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Transforming HR Operations: 
Driving Efficiency and 
Engagement with an HR 
Contact Center

Client Overview

A major healthcare network operating multiple hospitals, outpatient centers, and clinics 
faced growing challenges in their revenue cycle management. Despite their extensive 
operations, inefficient insurance claim processing led to operational bottlenecks and 
financial strain, impacting overall efficiency.
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Transforming HR OperationsChallenges
The client faced a growing volume of insurance claims while striving to streamline cash flow and optimize administrative workflows. Manual 
processes for claims follow-ups, eligibility checks, and pre-certification demanded substantial effort, increasing the risk of inefficiencies and 
delays.

High Volume of Queries

The HR department 
struggled with an 

overwhelming number of 
employee queries, causing 

delays in response times and 
reducing employee 

satisfaction.

Manual Processes

Many HR tasks relied on 
manual handling, leading to 
inefficiencies and a higher 

risk of errors.

Resource Allocation

HR staff were frequently 
burdened with routine 

administrative tasks, limiting 
their capacity to focus on 

strategic initiatives and 
employee development.

Data Management

absence of a centralized 
system for employee data 

management made it 
difficult to track and analyze 

HR metrics effectively.

The HR Processes foresee four critical issues:
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Transforming HR OperationsBuilding the HR Contact Center

Start Employee 
Verification Working HRs

Gather customer intent:
Please let us know why you are calling today, and 
we will route you to the correct area's voicemail.

Voicemail 
Transfer

Gather customer intent:
Thank you for calling the HR department. How can we help you?

I’ll connect you with a 
talent acquisition 

specialist.

I’ll connect you with a 
benefits specialist.

I’ll connect you with 
someone at the business 

partner hotline.

I’ll connect you with a 
corporate learning 

specialist.

I’ll connect you with a 
payroll specialist.

Talent acquisition 
queue

Corporate learning 
queue Payroll queue Business partner 

queue Benefits queue

Call logging & reporting

Queue 
Treatment

Queue 
Treatment

Queue 
Treatment

Queue 
Treatment

Queue 
Treatment

Amazon
Connect

AWS Lambda

Amazon DynamoDB

Amazon Lex

Amazon Polly

Amazon Elasticsearch ServiceAmazon Simple Storage Service (S3) Amazon Cloud Watch
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Transforming HR OperationsResults and Business Impact 
The HR Contact Center implementation delivered measurable improvements across multiple metrics:

Enhanced Employees 
Experience

Achieved upto 40% 
reduction in HR-related 
query resolution time, 

leading to higher employee 
satisfaction and 

engagement.

Operational Savings

Generated upto 37% cost 
reduction in HR operations 

by automating routine tasks 
and optimizing resource 

allocation.

Workforce Optimization

Decreased administrative 
workload by 50%, enabling 

HR staff to focus on strategic 
initiatives and employee 

development.

Quality Improvement

Significantly increased first-
pass resolution rates for HR 
queries through enhanced 

process accuracy and 
efficiency.
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Transforming HR Operations

Artificial Intelligence
and Automation

Analytic-driven call
flow optim izations

Omni-channel
integration

Enhanced data-driven
call flows

Future Plans
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Transforming HR OperationsConclusion

The implementation of the HR Contact Center has transformed the client’s HR operations, 
delivering significant improvements through advanced technology and streamlined processes. 
Key benefits include:

• Enhanced Employee Experience – Faster and more efficient resolutions to HR-related 
queries have greatly improved overall employee experience and satisfaction.

• Operational Efficiency – Reduced time and effort in managing HR tasks have led to 
increased productivity and cost savings.

• Data-Driven Insights - Integrated analytics provide valuable insights into employee needs 
and trends, enabling more informed decision-making.

• Scalability and Flexibility – A scalable and flexible system ensures the HR Contact Center 
can evolve with changing business needs while maintaining high-quality service.

This case study highlights the transformative impact of building a dedicated HR Contact Center, 
showcasing how it enhances efficiency, boosts employee satisfaction, and supports the 
organization’s strategic objectives.
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Transforming HR OperationsAbout Us

Digital Product Engineering (DPE), 
Custom Application, Mobility, 
Testing, Knowledge Services, 

Customer Experience

Cloud & DevOps, Data & Analytics, 
AI / ML, Embedded, Automation, 

Enterprise Packaged Services

USA, India, Europe, APAC
Established in 1993

Telecom & Media, Tech, Internet, 
and Platforms, Healthcare, 

Banking & Financial Services, 
Manufacturing, Logistics, 

Automotive, Public Services

Services Digital TechnologyGlobal Footprint Verticals

4100+
204

Employees
Worldwide

Million USD 
Revenue

Development 
Centres18 Publicly

Listed
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Transforming HR OperationsGlobal Presence
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Worldwide Headquarter
R Systems International Ltd.
C - 40, Sector - 59,
Noida 201307 (UP), India
P: (+91) 120-430-3500
F: (+91) 120-258-7123

USA Corporate Office
R Systems Inc.

5000 Windplay Drive,
El Dorado Hills, CA 95762

P: (+1) 916-939-9696
(+1) 800-355-5159

F: (+1) 916-939-9697

Ready to drive efficiency 
and better outcomes? 
Let’s explore how building 
an HR Contact Center can 
make a difference.
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