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Quality of Service Key to Healthcare Outsourcing

Healthcare employers are pressed to offer superior benefits services to a workforce
with unconventional hours, insider knowledge, and plentiful opportunities for employ-

ment elsewhere. BY MARC MOSCHETTO

o matter where you turn, no matter what channel you flip to or
N what newspaper you read, the steady drumbeat of negative eco-

nomic data is inescapable. The hardships created for the finan-
cial services, homebuilding, and consumer-oriented businesses are many
and well documented. However, one of the most vital sectors of our econ-
omy is also feeling the pinch and yet there have been few mentions of the
challenges faced by hospitals and healthcare institutions.

Even before the current economic crisis began to take root, HR teams
in healthcare organizations were already feeling pressure due to the per-
sistent and ongoing shortage of qualified nursing staff. The extensive use
of overtime pay and reliance on agency-based nurses and other temporary
staffing methods have further placed HR-related strains on healthcare or-
ganizations. As a result, HR has been put under the microscope as the or-

Add to this situation the skyrocketing cost of healthcare and the eco-
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nomic state, and the perfect storm of sorts is brewing. As with ev. b-
stacle, however, comes opportunity. For HR teams serving héalt
organizations, outsourcing benefits administration will i% ed
costs, increased engagement, and the ability to make bﬁ ed de-
cisions for employee and employer alike.
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of employee paychecks. What's felt by the worke
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Healthcare workers don’t uswallpsit behind desks, and their work shifts
rarely coincide with corporate schedules. Recognized and rewarded for
putting the needs of others before their own, these workers are more apt
to meet the critical care needs of a patient than take time for themselves.
It’s imperative to work with an outsourcing partner that can provide in-
tegrated decision support tools and resources to help these workers make
decisions that are best suited to their personal needs. The online tools
should have the ability to help the individual determine the relative mer-
its of choosing one benefits plan over another from multiple angles: pre-
mium costs, out-of-pocket costs, in-network versus out-of-network fees,
and limitations, etc. Sophisticated outsourcing providers are also pro-
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isting scenario that needs human intervention, they’'ll expect their em-
ployer to work with an outsourcing partner that provides access to an
HR service center. In the case of the healthcare market, the employee is
a well-educated consumer as they’re exposed to the real-life impact of
benefits issues in their workplace on a daily basis, so the quality of the per-
son on the other end of the phone is critical. As a result, the call center
needs to be staffed and available 24/7 with professionals who can answer
questions, help employees understand nuances of the plans available or
coverage within a plan they have already chosen, and perhaps provide
basic advocacy functions with a high level of expertise.

By investing the time and energy necessary to provide employees with
the resources they need to reduce healthcare costs, increase the comfort
level with their elections, and ensure that their families will be ade-
quately covered, employers can gain significant dividends on many lev-
els. A happier workforce is more engaged, more loyal, and more likely to
think twice before seeking work at another institution. And in the highly
competitive healthcare sector, delivering the right prescription of bene-
fits to these highly trained workers will also reduce the high costs of
sourcing and recruiting these scarce resources. HRO

Marc Moschetto is director of product marketing, outsourced benefits admin-
istration, at Workscape. He has held senior marketing roles at human capital
management providers Infor, Workbrain, and Smart Time.
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