Case Study
LiveOps

LiveOps partners with First Advantage to outsource and automate their agent
screening program with an innovative, Web-based solution.

“Individuals who contract

with LiveOps as independent
agents have to pass a rigorous
screening and certification
process. Knowing up front that
they’re going to be screened

by a third party and disclosing
the criteria for them to assess
and consider if they are the
right fit for this type of freelance
work, allows for the best, most

qualified applicants”

—Tim Whipple
Vice President, LiveOps

LiveOps is a rapidly growing technology company that offers two innovative enterprise solutions: Contact Center in the
Cloud, a SaaS technology platform for managing contact centers and Workforce in the Cloud, an on-demand workforce
for outsourcing customer service calls and other business processes. Today, as part of the Workforce in the Cloud
offering, the company operates one of the largest virtual call centers with access to more than 20,000 independent

agents nationwide.

In the direct response market, LiveOps has attained the reputation as the best performing call center provider, with many

campaigns achieving 30% or more revenue per campaign in tests vs. traditional outsourcers.

LiveOps’ decentralized independent agent base and stringent qualification requirements necessitate a background
screening solution with flexibility in payment and invoicing, the ability to handle a very high transaction volume across a

wide geographic footprint, compliance support and documentation/reporting capabilities.

Challenges

The highly attractive nature of the freelance model that is the premise of LiveOps’ independent agent work opportunities
generates a large volume of applications from individuals across the U.S. To ensure the best quality of independent
agents are invited to provide services to LiveOps customers, ranging from financial service to insurance and major
marketing companies, the company’s screening process is stringent. Individuals who apply to contract their services to

LiveOps are required to successfully pass a comprehensive background verification as well as complete a certification.

“A big challenge is partnering with a company who offers a flexible screening program when you're not bringing people
into a central location. The entire application happens online and needs to be efficient in order to keep the agents

progressing through the process,” said Tim Whipple, Vice President Community Operations for LiveOps.



Discovery

LiveOps is an organization that continually looks for ways to improve processes and create efficiencies for both their
clients and the freelance community of independent agents. Initially, the company was using First Advantage for
screening the agents of only one of their clients, and after a positive experience with the service, LiveOps decided to see

if First Advantage could provide the quality and thoroughness of screening for all of their clients.

LiveOps presented First Advantage with a unique set of requirements not commonly found in any traditional screening

application. Also, the company required complete customization of the screening process.

“We needed decentralization of the background process and decentralization of the payment system. Individuals
applying to contract services to LiveOps pay for their own background check, meaning First Advantage had to create a

billing system capable of processing thousands of individual transactions,” said Whipple.

“We also wanted a third party that could take us out of the process of determining the background eligibility of agents,
and we asked First Advantage to provide us with certification that the applicant had passed a stringent background
screening with criteria determined by LiveOps that would meet multiple clients’ standards. We provided First Advantage

our solution requirements, and they were able to put together a platform that met all our expectations.”

Real-World Results
The First Advantage screening solution delivered what LiveOps required: flexibility in reporting, results notifications for

both LiveOps and the applicants, compliance support and a robust invoicing system.

The First Advantage system provides approximately 13,000 individual types of background verifications every quarter for
LiveOps, at an average turnaround time of 1.5 days. Results are adjudicated to LiveOps' specific requirements, offering a

concise pass/fail outcome for each individual applicant.

“Economies of scale, thousands and thousands of searches, and geographic reach,” added Whipple, “First Advantage

has the ability to do all that, and for us, it's done seamlessly.”

For more information about First Advantage’s employee, contractor and
contingent workers screening solutions, contact us at 866-400-FADYV (3238),
e-mail TAS@FADV.com or visit www.FADV.com/Employer.
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