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Poorly trained employees can really hurt a company’s financial future in the new economy. A demanding customer rules the new economy.

Poor training equals poor customer service, which hurts a company’s bottom line. In addition, employees that lack training are most likely to make costly mistakes. These mistakes can have a ripple effect. Customers facing the frustration that comes from interaction with untrained service providers eventually go elsewhere, which leads to lost revenue. A recent survey of retail companies reveals that – only 41% of customers were happy with their shopping experience; the main complaint is a poorly trained service provider; only 11% of retailers do a good job of holding on to their best people.

Current losses due to breakdown of customer service are only the tip of the iceberg. Seventy-six million baby boomers are advancing toward retirement age and succeeding generations will be hard pressed to fill the resulting void in the workforce especially if younger employees do not have the skills necessary to succeed in the new economy.

Technology organizations often have the advantage when hiring highly skilled workers. More traditional companies may be hard pressed to hire the workers needed to survive and thrive. Skilled workers know they are in demand and are really shopping potential employers. Opportunities to learn and advance are at the top of their shopping list. 

Company and industry training development programs are essential. Retraining existing employees is an effective way to fill the employment gap. Ongoing employee education addresses current openings and prepares individuals for future advancement. In addition, employee benefits such as career development are critical to recruiting and retaining skilled workers.

Losing an employee can be really expensive. The hidden costs of low morale, lost productivity and subsequent turnover from additional employees must be added to the cost of recruiting and training a new employee to get a truer financial picture which can equal 150 percent of the departing employee’s salary. Lost customer loyalty must be considered on top of this estimate.

Often there is an event that propels the decision of a key employee to leave. Closer examination of this expensive transaction uncovers the underlying reasons why  employees leave. These include: the lack of advancement opportunities, feeling burned-out or overworked, and uncertainty about job security. Listening to existing employees and responding with tools to elevate productivity and share the load can help. Clear communication about where the company is and where it is going can help. Providing ongoing career support for employees can help. Identifying and creating support for existing employees is difficult and expensive. However, a proactive response in this area is the only business alternative in the new economy where people (not companies) make a profit which is the cost of doing business tomorrow. Corporate coaches, consultants, training developers and other outside resources have proven valuable in this process. 

Our industry faces the growing reality that the residents are customers whose requirements must be addressed every day. The on-site employee IS the company to these residents. It is the on-site team that can make or break the projected NOI and on-site service can be the defining factor when considering property value. Multihousing companies must redefine the role of on-site employees to more closely match the public’s perception. Ongoing education along with other tangible support is required to empower the on-site team to manage successful customer relationships with timely decisions and effective communication. Many companies will need to restructure themselves in order to recognize that people (not properties) make the difference.    

