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Choosing the right contact center partner is essential 

for delivering superior customer experiences and 

ensuring consistency. 

Elite US-based centers distinguish themselves 

through superior cultural alignment, robust data 

security, and commitment to service quality. With 

decades of experience, award-winning training 

programs, and an unwavering focus on security, 

these partners empower businesses to streamline 

operations, reduce turnover, and strengthen 

brand loyalty, making them the premier choice for 

industries that demand excellence and dependability. 

E X E C U T I V E  S U M M A R Y
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In today’s globalized business environment, companies increasingly outsource their customer service operations to 
improve efficiency, reduce costs, and focus on core competencies. When choosing an outsourcing model, businesses 
have three primary options: US-based contact centers (onshore), nearshore contact centers, and offshore contact 
centers. Coast Professional, Inc. (Coast) stands out as a premier provider of US-based contact center services, with 
nearly five decades of proven success in delivering exceptional call quality, compliance, and customer satisfaction. 
Coast has consistently been recognized for its ability to handle complex government contracts while maintaining top-
tier performance across several industries that include but are not limited to:

Financial Services, with its emphasis on data security, compliance with strict regulations including Payment 
Card Industry Data Security Standards (PCI DSS), and the ability to manage sensitive customer interactions;

Retail Clients, where adapting to dynamic customer demands and the ability  
to enhance brand reputation through superior customer service are paramount;

Insurance Industry, with its need for agile representatives to handle policyholder queries  
and claims processing with clarity and empathy, while adhering to the Health Insurance Portability  
and Accountability Act (HIPAA); and

Utilities, where the need for 24/7 support is critical to maintain essential services,  
manage high call volumes during emergencies, and deliver accurate, timely customer responses.

This white paper explores the benefits of using a US-based contact center  
compared to nearshore and offshore alternatives.

I N T R O D U C T I O N 
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When deciding on a contact center outsourcing model, 
businesses typically evaluate three options: onshore, 
nearshore, and offshore. Each model has its unique 
advantages and challenges but for industries including 
financial services, commercial enterprises, insurance, 
and utilities—where compliance, cultural alignment, 
and service quality are critical—onshore contact centers 
provide the most reliable and effective solutions.

Onshore Contact centers (US-Based)
Onshore contact centers, located within the same 
country as the company, offer significant operational 
and customer service advantages. US-based contact 
centers ensure seamless compliance by operating 
under the same legal and regulatory frameworks as 
their clients, including HIPAA, General Data Protection 
Regulation (GDPR), Unfair, Deceptive, or Abusive 
Acts or Practices (UDAAP). This alignment not only 
reduces legal risks but also strengthens trust and 
accountability. Onshore contact centers employ 
US-based agents who have a deep understanding of 
local culture, vernacular, and customer expectations, 
resulting in a higher customer satisfaction rate 
compared to nearshore or offshore centers. 

While onshore contact centers require a higher 
initial investment, they deliver measurable long-
term savings through superior service quality, lower 
turnover, and highly engaged agents who drive 
customer loyalty. US-based agents’ fluency in English 
and familiarity with regional customs help achieve 
faster resolution times, which directly impact key 
performance metrics including first-call resolution 
and customer retention, often outperforming 
offshore alternatives. These agents possess a deep 
understanding of regional culture, vernacular, and 
customer expectations. This alignment fosters trust 
and reduces miscommunication, driving superior 
customer satisfaction. Customers generally report 
greater satisfaction with call center representatives’ 
communication skills and problem-solving abilities 
when both the customer and the agent are located in 
the same country.

Nearshore Contact centers
Nearshore contact centers, located in neighboring 
countries including Mexico and Colombia, can offer 
upfront cost savings compared to onshore centers. 
However, these centers face challenges that include 
cultural misalignments and language fluency issues, 
which can lead to customer satisfaction ratings 
lower than those of onshore centers, as noted by 
industry analysts (MarketForce, n.d.) Nearshore 
contact centers also operate in time zones that are 
only 1-3 hours different from the US, facilitating 
real-time communication; however, response times 
can still be longer compared to onshore contact 
centers. Nearshore centers may offer a cost-service 
balance. However, the unmatched cultural alignment, 
personalized service, and lower turnover of US-based 
centers make them the superior choice for businesses 
committed to delivering exceptional customer 
experiences. These factors become critical for 
industries requiring high-touch customer service and 
strict adherence to data security protocols.

U N D E R S T A N D I N G  T H E  O U T S O U R C I N G  M O D E L S   
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Offshore Contact centers
Offshore contact centers, located in countries including 
India and the Philippines, may seem appealing due to 
lower upfront costs, but hidden challenges—including 
high turnover, communication barriers, and operational 
inefficiencies—often offset these savings, making 
them a less reliable long-term option. The drawbacks 
are considerable: communication barriers, cultural 
differences, and significant time zone discrepancies 
(often 10-12 hours ahead or behind) contribute 
to unfavorable perceptions, with a majority of US 
consumers reporting negative views of offshore 

outsourcing. Language fluency challenges, including 
mispronunciations and misunderstandings of regional 
slang, further frustrate customers. Offshore centers also 
experience higher turnover rates, leading to increased 
recruitment and training expenses over time. Combined 
with the additional costs of managing remote teams and 
mitigating operational delays, these factors diminish the 
initial cost benefits. In contrast, onshore contact centers 
provide a more stable, efficient, and customer-centric 
solution for businesses prioritizing long-term customer 
loyalty and brand reputation.

ONSHORE OFFSHORE

NEARSHORE
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Contact center location is a critical factor that directly 
impacts customer experience, operational efficiency, 
and overall business success. Here’s how location 
impacts key elements:

Security First Culture
US-based contact centers prioritize security as a 
fundamental pillar of their operations, driven by 
stringent domestic regulations and a commitment 
to safeguarding sensitive data. The best of these 
contact centers provide robust compliance and 
security through adherence to state insurance data 
security laws, PCI DSS, GDPR, and other critical 
frameworks. Proactive measures such as end-to-end 
encryption, strict access controls, and company-wide 
cybersecurity awareness emphasize this commitment. 
Certifications including Service Organization Control 
Type 2 (SOC 2) further demonstrate dedication to 
maintaining the highest standards of security, privacy, 
and operational excellence. This vigilant approach 
ensures a trusted partner in today’s increasingly 
complex regulatory environment and exemplifies 
the unique advantages of US-based contact centers 
in delivering secure, compliant, and exceptional 
customer experiences.

Customer Experience
A contact center’s location can significantly enhance 
customer interactions by ensuring agents are familiar 
with cultural nuances, local customs, and language 
preferences. Customers feel more connected and 
understood when interacting with agents who 
share their cultural and regional backgrounds. 
This alignment reduces friction, fosters trust, and 
builds long-term brand loyalty, which is critical for 
sustained business growth. Onshore contact centers 
are uniquely positioned to deliver superior customer 
experiences by ensuring agents are familiar with local 
cultural nuances, regional terminology, and language 
preferences. Customers value interactions with agents 
who understand their needs on a deeper level, whether 
resolving a billing inquiry in utilities or navigating a 
claims process in insurance. This alignment is enhanced 
by offering comprehensive agent training tailored 
to the unique requirements of each client, ensuring 
interactions are empathetic, culturally relevant, and 
solution-focused, further strengthening customer 
relationships and loyalty to the brand. 

I M P O R T A N C E  O F  C O N T A C T  C E N T E R  L O C A T I O N
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Operational Efficiency
Proximity is key to operational efficiency, enabling real-
time collaboration, faster response times, and seamless 
communication. For industries similar to financial services 
that demand immediate resolution, a US-based contact 
center simplifies training, quality assurance, and oversight. 

Compliance with Regulations
The legal and regulatory landscape in the US is among the 
most stringent in the world, particularly in industries that 
handle sensitive data. Onshore contact centers, based in 
the US, operate within the same regulatory framework 
as the companies they serve, ensuring compliance with 
domestic laws. Onshore presence ensures adherence to 
domestic regulatory frameworks, such as HIPAA, and PCI 
DSS. This reduces risks associated with non-compliance 
and enhances data security, particularly in industries that 
handle sensitive information. This focus on compliance 
minimizes risk for clients while safeguarding sensitive 
customer data. Contact centers can further leverage their 
internal controls, including call recording, call monitoring, 
and internal compliance teams, to ensure ongoing 
compliance and accountability.

Overall Business Outcomes
The choice of contact center location affects long-term 
business success. Onshore centers typically deliver higher 
customer satisfaction scores, lower agent turnover, and 
improved brand perception, contributing to a robust 
bottom line. By aligning operational priorities with 
customer and business needs, companies can achieve 
more sustainable growth and establish stronger client 
relationships. Additionally, by maintaining a strong focus 
on agent engagement and retention through competitive 
compensation, professional development, and supportive 
work culture, onshore contact centers ensure consistency 
in service quality.

A well-chosen contact center location serves as a foundation 
for operational excellence, regulatory adherence, and 
exceptional service delivery, ultimately driving competitive 
advantage in the marketplace.



High-Quality Customer Service
US-based contact centers have a significant advantage 
when it comes to delivering high-quality customer 
service. Their agents are fluent English speakers who 
have a deep understanding of local culture, customs, 
and customer expectations. This cultural alignment 
enables them to offer more personalized and effective 
service to US customers compared to offshore or 
nearshore agents. US-based agents are less likely to 
face issues related to linguistic misunderstandings 
often present in nearshore or offshore centers, which 
may frustrate customers. 

Coast is among a trusted class of US-based contact 
centers that are relied upon for high-stakes operations, 
for instance managing emergency response or 
government contract services, showcasing an ability 
to handle critical and sensitive situations effectively. 
These US-based centers also prioritize training which 
equips them with the right human capital, technology, 
and security infrastructure. This training creates 
empathetic and patient agents who actively listen and 
solve problems to ensure exceptional service and meet 
the requirements of any procurement.

Better Control Over Operations
Using a US-based contact center provides companies 
with greater control over operations. They are better 
equipped to handle unexpected challenges ranging 
from economic disruptions to natural disasters, due 

to familiarity with domestic emergency protocols 
and local resources. The proximity enables closer 
supervision of operational processes, compliance 
adherence, and quality control measures. Face-
to-face audits and in-person evaluations are more 
feasible when centers are based locally. Managers can 
conduct frequent in-person visits, meetings, and real-
time troubleshooting, which can be challenging with 
nearshore or offshore centers. The alignment in time 
zones means that both the company and the contact 
center operate during the same hours, making it 
simpler to manage adjustments to workflows, policies, 
communication styles and coordinate activities 
without delays.  

The benefits of having a contact center located closer 
to the client’s community go beyond logistics. When 
agents share cultural and regional ties with the people 
they serve, it fosters a deeper connection and more 
personalized interactions. This is exemplified by 
Coast’s work for a parish in southern Louisiana. With 
its contact center located in the same state, Coast’s 
team understands the unique needs, expectations, 
and nuances of the local community. These shared 
accents, cultural similarities, and relatable experiences 
have contributed to improved communication and 
higher customer satisfaction—a testament to the value 
of cultural alignment. For details, see the sidebar: 
Cultural Relevance and Operational Resilience: A 
Louisiana Parish Case Study.

T H E  C A S E  F O R  U S - B A S E D  C O N T A C T  C E N T E R S 
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Access to Skilled Agents
Choosing a US-based contact center means gaining 
access to a larger pool of skilled agents with 
specialized expertise, particularly in healthcare, 
finance, and IT. These agents often bring 
certifications or prior experience that enhance their 
ability to deliver exceptional customer service. As 
the front-line representatives of your company, 
they are trained in sector-specific compliance 
and operational protocols, making them adept at 
handling complex inquiries and driving top-tier 
customer satisfaction.

US-based centers are uniquely equipped to manage 
the complexities of state and federal contracts, 
which demand stringent compliance, robust 
security measures, and high performance. This 
expertise not only ensures the successful fulfillment 
of government contracts but also positions them to 
meet the demands of other industries. 

US-based contact centers build exceptional teams 
through specific training and strategic hiring 
practices, recognizing that their greatest asset 
is their people. These centers often prioritize 
employee growth and success by offering 
comprehensive training programs that combine 
traditional methods with innovative techniques. 
Training opportunities may include in-person 
group sessions, virtual learning, hands-on 
coaching, and industry-specific education through 
partnerships with trade organizations. Blended 
learning approaches, enhanced by platforms such 
as LinkedIn Learning, enable employees to learn 
in ways that suit their individual needs, whether 
through self-paced courses or interactive sessions.

In addition, many US-based contact centers foster 
collaborative and inclusive cultures, emphasizing 
open communication and regular feedback to build 
trust and boost morale. This focus on transparency 
and continuous improvement empowers 
employees, resulting in exceptional customer 
service and contributing to organizational success. 
By investing in both personal and professional 
development, these centers cultivate dynamic, 
high-performing workforces that drive operational 
excellence and customer satisfaction.

C U L T U R A L  R E L E V A N C E  A N D 

O P E R A T I O N A L  R E S I L I E N C E : 

A  L O U I S I A N A  
P A R I S H  C A S E  S T U D Y  
One of the most compelling examples of the 
advantages of a US-based contact center is Coast’s 
partnership with a dynamic and disaster-prone 
parish in southern Louisiana. This collaboration 
highlights Coast’s ability to align culturally with 
the region while providing highly responsive and 
dependable services that meet critical needs.

Coast operates its contact center for this contract 
from West Monroe, Louisiana, offering after-
hours answering services to support various 
departments, divisions, operations, and programs 
of the parish government. This includes live 
operator support during nights, weekends, 
and holidays, as well as backup services during 
normal business hours. Coast’s operators are 
trained to evaluate and prioritize the severity of 
calls, ensuring that emergencies are escalated 
appropriately while routine inquiries are handled 
efficiently. These services ensure continuity 
for the parish, especially during unforeseen 
events or emergencies when quick and effective 
communication is paramount.

Coast’s success in securing and maintaining 
this contract is rooted in its history of cultural 
alignment and operational excellence in Louisiana. 
Prior to this partnership, Coast demonstrated its 
capabilities during 2020 with hurricanes Laura, 
Delta, and Zeta. When another provider faced 
service interruptions, Coast was entrusted with 
additional responsibilities under a multi-agency 
contract with the State of Louisiana. Within 48 
hours, Coast seamlessly absorbed this work, 
ensuring uninterrupted service for residents 
during critical times. These experiences reinforced 
Coast’s ability to meet the unique challenges 
faced by communities in Louisiana, setting the 
foundation for the success of its current contract.

By combining advanced technology, including 
continuous power backup and data redundancy 
ensuring 99% uptime, and a deep understanding 
of local needs, Coast continues to deliver 
empathetic, context-aware service to the parish 
and beyond. Coast’s responsiveness, reliability, 
and cultural alignment make it a trusted partner 
for government agencies requiring exceptional 
contact center support.

9
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While US-based contact centers offer numerous 
strategic advantages, it is important to acknowledge 
the challenges they face:

Cost Considerations
Higher labor and operational costs can make US-
based centers appear more expensive than nearshore 
or offshore alternatives, especially to businesses 
prioritizing immediate cost savings.

Talent Competition
Recruiting and retaining skilled agents in competitive 
labor markets can pose challenges, requiring robust 
hiring strategies and ongoing investment in employee 
satisfaction. This is why choosing a US-based contact 
center with a proven commitment to employee 
development and retention is essential for ensuring 
consistent, high-quality service delivery.

Despite these challenges, the long-term benefits 
of quality, compliance, and customer satisfaction 
regularly outweigh the initial costs, making US-based 
contact centers a sound investment for businesses 
focused on sustainable growth.

Legal and Compliance Advantages
US-based contact centers are subject to the same laws 
and regulations as the companies they serve, making 
it easier to ensure compliance. This is especially 
important for industries that deal with sensitive data, 
such as higher education, government, and customer 
service, where privacy and regulatory requirements 
are stringent. For instance, US-based centers are 
bound by laws including HIPAA, GDPR, UDAAP, and 
many more to ensure that customer data is protected 
according to domestic standards. Additionally, 
onshore contact centers have familiarity with local 
regulations and can prevent potential legal issues that 
might arise with nearshore or offshore contact centers 
operating under different legal frameworks.

Time Zone Convenience
Onshore contact centers operate in the same or other 
US-based time zones as the businesses they serve. 
This facilitates real-time communication, quicker 
resolution times, and the ability to offer support during 
normal business hours, without the delays associated 
with time zone differences seen in offshore models. 
Businesses can ensure consistent availability, whether 
they are providing customer support or handling 
urgent issues. 

C H A L L E N G E S  O F  U S - B A S E D  C O N T A C T  C E N T E R S
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Communication Barriers
Nearshore and offshore contact centers often struggle 
with communication challenges that can negatively 
impact the customer experience. While nearshore 
contact centers may employ agents who speak 
English, variations in accents, dialects, and cultural 
understanding can still create friction. Offshore 
centers face even greater hurdles, with agents often 
lacking fluency or struggling to understand nuanced 
customer needs. These barriers frequently lead to 
frustration for both customers and businesses. 

Many dissatisfied customers of offshore customer 
service report agent-related problems namely difficulty 
with English proficiency, rigid adherence to scripts, 
unprofessional behavior, inadequate customer service 
skills, and long resolution times. Common complaints 
also include language barriers, agents reading directly 
from scripts without flexibility, and a lack of knowledge 
on the part of service representatives.

Time Zone and Operational Delays
Offshore contact centers, located in distant time zones, 
pose a significant challenge to real-time communication 
and collaboration. When the contact center operates on 
a completely different schedule, it becomes difficult to 
address urgent issues promptly or manage day-to-day 
operations efficiently. Nearshore centers offer improved 
time zone alignment but still may not operate during 
peak business hours in the US, which can lead to delays 
in response times or coordination.

Quality and Training Issues
Training offshore and nearshore agents can present 
unique challenges. Offshore contact centers may 
lack the same level of expertise, especially in 
industries that require specialized knowledge or an 
understanding of local market trends. Even nearshore 
centers may need additional training to ensure the 
agents fully understand the company’s products, 
services, and customer expectations. The resources 
required to train and monitor these agents can add 
to the costs and time delays compared to US-based 

centers where agents already have a strong grasp of 
local norms and expectations.

Hidden Costs
While nearshore and offshore contact centers are 
often chosen for their cost-saving potential, there are 
hidden costs that companies must consider. Training 
and onboarding costs can be higher for nearshore and 
offshore centers, as agents often require additional 
training to meet the company’s specific needs and 
customer expectations. Furthermore, high turnover 
rates in offshore and nearshore locations can result in 
more frequent hiring and training cycles, increasing 
operational costs over time. 

Unlike nearshore and offshore centers, US-based 
contact centers typically achieve higher retention 
rates, reducing recruitment and training costs while 
ensuring consistent service delivery over time. Coast, 
a US-based contact center and six-time Training 
Magazine Apex Award winner, exemplifies this 
stability. By utilizing its digital onboarding course 
within its Learning Management System platform, 
Coast successfully reduced employee turnover. 
The company improved its retention rate by 2.1% 
compared to the previous year.

By implementing interactive modules that cover 
essential company information, policies, and 
procedures, and personalizing learning paths for each 
role, Coast also streamlined its onboarding process 
and was able to reduce training time from 6 weeks to 
3 weeks.

There are also hidden operational costs when 
managing remote call centers, which include 
communication issues, time zone misalignments, and 
the potential for slower response times. These factors 
can result in inefficiencies that may negate the initial 
cost savings of outsourcing to offshore or nearshore 
locations. In contrast, US-based contact centers 
offer easier oversight, quicker issue resolution, and 
smoother daily operations, leading to a more efficient 
overall process.

D I S A D V A N T A G E S  O F  N E A R S H O R E  
A N D  O F F S H O R E  C O N T A C T  C E N T E R S 
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C O M P A R A T I V E  A N A L Y S I S :  U S - B A S E D  V S .  N E A R S H O R E /
O F F S H O R E  C O N T A C T  C E N T E R S 

ASPECT
ONSHORE  

CONTACT CENTERS 
(US-Based)

NEARSHORE  
CONTACT CENTERS

OFFSHORE  
CONTACT CENTERS

Same Country Location

Cost Savings*

Cultural Alignment

Native English Speakers

Complete Legal &  
Regulatory Compliance

Minimal Time  
Zone Difference

Higher Employee Retention

Effective Language 
Compatibility

*�US-Based Contact Centers may appear to have higher initial-costs, but provide long term savings when factoring in that nearshore 
and offshore alternatives often incur higher training and onboarding costs due to additional agent preparation and high turnover.
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In an increasingly interconnected global economy, the decision to outsource contact center operations is critical. Each 
location choice—onshore, nearshore, or offshore—comes with its own advantages and challenges. However, US-based 
contact centers stand out for their ability to provide unmatched quality and strategic benefits.

Summary of Key Points
• �Quality and Consistency: US-based contact centers ensure a high standard of service by leveraging culturally 

aligned, well-trained agents who understand customer needs.

• �Data Security and Regulatory Compliance: Operating within the same legal framework as their clients, US-based 
centers mitigate risks associated with data breaches and non-compliance.

• �Customer Satisfaction and Brand Loyalty: US-based contact centers foster trust and loyalty through seamless, 
personalized interactions—key drivers of a stronger, more resilient brand reputation.

While nearshore and offshore call centers can appear to offer cost savings, they come with trade-offs in quality, 
customer experience, and operational risks that can outweigh initial savings. The advantages of choosing a US-based 
partner ensure long-term business success and peace of mind.

N E X T  S T E P S

As you evaluate your contact center needs, consider the strategic benefits of 
partnering with a US-based provider. With a proven track record of delivering 
exceptional service, operational excellence, and strict compliance, Coast Professional, 
Inc. is a trusted partner that stands ready to meet and exceed your expectations.

MarketForce. (n.d.). Pros and cons of allocating customer support center resources. Retrieved December 30, 2024, 
from https://www.marketforce.com/blog/pros-and-cons-of-allocating-customer-support-center-resources

C O N C L U S I O N :  C H O O S I N G  T H E  
R I G H T  C O N T A C T  C E N T E R  P A R T N E R 

R E F E R E N C E  L I S T 
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Let Coast show you the difference a  

US-based contact center can make.  

Request a personalized proposal or  

connect with us to explore customized 

solutions tailored to your business needs.

Contact us at sales@coastprofessional.com to get started.


