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Sealund Special Report

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

“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 Sewart,

Training Manager for 
Operations, WellCare

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.” 
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Interactive Role-Plays

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

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.

Step Action Tables

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.

Customer Service Representatives (CSR) 
have opportunities to practice on test sys-
tems throughout the training. CSRs can 
immediately apply information learned in 
an environment simulated to match what 
they will actually experience on the floor.

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

Immediate Application of Knowledge

Interactive assessments provide for immediate feedback.
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