


Organizations are focused on doing more with 
less in this labor-intensive environment. 

 

 Optimizing staff through process improvement 

 Reworking schedules to increase efficiency 

 Driving employee productivity  

 

Been there, done that, and find that your 
budget is still dwindling faster than expected? 
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Some budget-eaters may not be immediately 

apparent.  Review your budget for these 

hidden cost-drivers and attack them one by 

one: 

Overtime 

Turnover  

Absenteeism 
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 Understand the true costs  
 “Big ticket” item when compensation costs exceed the 

planned scope 
 1.5 x wage for overtime, 2 x wage for holidays, etc. 

 Identify the triggers 
 Lack of trained staff to do highly-skilled work 

 Lack of workforce optimization  

 Process-driven events with no controls in place  

 Shift swaps, adding extra hours in combination with 

holidays, scheduling extra shifts without reviewing overtime 

impact 
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 Possible solutions 
 Staffing:  Offer flexible scheduling, train additional staff as on-

call contingency pool 

 Planning: Use “what if” scenarios to project results based on 
changing variables such as call volume, service level objective, 
average handle time, etc. 

 Recruiting:  Hire part-time and 32-hour full-time to fill in when 
required 

 Implement processes, business rules and policy changes: 
 Ensure shift lengths don’t exceed eight hours 

 Verify overtime impact before adjusting production schedules 

 Monitor trigger points and ensure accountability: Set 
process controls to include budget approval  

 Use reports and dashboards to analyze results 
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 Understand the true costs 
 Cost to recruit and hire one new team member can top 60% of an 

employee’s annual salary 

 Total replacement costs, including training and loss of productivity, can 
range from 90% to 200% of an employee’s annual salary 

 Identify the triggers 
 Involuntary 

 Voluntary 

 Low satisfaction with jobs, employers, changes in the workplace 

 Limited opportunities for promotion and growth 

 Perceptions of better opportunities elsewhere  

 Job security concerns prompted by downsizing 

 Society for Human Resources Management (SHRM) reports that 
average turnover is 15% across industries 
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 Possible solutions 

 “Coach up” rather than “Coach out” 

 Offer incentives for achieving tenure, first dibs on 

selecting work schedules, etc. 

 Engage employees in operations 

 Idea Board – ? Ideas, x To Do, →Doing, √ Done 

 Conduct exit interviews to better understand why 

employees choose to leave 
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 Understand the true costs 

 Recruitment is increasingly expensive 

 Intangibles:  Lost productivity, poor service quality, negative impact on 

customer satisfaction, low employee morale 

 Identify the triggers 

 Work-life balance:  Hourly staff have unalterable jobs with erratic 

schedules that change frequently on short notice 

 Family Medical Leave Act (FMLA):  Intermittent FMLA absences can 

wreak havoc on absenteeism because of the protected legal process 

concerning time off. 

 Time Off Policy: Vacation bank accruals and roll over dates can 

negatively impact and drive absenteeism 
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 Possible solutions 
 Collaborate with employees to find a win/win solution that 

gives them the time off they need with the least impact on 
the business. 

 Train HR to identify intermittent trends, re-certify and 
justify absences to ensure they align with doctor’s orders. 

 Institute advance vacation approvals to help manage 
accruals and vacation rollovers. 

 Set clear, consistent, measurable and actionable 
expectations for employee attendance. 

 Communicate immediately with employees upon their 
return to work, indicating whether absences were excused 
or unexcused. 
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 Key factor in all of these solutions is our 

cradle-to-grave Human Resources philosophy.   

 Our HR Generalists hire, manage employee 

work life, and assist in implementing career 

transitions – from promotions to higher levels 

of responsibility, to separation from the 

company, and everything in between. 
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