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The economic context: Is there a better way? 
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Contact 
Center 

Contact 
Center 

Contact 
Center 

Contact Center 

308 million Americans  Approximately 100 million need 
disease management  

Optimally interacting once 
per week 

$18.8 billion 
per year 

²Ŝ ŎŀƴΩǘ ŀŦŦƻǊŘ 
JUST a human 

process 

$3.62 per call 

* Cost derived from Gartner 
Group, Worldwide Contact 
Center Forecast 2011 
 



/hbCL59b¢L![ ω Varolii /ƻǊǇƻǊŀǘƛƻƴ ω !ƭƭ wƛƎƘǘǎ wŜǎŜǊǾŜŘ 

Critical member engagement & outcome  challenges 
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ÅProgram enrollment 

ÅContact rates only 12-15% 

ÅEfficient interaction 

Improve member  
engagement 

Decrease/hold 
administrative outlays 

ÅCost per contact: $3.62* 

ÅDifficult to scale staff 

ÅSkilled, costly resources (nurses) 

GOALS  CHALLENGES 

vs. 

ÅProgram outcomes 

ÅAdherence 

ÅReadmission reduction 

Show clinical success 

ÅProve value to clients 

ÅIncomplete member data 

ÅReporting requirements 

Easy, timely access to and 
analysis of data 

vs. 

* Cost derived from Gartner Group, Worldwide Contact Center Forecast 2011 
 



Varolii  view of  the Member Lifecycle 
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ωTreatment Adherence 

ωNew to Rx 

ωHEDIS Reminders 

ωMTM Enrollment 

ωRe-engagement 

ωStatus Surveys 

ωGaps in Care 

ωHealth Risk Assessments (HRA) 

ωAppointment Reminders 

ωEducational Messages 

ωSatisfaction Surveys 

ωRefill Reminders 

ωPrior Authorization 

ωCo-Pay Collection 

ωCancelled Rx 

ωRevenue Cycle Management 

ωClaims Management 

ωTherapeutic Interchange 

 

ωProgram Enrollment 

ωWelcome/On-boarding 

ωMissing Information 

ωClaims Status 

ωRetail to Mail 

All interactions need to drive tangible business results, positive ROI 


