
On-site management solution team members harnessed 
their consultative relationship with the customer to offer 
just the right perspective on the challenges facing the 
company. They quickly identified the problem as well as a 
solution—and the results were dramatic.

The challenge
When the Kelly® team realized that employees in the customer’s 
contact center were plagued by low morale and high turnover, they 
approached the client with a consultative solution. They had already 
taken over management of the contact center, and therefore had 
valuable insight into the center’s 76 percent turnover rate as well as the 
customer’s pain points.

The team discovered that the contact center employees were 
frustrated with the current processes and continual shift rotations, 
which caused them to be unhappy with their jobs and to miss their 
performance targets.

Fortunately, the Kelly team had a plan to address these issues. 

The solution
They began by assisting the customer in reorganizing the current 
schedule. The customer’s management team asked Kelly to attend 
its meetings, and during a two-month period, they analyzed data, 
evaluated the contact center’s volume of business, reviewed cost 
saving ideas, and created mock staffing schedules for testing. The 
result was a new schedule that eliminated shift rotation and condensed 
a five-day workweek with eight-hour shifts into a four-day workweek 
with 10-hour shifts. 

Next, the team worked with the contact center manager to determine 
which soft skills were needed for an employee to be successful in the 
contact center environment. Kelly created a targeted recruiting plan and 
candidate fit model to recruit the best people with the right skills and 
background. The result was an immediate improvement in attendance. 

Finally, Kelly began to tackle the morale issues. The team worked 
together with the customer to implement a plan to create consistency 
for the contact center’s processes and procedures and to develop clear 
employee communication. To achieve these goals, Kelly created a 
strategy to provide employees with continuous feedback. The on-site 
team built a monthly performance review session for each employee 
that addresses performance and changes in process. This allows the 
employees to be in constant communication with Kelly and to be 
prepared for change.

The result
Five months after the new schedule was launched, the customer noticed a 
significant decline in absenteeism. After one year, turnover was calculated 
at 10 percent, a major improvement from 76 percent the prior year. The 
client also saw more than $4,000 in turnover savings per employee.

To discover how Kelly Services can help you meet your business goals 
with a partnership solution, contact your local Kelly branch or visit 
kellyservices.us/onsitemanagement today.

Results at a Glance

CHALLENGE

■  Low morale and productivity

■  High turnover rate

SOLUTION

■  Implement a more efficient and streamlined schedule

■  Develop consistent processes and procedures

RESULT

■  Turnover reduced from 76 percent to 10 percent

■  More than $4,000 per employee saved

reduces turnover and lowers costs
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In Virginia, the productivity and morale had begun to fall at the contact center of a global technology solutions 
provider. Fortunately, the company had help close to home in its relationship with Kelly Services®.
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