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Burnout is an excessive state 
of mental exhaustion caused by 
the constant feeling of being 
overworked.  People who are burnt 
out commonly describe themselves 
as tired, drained, or overwhelmed. 

Most people have experienced 
burnout in their working lives, whether 
they realized it or not.  Even though 
burnout is exceptionally common, 
solutions for combatting this epidemic 
in the workplace are lacking. 

Employees are told to take time off 
or reduce their hours, instead of 
getting to the root of the problem. 

Giving employees the tools they 
need to succeed and changing 
outdated procedures can help 
alleviate burnout and make the 
lives of staff easier, stopping the 
burnout epidemic in its tracks. 

Introduction
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Everybody knows what burnout is, but 
what is the actual definition?  
The Centre for Addiction and Mental 
Health says that burnout  is, 

“A state of emotional, physical 
and mental exhaustion 
caused by excessive and 
prolonged stress” 1

It occurs when one feels emotionally 
and physically exhausted and unable to 
meet constant demands or expectations. 

The onset of burnout is usually 
gradual, which can make it 
more difficult to identify. 

Burnout. What is it?

?
Symptoms of Burnout
The most apparent symptoms of 
burnout in the workplace are fatigue, 
loss of passion and intensifying cynicism 
and negativity 2. However, it can also 
translate into physical symptoms such as 
frequent illness, headaches, high blood 
pressure and even Type 2 Diabetes 3.  

If a member of the team is suddenly 
losing interest in things they used 
to be passionate about, or they are 
constantly tired and negative, they may 
be burnt out and in need of support. 

A 2015 study revealed that 
77% of employees have 
experienced burnout 4.

It is this prevalence of burnout that 
promoted the WHO to declare burnout 
an “organizational phenomenon” in 
2019. The COVID-19 pandemic has 
further exacerbated this issue, with 
employees facing new challenges such 
as remote work, increased workloads, 
job insecurity, and social isolation. 

These factors have increased stress 
levels for many workers and have 
made it more difficult for them to 
maintain a healthy work-life balance.  

Burnout is bad for people, but it 
also has negative effects on the 
organizations where people work. 
When employees experience 
burnout, their job satisfaction and 
productivity can decrease, and 
they may be more likely to make 
mistakes or have accidents at work.

This can lead to increased absenteeism, 
high turnover rates, and decreased 
overall organizational performance.

Burnout is so common that it’s unlikely 
that any team has been untouched 
by it. It’s not worth asking if burnout 
exists within an organization. Instead, 
it’s critical to look at what is causing 
burnout and how to prevent it.
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Lost 
Productivity

Burnout negatively affects individual 
and team productivity. A review by 
IZA indicated that happy and satisfied 
employees are more productive 8. They 
are more willing to put in the effort and 
usually produce better quality work.  

On a personal level, burnout can 
cause individuals to have a very short 
attention span, reduced problem-solving 
capability, lack of motivation and a 
negative mindset 9. Research has shown 
that there is a negative correlation 
between burnout and productivity. 

The more burnt out an employee 
is, the less productive they are. 
This means that their personal 

performance goes down which in turn 
can affect the whole organization.

An organization’s quality and 
quantity of output are determined 
by their employees. When multiple 
employees face burnout, research 
has shown a significant dip in the 
company’s overall performance 9. 

A burnt out workforce is more likely to 
put in the bare minimum in an effort, 
which means that deadlines may not be 
met and goals may not be accomplished. 
Creativity and innovation are also at 
an all-time low when employees are 
burnt out. These two elements are the 
key to success for many organizations.
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Most employees have looked for another 
job because of burnouts. Gen Z are 
the most likely to consider changing 
jobs due to burnout. 94%  of Gen Z 
employees surveyed reported that they 
had started a job search because of 
burnout. While fewer Baby Boomers 
indicated that they had considered 
leaving their current employer because 
of burnout, the rate is still surprisingly 
high: 75% of Baby Boomers said 
that they have done the same 10.  

While fewer employees actually follow 
through and change jobs because 
of burnout, the numbers are still 
significant.  58% of Gen Z workers 
have switched jobs because of burnout, 
compared to 37% of Baby Boomers 10. It 
could be that Boomers are more loyal to 
their roles or that they accept burnout 
more readily. Alternatively, the higher 
likelihood of Gen Z changing jobs due to 
burnout could point to Gen Z’s increased 
mobility and flexibility with job options. 

Whatever the cause, trends in younger 
demographics point to the future. 
Currently, 20% of the US population 
belongs to Gen Z and this demographic 
will increasingly make up a larger and 
larger portion of our workforce 11. 
Organizations can’t afford not to pay 
close attention to what this demographic 
group expects when it comes to a 
positive working environment.

A recent survey by The National 
Association of Student Financial Aid 
Administrators indicated that 80% of 
respondents voiced concern about their 
ability to be administratively capable in 
the future due to staffing shortages 12. 
Since we know that burnout is a key 
driver of staff turnover, it is more 
important than ever for administrators 
to look carefully at the prevalence of 
burnout among their staff members and 
to take steps to reduce staff burnout.  

Staff turnover is expensive. In a survey 
conducted by the Work Institute in 
2020, it concluded that the cost to an 
organization when an employee leaves is 
33% of their annual salary 13. 
Most of the cost comes from the lost 
productivity and about a third of the 
cost is associated with hard costs such 
as recruiting, hiring temporary workers, 
etc. A Canadian survey pegs the cost 
of employee turnover much higher 
at anywhere between 50% and 200% 
of an employee's annual salary 14. 

It’s clear that the financial cost of 
turnover is unacceptably high, but it’s 
important to recognize that turnover 
also impacts workplace culture and 
productivity. High-performance 
organizations that seek to evolve and 
innovate simply cannot afford to have 
significant levels of staff turnover. 

Staff Turnover

Likelihood of leaving a job because of burnout
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Digital Transformation

What digital 
transformation is not

Digital transformation is all about 
streamlining processes, eliminating 
manual work, and creating a culture 
of innovation. People often perceive 
digital transformation to be about 
cutting costs and eliminating staff. 

However, effective digital 
transformation is really about making 
work better for humans by eliminating 
mundane tasks and creating space 
in the workday for humans to focus 
on work that only humans can do.

Digitizing existing 
processes 

Digital Transformation is not just simply 
taking an old process and doing the same 
thing with the addition of technology. 

It is about examining existing processes 
through a new lens and finding ways that 
digitization can improve operations. 

Copying what 
others are doing 
 
Copying others can lead to 
staff disengagement, increasing 
the likelihood that the digital 
adoption will be unsuccessful. 

This is because the need for new 
technology is not driven by customer 
and staff needs. Every workplace has 
unique processes, challenges and needs. 

What works for one organization 
will not necessarily be successful 
in a different environment. 

Shiny new tools 
with no strategy 

Implementing technology or new 
processes without the proper strategy in 
place always causes internal problems. 

Organizations need to start with 
a  needs assessment and workflow 
design before they get their hands 
on the newest digital tool. 
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Ways digital 
transformation 
alleviates burnout
Many service delivery organizations 
are being asked to do more with less 
and stretch existing resources. This is 
especially true in Higher Education. 

Digital tools can help to maintain 
service levels and reduce the pressure 
on maxed-out staff. Technology 
is a powerful tool that when used 
correctly, can enhance and empower an 

entire team. When looking for digital 
tools to help deliver these favorable 
outcomes, it is important to think about 
what employees’ needs are first. 

They are the ones who are going 
to be using these tools every day 
so it is important that they are 
able to see the importance and 
necessity of the new processes.

Automation 
Automating repetitive or mundane tasks reduces employees’ workload. 
With less work on their plates, they are able to focus on more meaningful 
tasks. An example of this could be automating appointment reminders so 
front desk staff don’t have to call people to confirm their appointments.

WaitWell’s workflow module allows organizations to design the perfect sequence 
of tasks to streamline their operations at the front counter, or even behind 
the scenes. This digital solution automates SMS or email communication with 
customers so front desk staff can focus on what’s important and customers know 
how long they have to wait. It  also automatically chooses the best staff member 
for each customer, so they are helped by the right person at just the right time.

Some other examples of automation that makes life easier for staff include: 
automatic send out of video chat links and automatic disabling of that link, real-time 
data updates on the dashboard,  desk or staff assignments for each customer based 
on service type, automatic waivers and  helpful information sent out by service type.

Remote work 
Digital tools and technologies make it possible for employees to work from 
anywhere.  This reduces the need for long commutes and allows for a better 
work-life balance. Employees are able to end the work day at the scheduled 
time and immediately run out the door or spend time with their families. 

WaitWell offers a module called virtual meetings where customers 
are able to choose if they want service in-person, by phone or 
by video chat. This allows some employees to work remotely 
and customers to stay at home to receive service. 

09:40

99+

My Status More Information

Hi Joshua,

Your appointment to change majorsis booked for tomorrow at 9:30AMPlease meet at counter 7 with Sarah.

If you need to upload documents foryour meeting you may do so here.Upload Link. 

You can check your queue staus andwait time here.

Great, thanks I’ll see you then.

09:34 AM

09:40 AM
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Burnout is a prevalent issue in the 
workplace and it  is  never going away. 
Simply giving staff wellness benefits isn’t 
going to fix the deep-rooted problem 
at hand. Burnout is a huge cause of 
staff turnover because  it eats away 
at an organization’s culture. It is also 
can be the cause of many mental and 
physical symptoms for staff members, 
increasing the rate of disability leave in 
organizations. Providing staff members 
with the tools they need for success 
and modifying outdated practices helps 
alleviate these negative symptoms.

Making sure employees have a positive 
relationship with technology is probably 
the most important thing for an 
organization to consider when looking 
to integrate new tools. It is possible to 
eliminate staff burnout through the 
automation of mundane tasks, increased 
collaboration and staff empowerment 
through technology. However, 
organizations can implement the best 
digital solutions and tools in the world, 
but if their staff don’t feel empowered to 
use them, or don’t see the importance, 
then it is a waste of money and time. 
This is where strategy, communication 
and a needs assessment are crucial. 

Change is hard, we’ll be the first to 
admit that. However, we’re at a time 
where processes need to be updated 
and technology needs to be utilized 
to align with the values of the newest 
working population, and navigate 
through this burnout epidemic.

Conclusion
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WaitWell makes it easy for customers 
to connect with services. Customers 
can join a virtual queue for walk-in 
service or make an appointment for 
service at a time in the future. 

They receive tailored communication 
to ensure they arrive to the right 
place, at just the right time and that 
they are fully prepared for service. 

In addition to Queueing and Booking 
modules, WaitWell also offers the 
industry’s most seamless Virtual 
Meeting integrations with Zoom, 
Google Meet or Microsoft Teams. 

WaitWell’s Dashboard and 
comprehensive Reports & Analytics 
provides administration with deep 
insights into service operations. 

Whether your team meets 
with customers remotely or 
in person, by appointment or 
on a walk-in basis, WaitWell 
is the tool your team needs to 
streamline service delivery. 
 
At WaitWell, we are all about service. 
Our customers are committed to 
delivering the best experience for 
their customers and we are here 
to help. Reach out today to talk 
about how WaitWell can transform 
your service operations.

Visit waitwell.ca or email 
info@waitwell.ca to learn more.

About 
WaitWell

77% less 
staff stress 

and over 
5.6 million 
customers 

served
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