
case studyTALENT & EFFICIENCY

Client

  Leading technology manufacturer 

Challenge 
  Transition decentralized national customer 
  care service to four dedicated sites 

  Convert regional FTEs to contingent 
  positions at each site 

Solution 

  Leverage VCG Business Intelligence team to analyze  
  performance history of client’s staffing suppliers 

  Streamline supplier base to four 
  top-performing suppliers 

  Consult closely with selected suppliers to ensure  
  candidate qualifications and capabilities 

Results

  Optimized supplier base to boost candidate quality 

  Improved sourcing efficiency by reducing fill-time 
  at all four locations 

  Negotiated lower rates, resulting in 
  $384K annual savings

VCG Optimizes Supplier Base to Improve 
Recruiting for Four New Care Centers

Business Challenge

This client, a leading technology manufacturer, had partnered with Volt 
Consulting Group (VCG) for their managed service program (MSP) for 
seven years when they asked for VCG’s help with a new challenge: 
consolidate the client’s customer care operations from a decentralized 
patchwork of full-time employees across locations nationwide to four 
dedicated centers in Arizona, Texas, Georgia, and Ohio. 

The challenge for the client was ensuring the best possible temporary 
workforce at each of the four locations. Quickly staffing the new 
centers was crucial, but candidate quality and cost control on the new 
project was just as important, so they asked VCG to determine the 
best approach to efficiently achieve that goal. 

The Solution

VCG began with an in-depth analysis of staffing supplier performance 
using business intelligence collected through VCG’s proprietary 
data warehouse. First, VCG determined the client’s top-performing 
suppliers based on their history of fill-time and candidate quality for 
the types of positions required in the customer care centers. The team 
then cross-referenced that list with the geographic location of the four 
facilities, enabling VCG to ensure high quality candidate selection while 
expediting the recruitment process in each location. 

All of the client’s full-time employees who met the role requirements 
and lived within 50 miles of the new sites were given first-option for 
the new contingent positions. For the remaining positions, the client 
and VCG consulted closely with the four selected suppliers to provide 
detailed information about the hard and soft skillsets required for the 
roles, the company culture, and the program goals to ensure the 
suppliers delivered the qualified talent the client was seeking. VCG 
also negotiated new contract terms for the selected suppliers to 
provide additional cost savings for the project. 

The Results

The client was completely satisfied with both the outcome and VCG’s 
leadership throughout the change management process. Streamlining 
the supplier base improved sourcing efficiency by reducing average 
time-to-fill while simultaneously improving candidate quality in all four 
locations. In addition, VCG reduced the bill rates of the four suppliers 
for the Care Center positions from an average of more than 5%, 
resulting in projected savings of $384,000 annually. 
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