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The Opportunity
The COVID-19 pandemic changed the way businesses operate around the world in many ways. Afni was 
quick to respond in taking care of our employees and ensuring they remained safe and employed. We 
deployed on-site health clinics, implemented physical distancing, provided free shuttles to and from work, 
paid a portion of salaries when not able to work, and quickly executed a work-from-home model. This 
response rendered Afni the employer of choice in the Metro Manila area, and coupled with the high 
unemployment rate, drove a huge increase in our applicant volume in 2020.

With nearly 30,000 applicants each month, Afni 
was not staffed to screen this number of 
applicants. Filtering through the applications to 
find the best candidates became more 
challenging, and manually sifting through all of 
them was very time-consuming. Afni had to find 
a way to make the process more efficient while 
not sacrificing the quality of the 
candidate and candidate experience.

PREDICTIVE
HIRING MODEL

Employ predictive analytics 
and historical performance 

to select and retain top talent.

An influx of applicants propelled the need to develop a better, more efficient way to recruit and hire skilled 
candidates. Key members of Afni’s recruiting, training, operations, and business intelligence teams designed 
and implemented a Predictive Hiring model to improve efficiency, target and best-fit candidates, and 
ultimately improve employee retention across the board.



The Solution
We knew we had to automate certain areas of the process that were just taking too much time – 
specifically the application, initial screening, and candidate assessments. However, before we could 
implement the automation, a critical step was aligning with Recruiting, Training, and Operations on who 
and what we needed for every program. By analyzing historical performance data to define the ideal 
skillset, we created a customized hiring profile for each program and applied the profile to the initial 
screening and candidate assessments. Automated interviewing capabilities via chatbot and IVR could then 
screen qualified applicants and routinely reject candidates who did not meet the minimum standards. 

While we saw immediate improvements in efficiency after implementing automation, it still wasn’t enough 
for us to keep up with the high volume of applicants. We fully integrated audio and video to allow for 100% 
virtual hiring. Then, by collecting data and input from each step in the hiring process through to the 
production floor, we designed and developed a predictive model to select the top talent. Applying a 
probability formula permitted us to effectively evaluate skillsets, select the right skilled candidate for the 
job, and determine the probability of the candidate’s success in the job role. The probability formula was 
(and still is) reviewed every three months to capture market trends.

Real Results
The Predictive Hiring model enabled us to process nearly 30,000 applicants per month and hire candidates 
with the highest probability for retention and to exceed performance targets. We obtained the following 
overall results:

In addition, 80% of Afni’s programs ended 2020 in the top quartile of vendor partner rankings, and 57% 
landed in the top spot!

About Afni
Afni provides customer engagement solutions at each step in the customer journey. Our performance, consultative approach, and industry 
expertise have earned the trust and partnership of many of the world’s leading brands. We’re a mid-sized Business Process Outsourcing (BPO) 
with the ability to scale to your needs, plus the flexibility to deliver real results quickly. Customer growth, care and retention, consumer 
collection, insurance subrogation, and more. Start a conversation with us to learn more. 
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• Six percent increase in our training graduation rate

• Five percent increase in 90-day retention

• Improved attainment of 90-day performance goals for the new hires

• 36 percent improvement in overall annual employee attrition


