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In the health insura n ce industry, legal and re g u l a-
to ry issues make online sales a co m p l ex proce s s.But by
applying a co m p re h e n s i ve custo m e r - re l at i o n s h i p
m a n a g e m e nt sys tem and combining online and
offline custo m e r - s e rv i ce ca p a b i l i t i e s,one insurer fo u n d
t h at it could streamline co m m u n i cat i o n s, re d u ce ove r-
h e a d,and increase efficiency of the sales cycle time.

Blue Cross Blue Shield of Fl o rida (BCBSFL) wa nte d
to re c re ate online the ex pe ri e n ce of meeting with an
i n s u ra n ce agent face to face.With the help of Co n n ex-
t i o n s, it designed and implemented an e-co m m e rce
p l at fo rm as part of a co m p re h e n s i ve e-business solu-
t i o n . And in early 2001, the insurer pioneered the
online health insura n ce sales business by launching
one of the first branded initiat i ves in the industry.

By applying a co m p re h e n s i ve CRM plat fo rm and
combining both offline and
online customer-service
ca p a b i l i t i e s, the e-co m m e rce
solution successfully emu-
l ates the offline healthca re
i n s u ra n ce purchasing ex pe ri-
e n ce and provides BCBSFL
with an effe ct i ve and pro f-
itable sales channel.

THE PRO C E S S
In implementing the

health insura n ce online sales
initiative, BCBSFL encoun-
tered numerous business
challenges and oppo rt u n i t i e s. The healthca re indus-
t ry is the largest single industry in the Un i ted St ate s,
and health insura n ce is the largest single cate g o ry of
all health ex pe n d i t u re s.While industry re po rts main-
tain that an industry-wide inve s t m e nt in IT of $18.1
billion would yield gross savings of gre ater than
$120 billion for the healthca re industry over a six-
year period, the majority of health insurance
p roviders have opted to join health insura n ce po r-
tals or to hold off on their Web initiat i ve s. Blue Cro s s
Blue Shield of Fl o ri d a ,h oweve r, was one of the first
plans to launch an indepe n d e nt,b randed Web sales
i n i t i at i ve,capitalizing on this market oppo rt u n i ty and
meeting tremendous customer demand.

The sco pe and magnitude of the initiat i ve pre s e nt-

ed BCBSFL and Co n n extions with va rious business and
te c h n i cal challenges. The inco rpo ration of Web sales
capabilities into BCBSFL’s existing sales prog ra m s
i nvo l ved an int ri cate decision-making process and an
exte n s i ve due-diligence effo rt. Wo rking closely with
B C B S F L , Co n n extions designed an e-co m m e rce solu-
tion that is easily inte g rated with BCBSFL’s existing plat-
fo rms while avoiding sales and marketing channel
co n f l i ct s. As a re s u l t, B C B S F L’s Web sales ca p a b i l i t i e s
i nvo l ve and suppo rt its offline sales effo rt s, c re ating an
i n n ovat i ve synergy be tween its va rious sales channels.

Bre a king new ground in the industry re q u i red a
fo rwa rd - t h i n king approach and an incre m e nt a l
m e t h od o l ogy. BCBSFL launched the plat fo rm as a
pilot prog ram and expanded its sco pe based on initial
re s u l t s. This implement ation strate gy demanded fast

t u rn a round time and imme-
d i ate customer re s ponse to
p rove the va l i d i ty of the pilot
p rog ra m . The success of the
pilot phase and that of the
i n i t i at i ve as a whole is larg e l y
d ri ven by custo m e r
re s ponse and approva l .

Assembling the pro j e ct’s
c u s tomer serv i ce team pre-
s e nted the insurer with an
i nte resting staffing chal-
l e n g e. Un l i ke traditional ca l l -
ce nter staffing, the BCBSFL’s
p l at fo rm demanded cus-
to m e r - s e rv i ce re p re s e nt a-

t i ves (CSRs) with an ext remely high and co m p l ex ski l l s
s e t, re q u i ring wri t te n , ve r b a l , and te c h n i cal skills to
m a s ter blended customer serv i ce via te l e p h o n e, e -
m a i l s, and chat plat fo rm s. Mo re ove r, the CSRs had to
be licensed as insura n ce agent s, adding another laye r
of co m p l ex i ty to the staffing proce s s.

Other challenges faced by BCBSFL we re of an
exte rnal nat u re.The insurer wo rked closely with Fl o ri-
d a’s De p a rt m e nt of Insura n ce to nav i g ate the legal
co m p l exities invo l ved in the process of selling insur-
a n ce online.While both the HIPAA re g u l ation and the
CO B RA pri va cy rule we re of gre at co n ce rn , t h e
m e t h od of identifying and va l i d ating the ident i ty of
the pro s pe ct i ve insured offe red a serious challenge.As
a re s u l t, Co n n extions implemented a stri n g e nt secu-

ri ty plat fo rm and cre ated the fo u n d ation for elec-
t ronic signat u re processing in acco rd a n ce with Fl o ri-
d a’s laws and re g u l at i o n s.

D EV E LOPMENT AND INTEGRAT I O N
From a te c h n i cal pe r s pe ct i ve, s ys tem arc h i te ct s

v i ewed the BCBSFL pro j e ct as a tremendous oppo r-
t u n i ty to design and implement a truly inte g rate d
p l at fo rm that combines multiple sales and marke t-
ing channels with a custo m e r - ce nt ric focus and
a p p l i cat i o n . The plat fo rm’s ca p a c i ty to provide cus-
tomers with a co m p re h e n s i ve CRM solution while
s u c cessfully inco rpo rating multiple custo m e r - s e r-
v i ce channels especially lends itself to the co m p l ex
p rocess of selling health insura n ce online.

The BCBSFL’s e-co m m e rce solution was planned
as an adva n ced business tool and is pro pelled by
s eve ral te c h n i cal plat fo rms that are seamlessly inte-
g rate d. The inte g ration process cre ated both busi-
ness and te c h n i cal barri e r s.

Co n n extions deve l o ped the site on top of the
Si e bel CRM plat fo rm to seamlessly inte g rate with
B C B S F L’s upcoming inte rnal Si e bel implement at i o n ,
as well as to provide co n s i s te nt serv i ce by equipping
Co n n ext i o n s’ c u s to m e r - s e rv i ce reps with the same
a dva n ced tools as BCBSFL’s field agents and inte rn a l
c u s to m e r - ca re staff. At its customer ca re ce nte r, Co n-
n extions inte g rated Si e be l’s Call Ce nter Sys tem with
the As pe ct Cu s tomer Ac cess Po rt a l .
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The insurer chose to deploy the Si e bel eHe a l t h-
ca re plat fo rm , the As pe ct Co nt a ct Se rve r, and Co n-
n ext i o n’s own inte rnally deve l o ped solution to
a c h i eve an effe ct i ve co m b i n ation of sales auto m a-
tion and CRM te c h n o l ogy. The inte g ration of these
p l at fo rms with BCBSFL’s legacy sys tems nece s s i t ate d
the use of an inte rnally deve l o ped solution that suc-
cessfully co n n e cts  the va rious plat fo rms and the dif-
fe re nt means of co m m u n i cat i o n s.

C U S TOMER-CENTRIC TO O L S
Each individual tool within the BCBSFL Web sales

i n i t i at i ve is designed to facilitate the all-impo rt a nt cus-
tomer-CSR inte ra ct i o n .The combined too l s,along with
the IT inte g ration that suppo rts them, aim to incre a s e
sales and prod u ce customer loya l ty by providing flex i-
ble serv i ce methods at eve ry stage of the custo m e r
ex pe ri e n ce and by simplifying the sales proce s s.

Si e be l’s kn owledge management and CRM too l
ca p t u res customer info rm at i o n ,t ra c king it thro u g h
the ent i re sales process from lead to closing. Th e
As pe ct Po rtal is essentially a multi-channel call ro u te r
t h at sends incoming co nt a cts —via phone,e - m a i l ,o r
l i ve chat suppo rt — to the appro p ri ate agent, b a s e d
on skill leve l s, s e rv i ce - l evel re q u i re m e nt s, i n co m i n g
vo l u m e, and wo rk load. This ensures that custo m e r s
re ce i ve co n s i s te ntly high serv i ce across all channels,
as all co nt a cts are pri o ri t i zed and distri b u ted in
a c co rd a n ce with BCBSFL serv i ce - l evel re q u i re m e nt s.

The Si e bel and As pe ct te c h n o l ogies cre ate an env i-
ro n m e nt where CSRs have access to real-time info r-
m ation when serving custo m e r s. The moment a cus-
tomer co nt a cts BCBSFL on the phone, via e-mail, o r
i n s t a nt messaging, the CSR’s co m p u ter screen pro-
vides detailed co nt a ct histo ry, as well as the re s po n s e s
the customer has provided to questions about age,
health histo ry,and insura n ce plan pre fe re n ce.

To facilitate driving as many sales as po s s i b l e
solely over the We b, Si e be l’s Web Order Ent ry too l
a l l ows a self-serv i ce option for customers to submit
e n ro l l m e nt info rm at i o n . While it steers custo m e r s
towa rd completing an online purc h a s e, it leaves the
option for them to speak dire ctly with a CSR or to
l ocate a BCBSFL field sales agent for re fe rra l .

To assist in the custo m e r - s e rv i ce process and to
help close sales online, As pe ct’s Web Ag e nt too l
enables live, text-based chat be tween CSRs and cus-
to m e r s.The CSR, t h rough the Si e bel inte rf a ce, is able
to pull up a specific Web page and guide the cus-
tomer through the application process or immedi-
ately send the application to the customer via e-mail
or U.S. m a i l . By providing a specific scre e n , the CSR
can instantly provide detailed info rm at i o n , even cir-
cling and highlighting key phrases and sect i o n s.

The tool also enables co l l a bo rat i ve fo rm-filling and
page marku p ;a fter the customer asks for help via text
c h at, b rowser synchro n i z ation allows both parties to
v i ew the same fo rm ,a n d,u n l i ke most chat and brows-
er synchro n i z ation plat fo rm s, the CSR can actually fill

in info rm ation to help the customer co m p l e te the
p u rc h a s e. This fe at u re was co n s i d e red part i c u l a rl y
i m po rt a nt for assisting customers who inquire abo u t
Blue Cro s s’ m o re than 65 plans. These custo m e r s,
a c co rding to the co m p a ny’s in-house te s t i n g, had the
highest abandonment rate among site visito r s.

As pe ct’s eGain e-mail auto m ation tool not only
enables the sys tem to dire ct inquiries to the most
qualified agent, but suggests scri p te d, yet custo m i z-
a b l e, re s po n s e s.Fu z zy logic cate g o ri zes e-mails based
on key wo rd s ; the benefit is that CSRs can re s po n d
q u i c kly with pre - a p p roved text.

Co n n extions prog ramming enables the site’s other
major inte ra ction funct i o n s, such as rate ca l c u l at i o n s,
re t ri eval of census dat a , a n d
f u l f i l l m e nt of lite rat u re. Rate s
can be re t ri eved without log-
ging in to the site, or a cus-
tomer can log in to get more
s pecific rates based on more
exte n s i ve questioning.

Pe r s o n a l i zed applicat i o n
p a c kets are ord e re d. As lite ra-
t u re is pri nted and mailed,s t a-
tus is upd ated within Si e be l ,
p roviding up-to - t h e - m i n u te
i n fo rm ation and acco m m o-
d ating changes to applicat i o n s, co n f i rm ation lette r s,
and e-mails in real time.

RAPID DEPLOY M E N T
The te c h n i cal hurdles and int ri cacies invo l ved in

the inte g ration process we re further co m pounded by
the rapid deploy m e nt timeline. Co n n extions deliv-
e red BCBSFL’s co m p l ex e-co m m e rce solution in less
than six months and was re a dy to go live well ahead
of schedule. The launch of the site, h oweve r, wa s
d e l ayed be cause of legal and gove rn m e nt re q u i re-
m e nts for stri n g e nt securi ty measure s. The health
i n s u ra n ce industry is impacted by numerous fe d e ra l
and state re g u l ations ranging from HIPAA,the pri va cy
rule to CO B RA , and state insura n ce re g u l at i o n s. Th e
i m p l e m e nt ation of the BCBSFL’s Web sales initiat i ve
re q u i red full co m p l i a n ce with all applicable laws and
the instate m e nt of co n f i d e n ce building measure s
aimed at BCBSFL’s pro s pe ct i ve custo m e r s.Also imple-
m e nted was a co m p l e te suite of e-securi ty prod u ct s
such as Check Po i nt Fi rewall and re d u n d a n cy solu-
t i o n s, i nt rusion dete ct i o n ,and SSL co n n e ct i o n s.

R E S U LTS
The BCBSFL’s Web sales initiat i ve has enjoyed a

t remendously successful launch and within a short
pe ri od of time has be come a vital sales and marke t i n g
c h a n n e l .Cu rre nt l y,9.6% of all people who visit the site
re g i s ter with BCBSFL,32% of those who re g i s ter fill out
an online applicat i o n , 10% of re g i s te red users use
online suppo rt through the chat mod u l e. Fe e d b a c k

f rom customers has been ext remely po s i t i ve,and tra f-
fic to the site has been growing at a ste a dy and
i m p re s s i ve rate.

The initiat i ve also includes a prod u ct co nte nt
m a n a g e m e nt tool designed to provide custo m e r s
with a pe r s o n a l i zed browsing ex pe ri e n ce each time
t h ey visit the BCBSFL’s We b s i te.The prod u ct co nte nt
m a n a g e m e nt tool allows BCBSFL to provide cus-
tomers with a truly pe r s o n a l i zed ex pe ri e n ce and to
u t i l i ze the tool as an effe ct i ve marketing plat fo rm .

The re t u rn on inve s t m e nt is enco u ra g i n g. Wi t h i n
less then three mont h s, B C B S F L’s Web sales exce e d e d
ex pe ct ations and initial sales goals. Si m i l a rl y, cost pe r
sale is inline with BCBSFL’s pro j e ctions and is ex pe cte d

to decrease dra m at i cally in
the next few mont h s.I nte re s t-
i n g l y, offline sales have
i n c reased dra m at i cally in the
same timefra m e, l eve ra g i n g
qualified leads that we re gen-
e rated via BCBSFL’s online
a ct i v i t i e s.

Although selling health-
ca re insura n ce online is co m-
p l ex , s t reamlining the pro-
cess provides BCBSFL with a
long-term cost reduction

and a significa nt pe rce ntage of BCBSFL’s sales act i v i-
ties are pro j e cted to be channeled through its online
i n i t i at i ve within the next two ye a r s.

EXPECTED NEXT STEPS
In developing the Web sales capabilities site,

BCBSFL has co n d u cted numerous focus groups and
offline surveys, and the curre nt look and feel of the
s i te, as well as its underlying funct i o n a l i ty, re f l e ct cus-
tomer re s po n s e. The addition of survey te c h n o l ogy
will provide BCBSFL with the capabilities to apply
similar methods based on online activities and to
re a ct to custo m e r s’ feedback pro a ct i ve l y.

Ad d i t i o n a l l y, an inte rf a ce for field agents has
been deve l o pe d. An e cd o t a l l y, a re ce nt info rmal sur-
vey indicates that many of BCBSFL’s field agents use
the curre nt site to check on quotes and provide their
c u s tomers with real-time info rm at i o n .

Th rough this adva n ced inte rf a ce, field agents will
h ave easy access to the plat fo rm and will furt h e r
i nte g rate BCBSFL va rious distribution channels. B C B-
S F L’s e-business plat fo rm encompasses a wide cro s s
s e ction of BCBSFL’s online business initiat i ve s.

Ro be rt Pa n e p i n to is exe c u t i ve VP of development fo r
Co n n ext i o n s, a multi-dimensional outsourcing co m p a-
ny that re ce n t ly co m p l e ted an online CRM pro j e ct fo r
Blue Cross Blue Shield of Fl o ri d a .✦
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