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Formed in 1994, Quartz 
Health Benefits Plans 
Corporation, an affiliate 
of UW Health and 
Gundersen Health 
System, provides 
managed care products 
and services to more 
than 180,000 members.

Quartz used Upland Software’s 
Panviva to update their lagging 
knowledge systems, improve 
employee productivity, and deliver 
better customer service.
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https://quartzbenefits.com


“When lives are at risk, that 
is pretty serious business. 
Panviva drills down to give 
us exactly the information 
we need.” 

– Lori Greubel

Manager, Customer Service              
Quartz Health

Old knowledge systems constrained 
growth and productivity.

As changes continued to ripple through 
the health care industry, Quartz realized 
that their current knowledge base could 
not keep up. It was difficult to search, which 
made finding information difficult. It was 
proving impossible to keep call center 
employees informed and able to provide 
fast responses to clients’ questions.  

“The biggest issue we faced was accuracy 
of information,” says customer success 
manager Lori Greubel. “We also had to 
address [staff] retention issues.” 

A better information structure points 
users to the right information, faster. 

Panviva’s context-based system, with its 
combination of deep search capabilities 
and logical information structure, allowed 
the Quartz team to drill down to exactly the 
right information and immediately address 
customer questions. 

How can your systems keep up with the 
pace of change?
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For more information visit: https://uplandsoftware.com/panviva/ 

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.​ 

Panviva was different from the rest. 

As the team evaluated the different 
knowledge systems, they discovered that 
all the systems provided information, but 
only Panviva was able to quickly and easily 
pinpoint the exact information needed to 
address questions asked in the moment of 
need. 

“Most of the knowledge systems we 
looked at were data repositories. You 
had to know what you were looking for to 
find the information. Basically, they were 
repositories in a pretty package.” 

Panviva was different.

A significant increase in operational 
efficiency.

Since implementing Panviva, Gruebel 
has seen substantial improvements in 
employee productivity, lower training costs, 
and better customer service. Panviva 
has also helped the organization to stay 
compliant with the ever-changing and 
growing health care regulations. 

“We absolutely love Panviva. Our new 
people tell us they cannot believe what 
fabulous tools we have. They are confident 
in their jobs out of the gate because 
the information is so easy to find,” says 
Greubel.

Quartz employees are more productive and make 
fewer mistakes.

reduced
Risk of non-
compliance errors 

faster
Onboarding of new call 
center staff 

increased
Employee productivity

Results for Quartz
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