Customer Snapshot

Sutherland reduces turnover by 37% with
Infor Talent Science
Challenges

Facts at a glance
Product: Infor® Talent Science™
Industry: Service provider
Country: US
“Throughout all of our operating countries
around the world, Infor Talent Science has
proven to be an effective filter when reviewing
hundreds and thousands of candidates.”
—Matt Wilson, project manager,
Sutherland Global Services

•

Deploy industry-leading technology to identify, hire,
and retain quality call center representatives.

•

Improve representative performance for clients who use
Sutherland business services.

•

Reduce turnover among phone-centric customer care
representatives, a job category that historically presents
a turnover challenge in every industry.

•

Plan a career path for each representative to motivate them
and drive success.

Benefits
•

Simplified the recruiting and hiring process.

•

Raised on-the-job performance levels with longer tenures
and more experienced representatives.

•

Improved the quality of telephone interactions with a variety
of business process outsourcing clients.

•

Decreased turnover among call center representatives by
37% among hires from the top two recommendation
categories versus the two bottom categories.

•

Leveraged work-related behavioral insight using Talent
Science to onboard, train, and develop new hires.

About the company
Established in 1986, Sutherland Global
Services provides business process and
technology management services, offering
an integrated portfolio of analytics-driven
back-office and customer-facing solutions that
support the entire customer life cycle.
Headquartered in Rochester, NY, Sutherland
is one of the world’s largest independent
business process outsourcing (BPO)
companies, with over 30,000 employees in
more than 40 operation centers in Brazil,
Bulgaria, Canada, China, Colombia, Egypt,
India, Jamaica, Malaysia, Mexico, the
Philippines, the United Arab Emirates, the
United Kingdom, and the United States.
To learn more, visit
www.sutherlandglobal.com.

641 Avenue of the Americas

New York, NY 10011

“Attrition rates have dropped by as much as 25% to 50%.
What we’ve seen so far has allowed us to say this is working for
Sutherland and we’re going to take it global across all our
locations and 30,000 people.”
—Iris Goldfein, chief people officer and senior vice president of
human resources outsourcing, Sutherland Global Services
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