be an inspiring 10 percent not 30-40-50-…. 

