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Reengineering Healthcare Support: A Cost-Effective, Quality-Centric Transformation in Remote Patient Monitoring

Client Overview

A U.S. Remote Patient Monitoring company faced rising costs, slow onboarding,
and HIPAA compliance gaps. Through remote RN support, Al-based training,
and empathy-first coaching, we cut costs by 50%, improved QA scores, and
freed up leadership to scale patient-centric innovation.

Challenges

Q Escalating Operational Costs

In-house functions generated high overhead without measurable ROI.

Q Onboarding Inefficiencies
Slow ramp-up time due to fragmented training and unclear healthcare

scripting.

Q QA & Compliance Gaps

Frequent QA markdowns in HIPAA scripting, consent capture, and de-
mographic accuracy created audit risk.

Q Empathy & Clarity Shortfalls

Agents struggled with tone and pronunciation, especially when speak-
ing with elderly patients—impacting satisfaction and understanding.

Q Managerial Bandwidth Strain

Leaders were mired in daily oversight, limiting their ability to focus on
innovation and scale.
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Solution

Q Full-Service Transition to ContactPoint360

Migrated operations, training, WFM, and QA under ContactPoint360—
streamlining workflows and boosting accountability.

Q Al-Led Capability Development

Used Al for skills benchmarking and peer mentorship to elevate health-
care fluency and soft skills.

Q Compliance-Focused QA Framework

Rebuilt QA forms to assess tone, clarity, HIPAA compliance, and con-
sent scripting. Created a call library for calibration and coaching.

Q Targeted Training Reinvention

Introduced role-based onboarding with healthcare scripts, QA-driven
coaching, and live case simulations.

Q Agent Retention Strategy

Wellness initiatives and performance-linked incentives helped reduce
absenteeism in patient-facing roles.
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Results

Metric

Headcount

Operational Cost

Managerial Load

QA Compliance Score

Onboarding Duration

Conclusion

Start (2022)

10

NA

NA

90%

90-120 days

Current (2025)

29

-50%

-50%

95%+

~60 days

Healthcare

Impact

3X growth across 4 Lines of Business, incl. Remote Nurse

Halved through consolidation under ContactPoint360

Freed leadership to focus on growth initiatives

5+ ptincrease via compliance-focused QA design

30-50% faster ramp through structured training

This engagement demonstrates the power of a structured, data-driven transformation in regulated healthcare support. By consolidating functions under
ContactPoint360, the client unlocked measurable gains in cost efficiency, agent performance, and compliance. The outcome was not just operational
stability—it was strategic enablement. Freed from day-to-day firefighting, internal leadership could reallocate focus on business innovation, patient
engagement, and long-term growth. ContactPoint360’s healthcare-ready model now serves as a replicable framework for scalable, empathetic, and

compliant patient support.
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About ContactPoint360

ContactPoint360 stands as a global frontrunner in the realm of contact centers, offering an abundance of expertise to revolutionize the way businesses
interact with their customer base. Our distinctive industry-specific approach empowers clients to envision, establish, and operate efficient enterprises
through pioneering technological concepts. Headquartered in United States, we extend our influence across 11 CX centers worldwide, and our expansion
continues. Discover how ContactPoint360 empowers clients to realize their aspirations by visiting our website

Global Headquarters Our Locations
ContactPoint360 LLC, 807 S Jackson Rd, Toronto | Texas | Monterrey | Montego Bay | Bogotd | Cairo |
Pharr, TX - 78577 US Durban | Bengaluru | Cebu | Greece | El Salvador
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