
High volume, tight deadline? 

No problem

The Affordable Care Act open enrollment season was quickly approaching, and call 
volumes at insurance companies across the country were skyrocketing. In preparation 
for the immensely busy season ahead, one of the largest U.S. mutual life insurance 
companies needed to develop an efficient and effective way to manage this 
anticipated spike in call volume. 
With its existing brick and mortar contact centers at capacity—and talent supplies in these locations tapped 
out—the first order of business was to find a physical location that had an adequate pool of potential 
candidates. Relying on our integrated database of external statistics, KellyOCG conducted an  
extensive external labor market analysis to assess the availability of contact center talent in several  
possible key locations. Based on this, the organization opened up a new contact center location in  
an affordable Midwest market, where the quantity and quality of available talent was predicted  
to be a good match to their needs.  

THE CHALLENGE 
To prepare for an anticipated 
increase in call volume, the 
organization needed to fill a 
new contact center with 100 
employees in just a six-week 
period. 

THE COMPANY 
With more than 7,500 
employees and a national 
network of agents, the 
insurance company offers a 
range of services including life 
insurance, wealth management, 
and 401(k) plans. 

THE SOLUTION 
The KellyOCG team designed 
a high-impact recruitment 
strategy, utilizing multiple 
sourcing avenues to quickly 
attract, hire, and onboard 
hundreds of applicants.

THE RESULT 
In addition to exceeding 
the new-hire requirements, 
KellyOCG was also able to fill 
16 additional key management 
roles and 10 additional 
temporary positions.

KellyOCG®’s external labor market insights lead a life insurance company to 
the identification of a new contact center location and the ability to attract 
the right talent, at the right volume, at the right time.
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As necessary, we relied on our own brick and mortar offices near the customer’s new location to facilitate 
on-site candidate engagement and supplemental in-the-field sourcing requirements. Additionally, we 
took great care to apply our expertise regarding the special skills and competencies of effective call center 
employees to our customer’s unique cultural characteristics. This approach ensured that we delivered high-
performing, quality talent that would remain engaged for a sustainable period of time. 

By the project’s end, the new location was operating at full steam—with all 100 positions, plus several 
opportunity hires into management roles—filled on time and on budget. 

As an additional value to our customer, we took advantage of the robust market 
conditions and created a pipeline of silver medalists that would be tapped in the  
months ahead as call center volume increased. 

To support a cost-effective hiring process, KellyOCG designed a model  
that leveraged a virtual team of recruiters specialized in sourcing, 
attracting, and assessing call center talent.

Our customer was especially intrigued with the concentrated community of military and veteran  
talent in this particular location, which we were able to successfully reach through targeted  
messaging and social outreach.
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