
• 3.2 million workers have left the workforce since Feb. 2020

• The labor pool has not recovered to pre-pandemic levels

• There are now only 65 candidates for every 100 open jobs

• Those coming back to the workforce are demanding new 
benefits and more flexibility

• Employees want:

• More flexibility and options in their work schedule

• To choose permanent work-from-home (WFH) or a 
hybrid (2-3 days per week at home)

• Expanded benefits like better medical coverage

• More compensation including singing bonuses

• Companies are adapting to these wants but not yet 
matching offers to biggest employee wants (see graph at right)
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• Key utility staffing gaps are frontline customer service, 

digital/IT staff, back office and business analysts

• SLAs are deteriorating due to CSR shortages. Some utilities 

are hiring temp workers, some have accepted lower SLAs 

for now, some are outsourcing (see p. 2)

• Experienced agents have left or moved to other roles. 

Companies are expending much effort and expense to 

recruiting with only about a 10% success rate in hiring.

• In some cases (e.g., Ameren), utilities are pressing 

Customer Service to reduce hiring and headcount. They 

are resetting SLA expectations for customers and watching 

for impacts on customer satisfaction.

• Other talent gaps include digital/IT talent as experienced 

developers are in high demand and likely to move on

• Increased pay and incentives are being used to attempt to 

retain digital experts

• Staff augmentation using consultants is often used, which 

can be costly

• There is also high demand for business analysts who have 

the business knowledge needed to support digital 

initiatives. This often pulls from the front-line groups, 

which puts more pressure on the organization.

Source: PwC Pulse Survey, Aug. 2021

Source: DSC pre-meeting survey, in-meeting poll, n = 14

Percentage of respondents with staffing gaps in each area

Source: DSC pre-meeting survey, in-meeting poll, n = 14

Proportion of gaps in each area to the totality of gaps.



• Outsourcing frontline customer service is common, but those 

providers are also challenged to attract qualified candidates

• Utilities outsourcing must consider performance issues such as 

calls being deflected back to utility call centers

• Some utilities have experienced challenges maintaining 

customer satisfaction when outsourcing call center functions

• Outsourcing digital/IT is common for specific projects & skills

• In the past, most utilities would post positions internally first

• More utilities now post externally simultaneously or exclusively

• Utilities looking for new skills – digital, human-centered design, 

Lean CI etc. – often must post externally to find those skills

• Recruiting externally today requires creativity (e.g., signing 

bonuses, extended vacation, permanent WFH) 

• Some utilities are bringing back retirees to help fill gaps, most 

often for project, business analyst, or consulting roles
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• America Works Data Center, capturing the current state of the U.S. workforce - US Chamber of Commerce

• 11 Trends that Will Shape Work in 2022 and Beyond – Harvard Business Review

• The Future of Work – Accenture; PwC Pulse Survey: Next in Work, PwC

• Chartwell Insight Center Report on Return to Office: “Engaging Employees is Critical in a Post-COVID Environment” 

• EMACS conference Oct. 17-20 in Orlando, FL – details from shaggerty@chartwellinc.com, directors’ discount code DSC22
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• Criteria for hiring the right people depend on the position: 

• tech positions require experience, knowledge, and education, but attitude and desire to contribute are also critical

• frontline CSR requirements may focus more on soft skills and personality as CSRs can be trained for skills

• Customer centricity is becoming part of the hiring process, including screening, job descriptions, and interviews, regardless 

of position. This supports corporate goals to build and sustain a customer centric culture among all employees.

• Hiring candidates with utility experience is a plus, but hiring candidates with other industry perspectives can be beneficial

• Employee retention challenges are greater than ever with the rise in retirements, internal movement, and attrition

• Utilities are working to improve retention through more flexibility, employee engagement (e.g., internal focus groups)

• The pandemic has opened the door for WFM opportunities and changed what it means to work in the office

• Some utilities are offering WFH up to 40-60% for positions where it makes sense for the individual and the team

• WFM can expand your labor pool, but drawing outside your footprint can create legal, tax, and cost-of-living issues

• Other retention strategies include mentoring, job shadowing, and job rotations to foster career development

• Retention strategies need to begin from onboarding through career development; at the exit interview it’s too late

Source: DSC pre-meeting survey, in-meeting poll, n = 14

https://www.uschamber.com/workforce/amerca-works-data-center
https://hbr.org/2022/01/11-trends-that-will-shape-work-in-2022-and-beyond
https://www.accenture.com/us-en/insights/consulting/future-work
https://www.pwc.com/us/en/library/pulsel-survey/future-of-work.html
mailto:shaggerty@chartwellinc.com

