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Through People, Process and Technology Deployment

3 minute read

At a Glance:

e Designed and deployed an automated, multi-channel condition management enrollment
program powered by Salesforce including use of personalized and optimized messaging.

e Leveraged Engagys best practices, behavioral economics, and call center optimization
techniques to improve enrollment performance and consumer experience.
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Client Needs:

Our client required a turnkey definition, design, and deployment of an orchestrated and
automated multi-channel print, email, and live agent campaign that could be released to
production on a short timeline.

Client Value:

Our client sought improvements in their approach to enrolling Medicare members in multiple
chronic condition management programs for the purposes of driving better medical outcomes

and optimizing cost of enrollment processes.

Engagys Solution:

Engagys defined, designed, developed, implemented, and scaled multi-channel outbound
and inbound communications operations built on Salesforce Service Cloud and Salesforce

Marketing Cloud over the course of several months.
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, \ Utilized deep engagement and content expertise
to define messaging and communications
' , sequencing as well as templatize and author
\ PROCESS

emails, letters, and call center agent talk tracks
, for use within Salesforce Service Cloud.
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\ PeOPLE / \ TECHNOLOGY /
Drove a call center staffing Designed a client-specific solution within Salesforce Service
initiative on behalf of the client, Cloud, including infrastructure populated with newly developed
including call center agent hiring, content, automated agent case assignment capabilities, and
training, and ongoing assessment. gueue management. The new platform increased agent ease of

use while optimizing productivity through mitigation of legacy
manual tasks.

Results:

e Completed reconfiguration and integration of Salesforce Service Cloud and Salesforce Marketing
Cloud Journeys in less than 90 days.

e |aunched and optimized six separate condition management programs addressing different

conditions across multiple populations.

e [ncreased enrollment rate performance by more than 50%.
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