
The frontline for helping citizens 
The first contact that a citizen has with a government 
agency is often through a call center. That’s where the 
rubber meets the road, and where real people with 
urgent needs and questions turn when they need help. 
As the COVID-19 crisis has shown, it is vitally important 
for citizens to quickly connect to essential government 
services for housing, health, or general public information.   
Maximus specializes in making sure citizens get the 
help they need through their preferred channels of 
communication, with virtual options to ensure health 
and safety. We provide the very best in phone, email, 
webchat, smartphone application, social media, and 
automated communication channels.

Comprehensive Solutions  
for Customer Contact Centers

U.S. Services

BenchmarkPortal 
Certification
Many of our contact centers 
have earned the designation of  
Certified Centers of Excellence  

A proven leader  
in contact center operations
Maximus has decades of experience successfully 
operating contact centers for state and federal 
government agencies. Our comprehensive solution is 
built on advanced cloud-based technology and proven 
methodology refined over many years. We recruit 
and train customer service representatives and case 
managers to a very high standard. More recently we hired 
highly qualified epidemiologists and infectious disease 
specialists to ensure our agents are properly trained to 
address general questions related to vaccines. As a result, 
your citizens receive world-class support, and operations 
are aligned to achieve your targeted outcomes while 
delivering an exceptional customer experience.

We support more than 100 government contracts in the 
U.S. and Canada that include customer contact center 
services. Our teams help tens of millions of individuals and 
families every year — averaging two-million agent-assisted 
calls every month. We are proud of our reputation for 
excellence. 

Maximus contact center services are flexible and 
scalable to match your program’s specific needs. 
We provide digital solutions for the following 
communication components in any combination:
• Live inbound & outbound calls
• Web chat
• Web portal self-service
• Email
• Text / SMS*
• Social media
• Mail house operations

*  Including proactive contact such as appointment 
and bill reminders

Snapshot



47%   
Non-elderly Americans 
without health insurance 
are eligible for either 
Medicaid or ACA subsidies

90M 
 

American adults who 
cannot understand 
or act on the health 
information they receive 

71M 
 

Beneficiaries enrolled 
in Medicaid and CHIP 
(October 2019)

1 in 2   
  Medicaid managed  
   care beneficiaries are 
served by Maximus 

7M  
 

Calls handled by 
Maximus each month 
across the U.S.

People Need 
Real Help

Our Work
49M 

 
Beneficiaries across 21  
states receive customer 
service through our  
contact centers

centers or adjust to accommodate changing call volumes. 
The result is a smooth partnering of people, process and 
technology that is the hallmark of Maximus.

Recruiting best practices
We have decades of experience finding and training the 
best candidates for program support. We specifically 
recruit professionals who exhibit:

• Enthusiasm and professionalism in their role of 
providing counseling, education, and customer service 
to diverse populations

• Strong interpersonal and communication skills, 
including extensive customer service experience

• Quick thinking and problem-solving matched with 
research skills to quickly resolve caller inquiries 

• Conscientiousness and compliance with confidentiality 
and HIPAA regulatory duties

Trusted to deliver  
innovative program outcomes
No other consultancy or technology company has the 
same focus on serving the unique needs of state health 
programs that we do. Maximus delivers proven strategies 
to support states’ missions and specializes in helping to 
find ways to turn strategic planning and goals into real-
world results. Our leaders and methodology draw on 
decades of expertise in reaching, engaging and activating 
dynamic populations in the most cost-effective and 
efficient ways possible. That is what makes Maximus the 
leading provider of customer contact services for health 
and human services today.

Programs we support:
• COVID-19 Emergency Support 

• Medicaid

• Children’s Health Insurance Program (CHIP)

• Affordable Care Act (ACA)

• Workforce Services

• Child Support

• Student Loans

Maximus services:
•  COVID-19 Screening, Testing, and Vaccine 

Coordination

• Eligibility Verification

• Program Enrollment

• Consumer Education

• Choice Counseling

• Appointment Scheduling

• Case Management

Our people make a difference 
At Maximus, our customer contact centers are staffed 
by highly-trained professionals recruited from the 
communities we serve. Additionally, we have at the 
ready, a team of qualified CSRs, remotely-based with 
the flexibility to help address immediate service needs 
and surges in demand. We ensure our industry-leading 
retention rates and performance scores by taking 
tremendous care in recruiting and training the very best 
people. Our processes are portable and scalable, so we 
can quickly and cost-effectively staff up for new contact 
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