
Sutherland’s work at home 
solution provides 100% 
virtualized, state-of-the-art 
processes.

CASE STUDY

ABOUT THE CLIENT

A Fortune 500 company leading the way in supplemental insurance, providing financial protection in the event of a serious accident 
or illness to more than 50 million people worldwide.

CLIENT CHALLENGE

In a technology-driven era of increased remote connectivity, the client sought to increase retention, productivity, and morale, and 
enhance work-life balance among their licensed agents. The client also wanted to provide support outside of normal business 
hours due to situations such as office closings, resulting from inclement weather conditions. Not to mention, many licensed agents 
requested to work from home, and the leading insurance carrier lacked a seamless way to facilitate remote working environments. 
The client faced many barriers implementing a work at home or remote engagement model themselves. The greatest challenge to 
overcome was the facilitation of seamless remote connectivity into their systems. Licensed agents, regardless of location, needed to 
connect to the client’s system in a secure and reliable manner, with the same technical capabilities available in an office setting. 

The carrier also faced the challenge of facilitating seamless, virtual communication between licensed agents that work at home and 
others stationed in brick-and-mortar office facilities. Seamless communication and collaboration between employees was of paramount 
importance, as many agents share best practices with one another on a regular basis throughout the course of their workday.



For more information on how
we can help you transform
your processes, visit us at
www.sutherlandglobal.com,
email us at
sales@sutherlandglobal.com, or
call 1-800-388-4557 ext. 6123.
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As a process transformation company, Sutherland rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale and
accuracy of data analytics. We have been helping customers across industries from financial services to healthcare, achieve greater agility through transformed and automated
customer experiences for over 30 years. Headquartered in Rochester, N.Y., Sutherland employs thousands of professionals spanning 19 countries around the world.

THE SUTHERLAND TRANSFORMATION

After a consultation with the client, Sutherland implemented a cutting-edge work at home program for the leading insurance carrier 
that met all mission-critical objectives. Sutherland’s work at home solution provides 100% virtualized state-of-the-art processes and 
enables employers to offer remote training, flexible scheduling, optimized operations, and best-in-class technology for employees. 
The client transitioned 16 employees to the remote model, offering real-time response in situations where reaction time is very 
limited. Throughout the transition and beyond, white glove service was enacted from an IT standpoint, to ensure the program was up 
and running at optimal performance. 

The remote model has been successfully implemented and the partner’s customers continue to receive exceptional experience on 
normal business days as well as in times of critical need.

PARTNERSHIP RESULTS

Since implementation, the leading insurance carrier’s remote team has gained an improvement in sales performance and has seen 
the following results:

0%100% 50%
attrition of remote 
employees during the 
first three months of 
the program

virtualized
state-of-the-art 
processes

reduction
in absenteeism


