Benefitfocus

Benefitfocus
Contact Center

Extend employee support, reduce
HR burden and deliver timely,
quality benefits assistance at scale.

Employees need education and guidance to
make confident benefits decisions, especially
during open enroliment when HR and benefits
teams often receive a flood of questions.

The Benefitfocus Contact Center acts as a
scalable extension of your benefits team,
helping employees get the support they need
while allowing your internal resources to focus
on other priorities.

Complementing Benefitplace®, the Contact
Center provides access to designated
Benefitfocus associates trained on your
culture, benefit plans and requirements.

A Seamless Extension of Your Team

Contact Center associates are trained
on your benefits, your workforce and

the Benefitplace® platform. They are
empowered with curated knowledge
resources and tools to provide consistent,
accurate service.

Embedded Al capabilities support call
routing, guidance, documentation,
insights and quality. Capabilities such as
predictive routing, Al auto summarization
and Al insights help connect callers to
the right resources faster, support more
consistent interaction documentation
and provide visibility into trends across
thousands of interactions.

A dedicated operations and

workforce management team helps
hire strategically, train consistently,
monitor quality and support continuous
improvement throughout the year.

25 www.benefitfocus.com



Benefitfocus

Engage. Assist. Maintain.

Support is available through phone, email and
live chat during service hours, with an Al chatbot
available to answer simple, common questions
and help connect employees to live support when
needed.

The Contact Center supports:
Telephonic enrollment
Explanation of benefits-related materials

Interpretive language services

Live chat, dedicated email support and chatbot

assistance

Scale, Flexibility & Performance

Built for scale, the Benefitfocus Contact Center
combines experienced teams, workforce
management practices and year-round training
to help deliver timely, quality support during both
steady-state periods and high-volume moments
like open enroliment.

99% client service level agreements met!
96% CSAT and 99% first call resolution’
1t-second average speed to answer’
85% chatbot deflection rate?

90,000 hours of training delivered?®

Administrative Support
The Contact Center can also perform a range of
tasks to help reduce your team’s administrative
workload. These include:

Evidence of insurability processing

Eligibility appeals management

Qualified Medical Child Support Order
qualification and administration*

Fulfillment services*

*Available a la carte. Additional fees apply.

Learn more about how the Benefitfocus Contact

Center can help you extend employee support
without compromising your team’s efficiency.

Contact your Benefitfocus representative
today!
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