
Health Information Technology and Services 
Firm Needed Hispanic Market Support and 
Got Much More with Centris

Introduction:  
A health information technology services company needed to expand its support of the Hispanic 
community. This company provides technological, operational, and consulting solutions and 
services to patients, providers, and pharmaceutical companies as well as state and federal 
governments. This company was faced with the task of reducing expenses for their clients while 
also needing to increase its support of the Hispanic community across the various markets it 
serves.
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The Challenge:  
The Health Information Firm was utilizing an in-house contact center as well as two contact 
centers in the Philippines. The challenge they faced was two-fold: the in-house contact center was 
expensive and counterproductive to their need to trim costs for their clients. The contact centers in 
the Philippines were less expensive than the in-house agents, but the time zone and strong accent 
of the Philippine agents proved to be difficult and inefficient. The Health Information Firm wanted 
to find a partner that could fully support the growing Hispanic population they were serving and 
continue to save operational costs.

Solution:  
The Health Information Firm chose Centris to provide the bilingual customer service support they 
were needing. They chose Centris because, in addition to providing excellent bilingual support, 
Centris agents complete a rigorous certification program in order to become HIPAA compliant. As 
a result, Centris provides customer support for many Healthcare organizations and are trained in 
numerous different patient management systems, transitioning quickly and seamlessly between 
platforms. Centris agents also understand the importance of privacy and security within the 
healthcare industry. Additionally, with the nearshore contact center model, they would see a 
substantial reduction in their operating costs thanks to the close proximity of Mexico to the United 
States.
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Added Benefits:  
Within a few months of the relationship, the Health Information Firm realized that Centris brings 
many additional benefits to their company they didn’t initially consider. With Centris’ contact 
centers located in Mexico, the additional benefits include:

Proximity & Operational Control: With Mexico being so close to the U.S. and sharing time zones, 
the Health Information Firm could easily communicate during regular business hours and visiting 
the contact centers was a quick trip. 

Cultural Similarities: With close proximity to the U.S., Centris’ agents understand U.S. culture and 
were easily able to assist the firm’s customers appropriately. 

Strong Infrastructure: Due to Mexico’s dedication to providing a strong communications network 
to provide better coverage and competitive pricing, they experienced little to no communication or 
network issues.

Accent-Neutral: With most of Centris’ agents formerly living in the U.S. and speaking both English 
and Spanish fluently, the agents provided accent-neutral support to their English-speaking 
customers as well as speaking fluently to Spanish speaking customers.
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Changing Approach: 
The Health Information Firm hired Centris for bilingual support ten years ago. Initially, the company 
wanted to improve its service level to above 80% of calls being handled in the first 30 seconds. 
They also wanted to reduce abandonment to less than 5% and increase CSAT and QA to over 
90%. These goals were consistently met with Centris. However, due to the nature of Healthcare 
and the need to show care and empathy to customers, Centris proposed a new QA system that 
would focus less on the processes and more on the patient/provider experience. As of now, the 
primary focus is now to provide a superior experience for the customer, rather than focus on the 
number of calls answered or abandoned. Over the course of time, the Health Information Firm 
gradually moved all customer support operations over to Centris because of the efficiencies Centris 
offered in addition to the high quality of service Centris provides its customers. The bilingual agents 
provided the language support for the Hispanic community as well as accent neutral support for all 
other patients and providers served by the company.
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The Result:  
Since changing the focus from process to improving customer 
experience, the CSAT rating has stayed above 90%. 

The bar was set high at a 93% CSAT rating and Centris has 
exceeded that every month. Centris agents are passionate 
about helping people with their healthcare issues. Centris 
agents are empathetic and caring and the CSAT scores paint 
that picture.
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Summary:  
Centris provides bilingual customer service agents with many years of experience serving the 
Healthcare industry. This Health Information Firm was able to move the majority of its customer 
service operations to Centris and in doing so, enjoys a CSAT rating consistently above 93% each 
month. They have been able to reduce operational expenses by hiring a nearshore contact center 
that can effectively communicate with their customer base at a savings of 50-70% compared to 
U.S. based contact centers.

About Centris: 
Centris provides advanced contact center solutions and strategic business intelligence to our 
partners, through our talented and skilled team of agents in Mexico, 
allowing us to help our partners increase customer retention and sales, 
and improve their bottom line.

With more than 30 years’ experience, we specialize in quality bilingual 
calls, technical support, and helping companies expand into the ever-
expanding Hispanic market. With our nearshore business model, Centris 
provides up to a 70% savings over U.S.-based call centers, all while 
improving quality. In addition to our bilingual support, we’re known for our 
accent-neutral support in English and a deep understanding of American 
culture.

Our services include customer support, inbound sales, marketing surveys, financial services, 
technical support, insurance services, live chat, quality assurance, business intelligence and business 
process outsourcing. While we support numerous industries, we have specialized experience in the 
insurance, healthcare, retail, and security space.

“Centris brought a fresh perspective to our customer service strategy that 
has allowed us to provide and even better customer experience.”


