
  

  

  

 
 

Expanding the Pool of Superior Candidates 
 

Before IDEAL Voice 
We’re facing a mass hire in a new offshore location. As an 

outsourcer, we have to find the best candidates in this hiring pool 

to represent our clients.  

An outsourcer providing offshore call center services needed to hire several hundred agents for a new center in 

an unfamiliar market. Despite the obvious challenges, the outsourcer was committed to ƳŜŜǘƛƴƎ ƛǘǎ ŎƭƛŜƴǘΩǎ 

expectation of a high-quality agent staff. With its reputation at stake, the outsourcer explored a range of hiring 

solutions and products. Ultimately, they chose ¢ƘŜ LŘŜŀƭ 5ƛŀƭƻƎǳŜ /ƻƳǇŀƴȅΩǎ IDEAL Voice. 

 
Diagnosis 
To maintain our good name, we first have to figure out what we’re 

looking for in an agent.  

The first step in finding the best agents was determining the criteria of a άhigh-quality agent.έ The IDEAL Voice 

solution began with a calibration process that captured and compared the perceptions of agent voices held by  

the oǳǘǎƻǳǊŎŜǊΩǎ ƻŦŦǎƘƻǊŜ ǊŜŎǊǳƛǘŜǊǎ ŀƴŘ their U.S.-based management team. Each evaluation group scored 

agent voices according to the same key quality indicators. Their assessments were compared not only to one 

another, but also to data from the Ideal Dialogue database of perception-based scoring by trained analysts and 

American consumers.  

 

The results of the calibration showed that: 

1. ¢ƘŜ ŎƭƛŜƴǘΩǎ ¦Φ{Φ-based management 

ǘŜŀƳ ŀƴŘ ¢ƘŜ LŘŜŀƭ 5ƛŀƭƻƎǳŜ /ƻƳǇŀƴȅΩǎ 

ǇŜǊŎŜǇǘƛƻƴǎ ƻŦ άƘƛƎƘ-quality ŀƎŜƴǘǎέ 

were very similar. 
 

2. tŜǊŎŜǇǘƛƻƴǎ ƻŦ άƘƛƎƘ-ǉǳŀƭƛǘȅ ŀƎŜƴǘǎέ 

were very different between the 

offshore recruiting team and both U.S.-

based evaluation groups. 
 

3. tŜǊŎŜǇǘƛƻƴǎ ƻŦ άƘƛƎƘ ǉǳŀƭƛǘȅ ŀƎŜƴǘǎέ 

ranged widely within ǘƘŜ ƻǳǘǎƻǳǊŎŜǊΩǎ 

offshore recruiting team. 

Because the local recruiting team scored candidates lower than others and overall had more variance in their 

scoring, our client was overlooking candidates with strong vocal quality.  
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Solution 
Now that we see the inconsistencies in our standards, we can start 

recruiting based on one set of priorities.  

First, Ideal Dialogue specialists helped the outsourcer establish a single set of hiring standards. These new 

standards aligned closely with the U.S.-based management team and Ideal Dialogue Company evaluations.  

 

Next, we provided an initial analysis of candidate fitness 

according to the clƛŜƴǘΩǎ new hiring 

criteria. A shocking 49% of the agents being 

interviewed fell short. !ǘ ǘƘŜ ŎƭƛŜƴǘΩǎ ǊŜǉǳŜǎǘΣ  

we conducted a training session to prepare 

the recruiting staff for targeting and seeking out  

the right agents. Then, the recruiters began using  

the IDEAL Voice agent audition system to assess  

candidates as they entered a six-month period of growth.  

 

 

 

 

 

 

 

 

 
IDEAL Voice equipped the recruiting staff to identify  

specific, sought-after traits in candidates and to hire  

the right agents to represent its client. As business volume ramped up,  

the outsourcer was able to find high-quality agents to fill every position.  

In three ƳƻƴǘƘǎΩ ǘƛƳŜΣ ǘƘŜ ƻǳǘǎƻǳǊŎŜǊ ƛƴŎǊŜŀǎŜŘ ǘheir number of agents meeting the new standard from 49% to 

86%. Moreover, managers began receiving an unexpected amount of positive feedback about their new agents. 

Result 

IDEAL Voice has led us to a wealth 

of talented candidates. Our agent 

team has maintained an impressive 

level of overall professionalism 

even as we’ve increased our offshore 

agent roster by hundreds. (Now we 

wonder how many IDEAL candidates we 

might have turned away without IDEAL 

Voice!) 

Initial Candidate Pool  

Candidate Pool 6 Months After  
Implementing IDEAL Voice 


