
C O M P O N E N T S  O F  A  M O D E R N - D A Y  H E A L T H  C A R E  C O N T A C T  C E N T E R

Contact center outsourcing 
engagements are moving toward a 
partnership model evaluated on both 
operations and business impact.

Next-generation customer care 
is about increasing impact 
while reducing customer effort

Source: Everest Group (2016)
For more information about Optum contact 
center solutions and services, click here.

•  Traditional contact center
    outsourcing services primarily
    focused on individual
    operational services

•  Now increasingly clients
    look for value-added services
    to be included in contact 
    center outsourcing services
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Increased focus on integrating customer
care processes and next-generation technology 
to drive desirable customer experiences

Includes a structured and integrated 
multi-channel communication environment

N E X T - G E N E R A T I O N  C O N T A C T  C E N T E R  O U T S O U R C I N G

https://www.optum.com/resources/library/consumer-sales-and-service.html

