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Healthcare Revenue Recovery Group 
(HRRG) maximizes agent performance  
and revenue with speech analytics 

Customer : Healthcare Revenue Recovery  
Group, LLC a Division of TeamHealth
Industry: Medical debt collections

Challenges: 
• Needed a more cost-effective, 

systematic way to monitor and assess 
agent performance

• Unable to identify which agent skills 
were crucial to these goals or measure 
skills usage

• Wanted to increase collections revenue 
and phone payment rate

Solutions:
• Genesys Speech Analytics
• Genesys Coaching

Healthcare Revenue 
Recovery Group 
(HRRG) is a division of TeamHealth, one of 
the largest suppliers of outsourced healthcare 
professional staffing and administrative services 
to hospitals and other healthcare providers in 
the United States. 

HRRG arose when TeamHealth desired to 
increase collections from its accounts receiv-
able beyond the levels attained by outside 
agencies. At the same time, HRRG set out to 
reduce complaints and provide much needed 
feedback to help TeamHealth improve revenue 
recovery while accounts remained in its active 
billing and pre-collect stages. 

TeamHealth saw an opportunity to do it better, 
and HRRG was established in 1996. HRRG 
works closely with clients and their patients 
to find fast, favorable resolutions to payment 
problems, helping to improve cash flow while 
preserving positive patient relations.

How to improve collections 
revenue and phone  
payment rate?
HRRG deployed Speech Analytics in order to 
maximize revenue recovery by optimizing agent 
performance and the patient experience. 

The Key Performance Indicators HRRG wanted 
to focus on improving were collec-tions revenue 
and phone payment rate. They were guaranteed 
that within the first 12 months, Speech Analytics 
could help HRRG increase collections revenue at 
least 1.5% and/or increase the phone payment 
rate 2.5%. Achievement of these goals would 
provide HRRG a return on its investment (ROI) 
within the first year of deployment.

The decision to use Speech Analytics was 
driven by a desire to know much more about 
agent communications than they were able to 
glean from merely monitoring a sample of their 
recorded calls using traditional methods. It 
was difficult to identify which agent skills were 
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crucial to increasing collections revenue and 
to measure usage of those key skills. HRRG 
needed a cost-effective, systematic means of 
monitoring and assessing agent performance.

Achieving new visibility into 
the skills of top and 
bottom agents
The first step in the unique Genesys Speech 
Analytics driven collections optimization meth-
odology is to determine which agent skills are 
the best predictors of collections success. To 
do this, HRRG identified their top and bottom 
performing agents in terms of revenue collected. 
Then, Speech Analytics identified the skills that 
best differentiated the top performers from the 
bottom performers.  Genesys Speech Analytics 
defines agent skills by the types of phrases 
spoken by agents when using that particular 
skill. By leveraging this methodology, HRRG 
discovered that their top performers utilized 
specific techniques much more often than their 
bottom performers. For example, top performers 
created urgency more than twice as often, 
suggested a payment plan almost three times as 
often and suggested reimbursement nearly four 
times as often as bottom performers.  

HRRG then trained all of their agents on those 
collections skills that had been identified as 
the most important. After the initial training, 
HRRG  focused ongoing training and coaching 
efforts on the critical skills by coaching bottom 
performers to utilize the techniques more often 
and training new agents on effectively leveraging 
the key skills.

Producing more reliable 
results with speech-to-phrase 
recognition
Unlike every other Speech Analytics product, 
which begins by converting the speech into 
text or phonemes, then searches within the 
converted speech, the patented Speech-to-
Phrase Recognition delivered by Genesys Speech 
Analytics uses an iterative phrase recognition 
algorithm applied directly against the audio itself. 
This algorithm produces results that are much 
more accurate and complete than any competing 
Speech Analytics algorithm, especially when 
analyzing topics such as agent skills, which must 
be defined by groups of phrases. 

Additionally, Genesys Speech Analytics 
automatically monitors every agent’s usage 
of the key skills on an ongoing basis, alerting 
supervisors and the agents themselves when 
performance needs improvement, along with 
targeted coaching and training recommendations. 
Tight integration with analytics-driven Genesys 
Coaching enables supervisors to easily create 
training, coaching, and self-learning plans focused 
on the critical skills for each individual agent and 
team, and to immediately measure the impact on 
skill improvement.

Using Speech Analytics 
information to streamline 
business processes
In order to completely leverage the 
information delivered by Speech Analytics, 
HRRG implemented some business process 
adjustments. Training, coaching, and self-
learning programs were refocused on the skills 

Solutions
• Increased control over people, tasks, 

and workload
• Gained real-time visibility into operations  

to improve planning
• Improved productivity to meet SLAs  

with higher quality and lower cost
• Reduced response time
• Improved productivity with reduction  

in issue resolution
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered  trademarks of their respective holders. © 2013 Genesys. All rights reserved.

“Speech analytics enables HRRG to measure and monitor  
agent performance on every call, in exactly the same way for 
each agent, which was impossible for us to do previously using 
traditional methods.”
David Friedlander, President

RESULTS

32.5% 
increase  
in monthly phone payments based on 
key skill usage improvement of 13%

13% 
increase  
in agent critical collections skills

that Speech Analytics had identified as critical 
to success. The skills were not just taught but 
also practiced in role plays and evaluated with 
real customer calls during training, coaching and 
self-learning sessions until the agents became 
very proficient with them. 

The key skills are continually reinforced by 
HRRG. Genesys Coaching is leveraged to 
establish set times for agents to review their 
skill usage trends on their own and listen to 
calls grouped by skill. Agents are encouraged 
to recommend their calls for “Best Practice 
Libraries” which are managed by Genesys 
Coaching and agents can win a gift card if their 
call is selected. HRRG also runs other contests 
to create excitement about and maintain focus 
on the key skills.

Revenue drastically exceeded 
business expectations
By improving usage of the key collections skills, 
HRRG’s agents quickly increased the number of 
phone payments they received. HRRG trained all 
of their agents on the critical collections skills in 
mid-June. In the first few months after training, 
usage of the critical collections skills improved 
over thirteen percent, producing nearly thirty-
three percent more phone payments. 

The increase in the phone payment rate 
contributed to a dramatic increase in collections 
revenue. After the June/July period during which 
training occurred and usage of the key skills 
was ramping up, monthly revenue was twenty 
percent above the expected amount of revenue 
(on average) every month for the rest of the year 
(August through December). This translates 
to an additional $3,234 in revenue collected by 
each agent each of those five months.
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