Leveraging Customer Service:
An Untapped Resource for Improving Member’s Health
Introduction

Goals/Aim

 Healthcare Effectiveness Data & Information Set (HEDIS) Gaps in Care
are defined as the discrepancy of the clinical quality measure and the
care that is actually provided.
 To succeed in population health, gaps in care must be identified and
closed efficiently and in a timely manner.
 A new call center application afforded us the opportunity to allow a
customer service representative to address gaps in care with in-bound
member service calls.

 Leverage Customer Service to educate members concerning gaps in
care and to schedule appointments in order to close those gaps.
 Customer Service Representatives will address 80% of all gap in care
alerts.
 Specific goals set for targeted measures-Cervical Cancer Screening:
 Closure of 150 gaps/month
 Scheduling appointments success rate of 15%/month

Actions / Interventions
 Customer Service Representatives (CSR) answer the in-bound service
call and address the reason for the call.
 During the call an alert pops up on the CSR screen if there is an open
gap in care on the member.
 CSR transitions the conversation using the scripted message and
attempts to schedule an appointment with their provider.

Drop down list of action responses (Call
Out) that CSRs have to choose from when
addressing the gap in care.

Note Text Box: Enables the CSR to
record comments and/or barriers.

Warning Message appears
on screen and gaps in care
are listed.

When the gap in care has been addressed
the gap will be grayed out. Grayed out
period is dependent upon action taken.
An Action History will be listed of when
the gap was addressed.

Scripted message

Tracking Improvement
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Conclusions
 Robust analytics and timely reporting is essential to improving our
member’s health.
 Extensive face to face CSR Education/Training was completed prior to
implementation and annually to ensure that the process remains
consistent.
 Member incentives are utilized with targeted measures and assist the
CSR with scheduling appointments.
 Employee incentives were utilized in June 2017 and June-August 2018
significant increase in the number of appointments scheduled.
 Data is reviewed and shared with CSR staff on a daily basis.

 Call monitoring and auditing has assisted the team to identify best
practices.
 Data analysis has shown that members are more likely to close gaps in
care if the CSR schedules the appointments.
 CSR Focus groups are needed to discuss their experiences with
addressing gaps in care and how to successfully schedule
appointments.
 Accountability at all levels - Executive leadership buy-in and have made it
part of employee’s annual evaluation.
 We have continued to refine reporting to identify barriers and implement
processes to resolve.

