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Abstract

Nowadays, with the rapid development of economy and the
continuous progress of technology, customer service enterprises have
gradually stepped from behind the scenes to the front, playing a more
critical role in each industrial chain. And this also put forward higher
requirements for the practitioners,in this traditional labor-intensive
industry, how employees combine personal development with corporate
development, and how companies can retain core employees while
attracting young employees are new problems and challenges brought
about by industry changes.

In this context, this paper used the literature research method,
interview method and questionnaire method to statistically analyze the
employee turnover and research on the case of Z Company, which
promoted the independent transformation of the customer service
department earlier among our country's telecommunications operators.
First, this paper analyzes the current situation of employee turnover from
the aspects of post, length of service and age of employees lost in Z
Company in the past year, and preliminarily concludes the three adverse
effects caused by employee turnover: increase of human cost, loss of
employee morale and weakening of enterprise competitiveness. Second,
through interviews and questionnaires, it is concluded that the five main
reasons for employee turnover are personal career development, salary,
family influence, personal development, organizational identity and
working pressure caused by external environment. Third, combined with
the reasons for employee resignation, seven feasible countermeasures are
put forward for Z company to solve the problem of employee resignation:

talent cultivation improves employee enthusiasm, multiple incentives
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improve employee satisfaction, diversified management ensures
employee development, all-round management covers young employees,
cultural construction improves organizational identity, fine management
expands talent attraction and emergency plan strengthens crisis
management In order to ensure the smooth implementation of the above
policies, four basic guarantees are put forward: improving the
organizational system, improving the cultural environment, enriching the
incentive system and increasing the degree of democratic participation.
Starting from the actual situation of Z company, this article attempts
to analyze the reasons for the loss of employees of the company in the
past year and propose corresponding improvement measures, which not
only provides management ideas for Z company to achieve stable and
sustainable development under the new situation of state-owned
enterprise reform, but also provides management ideas for the company

in the same industry.

Keywords:Customer service companies ; lose staff ; human resources
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