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Executive Summary 

The U.S. healthcare system faces an escalating revenue
cycle management (RCM) crisis. With payer complexity
rising, reimbursement timelines lengthening, and domestic
staffing costs soaring, RCM companies and health systems
alike are under intense pressure to do more with less. 
 
Connext Global Solutions offers a proven, scalable answer: a
managed offshore staffing model that embeds highly
trained, U.S.-process-aligned professionals directly into RCM
operations. This white paper explores how Connext staff can
augment every major function within an RCM company—
from front-end eligibility verification to back-end denial
management—while delivering measurable improvements in
cost, speed, and accuracy. 
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 “RCM companies do not need less control to scale. They need
a model that gives them disciplined cost structure, dedicated
talent, and visibility into the work from day one.” 

-Tim Mobley, President, Connext 



This white paper argues that the right global talent model is not simply a staffing
decision. It is an operational strategy. For RCM firms, a co-managed offshore model can
expand delivery capacity, improve workflow continuity, and support stronger financial
performance without sacrificing control, transparency, or compliance discipline. 

Revenue cycle management is the financial lifeblood of every
healthcare organization. It encompasses every administrative and
clinical process that contributes to capturing, managing, and
collecting patient service revenue; from patient registration and
insurance verification to claims submission, payment posting, and
denial resolution. 
 
Yet the RCM industry faces a perfect storm of challenges that
threaten operational performance and profitability: 

The Revenue Cycle Management Challenge 

Key Takeaway 

1. A Persistent Domestic Staffing Shortage 
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RCM companies that strategically integrate Connext offshore staff report average
cost savings of 40–60%, faster claim turnaround times, and significantly reduced
denial rates—without sacrificing quality, compliance, or client satisfaction. 

High turnover rates in billing and coding
roles—often exceeding 30% annually—
combined with lengthy training cycles mean
RCM companies are perpetually
understaffed. Certified medical coders,
denial specialists, and prior authorization
coordinators are among the hardest roles to
fill and retain. 

The U.S. healthcare administrative workforce cannot keep
pace with demand.



Domestic RCM salaries have surged. A mid-level medical coder now commands
$55,000–$75,000 annually in most U.S. markets, with benefits adding 25–30% on top. For
RCM companies working on thin margins and fixed-fee contracts, labor cost inflation
directly compresses profitability. 

Healthcare providers are demanding more from their RCM partners: faster collections,
lower denial rates, greater transparency, and real-time reporting. RCM companies that
cannot meet these expectations risk losing contracts to more efficient competitors. 

According to industry estimates, U.S. healthcare providers lose over $262 billion
annually to claim denials, with a significant portion attributable to preventable
administrative errors—errors that a well-trained, dedicated offshore team can
systematically eliminate. 

With thousands of payer plans, ever-changing clinical criteria, and state-by-state
regulatory variation, RCM operations require increasingly specialized expertise. A single
denial appeal may require knowledge of multiple coding standards (CPT, ICD-10, HCPCS),
payer-specific policies, and clinical documentation requirements, demanding deep
expertise that is expensive to develop domestically. 
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2. Rising Labor Costs 

3. Increasing Payer Complexity 

4. Client Pressure for Better Performance 

Industry Context 



Feature Connext Advantage

Dedicated (Connext Model) Your staff work exclusively for you. They learn your
systems, workflows, payer mix, and culture.

Client Alignment Dedicated staff develop deep institutional knowledge,
reducing errors and ramp-up time with each new hire.

Accountability Clear performance metrics tied to your KPIs, not a
vendor’s aggregate service level agreements.

Scalability Add or reduce headcount within weeks, not months,
aligned to your contract volume.

Integration Staff operate within your existing technology stack—
EHRs, practice management systems, clearinghouses.

The Connext Staffing Model: Built for RCM 
Connext Global Solutions specializes in building dedicated offshore teams for U.S.-
based companies. Unlike generic business process outsourcing (BPO) vendors that
assign interchangeable agents to multiple clients, Connext provides exclusive,
dedicated staff who work solely for your company—functioning as true extensions of
your in-house team. 

Most offshore BPO providers use a shared-resource model: staff members split their
time across multiple clients, leading to inconsistent quality, divided loyalty, and
limited domain expertise. Connext operates on a fundamentally different principle. 

In a co-managed structure, the client retains control of the work. The RCM company
defines workflows, KPIs, quality expectations, platform use, and performance standards.
The staffing partner manages the employment infrastructure, recruiting, local HR,
facilities, and workforce support. 

This distinction is especially important in RCM, where success depends on process
alignment, not just task completion. Teams need to operate inside the client’s actual
environment, not beside it. 
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Dedicated vs. Shared Staffing: A Critical Distinction 



The Talent Pipeline 

How Connext Staff Augment Key RCM Functions 

Connext recruits, screens, and develops RCM professionals with the specific
competencies required for U.S. healthcare billing environments: 

Candidates are tested for English proficiency
(written and verbal), analytical reasoning, and
healthcare administrative aptitude prior to
placement 

All staff receive foundational training in U.S.
healthcare billing regulations, HIPAA
compliance, and common EHR platforms 

Specialized tracks are available for coding
(CPC, CCS credentials), denial management,
AR follow-up, and patient access 

Ongoing professional development is
embedded in the staffing relationship,
ensuring skills keep pace with regulatory
changes 
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Connext professionals can be deployed across the full revenue cycle. Below is a detailed
breakdown of augmentation opportunities, organized by RCM function. 

Patient Registration & Demographic Verification 

Accurate patient registration is the foundation of clean claim submission. Connext
staff can handle high-volume registration tasks—verifying demographics,
capturing insurance information, and ensuring data integrity in the patient record—
reducing downstream claim rejections caused by front-end errors. 

Front-End Revenue Cycle 



Mid-Cycle Revenue Cycle 

7

Insurance Eligibility & Benefits Verification 

Eligibility errors are among the top causes of claim denials.
Connext eligibility verification specialists proactively verify
patient coverage prior to service, identifying inactive coverage,
coordination of benefits issues, and authorization
requirements before they become denial problems. With 24-
hour turnaround capabilities, they can support high-volume
practices with same-day or next-day verification workflows. 

Prior Authorization Coordination 
Prior authorization (PA) is one of the most labor-intensive,
time-sensitive tasks in the revenue cycle. Connext PA
coordinators are trained to navigate payer portals, submit
authorization requests, track approvals, and escalate urgent
cases—freeing clinical and front-desk staff from administrative
burden while ensuring services are authorized before delivery. 

Charge Capture Review 
Missed charges represent a significant and often invisible source of revenue
leakage. Connext charge review analysts audit encounter documentation against
charges submitted, identifying discrepancies and unbilled services that revenue
cycle managers often lack the capacity to catch in real time. 
 

Medical Coding & CDI Support 
Accurate coding is essential to appropriate reimbursement. Connext can place
certified coders (CPC, CCS, CPC-H) trained in facility and professional fee coding
across a wide range of specialties. Additionally, Clinical Documentation
Improvement (CDI) support staff can assist in query programs that ensure
diagnoses are captured at the appropriate specificity level, improving case mix
index and reducing undercoding risk. 
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Back-End Revenue Cycle 

Claims Submission & Scrubbing 

Clean claim rates directly determine cash flow velocity. Connext claims
specialists manage submission workflows, apply scrubbing logic, correct
edits, and resubmit rejected claims within defined timelines—ensuring that
payers receive complete, compliant claims on the first pass. 

Accounts Receivable Follow-Up 

Aging AR is one of the most persistent challenges in RCM. Connext AR
specialists conduct systematic follow-up on outstanding claims by payer
bucket, working denials, requesting status updates, and escalating complex
cases. Their work reduces days in AR and improves net collection rates,
directly impacting client cash flow. 

Denial Management & Appeals 

Denial management requires a combination of clinical knowledge, payer
expertise, and persistence. Connext denial specialists analyze denial
patterns, root-cause trends, draft appeals with supporting documentation,
and track appeal outcomes—providing RCM companies with both resolution
capacity and actionable data to prevent recurring denials. 

Payment Posting & Reconciliation 

Timely, accurate payment posting is essential to financial reporting and
secondary billing. Connext payment posting staff process EOBs, ERAs, and
patient payments with precision, reconciling deposits and flagging
discrepancies for management review. Their work ensures that the patient
balance workflow and secondary claims are initiated without delay. 

Patient Billing & Collections Support 

With patient financial responsibility growing due to high-deductible health
plans, RCM companies need dedicated resources for patient-facing billing.
Connext patient billing specialists handle statement processing, payment
plan setup, balance inquiries, and courteous follow-up—improving patient
collections while maintaining the compassionate communication that
healthcare consumers expect. 
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Client Success Snapshot 

A mid-sized RCM company serving multi-specialty
practices integrated a 12-person Connext AR and
denial management team. Within 90 days, their client’s
days in AR dropped from 52 to 38, denial overturn rate
improved to 74%, and the RCM company reduced total
labor costs for that client by 47%—enabling them to
bid competitively on two new contracts. 

Compliance, Security, and HIPAA Alignment 
For RCM companies, the compliance stakes are high. Patient health information
(PHI) flows through virtually every workflow, and HIPAA violations carry significant
financial and reputational consequences. Connext builds compliance into every
layer of its staffing model. 

Infrastructure & Security Controls 

All Connext facilities operate in secured, access-controlled environments with
CCTV monitoring and clean-desk policies 
Connext staff access client systems through VPN or virtual desktop
infrastructure (VDI), ensuring PHI never resides on local devices 
Endpoint security, data loss prevention (DLP) tools, and multi-factor
authentication are standard across all client-facing environments 
Network infrastructure is SSAE 18 SOC 2 aligned, with regular vulnerability
assessments 

HIPAA Training & Workforce Compliance 
All staff complete HIPAA Privacy and Security training at onboarding, with
annual refresher requirements 
Connext executes Business Associate Agreements (BAAs) as required under
HIPAA, ensuring contractual alignment with client compliance obligations 
Role-based access controls ensure staff only access the minimum necessary
PHI for their specific functions 
Incident response protocols are in place and tested, with defined escalation
paths to client security teams 



Phase Activities

Week 1–2: Discovery & Role
Definition

Connext works with client leadership to define role profiles, volume
metrics, system access requirements, and performance benchmarks.

Week 3–4: Recruitment &
Screening

Targeted recruitment begins immediately. Candidates are screened
against role-specific competencies, with client interviews conducted for
final selection.

Week 5–6: Onboarding & System
Training

Selected staff complete HIPAA training, receive system access, and begin
structured workflow training with designated client trainers or Connext
training leads.

Week 7–8: Supervised Production New staff enter supervised production, with quality monitoring, daily
check-ins, and rapid feedback cycles to accelerate ramp-up.

Week 9+: Full Production &
Optimization

Staff operate at full capacity. Monthly performance reviews, QA audits,
and continuous improvement initiatives keep performance on an upward
trajectory.

Metric Estimate

Domestic AR Specialist (fully loaded) $65,000–$80,000 per year

Connext AR Specialist (fully loaded) $28,000–$38,000 per year

Annual Savings per FTE $27,000–$52,000

Savings on a 10-Person Team $270,000–$520,000 per year

Productivity Impact (reduced AR days) Additional $150,000–$400,000 in accelerated
collections

Denial Reduction Impact $50,000–$200,000 in recovered revenue annually

Implementation: From Signed Contract to 
Productive Staff 

The financial benefits of Connext augmentation are compelling and quantifiable.
Consider a representative scenario for a mid-sized RCM company: 

The Financial Case: ROI for RCM Companies 

One of the most common concerns RCM companies raise about offshore staffing
is the time and complexity of onboarding. Connext has developed a structured
implementation methodology that minimizes disruption and accelerates time-to-
productivity. 



Differentiator Description

Healthcare-Specific
Expertise

Connext is not a generalist BPO. We have deep roots in U.S.
healthcare administration and maintain a curated talent pool
trained for RCM environments.

Dedicated Staff Model
Your Connext team works exclusively for you—building
institutional knowledge, aligning with your culture, and delivering
consistent results.

Transparent Pricing
No hidden fees, no per-transaction pricing surprises. Connext
operates on straightforward monthly staffing fees that make
financial planning simple.

Flexible Scalability
Scale up for peak seasons, new contract wins, or special
projects—then scale back as needed. Connext provides the
workforce agility that fixed domestic headcount cannot.

Proven Track Record
With hundreds of healthcare clients served and thousands of
offshore staff placed, Connext brings operational maturity that
newer entrants cannot match.

U.S.-Based Client Success
Team

Every client is supported by a U.S.-based account management
team that serves as a bridge between your operations and your
offshore staff.

Why Connext: Key Differentiators 

11

Beyond direct labor savings, RCM companies benefit from reduced recruitment
overhead, lower turnover costs, and the ability to scale operations quickly to win
new contracts—transforming offshore staffing from a cost play into a genuine
competitive advantage. 

Competitive Differentiation 
RCM companies using Connext offshore staff can
competitively price new contracts at lower rates than
competitors relying solely on domestic labor—without
compressing their own margins. This creates a pricing
advantage that is increasingly decisive in a competitive
RCM market. 
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Conclusion 

RCM companies are being evaluated on more than collections. They are being
evaluated on resilience, scalability, responsiveness, and operating discipline. 

The external environment is not getting simpler. CAQH continues to show
substantial waste in administrative workflows. The AMA continues to document
the clinical and operational burden of prior authorization. AHA and MGMA
continue to show the growing impact of claim denials. HHS continues to signal
that compliance failures carry real consequences. 

The firms that win in this environment will not be the ones that simply add
headcount. They will be the ones that build operating models capable of
improving capacity and performance without losing control. 

A co-managed global talent strategy gives RCM companies a practical way to do
that. It helps them protect margins, improve workflow continuity, strengthen denial
management, and scale more intelligently in a market that rewards execution. 



 
Whether you are looking to augment a specific
bottleneck, such as denial management or prior
authorization, or build a full offshore RCM
capability, Connext has the expertise,
infrastructure, and talent pipeline to make it
happen. 

Why Connext 

https://connextglobal.com/contact/

Philippines

Angeles City
5th Floor and 8th Floor Entec 1 Building,
Teresa Avenue, Nepo Complex Santo
Rosario, Angeles City, Philippines 2009

Davao City
2nd Floor and 3rd Floor HAI Global Building,
Pryce Business Park Poblacion District,
Bajada, Davao City, Davao del Sur 8000

Ortigas (Metro Manila)
Unit 2903 and 2904 29th Floor Discovery
Centre Building ADB Avenue, Ortigas Center,
Pasig City 1605

Cebu
TGU Tower Jose Maria Del Mar Street,
Cebu IT Park, Lahug Cebu City

Bogotá

Edificio Villorio Building Calle 66 # 11 –
50, Floor 7, Chapinero, Bogotá 110211
Colombia

Hawaii

770 Kapiolani Boulevard, Suite 602
Honolulu, Hawaii 96813
Contact Us: +1 (808) 468-6733
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https://connextglobal.com/contact/
tel:+1%20(808)%20468-6733
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