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Health New England 
(HNE) is a managed care 
organization based in 
Springfield, MA. HNE was 
recognized as one of the 
Top 10 Health Plans in the 
country and has achieved 
a 5-Star rating from 
CMS for their Medicare 
Advantage plans. 

Health New England used Upland 
Software’s Panviva to increase 
growth, meet service-level 
agreements, and maintain a five-
star Medicare Advantage rating—
all without incremental staff.
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“With Panviva we have 
reduced our CSR headcount 
by 8 percent and grown our 
business by 20 percent in 
two years.” 

— Member Services Manager,                
    Health New England 

Introducing Medicare and Medicaid 
plan options creates challenges.

Expanding into Medicare and Medicaid 
was a natural solution for both Health New 
England and the local community’s aging 
population. But in doing so, management 
of the call center—which already 
supported 120 commercial benefit plans—
became even more complex.  

Keeping customer service reps up-to-date 
involved hundreds of applications and 
documents in multiple online repositories, 
not to mention big binders and sticky notes 
everywhere. Training times soared and 
key stats declined. Extra staff was hired 
to band-aid the problem, but the team 
needed a long-term fix. 

A better, more efficient customer 
experience. 

After implementing Panviva, Health 
New England saw a dramatic decrease 
in training time as trainers were able to 
focus almost exclusively on how to use the 
software rather than on the content itself. 
And efficiencies aren’t just behind the 
scenes. Call and wait times have fallen, as 
have abandon rates. All the while, accuracy 
and information completeness scores have 
risen and while SLAs and guarantees have 
been met or exceeded. 

How do you grow a complex, highly 
regulated call center without sacrificing 
efficiency or customer service?
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For more information visit: https://uplandsoftware.com/panviva/ 

90%
of calls
Now answered in 
within 30 seconds

5-star
rating
Achieved for Medicare 
Advantage

20%
growth
Without 
incremental staff

Results for Healthcare New England
Upland helps global businesses accelerate 
digital transformation with a powerful cloud 
software library that provides choice, flexibility, 
and value. Our growing library of products 
delivers the “last mile” plug-in processes, 
reporting, and job specific workflows that 
major cloud platforms and homegrown 
systems don’t provide. We focus on specific 
business challenges and support every corner 
of the organization, operating at scale and 
delivering quick time to value for our 1,700+ 
enterprise customers. To learn more, visit                          
www.uplandsoftware.com.  

In a sea of software, Panviva rose to 
the top.

HNE knew it had an information 
management problem and undertook 
a formal search for a solution. Many 
solutions were paraded past the sponsors, 
including CRM, IVR, SharePoint, and 
Document Management systems, but few 
helped with the information management 
problems or were appropriate for in-call 
use. Then they found Panviva. 

In a year of few project investments, an 
exception was made for Panviva. 

With the implementation of Panviva, 
key call center metrics are stellar.

The numbers don’t lie. “90 percent of 
our calls are now answered within 30 
seconds; our average speed to answer 

a question is 10 seconds,” says the HNE 
Information Management and Training 
Specialist. “Abandon rates have fallen 
to about 1.5 percent and average talk 
time is down to 240 seconds. Employee 
engagement scores have gone up an entire 
point on a scale of 1-5, while accuracy 
and completeness of information ratings 
have risen a full 2 points. All SLAs and 
guarantees have been met or exceeded.” 

Panviva has also had a major impact on 
training. It once took three trainers twenty 
days to train new agents. Now it takes 
one trainer fourteen days. Before Panviva, 
trainers had to cover every procedure, 
rule, guideline, and script. Now, after one 
day of training, the remaining time can 
be spent on how to use Panviva. Instead 
of being trained on the content itself, new 

hires now need simply to learn how to find 
it. If you walk into an HNE call center today 
you won’t find a binder or a sticky note 
anywhere. 

Asked about cost savings HNE responded, 
“When you look at headcount reductions 
in agent staff, reductions in trainers, and 
training time, the financial benefits of 
improved KPIs and customer satisfaction, it 
must be several hundreds of thousands of 
dollars. That’s a big deal for a small health 
organization and it drops straight to the 
bottom line.” 

HNE’s already very high scores continue to 
improve, supported by engaged employees 
and systems that sustain and enhance 
their efficient processes so that everyone 
can perform at their best.

Growth increased 20% without incremental staff.
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