Launching a
Customer Service Centered Approach



We are all aware of the many initiatives going on concurrently:

Healthcare Insurance Exchanges (HIX)
Healthcare Information Technology (HIT)

ICD-10
Replacement of MMIS and Eligibility Systems

States have the challenge of implementing these multiple initiatives and
serving numerous stakeholders while keeping in mind that expanding health-
care choices will increase the number of consumers to 12 million nationally.

As exchanges come online, the number of people who need assistance and
information may double as the consumer population is doubling in many states.
Customer service representatives (CSRs) may deal with a traditional Medicaid
patient one minute and a formerly insured caller with a complex question about
other insurance options the next. Many of these consumers will have different
needs and expectations to deliver services to that will create a significant burden
on states to develop a seamless customer service experience. As was the
approach to eligibility, will states see benefits to create a “no wrong door”
approach with exchanges? How will states tackle the arduous mandate of a
seamless customer service experience for growing consumer populations?

As the January 2014 deadline for launching a state exchange looms, it is critical
to support staff members in their changing roles with new training, consistent
scripts, and clear information to serve the public. Calls and e-mails to request
information will increase exponentially since with change comes questions and
inquiries, and changes will be far-reaching. States and other groups operating
exchanges have one chance for a successful launch and to make a first
impression — or face possible federal involvement. Simply put: The best time
to bring in experts for call center support is during the planning phase of
an exchange.
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First StepS in Creating a Seamless

Customer Service Experience

Long before someone calls a 1-800 number for information, a foundation must be
laid to provide accurate answers in a timely, pleasant, and helpful manner.

A customer service experience begins with focus on staff members as the first
“customers.” A CSR is the voice of the call center and for many callers is the first,
or only, experience they have with the program. A CSR must understand the
importance of delivering exceptional customer service in all communications:
phone, e-mail, letters, or potentially face-to-face at a county or local office.
Managers must make it clear they are committed to providing an excellent cus-
tomer service experience. This occurs through visible leadership and supporting
staff members by providing the necessary tools and training for success. An entire
organization must align its efforts to support this overriding priority.

Briljent’s experts understand work must start deep in an organization to achieve
real change and real buy-in by the staff. The process begins with a complete as-
sessment that includes gathering information from the following groups:

o Frontline customer service staff: Many frontline CSRs under-
stand their roles and know the barriers they face to being successful.
CSRs know the gaps in information, the issues they are not prepared to
address, and what workflow processes they think should be changed.

« Data and information owners: They can provide insight into
where improvements can be made. Data analysis and trending can lead to
improvements and change recommendations. However, first owners
must make certain they understand what information is available, be sure
the right information is being collected, identify any disparate data or
information, and determine the most effective method of communication.

o Stakeholders: These may include funders (private or government),
regulators, customers, partners, and others involved in a complicated project.
Stakeholders are the people most interested in what is being planned, how it
is being executed, and the results. Each type of stakeholder brings a unique
perspective to the program. Some have regulatory authority while others
simply want correct answers to their insurance questions the first time.

Training and Tools
fora Successful Launch

Training in a customer service environment occurs using a variety of methods.
Options include classroom instruction, self-paced learning modules, coaching,
and blended learning. It may be necessary for training curricula to include training
on policy, technology, and soft skills to help make certain CSRs are fully trained to
represent your organization or agency. Through Briljent’s experience supporting
contact centers, staff members have come to understand that developing a scaled
solution based on data and information is the key to a successful program. For
some smaller contact centers a training program is scaled back to meet size and
budgetaryneeds. Othercontactcenters,withmultiplelinesofbusinessornumerous
geographic locations, may require the deployment of a learning management
system.

To ensure that CSRs can provide customers with accurate information, the base
of knowledge they draw from must be clear, concise, and consistent. A robust
content management system provides the necessary technology to meet this
need. A system must include prompts and decision trees to help CSRs quickly
and efficiently find correct answers. Additionally, self-service options, such as
Web sites, must be available for staff members who are technologically adept. All
content released via the internet must also match the answers given by CSRs. A
system, or tool, is not enough on its own.

Briljent’s experience also points to the need for dedicated subject matter experts
who can develop, review, and update content on a regular schedule to make
certain your information remains relevant. Without these professionals, content
will quickly become inaccurate or outdated.
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Understanding and Getting

Industry Standard “Excellent” Results

While some of the metrics for measuring “excellence” may vary from client
to client, there are those that Briljent has found to be consistent indicators

of a quality program that leads to the first answer being the right answer.
They are as follows:

- Information is clear and written to Plain Language standards so the largest population can understand.
- Hold times are within acceptable levels so callers do not disconnect or become frustrated

- Fewer calls are escalated or transferred.

- A reduction in the number of people who call back a second time because of the same issue.

Tracking these measurable indicators will help ensure a contact center provides a seamless experience to its callers.
Keeping this in mind, the creation of a sturdy foundation for an exchange will help states yield the seamless results they
are aiming for. Also, as states work through decisions on how to set up an exchange, one thing is clear — consumers will
have the final say in how seamless an exchange is and therefore their experience should be considered first.
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Questions?

We have answers.

I ( Cathy Huff
briljent Vice President - State Government Sales

Briljent
Fort Wayne | Indianapolis | Baltimore | Chicago

6435 Castleway West Drive Suite 115
Indianapolis, IN 46250

317 735 3500 office main
317 735 3474 direct line
317 518 5105 cell

chuff@briljent.com
www.briljent.com
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