
1.8 billion people, worldwide, will be over the age of 60 by 2050. In the U.S. alone, ten 
thousand people reach the age of 65 every day. That’s 70,000 people each week. The 
U.S. Census Bureau predicts that nearly 77 million Americans will be 65 or older by 2030.

What does that mean for American companies? It means an aging workforce. It means 
a retiring workforce. It means a workforce whose expertise will be replaced at a rate 
never before seen.

The Silver Tsunami Survival Guide
Planning For The Loss of Expertise Among Field Technicians

https://www.who.int/news-room/fact-sheets/detail/ageing-and-health


The Consequences of A Less Skilled Workforce

Seventy percent of companies in the service industry 
will face a shortage of technicians in the coming years. 
Ironically, client expectations for outstanding service will 
remain high—if not grow.

As experienced agents retire, the ability to quickly solve 
complex or technical problems will also disappear, proving 
that companies who need to replace an aging service tech 
workforce will be more difficult than many imagined.

And while clients continue to expect timely and efficient 
responses, fewer experienced technicians means a 
company’s ability to maintain a high quality of service also 
becomes more difficult (or impossible), resulting in longer 
downtimes.

Additionally, a lack of on-site expertise could lead to fewer 
first-time fixes—a problem exacerbated by inexperienced 
technicians who are unprepared to identify complex 
problems on-site or who lack the materials needed to solve 
an issue the first time.

More troubling, perhaps, is the fact that all of this leads to 
a lower standard of customer service, costly mistakes, and 
dissatisfied customers.

And while a new generation of workers currently makes up 
the largest workforce demographic in the U.S., they too 
present unique challenges.

Companies—particularly those that rely on field agents—
must invest in new methods of training and education to 
prepare these new workers.

The Cost of Training the Next  
Generation of Field Techs

It’s a well-known fact that hiring and training new 
employees is more costly than retaining existing ones; 
but the choice between retention and new hires no longer 
exists for many companies facing a “silver tsunami”.

Field service companies, now, must begin the timely and 
expensive job of hiring and training new employees—
especially as the clock winds down on the retirement of 
those with decades of expertise.

This transition will not be painless.

New technicians must get paid while being trained. And 
experts must be paid to train them. The time these experts 
(and even new techs) are not in the field has a negative 
opportunity cost. While training is necessary, it also means 
techs are not serving customers or making money for the 
company. Beyond this simple fact, other, deeper costs must 
be accounted for as well.

In the U.S. alone, 10,000 people reach the age of 65 every day

https://business.dailypay.com/blog/turnover-rates-for-millennials


After a company spends three to four months training 
a new technician, they can spend an additional twenty 
percent of a new hire’s salary over the next two to three 
years on additional training. During this time, service 
companies can expect longer and less successful service 
and more mistakes. And this all assumes new technicians 
will stick around for years at a time.

While the field services industry itself is growing, new 
generations are notorious for job-hopping, often being 
tempted by a more flexible gig-economy or fast-paced 
start-ups. In fact, more than 20 percent of Millennials 
report having changed jobs in the last year while 60 percent 
indicate they are willing to do so.

Field service companies must focus their efforts on 
identifying and hiring new talent and leveraging the 
expertise of departing experts. This can be accomplished 
by paying competitive wages while implementing 
innovative strategies that promote personal and 
professional growth.

Attracting and Retaining New Talent

Young workers are digital natives. They use technology 
in all aspects of their personal and professional lives, 
so they’re not intimidated by it. Having only known cell 
phones with social media, they’ve always had an internet 

Passing On Expertise to the Next Generation

Here’s a quick story of a company  
who got training right…

As their field technicians aged out of the workforce, 
they became reliant upon hiring new technicians with 
little to no experience. The company dedicated a large 
percentage of its existing workforce to training these 
new hires—with an initial timeline of four months. 

After successfully investing in and implementing a 
program for experts to train new hires, they’ve been able 
to cut their initial training timeline to six weeks—a 62.5 
percent reduction. 

How’d they pull it off? 

After the first few weeks, new technicians are placed 
in the field to work with customers right away, relying 

on expert guidance via Virtual Expertise software. This 
supplemental support makes agents billable faster 
while they get the ongoing training they need to gain 
true expertise. In short, a less experienced tech is able 
to solve complex problems and add to the company’s 
bottom line in a shorter period of time by collaborating 
with a remote expert.

Today, with more available techs, the company is able 
to offer same-day fixes, knowing new technicians will be 
supported by experts in the home office. They’re able to 
improve uptime by resolving issues quickly and they’re 
providing a higher quality service.

Experienced technicians are leveraging technology to help train new 
technicians.
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	� Embrace new technology.
	� Pay competitive wages (at a minimum) and find 

other ways to improve retention.
	� Leveraging the expertise of departing experts 

through mentorship.
	� Clearly define what collaboration, connection, and 

purpose looks like for new hires.
	� Maintain a focus on creating great customer 

experiences.
	� Find ways to build on what resources already exist 

within your company.

Field service organizations and call centers across 
a variety of industries rely on Help Lightning’s virtual 
expertise software to improve first-time fix rates, extend the 
workforce capacity and improve customer satisfaction.

Whether you are facing workforce attrition, quality and 
responsiveness issues, or the inability to measure field 
service performance, Help Lightning will enable you to do 
more with less and accelerate the transformation of your 
field service organization from a cost center to a profit 
center.

Learn more at HelpLightning.com

connection to tether two worlds. As such, they’re more 
open to new technologies—something that could be a boon 
in field service.

Additionally, they place a high emphasis on finding purpose 
in their work. Once hired, trained, and actively servicing 
client needs in the field, new workers may be more willing 
to embrace technology to connect and collaborate with 
both clients and senior, more knowledgeable coworkers.

Virtual Expertise—the ability to connect field agents with 
experts or customers remotely—can help offset the costs 
companies will incur as they ride the waves of the Silver 
Tsunami.

More importantly, companies can implement this new 
technology on the back of their existing infrastructure of 
experts, call centers, and field techs to maintain current 
levels of customer experience.

There are more positives to come about from embracing 
the Silver Tsunami than there are in fighting or lamenting 
the coming changes. Those organizations who are willing 
to adapt will be those who thrive in coming years. 

In summary, here are a few things to start considering today:

https://helplightning.com/


About Help Lightning 

Service organizations and call centers across a variety of industries rely on Help Lightning’s virtual expertise software to 
improve first-time fix rates, extend their workforce capacity and improve customer satisfaction. 

Using Help Lightning on an existing mobile device or web-browser, experts can visually collaborate with a colleague or 
customer as though they were working side-by-side. With Help Lightning, service experts can show a resolution, not just 
describe it, even from a thousand miles away.
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Help Lightning’s Remote Visual Assistance software provides real-time video collaboration enabling company experts to
work virtually side-by-side with anyone needing help, anywhere in the world. Ideal for complex equipment maintenance,
repair, and training.

For more information: helplightning.com • +1 (800) 651-8054
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