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Failure to meet slandards for cail center abandonment rate for providers and Behavioral Health Repeat Deficiency?
No

Responsible Department

Step Action Complete?

I i 4% 1 :

Implemented an “All Hands on Deck” approach, meaning all
non-mission critical offine activities were cancelled. Adherence
and conformance to all agent schedules was closely monitored.
In addition we also activated our all-day conference bridge with
our Command Center & Mission Control colleagues across the
netwark in an effort to help facilitate the real time management
of the situation.

| Customer Service; pﬁons

2 |Unlimited overtime was offered in an attempt to cover the Yes Feb-14 Custfomer Service; Operations; Human
Kentucky Member and Provider call lines. This offer was not Resources

limited to our lllinois site; all sites/vendors that could assist
Kentucky were targeted. WellCare also offered lunch waivers,
as well as free lunches fo those forgoing their lunches in an
effort to help with service levels. Free coffee and hot chocolate
were also passed out to staff arriving fo work early and on time.

3 |Customer service agents servicing other states across the Yes Feb-14 Customer Service; Operations
WellCare enterprise were identified to assist and call volume
was routed to other sites/vendors as service limits would allow.

4 |Review reporting metrics with our Behavioral Health Crisis Line Yes Mar-14 Operations; Delegation Oversight
vendor. It was determined that a miscalculation led to
inaccurate reporting of the abandonment percentage. Issue has
been remediated and metric has been confirmed to be well-
within compliance of the Kentucky metric of 7%

WellCare is currently revising existing contingency plans | | Customer Srvfce; Opraﬂons
include greater flexibility in transferring incoming Kentucky calls
fo customer service sites in other states.

6 |WeliCare has significantly increased customer service staffing Customer Service; Operations; Human
in addition to providing cross training classes to allow greater Resources

flexibility in allowing agents stationed in other areas fo assist
with member calls. The following actions have been completed
or are in process for completion:

Twenly (20) trained provider agents went live on 3/10/2014 Yes Mar-14 Customer Service; Operations; Human
Resources

Sixteen (16) trained member agents went live 3/20/14 Yes Mar-14 Customer Service; Operations; Human
Resources

Nine (9) existing provider agents were cross trained for Yes Mar-14 Customer Service; Operations; Human

Kentucky member services. These agents completed training Resources

on 3/26/14.

Twenty-two (22) Kentucky trained member agents will go live on In Process Apr-14 Customer Service; Operations; Human

4/9/14, Resources

An additional fourteen (14) Kentucky trained agents are In Process May-14 Customer Service; Operations; Human

scheduled to go live on 5/6/14, Resources




