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Beyond Cost: How Strategic 
Outsourcing Is Transforming 
Healthcare CX 

By shifting non-core, complex, and resource-intensive 
functions to expert partners, healthcare organizations can 
focus on what matters most: delivering exceptional care. 

How is strategic 
outsourcing transforming 
healthcare CX? 

The healthcare industry is undergoing one of the most critical transformations in its history. 
Escalating labor shortages, rising administrative burdens, operational inefficiencies, and 
evolving patient expectations are challenging providers across the U.S. to deliver 
more—with less. But where there is pressure, there is also potential. The opportunity lies in 
redesigning healthcare operations through strategic outsourcing to enable more agile, 
efficient, and patient-centered care. 

Strategic outsourcing is enabling providers to:

The result is not just cost savings, but meaningful, measurable transformation in customer 
experience (CX). 

Introduction: Redefining 
HealthcareThrough Strategic Partnerships  

Accelerate digital adoption and 
patient engagement.

Improve service access and 
responsiveness.

Enhance experience across every 
interaction.

Optimize operational efficiency 
without compromising compliance.
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The New Reality of Healthcare Experience 

Healthcare is being redefined by 
five converging trends: 

This environment demands more than traditional outsourcing. It calls for a partner that can 
drive CX transformation, not just operational support. 

1

2 

Workforce strain is real: The U.S. will face a shortage of more than 200,000 nurses 
by the end of 2025. Administrative load continues to grow, affecting both care delivery and 
support services.

Digital transformation is urgent: More than 50% of hospitals are accelerating 
investments in digital infrastructure to improve outcomes, lower costs, and support 
overburdened teams.
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AI is reshaping care ecosystems: In 2024 alone, over $800M was invested in 
AI-powered medical note-taking tools to ease administrative work and improve clinical 
efficiency.

Strategic outsourcing is rising: The global hospital outsourcing market is projected 
to hit $824.5 billion by 2032, as providers seek greater scalability, specialization, and agility.

Patients expect more: From 24/7 service to mobile-first engagement, healthcare CX 
is being compared to retail and tech giants. Over 1.3 billion people were reported to use 
digital health tools in 2024, including virtual care and real-time monitoring apps. (1)

(2)

(3)

(4)



Case Study 1:

AI-Enabled Support for Disaster Relief 
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Challenge: A federal agency managing national disaster 
response struggled to manage tens of thousands of inquiries 
across 58+ SOPs, resulting in delays and inconsistencies. 

Strategic Outsourcing in Action: Two 
Healthcare Success Stories 

To understand the real impact of strategic outsourcing in healthcare, consider two case 
studies where Atento supported large-scale transformation: 

Solution:

Atento deployed an AI-powered knowledge assistant integrated into team member 
workflows. 

SOP access was automated and optimized in real time. 

Machine learning enabled ongoing improvements in accuracy. 



Outcome:

Atento deployed an AI-powered knowledge assistant integrated into team member 
workflows. 

SOP access was automated and optimized in real time. 

Machine learning enabled ongoing improvements in accuracy. 

Impact: Technology empowered Atento team members 
to deliver better service, faster, smarter, and with a human 
touch. inquiries across 58+ SOPs, resulting in delays and 
inconsistencies. 
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Turning Service into Growth 
for a Healthcare Retailer 

Challenge: A major pharmacy retailer needed to shift 
from basic customer service to high-impact, personalized 
support aligned with commercial outcomes. 

11

Case Study 2:
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Solution:

Atento implemented a Sales & Service integrated CX model. 

Real-time analytics, speech tech, and performance coaching were deployed. 

Fulfillment processes were optimized and aligned with KPIs. 

Outcome:

+47% conversion rate −6.5% customer attrition −6.8% team member turnover

Impact: This transformation turned a support channel 
into a value-driving CX function that delivered both patient 
satisfaction and business results.



What This Means for Healthcare Leaders 
These cases aren’t exceptions, they're examples of how healthcare providers can redefine 
CX through strategic outsourcing. The right partner brings: 

While the shift from BPO to Business Transformation Outsourcing (BTO) is important, the 
priority is always the patient experience. BTO simply enables a deeper, more strategic level 
of support. 

As Everest Group highlights, healthcare providers must evolve from transactional 
engagements to co-created, transformational partnerships that deliver value at every 
touchpoint.

Scalable talent, with trained team members 
ready to support regulated workflows

Insights and analytics that improve care 
and engagement  

Operational agility 
without compliance risk 

Digital innovation without 
disruption 
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Conclusion: CX Transformation is the New 
Healthcare Standard 

For healthcare providers facing complex demands, strategic outsourcing is not a 
cost-cutting measure, it’s a catalyst for transformation. When aligned with the right partner, 
outsourcing becomes a driver of innovation, efficiency, and elevated patient experience. 

 Atento supports healthcare organizations globally through its BTO model, combining 
advanced technology, real-time analytics, and a global team of skilled, compliant team 
members to deliver personalized, secure, and scalable CX. 

Let’s reimagine what healthcare can feel like, together. 

Contact us today! 

Atento.com 

https://atento.com/en/contact-us
https://atento.com/en/
https://www.linkedin.com/company/atento/
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