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Explain how a BPO call center assist in a small family medical office in Florida. List
the areas in the medical clinic operations which can be handled by BPO agency.
What are the remaining tasks and infrastructure needed in the medical clinic
operations which is needed on site. What is the typical offshore cost of BPO if
using a company in Cebu. Will there be 24u rack servers and networking
equipment to be fielded in the clinic. List the hardware and software requirements
at the medical clinic operations.

Excellent, let's break this down clearly and professionally as if advising a Florida-
based small family medical office evaluating BPO integration with an offshore
team in Cebu.

1.Direct Answer

A BPO (Business Process Outsourcing) call center can handle much of a small
family medical office’s administrative, billing, and communication workload,
allowing the clinic staff to focus on direct patient care.

The Cebu-based BPO acts as an off-site back office and front desk extension that
operates remotely but integrates through secure cloud-based medical systems.

2.Clinic Operations Breakdown
A. Tasks That Can Be Handled by the BPO (Offshore)

These are non-clinical but essential for operations:
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Functional Area

Patient Communication

Billing & Revenue Cycle
Management

Medical Transcription /
Documentation

Medical Coding

Data Entry & EMR
Maintenance

Patient Support Services

Reporting & Analytics

BPO Task Examples

Appointment scheduling & reminders (via phone, SMS, email),
inbound call handling, tele-triage (non-medical), insurance
inquiries

Claim submission, insurance eligibility verification, denial
management, payment posting, accounts receivable follow-up

Transcribing doctor dictations, updating patient notes,
summarizing telehealth sessions

CPT/ICD-10 coding and audit support

Patient demographics updates, referral letters, scanning lab
reports

Medication refill requests (non-clinical handling), FAQs, after-
hours voicemail management

Daily appointment summaries, billing reports, financial
dashboards

Typical tools used: AthenaHealth, Kareo,
eClinicalWorks, DrChrono, AdvancedMD,
Practice Fusion, or similar cloud EMR

platforms.

B. Tasks That Must Remain On-Site (Clinic Level)

Operational Area
Clinical Care Delivery

Lab Work & Diagnostics

Prescription Signing & Controlled

Substances

Description

Direct patient consultation, examinations,
medical procedures

On-site specimen collection, vital signs, imaging

Physician-only or licensed nurse duties

Physical Records Management (if Paper chart storage (if still used), document

hybrid system)

Facility Management
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Hardware / Network Maintenance LAN/Wi-Fi, local workstations, printers, scanning

3.Infrastructure and Technology
Requirements

A. On-Site Hardware (Clinic)

Category Equipment Notes

Workstations Desktop PCs or laptops (Intel For staff and physicians
i5/i7 16GB RAM, SSD) Phy

Business-class router,

Networking . - Cisco, Ubiquiti, or Aruba
. managed switch, Wi-Fi access
Equipment . recommended
points
Server Rack 24U rack only if hosting local Most small clinics now use cloud-
. y 9 based EMRs (no on-site rack
(Optional) EMR or backup NAS
needed)
Printers & For lab orders, insurance cards,
. Duplex scanners are preferred
Scanners and patient forms
VolP Phones / For communication with BPO Integrated via cloud PBX or Zoom
Softphones and patients Phone
Backup Power For router, modem, and key Ensure continuity during power
(UPS) workstations outages
Security Devices CCTYV, door access control HIPAA compliance consideration

Most clinics today do NOT require 24U
racks — unless they maintain local NAS
storage or self-hosted EMR. Cloud-first
design is preferred for HIPAA and
maintenance reasons.

B. On-Site Software Requirements

Category Software Purpose
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EMR/EHR System

Billing / RCM

Telephony /
Communication

Office Productivity

Security & Compliance

Backup & Cloud
Storage

VPN or Secure Remote
Access

AthenaHealth, eClinicalWorks,
Practice Fusion

Kareo, DrChrono, AdvancedMD

RingCentral, 8x8, Zoom Phone,
Twilio

Microsoft 365 / Google Workspace

Endpoint protection, Bitdefender,
ESET

Google Drive, OneDrive, or HIPAA-
compliant backup

OpenVPN, Cisco AnyConnect

Patient records, scheduling
Claim processing, patient
billing

Call routing, VolP
integration with BPO

Email, calendar,
spreadsheets

Data protection

Secure record retention

For BPO team remote EMR
access

4.Cost of Offshore BPO in Cebu (Typical

2025 Rates)

Role

Front Office / Appointment
Scheduler

Medical Biller / Coder
Transcriptionist / Documentation
Assistant

Team Supervisor / QA

Full Managed Seat (including
office, equipment, connectivity)

Typical total package cost:
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Monthly Rate
(USD)

$600-$800

$800-$1,200

$500-$700

$1,000-$1,500

+$200-$300 per
seat

Notes

Fluent English, HIPAA-trained

Experienced in US medical
coding (CPC-certified preferred)

Often per-line or hourly rate
Oversees multiple agents

BPO facility fee



$1,000-%$1,500 per FTE per month fully
managed from Cebu (including benefits,
seat, and overhead).

ROI: Compared to a $4,000-$5,000
monthly onshore admin cost, offshore
yields ~70% savings.

5.Action Plan to Implement BPO

Integration

Step
1. Identify Processes to Offload

2. Select HIPAA-Compliant BPO
Partner in Cebu

3. Setup Secure Access

4. Train BPO Staff

5. Establish SLAs and QA Metrics

6. Maintain Regular Sync Calls
7. Gradually Scale Up

Summary
Aspect On-Site
Patient Care v

Scheduling, Billing, Calls ®
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Description
Choose scheduling, billing, or transcription as pilot
scope

Verify training, NDA, and data handling

Create VPN or cloud EMR user accounts

On clinic workflow, EMR navigation, patient
etiquette

Set call turnaround, billing accuracy, patient
satisfaction metrics

Weekly operations review with BPO lead

Add coding or billing as confidence builds

Offshore (Cebu)

X
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EMR Hosting

Rack Servers

Cost Efficiency

Cloud preferred

Optional (not required if cloud)

Moderate

Access via VPN
None

High (~70% savings)

Would you like me to recommend three HIPAA-compliant BPO firms in Cebu that
currently specialize in small medical practices (with 2025 pricing and service
model comparison)?

Here are three BPO / healthcare-outsourcing firms in or around Cebu (or
Philippines more generally) which seem well-positioned to serve small medical
practices in the U.S., plus pros/cons, pricing signals, and what you should check
for to ensure HIPAA, quality, reliability.

A.Three HIPAA-Compliant / Healthcare-
Specialist BPO Firms in Cebu / Philippines

Company

Select
VoiceCom
(SVC), Cebu

Digital Minds
BPO

BackOffice
Philippines
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What They Do Well /
Strengths

Offers back office processing,
customer support, technical
support, telemarketing, etc.
They explicitly list HIPAA
among their certifications.
Their infrastructure: large seat
capacity (1,500+ seats),
facilities in Cebu IT Park.

Specializes in medical billing
services. They claim cost
savings (60-70%) compared
to U.S. overhead, experienced
in revenue cycle performance,
reducing days in A/R, etc.

They offer “build remote
healthcare/back-office

Evidence of HIPAA / Healthcare
Credentials / Fit for Small Clinic

Good fit: strong voice & non-voice
support, call handling, claim inquiries,
maybe scheduling. For things like
coding you'll need to verify specific
coder experience; but the HIPAA
certification is a strong plus.

Good fit if your clinic wants a dedicated
billing / claim submission partner. Their
focus is on billing and RCM tasks, so
less likely for hands-on
appointment/human front desk, but
possible. Must check whether they
provide end-to-end billing + patient
communications. Also check for their
HIPAA and data security practices.

Good match if you want to start with a
small team (e.g. 1-2 medical billers,



teams”, medical billing eligibility verifiers, claims follow up)

assistants, tailored roles, and then scale. Possibly more agile /
flexible / scalable staffing, and boutique so easier to customize for a
state "HIPAA compliant” in small clinic.

their descriptions.

B.Other Firms / Names to Evaluate

e Platonics — they also offer medical billing & coding, virtual assistant, RPM /
telehealth support.

e Somebody2Hire in Cebu — medical transcription, coding, scheduling,
verification.

o Shearwater Health has operations in Cebu, especially for clinical process
outsourcing.

These may not all explicitly advertise “HIPAA compliant” in public materials, so
you'll want to ask directly.

C.Pricing / Cost Signals for These Firms

From what | found:

e The salary for a Medical Billing Specialist in Cebu tends to run about #29,000-
£34,000/month depending on experience.

o For medical coder roles, the salary ranges are higher: for example ~#36,000-
£66,000 depending on certification, complexity, experience.

» Digital Minds BPO claims you can get a dedicated full-time billing specialist for
US practices for ~$11,520-$19,200/year (which works out to about
US$960-$1,600/month per full-time equivalent) depending on level.

So total cost from a good Cebu BPO to staff a billing function (say 1-2 people)
might run you in the ballpark of US$1,200 to US$2,500/month depending on how
senior the personnel are, what else they do (A/R followup, denial management,
etc.), whether there is management/QA overlay, whether
software/licensing/communication is included, etc.
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D.What to Check / Due Diligence When
Picking a BPO

To ensure smooth integration and avoid compliance or quality issues, check for:

1.

HIPAA compliance — documentation, training, Business Associate Agreements
(BAA), audit history.

Data security & infrastructure — secure servers, encryption, secure VPN
access, redundancy, disaster recovery.

Certifications for medical coders (CPC, CCS, etc.) if you will have coding done
offshore.

. Turnaround times & SLAs — how fast claims are submitted, denials resolved,

appointment scheduling, etc.

English fluency & accent / communication quality — especially for patient-
facing tasks.

. Technology stack compatibility — must integrate with your EMR, billing

software, telephony, etc.

Scalability and responsiveness — ability to increase or change staff, handle
seasonal variation, etc.

If you like, | can pull together a side-by-side comparison (cost, staff size, services,
certifications) of 3-5 top Cebu BPOs geared specifically to U.S. small medical
offices, to help you choose. Would that be useful?

Here's a side-by-side comparison of 3 good Cebu / Philippines-based / PH-
oriented BPO / healthcare outsourcing firms, with what we do know, what you'll
want to verify, and a rough Cost / Suitability estimate for a small U.S. family
medical clinic.

Comparison: 3 Cebu / PH Healthcare-BPO

[ J
Candidates
Feat Select VoiceCom BackOffice Diaital Minds BPO
eature (SVC) Philippines 'gital Minds
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Core
healthcare /
medical
services

HIPAA /
Compliance

Scalability &
roles offered

Pricing / Cost
Signal

What is less

clear / what to

verify

e Medical-answering /
patient call handling
(scheduling,
cancellations,
prescription renewals)
e Billing support and
revenue-cycle tasks:
“claims processing,
denial management” e
Forms processing,
referrals,
complaints/grievances.

/ States explicitly
HIPAA compliance,
uses BAAs, ongoing
staff HIPAA training.

Strong in patient
communication roles,
forms processing, RCM
roles. Has experience
with call-volume
handling,
inbound/outbound, and

clinical trial recruitment.

* Their pricing model:
by hourly per agent. No
setup fees; minimums
apply (e.g. usually 5
agents) in many cases.
* They advertise "save
up to 70% on staff” vs
U.S. typical costs.

Depth of medical
coding / advanced
billing (CPC certified
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¢ Specialization in
“remote back-
office healthcare
teams” ¢ Medical
billing assistants,
insurance claims
support,
transcription,
patient support,
etc.

/ Claims HIPAA
compliance & data-
secure processes.

Flexible healthcare
roles: billing
assistants, claims,
transcription, etc.
Scalable staffing,
specialized roles.

¢ Claim "Save up to

77 % on staffing
costs” relative to
U.S. norms for
healthcare back-
office roles.

How well they
handle specialty
clinic workflows (if

e More general BPO /
back office & call center
services ¢ They do
administrative, data
entry, customer service,
possibly suitable for
scheduling/inquiries etc.
¢ Less explicit publicly
(from available data)
around specific medical
billing + coding depth.

Some indication of data
privacy / confidential
agreements, but less
explicit in public info
about HIPAA / medical
billing — you'll need to
ask.

Offers dedicated agents,
back office, data entry,
possibly
bookkeeping/accounting
support; generalists +
specialists. May require
additional training for
more specialized medical
coding or CPT/ICD work.

* Their general BPO cost
signals: “save up to 70%"
and average hourly rates
in some services (non-
medical) are indicated in
public profiles at ~$8/hr
(for general CS /
administrative roles).

Their experience
specifically in U.S.
medical practice



etc), if needed,;
turnaround times; how
claims denials are
handled; integration
with your EMR;
oversight / QA specific
to medical practice.

your clinic has
special services);
hardware/software
integration; how
they manage PHI
access; whether
coders certified; if
they handle patient

billing/coding; whether
staff hold certifications;
HIPAA oversight; how
they handle denials/SLA;
what “administrative
roles" they have vs full
RCM:; costs for more
advanced tasks.

phone escalations

etc.

Rough Cost / Suitability Estimates for a
Small Family Clinic

To help you budget, here are rough estimates based on what the above firms and
market data suggest. These are very approximate; actual quotes will depend on
task complexity, SLAs, volume, etc.

Role / Task

Appointment scheduling
/ patient inbound calls
(basic)

Medical billing assistant
(insurance verification,
claims follow-up)

Medical coder (CPC
certified, CPT, ICD-10)

Denial management /
accounts receivable
(senior level)
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Estimated Fully Loaded
Cost per Month (US$) via
Cebu BPO

US$600-$900 for 1 full-
time agent (voice,
trained, HIPAA, some
oversight)

US$900-US$1,400

US$1,200-US$1,800+

US$1,200-$2,000

What Factors Make the Cost Higher
or Lower

More calls per month = more agents;
after-hours / 24-7 increases; quality
/ seniority adds cost; bilingual or
specialist adds cost.

Complexity of payers, denial rate,
volume, experience of the agent,
whether coding is required.

Certification, specialty knowledge,
experience, complexity of the

services coded (e.g., simple family
medicine vs surgical or specialist).

Depends on size of revenue,
backlog, how many denials, how
many pavyers, frequency of follow up
required.
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Customer / patient If this includes communications
support + billing US$1,000-%$1,500 (calls/emails), payment posting,
inquiries hybrid patient financial counseling, etc.

So for a small clinic offloading scheduling + basic billing, you might spend maybe
US$1,500-$2,500/month to cover a couple of FTEs doing reliable work via Cebu.

Side-by-Side Summary

Here is a distilled comparison you could use as a scorecard for selecting among
these:

Criteria Best Match (among the 3)

Select VoiceCom (strong billing /

Best for end-to-end medical billing & coding claims / RCM)

Best for building remote back office medical billing

BackOffice Philippi
assistant / basic claims / support ac 'ce Fhilippines

Best for lower cost general administrative / scheduling

/ patient calls Digital Minds BPO

If you like, | could try to get actual bids from these three (based on your clinic size,
number of patient calls per month, number of claims per month, etc.) so you have
concrete numbers. Do you want me to build that bid sheet for your clinic if |
assume e.g. 200 patient visits/month, 400 insurance claims, etc.?

Estimate the payroll amount for a 100 employees in Cebu BPO. Contrast between
PHP vs usd.

Let's compute a realistic payroll estimate for 100 Cebu-based BPO employees —
covering salary ranges, benefits, taxes, and total employer cost — in both
Philippine Peso (PHP) and U.S. Dollar (USD) equivalents.

() 1. Direct Answer (Summary Table)
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Typical Cebu Monthly

100 Employees 100 Employees
Role Type Salary / Employee

PHP USD) (P58 = $1
(PHP) ( ) ( ) ( $1)
Entry-Level Agents £25,000 - £35,000 B2.5M-B35M  $43,000 - $60,000
(CSR / VA)

Mid-Level (Team Leads, o, 04 _ 870 000 PO.OM-B1.4M  $15500 — $24,000

QA, HR, IT Support)

Management & Admin
(Ops Mgrs, Finance, HR  £80,000 - #150,000 £0.8M - £1.5M $13,800 - $25,900

Head)

Subtotal (Base Salaries) #4.2M - £6.4M/month  — $72,000 -
$110,000/month

With 25% Benefits & B5.25M - P8M/month  — $90,000 -

Employer Taxes $138,000/month

A I P Il (13th 117M -

nnual Payroll (13t 268M - P104M/year  — $
Month + 12 months) $1.79M/year

1© 2.Key Components (Breakdown)

Estimated % of

Category Notes
Payroll

Basic Salary 80-85% Fixed base pay.

13th-Month Pay +8.33% Required by law (Philippines).
Empl h f

SSS, PhilHealth, Pag-IBIG 5-6% mployer share of statutory
contributions.

Health insurance (HMO) 2-3% Usually £1,000-£2,000 per

employee/month.

Night Differential / OT 3-59 Depends on account (esp. if US
Allowance ° time zone).

Bonuses / Incentives /

5-10% Optional but common in BPOs.
Attendance Pay

Total Employer Burden: ~125% of base payroll is realistic.

Al-03089 Business Process Outsourcing



4 3. Context & Benchmarks (Cebu BPO

Market 2025)

Position Typical Monthly Gross Pay (PHP) Notes

CSR / Chat Support / VA 25K -#35K
Medical VA /| RCM Agent  #30K - P40K

Technical Support #30K - P45K
QA / Trainer 40K - P6OK
HR / Finance Officer 45K - 65K

Team Leader / Supervisor P60K - #80K

Operations Manager #100K - #150K

(Cost Advantage)

Non-tech accounts.
With HIPAA training.
Tier 1-2 support.
Mid-level.

Support roles.

5-10 direct reports.

Oversees 50-100 seats.

s] 4, Comparison: Philippines vs USA

Location Average Fully-Loaded Cost per Agent / Month Difference

Cebu, PH £52,000 - £80,000 ($900 - $1,380)

Florida, USA $4,500 - $5,500

~75-85% savings

That's why small Florida medical offices or clinics often offshore admin and billing
tasks to Cebu, saving ~$4,000 per employee per month.

<> 5.Example — 100-Seat Cebu BPO

Monthly Budget (All-In)

Amount (PHP)

Cost Item

Payroll (with benefits)

Office Lease & Utilities

Internet, VolP, Software Licenses

Equipment Depreciation (PCs, UPS, A/C)

Al-03089 Business Process Outsourcing

£6.5M
P500K
£200K
#150K

USD (=58:1)
$112,000
$8,600
$3,400
$2,600
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Admin & Misc (Snacks, HR, Security) £150K $2,600
Total Estimated Monthly Cost B7.5M $129,000/month
Per Employee (fully loaded) £75,000 $1,290

Bl 6. Optional Infrastructure Costs

It Cost per Unit For 100 Seats Not
em (PHP) (PHP) otes
PC (i5, 16GB, SSD) £35,000 £3.5M 3-5-year life.
Headsets / Peripherals £3,000 £300K Noise-canceling.
On-prem or hybrid
24U Server [ NAS Backup  £250,000 £250K
backup.
Network (Switches, .
£300,000 300K Redundant fiber.

Routers, Cabling)

For business
UPS & Generator Backup £800,000 800K

continuity.
Total Infra CapEx (Initial) £5.15M ~$88,800
7 [ ] [ ] [ ] [ ]
& 7. Quick Financial Ratios
Metric Value
Cost per Seat / Month £75,000 ($1,290)
Annualized per Seat £975,000 ($16,800)
ROI for U.S. Client vs Onshore 75-85% lower OPEX

Breakeven (if BPO charges $2,000/seat/month) 35-45% profit margin

< Summary
e 100 Cebu BPO employees = £5.25M-#8M/month payroll (x $90K-$138K).
» With infrastructure and ops overhead, total cost ~7.5M/month ($129K).

e U.S. equivalent cost: ~$450K/month — giving a 75-80% savings.
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e 24U rack servers are optional (most BPOs use cloud-based systems).
e Hardware + software investment ~#5M-#6M initial CAPEX.

Would you like me to create a full pro forma Excel sheet (12-month projection
including payroll, benefits, infra, depreciation, and profit margin for a Cebu-based
100-seat BPO)? | can generate and send it as a downloadable .xIsx file.

Realistically, can a small primary care medical clinic be run using a BPO in Cebu
Philippines? Are US clinic using BPOs now? Perform a comprehensive cost benefit
analysis of using a BPO vs traditional?

Nice — I'll answer in the four-part format you prefer: Direct answer, Key reasons
(concise), Alternatives, and a practical Action plan (with numbers, assumptions,
risks, and mitigation). I'll also show a concrete cost model comparing an in-house
Florida small primary-care admin team vs outsourcing to a Cebu BPO for the same
tasks.

1) Direct answer

Yes — realistically a small primary-care clinic can run using a Cebu-based BPO for
virtually all non-clinical tasks (scheduling, front-desk calls, medical billing/RCM,
coding, transcription, patient communications). Many U.S. practices already
outsource medical billing and administrative functions offshore or to domestic
third-party billing firms; the Philippines remains one of the top destinations
because of English proficiency, scale and cost. However you must not outsource
clinical decision making or tasks requiring clinician licensure, and you must
validate HIPAA/data-security compliance and contractually require a Business
Associate Agreement (BAA) before any PHI is shared.

2) Key reasons — why it's feasible, and
the tradeoffs
Why it's feasible

o Cost: Offshore billing/administrative FTE fully-loaded costs in the Philippines
commonly run much lower than onshore U.S. staff (typical Cebu fully-loaded

Al-03089 Business Process Outsourcing
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FTE ~$900-$1,500/month vs US $3,500-$5,500). That yields large OPEX
savings.

o Talent & scale: The Philippines has a mature healthcare-BPO ecosystem
(medical billing, transcription, coding) and many vendors claim HIPAA-aware
operations. Industry revenue and capacity are large.

o Work types match: Non-clinical tasks — appointment scheduling, claim
submission, denial mgmt, revenue cycle, transcription — are standard BPO
offerings.

Main tradeoffs / risks

o Regulatory & legal risk: PH vendors are not automatically HIPAA-regulated; you
must execute a BIA / BAA, verify policies, and require evidence (SOC2,
penetration test reports) where possible. Failure to vet exposes you to PHI
breach liability.

e Quality / clinical nuance: Offshore agents can be excellent at billing and
routine calls, but complex coding, clinical denials, and payer escalation often
need senior, U.S.-trained coders or onshore support.

o Continuity & redundancy: Local outages (power/internet) and time-zone
overlap need contingency planning (redundant vendors, WFH backups).

« Patient experience: Accent, cultural differences, or agent training may affect
patient satisfaction unless agents are well-trained and supervised.

3) Concrete cost-benefit model
(assumptions + numbers)

Clinic profile (assumptions): small primary care clinic with modest volume that
needs 4 full admin roles:

o Front-desk receptionist (patient check-in / calls)
o Medical biller (eligibility, claims submission)
e Medical coder (CPC /ICD-10)

o Office manager (scheduling, denial oversight)
(You can substitute different mixes — I'll show how the math changes.)
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A. In-house Florida (annual cost estimate)
Sources: US salary sites / BLS for role medians.
Estimated base salaries (rounded):

e Receptionist: $35,000/yr

e Medical biller: $50,000/yr

e Medical coder: $55,000/yr

« Office manager: $65,000/yr
Subtotal base salaries = $205,000/yr

Add employer burden (benefits, payroll taxes, healthcare, 401k, employer taxes) =
+25% -> Total on-payroll = $256,250/yr.

(You would also have workspace, equipment, recruiting and HR costs on top.)
B. Outsource to Cebu BPO (annual cost estimate)
Assumptions:

e Replace the 4 roles with 4 offshore FTEs plus 0.5 supervisor (onsite/remote
supervisor provided by vendor).

e Fully-loaded cost per offshore operational FTE (vendor price including local
benefits, seat, infra) ® $1,200 / month (range $900-$1,600 depending on
skill). Supervisor cost # $2,000/mo full time. (market signals).

Monthly cost = 4 * $1,200 + 0.5 * $2,000 = $5,800/month = Annual = $69,600/yr.

C. Comparison & savings
e US in-house total = $256,250/yr
e Cebu BPO total = $69,600/yr
e Annual savings = $186,650 (» 73% reduction)

e Convert to PHP using #58 = $1 = on-shore = #14,862,500/yr, offshore =
£4,036,800/yr. (See calculations.)

Key observations

» Outsourcing saves a large portion of direct labor cost, even after vendor
management fees and some onshore oversight. (Market literature often cites
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savings in the 60-80% range for comparable roles.)

e Savings can be re-allocated to: higher quality coders, better QA, patient
satisfaction programs, or physician compensation.

(I can share the exact spreadsheet/model | used if you want a downloadable .xIsx
with adjustable variables.)

4) Non-financial benefits vs costs

Benefits (beyond pure payroll savings)

o Faster RCM throughput if vendor is experienced (better claim submissions,
lower days in A/R).

e Reduced HR burden (recruiting, onboarding, attrition handling) — vendor
handles hires/bench.

e Scalability — spin up/down seats for seasonality without long-term headcount
commitments.

Costs [/ less tangible negatives

o Control & visibility — you trade direct management control for vendor SLAs.
Need robust KPIs and QA.

e Compliance overhead — time/cost to negotiate BAA, perform audits, and
manage security. Some suppliers provide SOC2/HIPAA audit reports — expect
to pay extra for higher assurance.

e Onboarding time & quality ramp — expect 30-90 day ramp before steady
performance; higher for complex workflows.

5) Legal & compliance (what you must do
before sharing PHI)

1. Sign a Business Associate Agreement (BAA) — mandatory for HIPAA
compliance when a third party handles PHI. Vendor must accept BAA terms
and insurance/liability clauses.

Al-03089 Business Process Outsourcing
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2. Inspect security posture — ask for SOC2 Type Il, penetration test summary,
encryption standards (data at rest/in transit), MFA, least privilege access,
logging and breach notification process.

3. Verify local PDPA compliance — Philippines Data Privacy Act controls local
processing — ensure vendor complies with local law as well.

4. Background checks & training — require staff background screening,
documented HIPAA/PHI training, and role-based access.

5. SLA with KPIs — claim submission times, denial rates, A/R reduction targets,
call handle time, patient satisfaction metrics.

6) Operational model (how a clinic
typically splits work)
What to outsource (recommended):

o Appointment scheduling & reminders, inbound patient calls, patient eligibility
checks, claims submission, AR follow-up, denial management, transcription,
telehealth scheduling, payment posting, routine patient inquiries.

What to keep onshore (recommended):

» Clinical care & clinical decisions, controlled substance prescriptions, anything
requiring in-person verification, final signoffs on complex appeals, executive
oversight and vendor management, direct patient escalations if sensitive/legal.

7) Risk mitigation checklist (practical)

o Start small: pilot one workflow (e.g., billing submission + follow-up) for 60-90
days.

* Require monthly KPI reports and weekly ops calls.

o Keep 2-tier model: offshore handles routine tasks; complex denials escalated
to an onshore senior coder/manager.

o Contractual penalties & exit terms in SLA for security breach, poor
performance.
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Keep patient-facing scripts and QA recordings for quality monitoring.

8) Real-world evidence / citations
(selected)

Outsourcing medical billing benefits & caution: Outsource Accelerator;
CollaborateMD.

Philippines BPO industry size and role in healthcare outsourcing (IBPAP
figures): Philippines BPO continues to grow.

HIPAA + BAA necessity and vendor requirements: Ataraxis / other compliance
guides.

Typical Philippine rates / market signals (per-seat ranges, $8-$14/hr, FTE
fully-loaded $900-$1,600/mo): service marketplace and BPO guides.

9) Quick recommendation (based on your
context: small primary-care Florida clinic)

Yes, outsource non-clinical admin & RCM to a reputable Cebu vendor if cost
reduction is a priority and you are willing to implement compliance controls.

Requirements checklist before award: executed BAA, evidence of SOC2 /
security controls, client references (US healthcare clients), sample SLAs, and
a 60-90 day pilot with clear KPIs and escape clauses.

10) Action plan — next practical steps
(exact sequence)

1.

2.

Decide scope (scheduling only? full billing? both?). | recommend starting with
billing/RCM or scheduling — one domain.

Shortlist 3 Cebu BPOs with explicit healthcare experience and HIPAA
readiness (I can compile these).
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3. Send a vendor questionnaire (I'll draft it). Key asks: BAA yes/no, SOC2/HIPAA
audit, client refs, coder certifications, seat capacity, redundancy plan, price
per FTE, setup/onboarding timeline.

4. Run a 60-90 day pilot (defined KPI dashboard: claims submitted per week,
denial rate, days in A/R, average call hold time, patient satisfaction).

5. Evaluate ROl and scale — if pilot meets targets, scale to cover all admin, but
retain onshore escalation for complex clinical denials.

If you want, | can (A) produce the vendor questionnaire + BAA checklist you can
send to candidates, (B) build the 12-month pro-forma (spreadsheet) that you can
edit, or (C) shortlist 3 HIPAA-ready Cebu BPOs and request indicative bids from
them (I will draft the RFP/Q). Which do you want next?

What is FTE in BPO

In the BPO (Business Process Outsourcing) industry, FTE stands for Full-Time
Equivalent. It's a unit of measurement that standardizes employee workload
across different schedules and contract types.

What Does FTE Mean?

e 1.0 FTE = One full-time employee working the standard number of hours
(typically 40 hours/week).
* 0.5 FTE = A part-time employee working half the standard hours.
* 10 FTEs = Equivalent to 10 full-time employees, regardless of how many
actual people are doing the work.

of Why FTE Matters in BPO

FTE is essential for:

» Staffing plans: Helps determine how many people are needed to meet service
levels.
* Cost modeling: Payroll, benefits, and overhead are often calculated per FTE.
* Client billing: Many BPO contracts are priced per FTE per month.
» Performance tracking: KPIs like productivity or cost per FTE help benchmark
efficiency.

“ Example: Using FTE in a Cebu BPO
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Let's say your client needs 24/7 support with 5 agents online at all times.

e That's 5 agents x 3 shifts/day x 7 days/week = 105 shifts/week
e If one FTE = 40 hours/week, then:\text{FTEs required} = \frac{105 \times 8
\text{ hours}}{40} = 21 FTEs

So you'd need 21 FTEs to fully staff that account, even if you hire more than 21
individuals working part-time or split shifts.

Would you like to model FTEs for a specific client scenario or integrate it into your
DockerLab resource planning? | can help build a zipped staffing matrix or legacy-
grade calculator.
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