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A.A.A.A. Trends in AttritionTrends in AttritionTrends in AttritionTrends in Attrition    
 
The BPO industry has shown tremendous growth rate in the last 3 years, which is only 
indicative of a sector that is still evolving and of its future potential for growth. However the 
attrition levels have also increased substantially in the last 2/ 3 years and currently it is 
estimated to range between 70 to 95% (annualized). The lower end of the scale would 
typically be associated with non – voice (transaction processing) type of work, with the 
upper median representing voice – related work. 
 
Attrition not only impacts the organization but the clients they serve as well. Most notably 
with regard to: 

• Inconsistent delivery of expected service levels 
• Loss of ideal level of 'knowledge maturity' of the organisation and its employees 
• Loss of client – specific knowledge and experience 
• Greater resistance to offshoring in the broader client organization 
• Potentially greater investment in training the service provider staff 

 
Attrition is a consequence of a variety of factors that can be classified broadly into internal 
(to the service provider) and external (industry-level or macro-level) factors. 
 
Internal FactorsInternal FactorsInternal FactorsInternal Factors    

A. Deficiencies in the recruitment processDeficiencies in the recruitment processDeficiencies in the recruitment processDeficiencies in the recruitment process: To ensure that they rapidly meet high 
demand levels, service providers are not always able to hire resources with the right 
skills and experience when and where they are needed. 

B. Mismatched resourcesMismatched resourcesMismatched resourcesMismatched resources: Resources who are put on assignments that are not in line 
with their skills or career aspirations may leave 
if they are not rotated to a favourable 
assignment soon enough. 

C. Monetary considerationsMonetary considerationsMonetary considerationsMonetary considerations: The expectations of 
employees in this industry have grown 
exponentially due to the strong demand in the 
marketplace. A number of people who leave do so because they have been offered 
higher compensation. In the current BPO climate, it is easy for employees to find 
positions that leverage their experience and pay better. 

D. Slow career growth for internal talentSlow career growth for internal talentSlow career growth for internal talentSlow career growth for internal talent: Employees with prior relevant experience are a 
precious commodity in today’s fast growing market. Therefore, it is not unusual for 
growing organizations to fill new jobs with external applicants who have prior 
relevant experience with other companies, bringing them in at one level higher than 
their current level or providing them a new role with greater responsibilities.  

““““Resources put oResources put oResources put oResources put on n n n 
assignments assignments assignments assignments are are are are not in line not in line not in line not in line 
with their skills or aspirations with their skills or aspirations with their skills or aspirations with their skills or aspirations 
may leave soon….may leave soon….may leave soon….may leave soon….””””    
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E. MonotonyMonotonyMonotonyMonotony: In general, BPO work (especially work that has been offshored) has been 
considered to be repetitive, mechanical, service-level-driven and involves high 
transaction volumes. Younger recruits find it monotonous once they have mastered 
the process. 

F. Shift timingsShift timingsShift timingsShift timings: Owing to the markets being served (US/UK/Europe), majority of the 
service outsourcing processes require working in the India night-shift due to time 
zone differentials. The proportion of employees who can work during the Indian 
work-day is low. Continuous night shifts affect the health of some, while others just 
cannot adjust to them. Some women employees leave because they are not able to 
convince their families of the need to work nights. 

G. Working Working Working Working environmentenvironmentenvironmentenvironment: Attrition due to the work environment is typically due to a lack 
of trust in the fairness of the system, issues around safety and care of employees, 
effectiveness of the channels to address employee grievances, accessibility of the 
senior management team and other related environmental issues. 

H. Limited training and development opportunitiesLimited training and development opportunitiesLimited training and development opportunitiesLimited training and development opportunities: Though not one of the top reasons 
for attrition, the lack of ample opportunities to learn new skills or undergo training 
or further education is occasionally cited as a reason for leaving. 

 
External FactorsExternal FactorsExternal FactorsExternal Factors    

1. Concentration of talentConcentration of talentConcentration of talentConcentration of talent: Most service providers are located in nine to ten large Indian 
cities (known as “Tier 1” cities), which has led to excessive concentration of demand 
and competition for resources in these geographies. Organizations are today setting 
up infrastructure in Tier 2 and 3 cities, thereby leading to the educational and 
economic development of these areas while employing the yet unutilised talent in 
these areas. 

2. Limited employable pool in TLimited employable pool in TLimited employable pool in TLimited employable pool in Tier 2 and Tier 3 citiesier 2 and Tier 3 citiesier 2 and Tier 3 citiesier 2 and Tier 3 cities: While there is an abundant 
supply of educated people, the supply of an employable pool is less in the Tier 2 and 
Tier 3 cities. Basic minimum skills required by the BPO sector to service developed 
markets include the ability to speak and write English fluently and to understand the 
processes and domain of the client. With the industry now expanding to these cities, 
it will be a matter of time before the quality of education in these smaller towns and 
cities matches up to the required standard of Tier 1 cities. 

3.3.3.3. Career outlookCareer outlookCareer outlookCareer outlook: Owing to the nature of the workforce entering the BPO sector, which 
is between the age groups of 18 and 26, many of them tend to sometimes change 
their career paths or go in for the next level of higher studies. The industry now 
although through forums and internal communication is working towards changing 
this outlook wherein the industry now is more mature and can offer many more 
opportunities and hence can be a viable long term career option.    
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B.B.B.B. Approach towaApproach towaApproach towaApproach towards Employee Retentionrds Employee Retentionrds Employee Retentionrds Employee Retention    
 
Organizations that have the capacity to foster long lasting relationship with employees 
would survive the brunt of attrition & high churn and the ones who are unable to do so will 
perish in the long run. The solution lies in the stabilization of business operations. High 
number of committed employees at all levels will help this industry to stabilize, grow and 
add value to the economic growth. 
 
Fostering long lasting relationships with employees begins with right recruitment practices 
and end with effective retention tools adopted by an organisation. The BPO industry in India 

has been moving actively in the direction of 
establishing itself as an industry which can be 
pursued as a long term career, offers the best of 
learnings, compensation, benefits and also provides 
opportunity for having a work-life balance. 

    
 
1.1.1.1. Career Career Career Career Path MappingPath MappingPath MappingPath Mapping    
Regular counselling sessions are organized for employees where they can speak to 
representatives (from various teams) about their current role, opportunities within the 
organization, movement towards other functional roles and what is required to be done in 
their current roles to “move up the ladder”. This is done to create a culture and work 
environment that encourages people to think of a call center job as a long-term career 
option and that their current employer is assisting them in shaping their career.  
 
Managing career path of employees and internal movement to new responsibilities and 
challenging profiles has always been a key factor to retain employees. Typically, 
organizations try and staff the positions of Subject Matter Experts, Quality/ Workflow 
Associates, Trainers and Team leads through internal job postings encouraging potential 
agents to apply. Agents are also provided with the flexibility to develop lateral skill sets 
apart from operational expertise and are offered inter-department transfers where an agent 
could move to functions like Workflow, HR, MIS or Recruitment. 
 
 

2.2.2.2. Managing High potential employeesManaging High potential employeesManaging High potential employeesManaging High potential employees    
Organizations also have “Fast Tracker” programs to identify high performing staff with 
above average growth potential. It is important to put extra efforts to match these 
individuals with career growth opportunities as retaining them would allow organizations to 
add to their knowledge maturity while having a motivated staff. Some of the key criteria 
which are looked at for such programs include general discipline, continuously exceeding 

“High number of committed “High number of committed “High number of committed “High number of committed 
employeesemployeesemployeesemployees    at all levels will at all levels will at all levels will at all levels will 
help the industry to help the industry to help the industry to help the industry to 
stabilisestabilisestabilisestabilise….….….….””””    
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program metrics, demonstrating leadership capabilities and having received positive 
feedback from his team and managers.  

    
Besides the above, some organizations also tie up with leading educational institutions 
offering management programs or other functional diplomas and extend such programs to 
these high performers as an additional incentive. This then allows employees to upgrade 
themselves academically as well as professionally while being a part of the organization. 
 
 

3.3.3.3. Skills Upgradation WorkshopsSkills Upgradation WorkshopsSkills Upgradation WorkshopsSkills Upgradation Workshops    
On a regular basis, organizations align agents to take training workshops on skills like 
presentation skills, time management, leadership, team building, project management etc. 
Programs like Customer handling skills, presentation skills are typically done for all while 
specific skill set programs like leadership, team building are done for agents who have been 
recommended based on their performance by their supervisors and managers.  
 
Some organizations also organise seminars wherein existing clients and professionals from 
other industries come together to speak, discuss and answer queries on a variety of topics 
including career growth, domain knowledge, work-life balance and other generic topics 
which gives employees a medium to learn and inculcate best practices adopted by industry 
leaders. For instance, programmes are organised where people from other professions, who 
also have night shifts talk about their experiences in their respective industries. These 
professionals can be from the Hospitality Industry, Travel Industry, Medical Profession, 
Defence forces etc.  
 
 
4.4.4.4. Work EnvironmentWork EnvironmentWork EnvironmentWork Environment    
Work environment is a very critical hygiene factor for an employee to stay with the 
organization. Organizations form ‘fun@work’ committees for their teams and functional 
units who are allocated budgets and then plan and organize team outings, picnics, movie 
screenings etc. for their respective teams.  
 

Organizations also organise a yearly bash wherein they celebrate successes, discuss goals 
for the coming year, award performers, invite clients, have cultural programs and basically 
have fun. 
 
Organizations also offer their employees recreational facilities like free internet access, pool 
tables, sport facilities, play console games, fully equipped cafeteria, lounges to relax etc, to 
allow them to de-stress and socialize with colleagues during their break hours. 
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5.5.5.5. WorkWorkWorkWork----Life BalanceLife BalanceLife BalanceLife Balance    
While the BPO setup requires physical presence of employees at the service delivery centers, 
employees also need to at certain times attend to urgent matters or spend time with family 
and hence organizations allow flexible hours support (or even working from home in certail 
cases) for such employees for reasons ranging from Maternity, parent/relative/guardian 
illness, educational to housing and giving leaves for family celebrations, maternity and 
paternity leaves etc. Furthermore, organizations also provide facilities like in-house crèches, 
in-house tutors or trainers for children, housing societies for outstation candidates (hence 
taking away pressures of relocating), hassle-free loans at easy instalments, etc.  

 

 

6.6.6.6. ReferralReferralReferralReferral    ProgramsProgramsProgramsPrograms    
Organizations also encourage employees to refer friends and relatives whom they believe 
would make successful employees. They pay existing employees a bonus for referring 
friends and relatives. This today, is a very effective tool as happy employees spread the 
word in the right places.  
 
 
7.7.7.7. AntiAntiAntiAnti----poaching agreementspoaching agreementspoaching agreementspoaching agreements    
Considering the influx of employees to organizations delivering similar processes, many 
organizations have also signed up for anti-poaching agreements amongst themselves which 
do not permit an employee to resign and move to any of the organizations which are a part 
of the agreement. These agreements primarily curtail casual movement of employees for 
trivial reasons ranging from slightly high monetary benefit, better transport to better 
facilities. This not only leads to stabilization of the organization but also of the industry as a 
whole. 
 
 
8.8.8.8. Client LoyaltyClient LoyaltyClient LoyaltyClient Loyalty    
It is also seen that developing a sense of pride towards the “client” account works very well 
in adding to the motivation levels thereby directly impacting performance of employees. 
Organizations can work towards extending the brand presence through initiatives like use of 
branded posters and office supplies, promoting regular contact with account leaders, 
sponsoring joint activities with client staff during quarterly business reviews, operational 
and facility visits at client headquarters for high-achievers as well as extending placements 
at client organization itself for suitable functions (e.g. ground staff placement for airline 
support agents). 
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