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“I came back because I had the opportu-
nity to execute on my vision,” she said. “My 
partner, a family office, and I are the owners 
of the organization, and we have 16 
employees with equity stakes in the 
company. We are in the driver’s seat and call 
our own shots, which makes it much more 
fun to move things forward and innovate.” 

Cristina says she’s always loved this 
business and truly missed the industry 
while she was away. She leads with a 
forward-thinking approach and has 
ambitious goals for the future. 

THE ALPHASTAFF WAY
AlphaStaff’s overall focus is simple: giving 
the client what it needs. Cristina says her 
team spends a lot of time “right-sizing” 
clients to make sure that solutions are 
tailored to match each individual client’s 
needs and that all clients know exactly 
what they are paying for. 

The AlphaStaff team relies on several 
guiding principles that include being proactive 
and working as one team while exercising 
best business practices to build a profes-
sional, efficient, and profitable company.

However, perhaps the most important 
component of the AlphaStaff culture is 
the customer service philosophy that 
Cristina has instilled. In one of her early 
jobs, a manager gave her a book by Ken 
Blanchard called “Raving Fans: A 
Revolutionary Approach to Customer 
Service.” She identified with the book’s 
premise and thought it was a customer 
service philosophy that anyone in an 
organization could identify with. 

“‘Raving Fans’ is all about delivering plus 
one,” Cristina says. “It’s a relentless, 
constant drive to serve our clients and go 
above and beyond. As long as we’re creating 
raving fans, everything else falls into place.” 

All AlphaStaff employees receive a copy of 
Blanchard’s book when they join, so they 
understand the reasons and philosophy 
behind the company’s goal of putting clients 
first. Cristina also holds live training 
sessions, called PEO 101, to educate new 
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and a relentless commitment to exceeding 
expectations. A self-described hands-on 
executive, she wants to know everything 
happening in her company: strengths, 
weaknesses, pain points, and areas for 
growth. She responds to every single 
client testimonial herself and lets all 
clients know they have access to her 
leadership and her management teams at 
any time. Cristina is in her second stint 
leading the company, but now as a signifi-
cant equity owner, she’s in a position to 
drive change, innovate, and build for the 
future. She has big plans about where to 
take her company, and she’s not afraid to 
defy the status quo to get there.

FINDING HER PURPOSE
Cristina was born and raised in Nicaragua 
until the age of 15, when she immigrated 
to New York. 

“I was really focused on survival,” she 
recalls. “I had to cope with all the normal 
challenges you go through as a teenager, 
plus I didn’t understand the culture or 
speak the language.” 

She put her energy towards getting 
through her first few years living in the 
United States, which would lead to earning 
a degree in hospitality management from 
Florida International University. She then 

began working in various hospitality roles 
in restaurants and hotels. 

“Working in hospitality shaped my 
career and defined for me what my true 
purpose was in business,” she explains. “I 
tried to think of what else I could do if I 
weren’t working in hospitality, and at the 
age of 28, I realized that I could apply 
hospitality to anything. I’ve always had a 
strong sense of going above and beyond 
regardless of who my customer was.”

Cristina would take her drive to exceed 
expectations into the insurance industry’s 
employee benefits world, which led to her 
joining AlphaStaff in 2004. She would 
hold various positions, eventually being 
named president and CEO in 2013. She 
would leave the company in 2015, only to 
once again resume the position in 2017. 

“During my first tenure as CEO, 
AlphaStaff was owned by a private equity 
firm, so while I had the title of CEO, I 
didn’t have complete control over the 
strategy,” Cristina says. 

For a hands-on executive like Cristina, it 
was difficult being in a leadership role, but 
unable to invest in the talent and resources 
she knew were needed to best serve clients. 
So, she left AlphaStaff to pursue a new 
challenge and check off a professional 
bucket list item: a global leadership position 
with MetLife focused on delivering 
employee benefits solutions internationally. 

A couple of years later, she was approached 
about returning to AlphaStaff. 
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team members about the complexities of 
the business, show them the AlphaStaff 
way, and set them up for success as they 
create raving fans with every interaction. 

Customer testimonials are known as 
raving fans reviews. Each testimonial is 
read and reviewed by Cristina, and she 
takes the time to respond to each one 
personally. It’s one way she can demon-
strate to clients that she appreciates them 
and values the time they take to “rave” 
about one of her team members. 

Raving fan reviews are collected all year 
long and the employee with the most 
testimonials receives an award at the end of 
the year, which might be a weekend getaway 
at a resort. Because not all employees are 
client-facing, there’s also an internal raving 
fan award each month. Employees submit 
raving fan reviews about other employees, 
and each month a deserving recipient is 
recognized. It’s a fun, exciting way to engage 
employees and emphasize the importance 
of serving clients with a positive, solu-
tions-oriented attitude. 

The raving fans philosophy is also 
embedded in AlphaStaff’s customer service 

guidelines that call for every client email 
to be answered within four business hours. 
This doesn’t mean that every issue is 
solved in four hours, but it means that 
clients can expect to have their messages 
acknowledged so that they know their 
concerns are being addressed. If at any 
time a client feels that he or she has 
received inadequate service, concerns can 
be escalated via the solutions desk. This is 
a direct pipeline to Cristina and her 
management team. Immediately, someone 
on the team will claim the issue and make 
sure it’s resolved. It’s just another way to 
demonstrate to all clients that they are 
valued. It also provides Cristina with a way 
to see if there are any glaring service 
deficiencies in any one department.

This fits with Cristina’s self-proclaimed 
role as a “chief dot connector” as the 
leader of the organization. She sees a key 
part of her role as making sure the 
organization operates smoothly and all 
departments run in concert together. 

“Every Monday morning, I host an 
operations meeting with 30 stakeholders 
to review operational updates from each 

department,” says Cristina. “We use these 
meetings to connect dots between 
departments and ensure that operational 
opportunities and challenges are 
addressed efficiently, and resources are 
allocated appropriately. In our business, 
it’s not uncommon to operate in silos.” 

Therefore, it’s really important that 
she’s able to keep each department 
moving in the same direction.

Cristina says she’s always been drawn to 
helping people and solving issues, which is a 
big reason why she enjoys working in this 
industry. She works hard to instill that 
same passion in all of her employees so that 
no client feels underserved. 

It’s very clear that Cristina’s focus is 
serving clients, and she accepts that each 
client is different and requires different 
solutions. That’s one reason why she 
believes that AlphaStaff has become known 
for its flexibility in service offerings. In 
some cases, the co-employment arrange-
ment serves a client well, and in other cases, 
it doesn’t. That’s perfectly fine with Cristina. 
It’s not about pigeonholing each client into a 
traditional PEO model. It’s about 
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identifying needs and offering solutions to 
relieve clients of the administrative burdens 
of human capital management, which is 
ultimately why clients turn to PEOs in the 
first place. 

“We engage in a thorough discovery 
process and learn from the clients where 
they need help,” Cristina says. “The key is to 
not show up to the evaluation with your 
solution already in the bag. AlphaStaff 
prides itself on listening and learning first 
and only offering a solution once we fully 
understand the problem. This means that 
sometimes our delivery of services is more 
complex and customized. This approach 
allows clients to have a better appreciation 
of how AlphaStaff will work for them, their 
employees, and their culture.” 

Ninety-five percent of AlphaStaff’s clients 
are on their own client-sponsored employee 
benefits plans, with AlphaStaff handling all 
elements of benefits administration, from 
procurement to billing reconciliation. 
Cristina sees this as part of the company’s 

unique value proposition and yet another 
way to set the company apart. 

AlphaStaff’s approach has certainly 
worked and led to a lot of success for the 
company. Since Cristina’s return, the 
company’s client retention rate has averaged 
97 percent, with an average client tenure of 
seven years. Yet, with all the success the 
company has had, Cristina is still focused 
on innovating and growing.

LOOKING TOWARD THE FUTURE
Cristina is proud that her company focuses 
on innovating and finding new ways of 
solving old problems. Yet, she recognizes 
that some things should never change. 

“Interestingly, I think sometimes not 
innovating is in and of itself innovation,” 
she says. “As the industry as a whole has 
become very transactional, we’ve stayed 
very high-touch and relationship-driven. I 
don’t know how to deliver human 
resources and talent management by 
being primarily transactional.” 

Over her many years at the company, 
certain processes have been improved with 
technology, but relationships remain at the 
core of the AlphaStaff identity. She acknowl-
edges, though, that as HR tech companies 
have emerged as direct competitors, clients’ 
expectations of technology offerings have 
drastically changed. One way AlphaStaff has 
addressed this is by committing resources 
and time to technology integration. 

“We’re one of the few companies that will 
spend the money and take the time to 
integrate our systems with those of our 
clients,” Cristina says. “For example, a 
restaurant may want our time and atten-
dance system integrated with its point-of-
sale system. We will do it. At the end of the 
day, it’s about what the client needs.” 

IT integration is a major priority for 
Cristina for the near term, as well as 
making sure clients maximize the 
company’s full suite of product offerings. 

“I’m focused on making sure our clients 
have what they need and that they only pay 
for what they need,”  she says.

The other area she’s focused on is talent 
management. The company is in the pilot 
phase of its new recruiting services and 
hopes to roll out this new offering soon. 
It’s a way for AlphaStaff to lean on its core 
of delivering unique solutions that serve 
client needs. 

As Cristina thinks about and plans for 
the long-term future of her company, 
she’s developed big goals and a limitless 
vision for what the company can achieve. 
She’s confident that her team is the best 
in the business, so why shouldn’t she 
leverage their expertise? AlphaStaff has 
operated a sister organization, Captive 
Insurance Services, since 2003 that 
provides benefits consulting to clients. 
Her vision is to create a new organization 
that will become a service and product 
aggregator to other companies in the 
industry. The goal is to develop a platform 
that maximizes AlphaStaff’s unique 
services, model, and expertise so other 
PEOs can take advantage. 

Collaboration is key for the future health 
and growth of the industry, she believes. 
Because the largest companies are responsi-
ble for a huge percentage of all worksite 
employees (WSEs), Cristina hopes that 
PEOs with 25,000 or fewer WSEs will start 
collaborating with one another more. She 
understands they are competitors, but that 
doesn’t mean they cannot work together to 
advance the industry overall. 

Cristina is confident in her vision and 
has the drive, passion, and determination 
to make it happen.   

‘ We use these meetings 
to connect dots between 
departments and 
ensure that operational 
opportunities and challenges 
are addressed efficiently, 
and resources are allocated 
appropriately. In our 
business, it’s not uncommon 
to operate in silos.’

- Cristina Bouchard
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