CUSTOMER SUCCESS STORY

Medavie Blue Cross Leverages ProcedureFlow
to Reduce Training by Two Weeks and Decrease
Escalations to Tier Two by 50%

Trust, privacy and compassion are all qualities
that individuals and businesses seek in their
insurance provider, and that importance is
compounded when it is your health insurance
provider. For these reasons, insurance
providers need to enable and empower their
employees to provide award winning customer
service to their clients. Medavie Blue Cross is no
exception!
For 70 years, Medavie Blue Cross has been a notfor-profit health services partner for individuals,
employers and governments across Canada.
Administering more than $3.3 billion in claims
annually, they provide health, travel, life and income
replacement products to group and individual
members, and administer various provincial and
federal government-sponsored health programs.

“

ProcedureFlow
allows
our
CSR’s to easily drive through
our complicated systems and
processes. It lets them focus
on offering the best service to
our members. As a result, we
reduced the number of calls to
our Tier Two support line by 50%.
This has a significant impact to
our customer service and to our
bottom line.
- Rachel Mills
Director of Member Experience

As you would expect in this line of work, calls
can be very complex, and this can impact
member experience. Medavie values their
members, and they are focused on continuously
delivering excellent service by improving and
simplifying their most complex calls. They know
their members are busy and want a consistent,
efficient contact on every call. This is where
ProcedureFlow comes in!
To fully leverage ProcedureFlow, Medavie uses it to capture the knowledge and
experience of their best performers into a single source of truth for every employee. As a
result, all employees, including new team members, have the confidence and expertise to
provide guidance and deliver value to Medavie’s many members. Medavie’s employees
love it and their members, and their bottom line, are reaping the many benefits:
• Escalations from the Contact Centre to
Tier Two Support line reduced by 50%.
• Employees have all the information they
need to provide their members with an
excellent member experience right at
their fingertips.
• Procedures are mapped out in easy to
follow, step-by-step instructions, which
improves both quality and consistency.

• First Call Resolution increased by 6%.
• Employee experience and training is
improved, as training transforms into
“learning by doing”.
• ProcedureFlow removes difficulty of
trying to navigate through complicated
systems and processes, allowing agents
to focus fully on providing the best
experience to their members.

USING PROCEDUREFLOW, MEDAVIE’S EMPLOYEES BECOME EXPERTS FASTER. THEY
FEEL CONFIDENT IN WHAT THEY DO AND IT SHOWS. IN A BUSINESS THAT RELIES
ON TRUST, COMPASSION AND PRIVACY AS A CRITICAL PART OF THEIR OPERATIONS,
MEDAVIE’S EMPLOYEES ARE CONFIDENT IN WHAT THEY DO AND ARE ABLE TO
PROVIDE THE BEST POSSIBLE CARE TO THEIR MANY MEMBERS.

For more information contact sales@procedureflow.com
1 888 827 3918 www.procedureflow.com

