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ABSTRACT

Employee attrition presents a significant challenge for the service industry, impacting operational efficiency, customer satisfaction, and overall organizational
performance. This research paper aims to comprehensively review the existing literature on attrition control within the service sector, examining the underlying
challenges, evaluating current solutions, and proposing future directions for research and practice. Through a systematic analysis of empirical studies, theoretical
frameworks, and case examples, this review highlights key factors influencing employee turnover, including organizational culture, management practices, and
employee engagement. Additionally, the paper assesses the effectiveness of various attrition control strategies, such as recruitment and selection processes,
training and development programs, and retention initiatives. The review concludes by identifying gaps in the current literature and suggesting avenues for future
research to enhance our understanding and management of attrition in the service industry.

INTRODUCTION

Employee attrition is a pressing concern for organizations in the service industry, where high turnover rates can significantly affect service quality,
operational continuity, and financial performance. The dynamic nature of the service sector, characterized by its reliance on human capital and direct
customer interaction, makes effective attrition control essential for sustaining competitive advantage and ensuring long-term success.

Despite its importance, the topic of attrition control encompasses a complex interplay of factors and solutions that have been studied from various
perspectives. The challenges associated with managing employee turnover include identifying the root causes of dissatisfaction, developing effective
retention strategies, and aligning organizational practices with employee expectations. As such, a comprehensive understanding of these issues is
crucial for both researchers and practitioners seeking to mitigate the negative impacts of attrition.

This research paper undertakes a systematic review of the literature on attrition control in the service industry to address the following objectives: (1) to
analyze the major challenges faced by organizations in managing employee turnover; (2) to evaluate the effectiveness of current solutions and strategies
employed to reduce attrition; and (3) to identify gaps in the existing research and propose future directions for investigation. By synthesizing findings
from a broad range of studies, this paper aims to provide a holistic view of the attrition control landscape, offering insights that can inform both
academic research and practical applications in the service sector.

LITERATURE REVIEW

Govindaras, B, et all. (2023), studies the reasons that result in project settings that are not workable and offer explanations to correct the issues. They
went through a total of 28 research papers to understand the significant aspects and resolutions to encourage sustainable atmospheres in project
management in directive to decrease the exhaustion and employee churn. The workforce experiences a better work–life equilibrium and feel reduced
stress during the course of expansion of projects when they get an environment that puts focus on sustainability. Inadequate stakeholder engagement,
scope management, schedule management, and resource management leads to diminished project sustainability over a period of time. Additionally, it
has a harmful effect on the employee welfare which results in reduced productivity, and it cuts the efficiency of organisational administration.

Hallet E, et al (2024) studied the factors contributing to behavioural health workforce churn and attrition in Oregon. They conducted interviews with
24 behavioural health providers, superintendents, and policy experts with information of Oregon’s public behavioural health system. articipants
recognized numerous corelated factors impacting their workplace experience that the researchers allocated through three levels: system, organizational,
and individual. System-level factors comprised all-encompassing government policies and social opinions on behavioural health; organizational-level
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factors are the ones related to infrastructure, management, and organisational support; and individual-level factors included every day factors impacting
an individual’s financial, emotional, or physical comfort. All such factors combined are directly related to turnover, which further causes the burden
and stress in the workplace, unappreciated and unsubstantiated experience, and loss of sense of purpose

Harikumar Pallathadka, et.al (2022) conducted research on the number of resources quitting an organization acts as a critical component in the
success of business. Loosing major and important resources may have considerable effect on organizational and economic growth as well as on
maturity. This study focused on the reason on why an individual may quit an organization and that ranges from typical factors like growth,
reorganisation, better job opportunities, etc. They reached a conclusion that attrition is not just a matter to be dealt by the Human resources department
but is a responsibility of the entire company. When appropriate atmosphere is given to the employees, there chances of leaving an organisation reduces.

Kanchana L, Jayathilaka R (2023) tired to analyse psychographics and socio-demographic factors in one study and understand its implications on the
employee turnover. Ventures in Sri Lanka was used as a case study for this research, this research observes that employee attrition happens at various
stages and stand-alone factors impact inversely in each stage. The analysis revealed that the job satisfaction and support from the colleagues
undesirably impact workforce churn, and the supervisory and employee relationship positively affects employee turnover. Her research also defined a
considerable positive relationship among male employees in their thirties and high employee turnover. Researcher’s findings help in understanding the
focual points for the leadership to work on if they want to reduce the manpower attrition and to retain the skilled resources

MD Mahamudul Hassan1 etal (2020) studied the attrition and retention trends in Gen Y. As per their research, workforce churn studies have been
primarily focused on the Western countries even though the attrition issue is across the world including developing countries like Bangladesh. The
employee turnover ratio is higher in private sector as compared to the public sector. Because every organisation attempts to attain the maximum
productivity and lesser attrition increase knowledge retention, they avoid high churn costs and preserving knowledgeable staff. Their research finds out
that there is an immediate requirement to launch a knowledge retention-based strategies to negate Gen Y frustration and ensure they stay with the
organisation. Gen Y maintenance methods, management inventiveness, easier HRM, work–life balance and employee gratification are very important
for Gen Y retention in the private sector. The data analysis showed that employees from Gen Y are progressively and increasingly being tempted by the
indulgence of the external world and perusing other professions. Employee retention is becoming an ever-increasing issue and additional efforts would
have to be deployed to hold such workforce in the private sector

Md. Nazmus Sakib et.al. (2023), reviewed the literature on HRO published between 2001 to 2021. They conducted metadata analysis on 69 papers
and presents insights into 32 papers. The objective of this research is to suggest an united and decisive definition of HRO & offer modest and easy to
comprehend but still wide-ranging context for understanding HRO practices in any organisation. The literature was categorised based on the content
examination, which includes theoretical understanding, levers and blockades, functions outsourced, and firm’s performance. The research shows that
the labor arbitrage, learning & development, and the chances to focus on main business functions stimulate the organisation to exercise HRO. Although,
unavailability of implicit agreement in the existing employees, the peril of unscrupulousness in the freelancing organisation, shortsightedness of the
management regulation, and past experience are the key hindrances to HRO adoption.

N Krishnamoorthy¹, Ambreen Aisha (2022), closely observed missing links in the arena of Employees attrition and retaining in service industry in
wide-ranging and IT Sector specifically. Fulfilment of resources is a key issue and because of this issue service sector has high level of employee churn.
The aim of this study was to enable the management of the IT Sector to come up with an effective strategy to contain the employees. This research
identified that impact of HR procedures, salary and perks, work burden and affiliation with the seniors on employee retention. Companies that offers
flexible and stimulating work environment along with Rewards and recognition will be in for a long haul. With the ever-rising increase in employee
expectation at various levels, most of the workforce is now looking up for better quality of work life balance

Raza, A, et al. (2022) identified a requirement to conduct a study to better understand the reasons of personnel attrition and a learning framework to
forecast resource attrition. Their research study tried to analyze the organizational aspects that instigated employee attrition and the estimate of
employee attrition using machine learning methods. They applied 4 machine learning models for the prediction. Their research showed that the per
month salary, hourly wage rate, designation, & age are the main features that acts as a reason for resource churn. Our proposed approach and research
findings help organizations overcome employee attrition by improving the factors that cause attrition

S. Hemmah Subramaniam, et al (2024) analysed the key factors persuading long-term retention among contact centre employees in Malaysia. The
Delphi method was applied by means of goal-directed sampling. 24 experts were nominated from the contact centre industry, with an experience of
more than 5 years in supervisory positions in the industry. Data analysis suggests, the key factors recognized were sympathetic management, tailed by
work-life balance, reimbursement and perk, working setting, career expansion, reward and recognition, learning and development, and health benefits.
Endorsement was shared with the contact centre operation in Malaysia based on the data analysis on the resourcefulness that can be worked on to retain
the contact center employee in Malaysia

Zainal et al. (2022) studied the impact of life-work harmony, workplace atmosphere, and awards and reimbursement on employee retention in
Malaysia. They collected data through an online survey from 400 service industry employees. The data analysis showed that work-life stability and
work setting has a robust encouraging outcome on employee retention, however; it was not as comparable to the salary and awards as the salary and
incentives had a higher degree of positive impact on employee retention. Their study offers exceptional academic aids by examining these features in
the era of the COVID-19 eruption as gears of the mutual agreement between employee and employer, and their impact on employee retention. Their
research also suggests valuable acumens to business organizations advising them to design strong workforce retention strategy in order to succeed in
the business
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RESEARCH GAPS

While there are a lot of studies observing the factors impacting the attrition and some ways to control it, there is not a lot of study available exclusively
on the Service industry sector. Also, while there have been practices suggested based on the data analysis, the focus has been more on identifying the
reasons and causes of workforce movement but no defines practices have been established as to how the organisations can proactively control such
churn.

RESULTS

The review of various available literature reveals that the major reasons for attrition across service industry and others are primarily work life balance,
inadequate salary and compensation, lack of recognition through rewards and awards and an individual’s relationship with the supervisor and the fellow
colleges. The work environment plays a significant role in employee retention. If the overall environment of the organisation is to provide support to
the employee, be it through the managerial practices, leader’s interpersonal relationship with the employee or peer to peer work balance, the employees
tend to feel comfortable and hence stay longer. The review of the literatures affirms that attrition is a big issue and leads to darning of knowledge and
pushes the organisations productivity. While there have been a lot of studies conducted on identifying the causes of attrition and suggesting some ideas
on how to retain the employees, the future researchers may want to focus on quantifying the results of such suggestions made. Along with that, the
future research should also be conducted to analyse effectiveness of newly formed management practices based on the recommendations made post the
analysis of the reasons for the employee attrition.
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