
MassMutual is an American life insurance company with over 10,000 employees globally.  Serving over five million clients and 
a Fortune 100 Company, MassMutual is continually looking at ways to digitise and innovate their customer offering. The Data 
Science and Digital Experience teams, part of MassMutual’s Customer Experience organization, are motivated to create innovative 
solutions that exceed the changing needs of customers and move MassMutual – and the industry – forward.  To help them achieve 
this mission, they need to hire top tech talent in New York, Boston, Amherst and Springfield, MA.

Operating in the highly competitive tech space as 
a 160 year old financial institution is not without 
its challenges. Add to that the complexity of talent 
supply and demand challenges in the markets in 
which they were recruiting in, MassMutual realised 
that their current processes had to be quicker, and 
their go-to-market strategy more in line with the 
expectations of their candidates.

• Build an attractive employer brand for tech candidates.

• Understand market challenges and adjust strategy appropriately.  

• Build pipeline of engaged tech talent in each market.

• Identify quality talent quicker and ahead of demand.

• Accelerate hiring of critical roles. 

• Reduce reliance on agency. 

MassMutual Wanted To:The Challenge

1. Use market analysis to shape sourcing strategy and compensation benchmark.

2. Provide two experienced recruiters with tech industry connections and two dedicated niche sourcers with 
experience in Data Science and digital roles to sit on-site in Boston.

3. Develop dedicated media strategy, and leverage a Recruitment Marketing and Analytics platform to drive 
sourcing and marketing efforts and increase applicant activity. 

4. Reduce reliance on agencies through pipelining ahead of demand.

5. Redesign job descriptions to better sell the Customer Experience Group value proposition. 

6. Increase social media presence and networking; both online and at local events and meet ups.

7. Shorten the interview and assessment process, by refining interview panel and providing live assessment  
and immediate debrief sessions. 

Alexander Mann Solutions’ Solution

• Doubled the number of candidate applications per role posted from 5 in 2018 to 11 in 2019.

• Doubled the monthly hires from 10 in 2018 to 19 in 2019.

• Increased Hiring Manager satisfaction scores from 3.69 in 2018 to 4.2 in 2019.

• Decreased agency hires in 2018 (Q1-Q2) from an average of 20% to 5% in Q3-Q4. 

• In 2019, there has been only 1 Agency offer. 

• Increased attendance in conjunction with the business at Meet ups, job fairs and career events due to  
improved brand and attraction strategy and overall candidate engagement.

• Improved overall sense of collaboration and trust with MassMutual leaders through more informed  
discussions and stronger candidate slates 

• Assisted with compensation decisions in newly defined roles signifying trust in the partnership.

• Created enhanced and tailored funnel reporting to help understand sourcing challenges and drop-out rates  
to help define future sourcing strategies.

Results

Case Study: MassMutual Customer Experience (CX) Project


