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Technology to Engage a
Digital Native Workforce:

Communication Tools for Effectively
Motivating and Retaining a New
Generation of Employees
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Agenda

» Contact Center Technologies
» A Look at Gamification
» Deployment
» Goal Setting
» Results
» A Look at Speech Analytics
» A Speech Analytics Journey
» Improved Employee Engagement
» The Results: More Satisfied Patients
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Which Would You Choose?
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Contact Center Technology Requirements

» Provides on-going
training feedback
» Monitor & measure

results
e Training
¢ Compliance
+ Trends
» Technologies need to benefits of
meet’YOUR individual ;g‘:z’eg‘;;;
team’s needs service levels analytics ™
¢ Daily dashboards tool captures
« Improve agent performance call cata
e Optimize patient experience
e Achieve ideal client outcomes feedback scorecard
« Employee retention to the ag 1s created
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Omni Channel Communication: It's not only
for patients, it’s for your employees too!
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A Look at Gamification to Engage
the Digital Native Workforce




9/20/2019

hfma

wisconsin chapter

hfma

wisconsin chapter

Operational Objective for the use of Gamification

» Technology powered remote worker strategy

+ Transparency promotes competition

+ Near real time dashboard for mid-day results monitoring

+ Daily/weekly/Monthly contests and recognition

+ Administration of incentive prizes

+ Recruiting and retention

+ Employee engagement by empowering agents to create their own
competitions

+ Creates an atmosphere of confidence by recognizing
improvements in key skills

+ Creating and atmosphere of FUN!
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Alejandro Barrios

My Goals

Select Date Range:  09/29/2017 12:00 AM - 09/29/2017 11:59 PM

Score Card Dl Immediate Pays Sum Call Per Hour Weekly Fee
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Duels Score Board

My Duel From 09/29/2017 w To 09/29/2017 -»

Goal: Pays Sum 00:09:37
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Deployment of Gamification

» Implementation schedule
60 day implementation
Hourly flat file sent to provider
Pilot with a group of 50 FTE for 90 days
# Use of Auctions
« Setting up Duels
» Creating the Legend for how to earn badges and points
Mid-pilot check points and review of progress
Post-pilot ROI
Roll out company-wide — rolled out in 2 sections, Early Out and Third
Party Debt Collection
Post-roll out maintenance and keeping the system “fresh”
* Use of gamification store
» Resetting the game
& Learning more about auctions
* New badges and themes
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Deck the Halls Silver 300

& =x [

Hiking The Woads Bronze 250

3
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Hiking in the Woods: 1500 IP in one day
Hiking in the Hills: 2000 IP in one day

» White-Water Rafting: 2500 IP in one day
» Rapids Navigator: 3000 IP in one day

» Camp Fire: 3500 IP in one day

» Smore’s Maker: 4000 IP in one day
Travel Guide: 4500 IP in one day
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Gamification Increase 6 months post pilot

» Overall Results

» Third Party Debt Collection
+111.2% increase in immediate pay dollars

+ Extended Business Office Artiva
+ 105.9% increase in immediate pay dollars

+ Extended Business Office FACS
+ 142.6% increase in immediate pay dollars
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Jalisa Johnson, “I love gaming! When you work in a larger company it can
be hard to get recognmon for everyone, and through this system | can get
recognition without waiting for a Supervisor to notice my individual
accomplishments. You ?et to customize the shelf that holds your awards,
and they stay as yours forever. You can even click on them and they tell you
what you did to earn that one. It's nice that they stay on the shelf so you can
always see the milestones you have completed!”

Andrenia Morgan-Washington, “The system helps me keep myself
personally accountable. | like to see’'what | immediately need to improve
on throughout the day. | can see my calls and payments during the day and
know what | need to do to reach my daily goals. I'really like that it's
immediate and gives you instant feedback.”

Jalisa Johnson, “Another thing | like is that it shows my what my personal
best was. Then, once I've out-done myself, it stretches the goal a little
further, so I keep increasing my performance. “

Andrenia Morgan Washington, “I really need the immediate feedback and it
motivates me!
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Callminer
Eureka

Real Time Analytics: Find
out what is happening on a
call NOW, and course

Post Call Analytics:  comect or quide the call as

Find out what was said  1tS happening to immediately

on the call and how doss CShange the outcome: true

italign with what our zi;ﬁ:(‘:;’"ﬁg):!‘
company expacts 08 Compensation based on
ompensation based on  100% of recorded calls
Dialer Agent 100% of recorded calls  Where the agent can adJ usl
Monitoring: aligned with an agent | their score during the ¢
‘What is an agent's scorecard and course comect, Where
status and how Pacded based on faedback
provided by Agent Assistant

long have they
been on a call,
Compensation
based on 5 calls
per agent per
month




htma

wisconsin chapter

9/20/2019

Speech Analytics: Agent Assistant

Courtesy
Escalation

Compliment
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Speech Analytics: Agent Assistant

Informational

« Enter “F* then PH #
« Click Conf button

Compliance

System Help
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Speech Analytics: Agent Assistant

These Agent Assistants get a lot of feedback from our reps and are the #1
thing they comment on when asked about EurekaLIVE!

Customer
Compliment

Our Agents LOVE getting the compliments and “Good Job’s” along
with a fun or funny picture we attach to the fly out.
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Improved Employee Engagement
Through Speech Analytics

Eurekalive’'s Agent Assistant guides the agent through each call,
helping the agent feel more confident

Agent Assistant is visual and fun, providing positive feedback
Leaders actively monitor the right conversations

Leaders get engaged on calls and are able to perform a service
recovery before the call is over for the patient

A Leader may come to the assistance of the agent without even
being asked by the agent

The agent wants to ensure the Agent Assistant stays green and
remains actively involved in not only the information being shared on
the call, but also the tone, rate of speech, and sentiment of the
patient
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Speech Analytics: Here’s What the Team is Saying

“Agents have mare canfidence, especially new team members, as they can say key words and their pop up happens to
guide them through the cail.” - Eric, Customer Service Call Center Supervisor

“Ilike everything about it! 1ts just really helpful!™ Eloise, & month tenured Customer Service Specialist

“It's amazing howw specific the feedback in the Agent Assistant can be, so | ahvays have a helper an each call*Kathy,
Customer Service Coll Center Team Lead

“Agent Assistant is on-point and accurate. Especially, the topic specific ones such as the Financial Assistance process. |
also liked the turkey for o good job!”Samiyyah, 2 yeor tenured Customer Service Specialist

1l color it tells you what is going on with the tone of the call. Also, | like getting the Good
Job picture!” ~ Melisso, 2 year tenured Callection Speciafist

“Agent Assistant helps with the timing of what to say on each call and makes sure | have the right call order"
Dominigue, 4 year tenured Collection Specialist

“It guides you through the coll and is real helpful for new stajf ar for client information on those calls that | do not see
very aften.” Craig, 13 year tenured Callection Specialist
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Comparing 90 days Before and After Real
Time Speech Analvtics

Proper Patient |dentification in 2017
o, increased to 98.95% compared to
17.5% 21% 94.12% on calls n the Q4 2016

Reduction in
Risk Language

Reduction in
Dissatisfaction
nguag

27% Increase in Supervisor Language

(possibly due 1o the representatives

mummdurlﬂhmrddu(;m:‘wﬂﬂ 48.9%
mend Manager ot Supervisor involvement)

Increase in

114% | 11.22%

Increase in

Decrease in
consumer asking for Courtesy Language
a call back stayed consistent, measuring
99.5% in 2017 and 99.4% in Q4 2016
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