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BUILDING FUTURES






 “Our objective was to seek out a solution that provided the necessary efficiencies that would enable our customer care representatives to focus on customer service, not the applications.”
Steve Kelley, Director of Operations Consulting, Mercy Health Plans
Mercy Health Plans (MHP) places the highest value on member health and service quality. MHP needed to integrate its call center systems to better serve its customers. The Infosys Integration and Collaboration Solution, coupled with the Microsoft® Customer Care Framework, provided the integration MHP needed, and the result has created a more streamlined customer care organization. 

Business Needs
Mercy Health Plans (MHP) places the highest value on member health and service quality. As a result, MHP regards customer service as one of its competitive advantages. To strengthen its lead in customer service, MHP recognized that, as consumers assume greater financial responsibility for their own healthcare, the company would need to reciprocate with continuous improvement in this area.

Rather than just meeting demand, MHP wanted to stay well ahead of the rising service expectations of individual members and employer groups. Whether MHP customers chose to work through a full-service channel, such as a customer contact representatives (CCRs), or the self-service Web portals, MHP wanted to deliver timely and consistent answers. 

Specifically, MHP wanted to achieve the following:

· Immediately reduce costs, while improving CCR productivity and customer satisfaction

· Increase complex-service capacity and consistency 

· Ease integration now and in the future to accelerate time-to-market for new products and services

· Use single sign on (SSO) to eliminate the need for CCRs to log on more than once

· Present actionable customer information from back-end legacy systems through a familiar, easy-to-use, front-end interface that could evolve to meet changing needs

· Reuse the same open standards infrastructure and business rules for all customer service channels

· Safeguard and extend existing investments 

MHP envisioned a solution that would simplify and accelerate the process to reduce average call-handling time while increasing the capacity of each CCR and channel to handle more complex interactions. In addition, since MHP had also scheduled the phase-out of a legacy claims-administration application, the solution needed to ensure that customer service channels would not be adversely affected during that process. 

Solution

After reviewing alternatives, MHP selected the Infosys Integration and Collaboration Solution (ICS) with the Microsoft® Customer Care Framework (CCF). CCF is an open-standards-based presentation and data integration environment that provides a 360-degree view of every customer through real-time synchronization between full- and self-service channels (portals, interactive voice response). 

MHP chose CCF to simplify the integration of its customer service applications. It also saw the solution as a fast path to capitalize on the cross-channel economies of scale necessary to provide immediate and consistent answers regardless of which channel the customer might choose. Infosys extended the CCF by adding custom-built components such as Web control, mainframe control, external control, navigation toolbar, and SSO Web service to develop the complete ICS solution. 

To implement the ICS customer service solution, Infosys first conducted a discovery phase during which the ICS solution implementation options and high-level scope were established. Six applications were targeted for integration. Next, requirements gathering identified 31 unique workflows that ran off the six applications. Finally, automated workflows were designed for each application using a detailed requirement analysis process.  

In parallel, technical feasibilities of different approaches for the solutions were analyzed. Based on this technical analysis, Infosys designed, developed, tested, and delivered 31 workflows built on Microsoft .NET.

Infosys used CCF and .NET technologies to overcome several complexities that were encountered during the implementation: 

· Some of the native applications had unique behaviors that needed to be retained in the new user interface. For example, a Web application needed to spawn a new child-window for different modules. These behaviors were addressed by opening the application in a different tab control or writing generic components to replicate the specific behaviors of each type of application (Web-, Microsoft Windows®-, and mainframe-based).

· Workflow automation required data exchange and scripting at the user interface (UI) level. For this to work, each application needed to be able to provide control IDs for different controls that appeared on-screen. Since one of the applications lacked a control ID, a generic book library needed to be developed.

· Other design challenges included the capture, encryption, storage, and usage of agent application credentials to achieve SSO. 

Benefits

MHP sees the following business benefits as a result of the ICS and Microsoft solution: 

· Reduction in response time and enhanced productivity. User-friendly navigation and caching context data to eliminate redundancy in data entry will support the efficiency of CCRs, thereby increasing productivity.
· Limited training cost. Because there were no modifications in the applications, the training cost involved was minimal and limited to the use of the unified desktop. 

· “Swivel chair” phenomenon eliminated. Because all applications were integrated in a single, unified desktop, agents are able to serve each customer without physically moving from one system to another. 

· Safeguards and extends existing IT investments. The solution was built by leveraging the existing business applications, thereby protecting past IT investments.

· Application reliability. Because the application will be used to support customer service, the application demands flawless performance.





































Customer: Mercy Health Plans (MHP)


Web site: www.mercyhealthplans.com


Customer size:  530


Country: United States


Industry: Healthcare Payor





Customer Profile


Mercy Health Plans is a full-service health management company providing a full range of HMO, PPO, and POS benefit plans to 250,000 members in 7 states. Mercy Health Plans is a subsidiary of the Sisters of Mercy Health System—a 3 billion dollar Catholic Health Care System, based in St. Louis, Missouri.





Software and Services


Microsoft® Windows Server System™


Microsoft Content Management Server


Microsoft Host Integration Server


Microsoft SQL Server™ 2000


Microsoft Speech Server


Microsoft Windows Server™ 2003


Technologies


Active Directory® directory service


Microsoft .NET 





For more information about other Microsoft customer successes, please visit: � HYPERLINK "http://www.microsoft.com/resources/casestudies" ��www.microsoft.com/resources/casestudies�
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