
UPMC Health Plan Optimizes Customer 
Conversations to Ensure Service Excellence

SUCCESS STORY

UPMC Health Plan sought to set itself apart from competitors by offering an innovative array of 
new customer experience approaches. With the assistance of Genesys solutions, they now go 
above and beyond when delivering personalized customer service. They not only listen 
attentively to the voice of the customer, but also proactively reach out to them — all to ensure 
that their members live healthier lives.

AT A GLANCE

University of Pittsburgh 
Medical Center (UPMC) 
Health Plan 
www.upmchealthplan.com

Industry: Healthcare, 
Insurance Services

Revenues: 
More than USD 8 billion  

Number of Employees: 2,200

Number of Agents:  
160 overall 
56 dedicated Medicare 
Concierge agents

Number of Members:  
>115,000 Medicare 
customers 

Number of Customer  
Interactions: 
1.2 million inbound calls 
annually 
As many as 2,000 Medicare 
interactions per day during 
enrollment periods
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UPMC Health Plan, the second-largest health 
insurer in western Pennsylvania, is owned 
by UPMC, one of the nation’s top health 
systems. UPMC Health Plan offers a range of 
commercial Medicaid and Medicare HMO 
products and services. The organization’s 
top-down commitment to the customer 
experience is a major differentiator in the 
competitive market for healthcare insurance. 

“Quite simply, our driving value is service,” 
says Mary Beth Jenkins, Chief Operating 
Officer at UPMC Health Plan. “We believe in 
providing service excellence to all of our 
stakeholders and customers. To do this, we 
have to have customer service representa-
tives with the right skills, ability, and 
commitment. Next, we need to make sure 
that processes are stellar. Lastly, we have to 
implement the right technology to support it 
all. Genesys has been a key enabler in 
helping us to be more sophisticated in our 
customer interactions, and in achieving our 
goal of holding proactive inbound and 
outbound conversations.”  

Health Care Concierge Program 
ensures superior service

“We are very passionate about member 
engagement,” says Kurt Rutherford, Contact 
Center Supervisor at UPMC. “We ask our 
representatives to provide nothing less than 
world-class customer service. And one of the 
innovative customer service strategies that 
UPMC has developed is the Health Care 
Concierge Program for our Medicare 
Advantage members.”

The Health Care Concierge Program is a 
unique combination of people, processes, and 
technology that embodies UPMC’s 
commitment to delivering great customer 
service. It combines the Genesys technology to 
connect members with the right people and 
information, a consistent effort to solicit and act 
on customer feedback, and an unrelenting 
focus on meeting the customer needs. “One 
of the reasons we developed this program is 
that we were looking for a way to differentiate 
ourselves in the marketplace,” explains 
Rutherford, “and the first thing we decided on 

was to offer members a high-touch proactive 
service, rather than sit back and be reactive to 
their needs.”

UPMC assigns each member of its UPMC for 
Life Medicare Advantage Program their own 
personal health care concierge. When a 
member calls in, the Genesys routing engine 
automatically sends the interaction to that 
individual’s dedicated concierge. If the call is 
not answered within several seconds 
because the concierge is on another call or 
away from their desk, it is routed to another 
agent in the group who worked with the 
member in the past; this way, the member is 
always connected to someone who is 
personally familiar with their issues and plans.  
Genesys gives the concierge access to all of 
the member information in real time when 
the call is received so that the concierge is 
empowered to address the member’s issues.  

Having a personal relationship with the 
concierge is especially important for elderly 
patients and members with cognitive 
disabilities who often need help navigating 
the often-complex world of Medicare 
services and coverage, and prescription drug 
plans and costs. In some cases, the concierge 
is the individual’s primary contact for 
healthcare related issues, and the first place 
they call with questions. The concierge’s 
objective is not simply to answer the 
question, but to proactively talk to them 
about benefits they may not know about, 
such as eligibility for glaucoma screenings or 
flu shots, assisting them in scheduling 
physician appointments, or discussing a gap 
in care. 

Concierge Korey Luciow gives the following 
example. “Say a member calls in asking 
whether they are covered for cataract 
removal. I’ll let them know that, yes, they are, 
and I’ll also let them know about what their 
co-pay would be. But I’ll also make sure to let 
them know that, as long as they stay in 
network, they will also get a free pair of 
glasses after the procedure, covered at 100 
percent. Most of the time, they’d never even 
know they were eligible for that benefit, on 
top of the actual procedure.  

CHALLENGES
• Differentiate in competitive 

industry marketplace 

• Connect members to 
personal concierge for 
consistency and a personal 
connection

• Guide members who may 
be elderly or unwell 
through healthcare 
services, payments and 
options

• Reach out to those 
members who may not 
be getting the care or 
services they need 

• Enable constant service 
improvement by listening 
to customer needs and 
responses

• Provide service excellence 
to stakeholders and  
customers

• Ensure one call resolution

• Replace the management 
of data through paper 
spreadsheets
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“Next, I’ll probe whether they want help in 
filling out the authorization forms, and I’ll 
ask if they’d like for me to contact a 
participating optometrist or ophthalmologist 
to get the procedure scheduled for them. If 
they say yes, I’ll have them hold while I 
make the arrangements, and then I’ll get 
back on the line and relay the information. 
All the member has to do is sit back, and I 
autopilot the entire thing.  

“I’m very patient and take my time to 
explain things thoroughly so that people 
understand and don’t have to continually 
call back. You have to think about how you 
would want someone to treat a family 
member of yours. You have to act 
appropriately and kindly. If they call us with 
an issue, we fix the entire issue. We don’t 
just say, ‘Okay, you should call your doctor.’ 
No — we call their doctor. We coordinate 
their entire care as far as the health 
insurance side of things.” 

One call resolution —  
many channels
While the team strives for one-call 
resolution, ‘resolution’ means more in the 
UPMC context than simply answering a 
question. The concierge will take any extra 
step necessary to resolve their members’ 
issues which, as mentioned, may mean 
putting the member on hold and calling 
their physician’s office directly to discuss a 
billing question, or connecting the member 
to an on-call nurse or a case manager to 
address larger issues and services.  

Another example is using Genesys Chat to 
help resolve member issues quickly and 
efficiently. Says COO Jenkins: “It was 
important that we implemented Chat 
technology. We’re using the Chat 
functionality of Genesys internally as a way 
that, while a concierge is on the phone 
with a member, he or she can use 

resources from other departments to help 
get an answer, so that we don’t have to 
say to the member that we don’t know an 
answer, or we have to call them back. 
We’re able to use Chat to talk to our 
enrollment or billing departments to get an 
answer to related question, for example.  

“As far as the member knows, they’ve 
conducted a conversation with just one 
person, and it is invisible to them that there 
has been another expert from another 
department who has helped provide some 
element of the answer; they just know that 
there query was resolved completely on 
that one call.”

As a Supervisor, Rutherford has seen the 
benefits in action. “On the whole, Chat has 
made us more productive. I don’t think I’m 
exaggerating in saying that we probably 
would not have been able to manage some 
of the growth that we’ve had if we did not 
have some of the new tools that we have 
at our fingertips. Last year we did almost 
20,000 chats and, if I had to guesstimate, 
I’d say that we’ve probably surpassed that 
already for this year. Volumes have doubled 
year on year.

“Other channels such as mobile apps, 
external Chat, Facebook, and Twitter will all 
be utilized sooner rather than later,” 
Rutherford continues. “They are all just 
another way of touching our customer, of 
interacting with them. Technology is here 
to stay. It’s not going anywhere, and we’ve 
got to keep up. I mean, even my mother-
in-law has a Facebook account now. In fact, 
she got one before I did!

“In terms of the Concierge Program, despite 
what channel is used, our goal is for the 
conversation to remain between the member 
and their assigned concierge. The members 
don’t want to know all of our internal 
workings; they just want us to fix their 
problem so they can get on with their day.”

SOLUTIONS
• Genesys Customer Interaction 

Management (CIM) platform

• Genesys Voice Platform

• Genesys Outbound

• Genesys Inbound

• Genesys Web Customer Service

• Genesys Chat

• Genesys Email

• Genesys Desktop

• Genesys Info Mart

• Genesys CCPulse

• Genesys CCAnalyzer

• Genesys Asset — After Call Survey

• Genesys Asset — Notifier

“We’re using Genesys technology to help us be more sophisti-
cated in our service delivery, and to really understand the voice 
of the customer.”    
MARY BETH JENKINS,  
COO, UPMC HEALTH PLAN
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Customer Service Heroes — 
going above and beyond
The result of this focus on customer service is 
hundreds of meaningful successes every day.   
Talk to any concierge and you’ll hear a story 
about an interaction that had a major impact.  
For example, one UPMC concierge had been 
talking with an elderly patient (UPMC 
member) who told him that he was 
struggling to pay for his cancer medication. 
The member was worried about how he was 
going to pay for groceries, let alone 
Christmas presents with the holidays 
approaching. The concierge went home that 
evening and was watching TV, but could not 
get the gentleman out of his mind, so he 
went online and researched foundations and 
associations that support these treatments.  

The concierge later got on the phone with 
the member, and together they filled out the 
forms to request a grant with one of the 
foundations. Right before Christmas the 
patient received a call from the foundation 
saying that he was being granted $4,000 to 
not only cover the cost of the medication, 
but his doctor visits, too.    

Luciow says that these types of instances 
really are life changing. He recalls when a 
member called to in to see if Medicare would 
cover the $250 cost of a needed breast 
cancer treatment. “I had to grit my teeth 
when I gave her the news that it wasn’t 
covered. I thought to myself, “I spend that 
much money in a weekend on stupid, 
useless things. This lady needs it for survival.” 
So I offered to cover the expense out of my 
own pocket, and although she declined, I 
would have done it gladly.”

Outbound campaigns — 
important lifelines to members
Proactive outreach is also an important part 
of the UPMC Health Care Concierge Program.  

“We’re cognizant that most of our members 
are retired and buy their insurance from us 
directly, not through employer plans, so once 
we get them as members, we need to retain 
them. That’s why we started to be proactive 

with our outbound campaigns and 
communications,” explains COO Jenkins.

UPMC concierges reach out to members for 
various reasons, including to:

• Wish them a happy birthday

• Discuss clinical gaps in care 

• Tell them about prescription medications 
that have been authorized 

• Notify them of benefit changes or special 
events 

• Send renewal reminders

• Welcome new members

These outbound calls are an important lifeline 
for many members. Agents might tell 
members about free services they did not 
know about, or detect a problem and refer 
the member to a case manager.  

Says Concierge Luciow: “There are a lot of 
outbound campaigns that I really enjoy doing.  
Sometimes when you call an elderly person 
to wish them a happy birthday, you’re the 
only person they may talk to that day. They 
can be excited just to have somebody to talk 
to; somebody who’s not trying to sell them 
something. You can then take the 
opportunity to ask them if they have any 
questions or concerns, and to let them know 
about some extra services available that they 
don’t have to pay for, such as a gym 
membership or dental discounts. You can 
take that time to really engage with them, 
and give them information that they might 
not have ever known about. There is also an 
outbound call campaign to let members 
know when authorization for their 
prescription drugs has been approved. 
Members really enjoy knowing that their 
insurance company cares enough to reach 
out to them.”

“I’ll relate a slightly different version of that,” 
says Supervisor Rutherford. “We recently 
experienced a situation where we made a 
birthday call to an elderly gentleman, and he 
was not very enthusiastic that we called him. 
He said, ‘It’s another year, but I don’t have 
any family left, I don’t have anyone around, 
and you know, I truly don’t want to see 
another year.’ His concierge was taken aback, 

BENEFITS
• Offer members a high-touch 

proactive service, rather than  
sit back and be reactive to  
their needs

• Flexible routing strategies for 
connecting members to the right 
person, quickly

• Inbound calls provide opportunity 
to go above and beyond

• Streamlined proactive, outbound 
calls for differentiated service and 
better healthcare outcomes  

• Real-time contact center insight for 
day-to-day agility

• Instant customer feedback to 
support agent training and 
development

• Integration with chat channels for 
real-time, first call resolution

• Optimal combination of people, 
processes, and technology 
deliver great customer service
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and talked with him at length about 
whether he would agree to be connected 
to a case manager who could engage with 
him further. He consented, and the result is 
that he actually received some much 
needed treatment. We like to think that if 
the concierge hadn’t called this member on 
his birthday, we might not have touched 
him in time to help him at a critical juncture 
in his life. So, we don’t think — we know 

— that proactively reaching out to our 
members in lots of different ways serves as 
a gateway to other necessary services that 
our members need.”

Rutherford provides another example of 
outbound member engagement where 
there is an identified gap in care: “Let’s say 
that someone is diabetic, and we can look 
at claims data and realize that this person 
has not had needed tests to ensure that 
they stay healthy. We can use that data to 
create a campaign to reach out to the 
member and say, ‘I see that you haven’t 
had a diabetic retinopathy exam in the past 
year. That is something that I would be 
happy to assist you with.  What is your 
doctor’s name — I’ll give him a call and get 
that all scheduled for you.’”

According to COO Jenkins, these examples 
are not far and few between. “Recently a 
concierge made an outbound call to a 
member just to remind her that she was 
due for her annual mammogram. She said 
she would just wait and do it later, but the 
concierge urged her to let him make the 
appointment for her. She agreed and she 
went, and was diagnosed with a 
malignancy that was still in a treatable 
stage. She let us know that the call out of 
the blue from her concierge prompting her 
to make and keep the appointment most 
likely saved her life. 

“When you think about a contact center, 
you don’t typically think that it will directly 
influence or impact health outcome. I think 
that’s where we’re definitely different. This 
department takes a million inbound calls a 
year, but an equal priority for us is to 
conduct these outbound calls to welcome 
new members, say happy birthday, or 
identify clinical gaps in recommended care.  
I think that’s what makes us unique.”  

UPMC has found that the outbound calls 
pay off in better member satisfaction and 
in internal efficiencies. Continues COO 
Jenkins: “Within the first year of 
implementing the program, as we 
increased our outbound calls, the inbound 
calls decreased in almost the same 
percentage. Making outbound calls costs 
us no more than handling inbound calls, 
and they’re helping us promote positive 
better health for our members.” 

Optimized metrics ensure 
deeper level of service
UPMC has always sought to reinforce its 
dedication to service by looking at service 
metrics and performance measurements, 
but it wasn’t always easy. In the years 
before implementing Genesys, UPMC used 
to manage, maintain, and track data — 
such as percentage of inbound calls 
answered, number of outbound calls 
completed or not completed, and who is 
efficient or inefficient — through paper 
spreadsheets, which was time consuming 
and tedious.

According to Supervisor Rutherford, who 
has been with UPMC since before the 
Genesys software was implemented, “The 
Medicare group makes up about 25 
percent of UPMC’s business, but our call 

“Genesys has been a key enabler in helping us to be more 
sophisticated in our customer interactions, and in achieving our 
goal of holding proactive inbound and outbound conversations.”      
MARY BETH JENKINS,  
COO, UPMC HEALTH PLAN
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volumes are about 40-45 percent of the 
business, so we have to be efficient.  Our 
service level target is 80 percent, so we 
want to ensure that 80 percent of our calls 
are answered within 30 seconds. We needed 
a way to look at our metrics more 
resourcefully so that we could ensure a 
deeper level of service.

“Today, Genesys generates raw data in real 
time. For example, we can look at and track 
the number of transfers that were made, 
how many recommendations and referrals to 
case managers were made, how many 
appointments the concierges’ have scheduled, 
who the top performers are versus the entire 
team, and so on. Those are the metrics we 
look at on a weekly and monthly basis, and 
on which we base our decision making.” 

Says Concierge Luciow: “We agents do have 
benchmarks that our supervisors look at. Our 
goal is to conduct 7.5 customer conversations 
per hour. What’s more, we get graded on 42 
different categories every week, and we’re 
given a percentage based on such things as 
how many calls we make to number of 
abandoned calls. I meet my service levels at 
100 percent almost every week. Those 
people that fall under the target still find the 
benchmarks useful, though, as they’ll then 
get individual coaching sessions to get them 
up to speed.”

“The big thing that I’m going to look for on a 
daily basis is Genesys CCPulse,” explains 
Supervisor Rutherford. “That gives me good 
information on what my staff is doing, what 
state they are in right this moment, what 
type of call they’re on and type of interaction 
they’re in, and how long they have been 
conducting that particular interaction. I know 
how many inbound calls were made on a 
daily, weekly, or monthly basis, and how 
many outbound calls were made, and what 
the average hold time was.

“What’s more, Genesys Outbound ensures 
that we get real-time views and statistics, 
which helps in real-time campaign creation, 
not to mention managing the day-to-day 
work, because now we can track things that 

change intra-day and intra-hour,” continues 
Rutherford. “There is an automated process 
that creates the list of members that need to 
be called, sorts the list, and then loads it into 
the outbound campaign function. Supervisors 
like me can then check the outbound call 
load in real time and adjust workloads 
accordingly. The Genesys solutions are 
intelligent and, from a supervisory standpoint, 
they help me to manage my day. Compared 
to the days of the spreadsheet, we’re living 
the high life now.”

Surveys: Listening to the voice 
of the customer
In an effort to improve service on a call-by-
call basis, UPMC uses the Genesys Survey 
solution to ask its members directly about 
their service, immediately after the interaction 
takes place. This way, customers can relay 
their experiences in their own words. 

“For me, it is important to understand what 
our members are saying about their service 
experience, and then be able to improve 
upon it so that it isn’t simply, they call in, we 
solve their question, we move on. It’s more 
about providing service excellence,” says 
COO Jenkins. “We’re using Genesys 
technology to help us be more sophisticated 
in our service delivery and to really 
understand the voice of the customer.”  

For example, UPMC uses this information to 
provide real-time feedback to the healthcare 
concierges — what worked well, and what 
could perhaps be better. This also helps 
supervisors to develop the agents’ skills and 
celebrate their successes while continuing to 
build a great customer experience.

Says Supervisor Rutherford: “The after call 
survey has been a phenomenal form of 
member engagement as it gives us 
immediate feedback on individual 
performance. We can go to the agent right 
away and say ‘well done,’ or ‘this is how you 
might handle this in the future’ while it’s fresh 
in the representative’s memory. The post-call 
part is a chance to both remediate and 

“We’re committed 
offering the best 
customer experience in 
the industry, and 
Genesys is a key 
enabler in helping 
ensure that success 
every step of  
the way.”        
MARY BETH JENKINS,  
COO, UPMC HEALTH PLAN
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reward; it’s not just seen as one-sided in 
the type of feedback. And this kind of 
member insight has been invaluable for 
helping us ensure that we deliver 
excellent service.”

“I appreciate hearing what my members 
say in the after call surveys,” says 
Concierge Luciow. “Management will 
sometimes make it fun, too. For example, 
if it is near the Fourth of July, they may 
send an email out to me and my 
colleagues with some catchy phrase like, 
‘Korey’s exploding with great customer 
service skills!’, or something like that.  It’s 
nice to hear when we do a good job, and 
the members’ opinions means a lot. I find 
that very positive.” 

Delivering on a strong brand 
promise
How else do they know that they’re 
doing well? In addition to the surveys, 
they can track the success of the 
program through the annual renewals. 
Health insurance plan members can vote 
with their feet every year during open 
enrollment. UPMC saw an enrollment 
increase of more than 8 percent in its 
fiscal year 2011.  

What’s more, the company has also won 
major industry awards and recognition, 
including:

• The highest ranking from J. D. Power 
and Associates for attaining the highest 
level of member satisfaction by a 
commercial health plan in Pennsylvania 
in 2011.

• The highest level of accreditation 
possible from the National Committee 
for Quality Assurance (NCQA) for all 
commercial, Medicare, and medical 
assistance products.

• Global Call Center of the Year award 
from the International Customer 
Management Institute (ICMI in 2012). 

• Ranked Number One in the region  
by Consumer Reports for their 
Medicaid plan. 

“I think those awards just go to show that 
we have hired the right people, we have 
the right leadership, we have the right 
partners, and we’ve got the right 
technology,” says Supervisor Rutherford. 

“Because, hey, it took all of those things 
for us to be able to be J.D. Power 
certified and to win the ICMI award. I 
view it all as validation that we’re going in 
the right direction as to what our 
customers want.”

“It’s nice to get external validation,” 
agrees COO Jenkins. “We view J.D. 
Powers as a well-respected entity as it 
relates to customer satisfaction. I’m 
happy to say that we’ve passed 
certification three times. And we just 
won the ICMI award, which helps us 
know that we benchmark across the best 
of the best. This is significant. We don’t 
just want to be the best in the health 
insurance industry, but in any industry. 
We continue to elevate our game and 
look for ways to improve the customer 
service experience.”

UPMC and Genesys — a 
successful collaboration
UPMC’s success is due to a unique 
combination of people, processes, and 
technology — and to its unflinching 
dedication to deliver great customer 
service. UPMC is an important example of 
an organization that is using technology 
to improve life for its customers on a 
day-by-day, call-by-call basis.

“The Genesys solutions are intelligent and, from a supervisory 
standpoint, they help me to manage my day.”        
KURT RUTHERFORD,  
CONTACT CENTER SUPERVISOR,  
UPMC HEALTH PLAN
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2001 Junipero Serra Blvd. 
Daly City, CA 94014 
USA

Worldwide Inquiries: 
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Fax: +1 650 466 1260 
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www.genesyslab.com
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Genesys software directs more than 100 million interactions every day from the contact center to the back office, helping 
companies deliver fast, simple service and a highly personalized cross-channel customer experience. Genesys software also 
optimizes processes and the performance of customer-facing employees across the enterprise.
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Says Concierge Luciow, “The Genesys technology we use here on a daily basis is really excellent. 
I think that if people saw it in action from our side of the phone, and saw exactly how their 
information was obtained in that short amount of time, their jaws would drop. The technology 
aggregates information and provides hints about what the members might be calling about or who 
they are. It’s really impressive! And it really does help maintain the personal relationships that we 
enjoy with members — something that, in my opinion, we do better than any other company.”

Says Supervisor Rutherford, “The UPMC story is a technology story, but from our point of view 
it’s a human relationship story that happens to use technology as one of the ways to make 
providing service easier. When we talk to people who either join our plan, or decide to stay on 
our plan, one of the key things we always hear is that it’s because of our service. I think that they 
value the human touch that they get from UPMC.”

Concludes COO Jenkins, “Clearly, across all levels of our organization, we are a service-oriented 
business. We’re committed offering the best customer experience in the industry, and Genesys is 
a key enabler in helping ensure that success every step of the way.”

“The Genesys technology we use here on a daily basis is really 
excellent. I think that if people saw it in action from our side of 
the phone, and saw exactly how their information was obtained 
in that short amount of time, their jaws would drop. It’s really 
impressive! And it really does help maintain the personal rela-
tionships that we enjoy with members — something that, in my 
opinion, we do better than any other company.”          
KOREY LUCIOW,  
CONCIERGE,  
UPMC HEALTH PLAN


