
 
	  

A Top BPO decreased attrition by 27% in just 2 months with 
data-driven hiring 
 
Executive Summary 
 

At the start of 2018, a Top BPO provider partnered with StellarEmploy to solve high 
attrition among its customer service agents. The company faced costly turnover, with 
40% of new hires dropping in 6 weeks. With hundreds of hires at multiple U.S. sites, the 
company was spending north of $600K monthly recruiting and training agents that never 
earned the business a single cent. 

 
In its pilot with StellarEmploy, the BPO provider immediately reduced attrition 

by 27%. They also gained critical insights about their recruiting funnel and best-fit 
employees. (Figure 1) 
 

 
  
How It Works 
 

Partnering with StellarEmploy, the BPO provider embarked on a two-week 
diagnostic to learn about its best workers and build a hiring algorithm that would 
identify its highest potential applicants: 

 

14% 13% 

8% 8% 

43% 

9% 
7% 

11% 

4% 

31% 

0% 

5% 

10% 

15% 

20% 

25% 

30% 

35% 

40% 

45% 

50% 

Wk 1 Wk 2 Wk 3 Wk 4-6 Cumulative 

Figure 1: Weekly attrition rates during training  
pre- & post-StellarEmploy

Pre-StellarEmploy pilot (n=1400) Post-StellarEmploy pilot (n=200) 



 
	  

(Step 1) Customized calibration: 50 agents of differing performance levels took 
StellarEmploy’s questionnaire. In 15-minutes, StellarEmploy learned their job-relevant 
skills and preferences including attention to detail and social comprehension. Together, 
they created a complete picture of the critical skills and benefits unique to the job. No 
other inputs, like resume scans or agent interviews were required.  
 
(Step 2) Predictive attributes: StellarEmploy’s smart matching algorithm identified the 
most predictive attributes of agent performance and attrition. The BPO provider 
discovered their most successful agents had a strong preference for working alone, were 
motivated by achievement, and had a keen ability to multi-task while maintaining a high 
degree of attention to detail. 
 
(Step 3) Data-driven hiring tool: After two weeks, recruiters knew what attributes were 
key to success and had a dynamic algorithm to assess incoming applicants, cutting the 
need for onerous resume scans. StellarEmploy’s mobile-friendly questionnaire has a 76% 
average completion rate. The results are instantly visible to recruiters who can then 
interview high-potential applicants immediately. 
 
As more applicants were hired, the algorithm learned from their outcomes. This new 
data allowed the artificially intelligent model to recalibrate, providing increasingly 
accurate and expansive hiring recommendations. 
 
Improved Hiring Outcomes 
 

After 2 months and 200 hires, results were clear that post-StellarEmploy, new hires 
were 27% more likely to complete the 6-week training period. The number of poor 
hires saved led to an immediate cost savings of $96K. (Figure 2) 
 

 
 

Customer service operations run on the quality and reliability of its people. 
StellarEmploy offered the capability to recruit efficiently based on true performance data.  

       http://www.stellaremploy.com 


