
This large national retail client was looking for a way to expand customer
support coverage without adding more full-time support staff to its internal 
centers. The client’s current outsourcing partners were unable to offer any
 part-time coverage from their offshore sites. Education at Work provided a 
flexible college student workforce that covered peak staffing needs through
a part-time model, which resulted in significant cost savings. 

Before creating the ideal solution for this client, the EAW team developed a custom
analysis that identified specific intra-day opportunities to implement lower cost 
part-time labor. Based on this data analysis, our team hypothesized cost 
saving projections through quantifying hidden costs of “stranded labor.” As a result, 
we recommended to this retail client an optimal balance between in-house, offshore,
and part-time labor. 

In order to implement our solution, we provided a college student workforce to 
support part-time in four-hour shifts in the mornings, evenings, and on weekends. 
We hired these talented students based on specific skillsets that best suited our 
client, such as communication, patience, and problem solving. We utilized a training 
and skills development approach that ensured students could be trained effectively 
through a part-time schedule with fewer hours in the curriculum. 

Our part-time coverage model saved our client just under $3M year one and continued
to provide relevant savings as time passed. EAW expanded this client program from a 
single centralized contact center to a second exclusive contact center located on a 
university campus. The performance metrics continued to improve to an average 
C-Sat rating of 97% and the workforce’s average tenure remained above industry 
average — over 1.5 years. Through our partnership, this client enjoyed many 
benefits of our part-time student workforce model, which supported its customer 
service department. 
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