B Seaﬁmd presents Innovative Training Solutions developed for...

WELLCARE

www.wellcare.com

I call Flow and Scripts ] [ overview of WellCare Systems |

Call Management Model Peradigm — Overview (cont. )

Cirabsmad Manangs e n

Thed i Thie haie ecrdan Fal allsvwl pou 10 vew youd diy’s conacte s well &l nangals
ihe sysem {0 aocess dffmnen soemen. Yoo may ales scoes lvsuss and Grsveaces
of pravious cortatiu in his screen sod access Duius Recling

Cloae
S et st Chckng an (ha "Pager icon = Sccam bo Dot Infemation Seren (hal you =il e
10 Search tor ceslomen
| m—— -1
Jiemtify & Communica it Y e ]
R bk I~ —= - - — ]
R Fivnnled e mm el e |
Manrdd — - - P
Arkrowiedge £
Rerpond i
Coandomr Ny Prole e nclfe Caller
] L T
'ﬁ D_‘ e e— L]

Cusiomer Service cals are most successhul when the pninciples of
cughormer dervice Sre wtad Remembes o buld rapport theoughoul the I —
call by takang the miiative, Denp postioe and makng the member teel =
special Shiw slegray, srgathy end ownerghip, and dermorsirate
profeszinnakerm ot all trmes

Sealund Selected by WellCare to Create Medicare Part D
Prescription Drug Plan (PDP) Training

Sealund created an Instructor-Led Training
(ILT) curriculum for WellCare and its call-
center employees. Customer service
agents face many challenging situations,
issues and problems answering PDP calls
every day. The curriculum is customer
service focused to help resolve each call
with quality, efficiency and customer
satisfaction. “Sealund worked within our
framework, using our design templates

which made our maintenance easy.” Seaﬂu n d
| |

Contact Sealund at 1-800-434-8000 for more information
consultants@sealund.com ¢« www.sealund.com

“We’re experiencing a
positive impact to our
business units including call
centers. Our
vendor/partners are very
receptive to the new
training for Medicare and

Medicaid.” Judy Sewatt,
Training Manager for
Operations, WellCare
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Immediate Application of Knowledge

Consisting of sixteen modules and nearly
eight hundred pages, this training is
designed to be completed within two and a
half weeks. The ILT is designed to not only
train new-hires but also to retrain existing
employees.

N\ WellCare

Please complete all two parts of the 30 question assessment using the
materials and took coverad during your first week of training

PDP Customer Service Training: Week 1 Assessment

Name:
Instructor:  Other »

Customer Service Representatives (CSR)
have opportunities to practice on test sys-

1. When handling an angry or frustrated customer it is important ta do the following:

© sigh loudly to recognize their emations.
© Type loudly on your key board so that they caller knows you are taking down notes.
© Turn the call ower to your Team Manager early in the call.

tems throughout the training. CSRs can © s polte repaion £ gotyour gt aross
immediately apply information learned in 2. This pian estabishad the Preserition Drug Flans for Madicare
an environment simulated to match what §

they will actually experience on the floor. O piand

3, Which govemment agency is directly responsible for sdministering the Medicare program?

All interactive exercises are provided with
debriefing information and detailed
facilitator notes which bring more focus to
training sessions.

Interactive assessments provide for immediate feedback.

Step Action Tables

Sealund created step action tables
which provide step-by-step instructions
to the CSRs; and these tables can be
accessed while on the phone.

Interactive Role-Plays

From start to finish, interactive role-play
scenarios provide call examples from
potential members, members, doctors,
pharmacies, family members and care
givers. CSRs receive real world
experience prior to being placed on a
live call. Key customer service skills
such as accuracy, tone and questioning
skill are a major focus for the interactive
role-plays.

m Basic Calls Types (Vignette)

Call Components — Member Verification

Befare you can provide information to a member, you must verify you are speaking to
the member. Step 5 of "ignette Call Documentation and Member Verification" Work
Instructions details Member “erification in ignette.

Sample Member Record for Verification

Mote the missing information.
B o fivgnprildet welicare.
L
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After completing Mermber Verification you will proceed with the call based on the call
script.
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