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More and more employers are exploring automated solutions for administration 

of their employee health and welfare benefits program to address the increasingly 

complex reporting requirements of health care reform combined with limited internal 

resources.  Yet many companies hesitate to outsource this HR function due to several 

common myths or misconceptions. 

Top 5 Myths about 
Outsourcing Benefits 
Administration

This eBook examines 

the top five myths 

about outsourcing benefits 

administration to help you make 

a more informed decision about 

what’s right for your organization— 

insourcing, outsourcing or co-sourcing.



It’s too expensive to 
outsource benefits 
administration; we don’t have 
the budget to support it.

According to Inc. magazine, more than 80 percent of organizations of all sizes now outsource some aspect 
of their HR functions. 1  With limited staff and shrinking budgets, they are seeking more efficient and more 
effective ways of tapping the expertise of outsourcing providers without breaking the bank.

The net result is that the benefits administration outsourcing market currently represents revenue of more 
than $6 billion annually and is growing at a rate of 13 percent per year. 2

Most successful outsourcing providers have moved away from the “one size fits all” approach and developed 
a menu of service options to meet the financial challenges many employers face. This approach includes 
separate pricing for call center services and itemization of their support services.  These support services 
typically include open enrollment, COBRA, HSA and FSA administration, qualifying events, direct billing, ACA/
IRS reporting, and options for employers to keep specific administrative tasks in-house.

If the providers you are talking to do not have the flexibility to break down their fees to focus on the services 
that are most important to you (and fit within your budget), it’s time to broaden your search and consider 
other providers.

Another effective way to manage the cost of outsourcing is to talk with potential providers about multi-
year contracts with fixed rate holds, or agreed upon “not to exceed” price increases from year to year. Any 
potential partner who is interested in a long-term relationship should be willing to offer a contract that 
extends beyond the typical two or three years.  

Too
expensive!

1 - “Outsourcing HR: Big Savings for Small Business,”  Inc.com, by Adam  Skolnick, July 23, 2013
2 -  Benefits Administration Outsourcing (BAO) Annual Report 2014 by The Everest Group

Myth  1



Our benefit plans are too 
complicated for automated 
benefits administration.

Many employers have a long history of unique eligibility rules, extensive grandfathering of 
employees/retirees and various types of “accommodations” they have been forced to make to 
address all manner of workforce issues. Automating complex rules that are difficult to define can 
seem daunting at first, if not impossible. The right benefits administration provider will be able to 
apply rules within the system that organize your workforce into the appropriate buckets and tailor 
benefits communications to these groups or individuals.

However, rather than simply maintaining the status quo, automating benefits administration 
should be seen as an opportunity to work with an experienced provider to examine your current 
administrative processes and workflows against industry best practices. In all likelihood, as you start 
to define your business requirements, you will find a variety of ways to simplify and streamline the 
tasks your benefits staff is performing today.   This exercise will give you more flexibility down the 
road to respond to any change in regulatory requirements, changes to your benefit offerings and 
changes to your company’s demographics in the event of downsizing, mergers or acquisitions.

Too
Complex!

Myth  2



Outsourcing doesn’t 
fit our culture.

Whether you are contemplating full outsourcing or co-sourcing (keeping some administrative tasks 
in-house), it’s important to look for an outsourcing provider that will act as an extension of your HR 
Benefits staff.  Your outsourcing partner should share your work values, respect your employees and 
your corporate culture and be willing to spend the time to get to know your company, your workforce 
and its unique needs up front.

Any benefits administration provider you may be considering should include a “cultural immersion” 
exercise in its implementation plan.  Such an exercise gives both you and your provider the 
opportunity to get to know each other better, even if it’s as simple as a one day, on-site workshop 
involving a cross-functional team of you and your colleagues.  Though length and format may vary, 
cultural immersion training is one of the best ways for you to demonstrate your unique corporate 
identity, what’s important to your workforce, and how you expect them to be treated by your benefits 
administration partner. 

Some clues that help confirm you have found a provider that fits:

1.  Your outsourced administration team will feel like your own.

2.  You are confident your employees will have an exceptional benefits experience.

3.  Your benefits administration team has shown they have the knowledge and experience  
to make sure the transition goes smoothly.

Not our
culture!
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Outsourcing will lead to 
downsizing, and some of 
us will lose our jobs!

Outsourcing benefits administration is not intended to eliminate the human side of the HR Benefits 
function, nor is it meant to be a complete turnkey solution. On the contrary, companies will always 
need internal resources to manage the outsourcing relationship and interact with the provider on 
a day-to-day basis. As every employer knows, benefits administration has many moving parts, so 
there need to be resources within your HR team to provide oversight and relay any benefits program 
changes to your benefits administration partner. 

It is also important to note that most HR departments have seen their workload increase dramatically 
as the complex reporting requirements of health care reform have placed new demands on their 
teams.  Yet, in most cases, staff has not been added to help manage these additional responsibilities. 
On the contrary, more and more employers are challenging all company functions to “do more with 
less.”  This situation makes outsourced benefits administration a common practice to ensure that HR 
teams get the support needed to manage ongoing responsibilities accurately and efficiently—and 
that your employees have the best possible online experience each time they interact with your 
benefits website. 

Employers generally find that outsourcing benefits administration lightens the HR Benefits workload 
considerably, which gives you and your internal staff more time to focus on strategic planning and 
other department goals or projects that have been set aside for lack of time and resources.

Lose
Our
Jobs!

Myth  4



No outsourced call center 
will be able to handle our 
employees’ questions.

Myth  5
Can't handle
questions!

Today, best in class call centers come with state-of-the-art call tracking systems, sophisticated decision support 
tools and robust resource libraries—along with well-trained staff who are experienced in the fine art of customer 
service. And if they followed the cultural immersion practice referenced in Myth #3, your outsourced call center 
team will be expressly familiar with your company, employees and benefit plans and able to answer even complex 
questions from employees.

Here are several key questions to ask when evaluating call center services: 

• Are all calls recorded? You and your staff should have the ability to review actual calls to ensure that responses 
from customer service representatives (CSRs) are accurate and meet your quality standards.

• Is voicemail available for employees to leave a message after call center hours or when wait times are longer than 
usual?

• Can CSRs add specific notes to a call summary versus using just a series of internal codes to describe the 
encounter?

• What phone features will be available? Do CSRs have access to call conferencing, call hold and blind/warm 
transfers to third parties? What is the limit on the number of concurrent calls that can be handled? 

• When CSRs are busy, how will wait times be tracked and how will calls be prioritized?

• How will employee satisfaction be measured and shared with your company?

• How are CSRs hired? How are they trained and evaluated on an ongoing basis? What types of incentives do they 
receive for call volume and service excellence? What is the turnover rate among CSRs?

• What types of metrics can your company expect to receive regarding call volumes, call topics and call wait times? 
Will specific information be available around issue resolution, turnaround time, escalation and hand offs?

Keep in mind that you and your team will still need to participate in both the initial and ongoing education of your 
call center support staff.  Regular communication of any company or program changes is essential if you want your 
employees and retirees to receive the same quality service you are providing today.



You are not alone.

Ready to take the next step? 
Contact Empyrean today and learn more about our  
Hi-Touch Benefits Administration solutions.

Call us at 1-800-934-1451 or visit us at www.GoEmpyrean.com.

As mentioned in Myth #1, a growing number of employers use some form of benefits 
administration outsourcing today, often to address the technical and regulatory expertise they 
lack or to compensate for inadequate or outdated in-house systems that rely on labor intensive 
manual procedures. There are multiple considerations when evaluating whether outsourcing is the 
right path for your organization. Trust your instincts and experience, and do your homework.  Don’t 
let these myths and misconceptions interfere with your organization’s search for an experienced, 
capable and innovative outsourcing partner for benefits administration.


