
HCPF supports record-breaking customer volume 
with Salesforce Accelerators and Premier Success

In preparation for the rollout of the 
Affordable Care Act, HCPF was one of the 
many state departments across the country 
proactively anticipating a massive surge in 
call volume. With over 1 million members 
and only 12 agents to service more than 
20,000 calls every month, it became clear 
that if the HCPF were to have any hope of 
handling the influx of calls, they would need 
a whole new system to introduce a large 
measure of efficiency to the process. 

That’s when Director of Client Services 
Christine Comer decided to implement 
Salesforce Service Cloud. Christine had her 
eye on Service Cloud as a solution to help 
drive process improvements and efficiency 
so agents would be able to handle the spike 
in call volume. Outdated legacy systems 
were dragging the team down, so Service 
Cloud, Premier Success and Salesforce 
Accelerators delivered an entirely new 
platform for HCPF to support the call load 
with even higher customer satisfaction. 

It was critical for HCPF to have the ability 
to make configuration changes and 
manage system enhancements in house, 
while still being able to rely on a support 
team to tackle new system challenges 

and upgrades outside the HCPF team’s 
expertise. Submitting a case and waiting 
9-12 weeks for basic configuration changes 
wasn’t an option.  With Premier Plus, HCPF 
can now update its system on the fly, “With 
Premier Success we have omni-channel 
functionality via phone, email, or live chat,” 
said Christine Comer.

Another advantage of Premier Success 
was unlimited access to training and 
development resources. The HCPF System 
Administrator earned his Salesforce 
certification in an in-person classroom 
environment, while other staff members 
were able to complete Premier training 
through convenient online tutorials.  

“I like that I can hire someone entry level 
without any prior Salesforce experience, 
and they can become a fully functional 
‘desk side’ support representative within 
weeks,” said Christine Comer.

For HCPF, one of the most valuable 
features of Premier Success Plans was the 
ability to work with a Success Manager 
who knew their business inside and out. 
The Success Manager helped them do 
strategic planning, identify which features 
HCPF could leverage to drive value, 

and also helped align HCPF business 
with government regulations. On a 
quarterly schedule, the Success Manager 
also worked with the HCPF team on 
consumption modeling to ensure that all 
the department’s licenses were being  
fully utilized. 

In light of HCPF’s small staff, the Success 
Manager went on to suggest a Macro 
Accelerator to further reduce call time and 
boost productivity. Enormous call volumes 
made saving just a few seconds per call 
an exponential improvement that had a 
cascading impact to the team’s ability to 
deliver quality customer service.  

“Our Accelerator Specialist ensured my 
team had a solid understanding of the 
macros and how they could be used, and 
from that understanding we were able to 
identify several transaction types that could 
benefit from the Accelerator,” said Christine.

One of the 18 specific macros that the 
Accelerator Specialist introduced enabled 
agents to work from standardized call 
templates. As a direct result, HCPF 
reduced call times by 15 seconds on 
average, equating to more than 72 hours  
of recouped staff time per month.  

WHO IS HCPF? 
The Colorado Department of Health Care Policy 
and Financing (HCPF) oversees and operates 
a variety of public health care programs, 
including Colorado Medicaid and Child Health 
Plan Plus. Over 1.5 million Medicaid members 
depend on HCPF to process membership cards, 
provide information about Medicaid benefits, 
facilitate billing, and provide solutions to all 
their healthcare questions.
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Salesforce is the leader in enterprise cloud computing. We help companies connect to their customers in a whole new way with our 
sales, service, marketing, community, and analytics apps. All of these apps run on the Customer Success Platform, so you can manage 
all your information in one place. To learn more, call us at 1-800-667-6389

PRODUCTS

Service Cloud

Salesforce Accelerators 

Premier Success

CHALLENGE

With a team of 12 agents 
servicing 20,000 calls per 
month, HCPF needed to drive 
process improvements in 
preparation for expected call 
volume following the rollout  
of the ACA

HCPF abandonment rates and 
wait times exceeded industry 
standards by double digits, a 
solution to introduce efficiency 
and high level customer service 
was required

 SOLUTION

With Premier Success,  
HCPF has total configuration 
access and omni-channel 
support functionality

HCPF worked with a Success 
Manager to drive value, optimize 
licenses, and align with 
government regulations 

A dedicated Accelerator 
Specialist helped HCPF 
develop macros to introduce 
productivity and efficiency  
for the call team

 RESULTS

Reduced call times by 15 
seconds and transaction times 
by 7 minutes on average – 
recouped 107 hours of staff 
time monthly to service an 
additional 612 monthly calls

Improved customer satisfaction 
by decreasing abandonment 
rates and wait times

Fast-approaching team 
goal of First Call Resolution, 
helping customers quickly and 
efficiently, on the first call  
each time
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That time-saving solution allows for 
an additional 612 calls every month, 
empowering call agents to help even 
more HCPF members seeking healthcare 
resources. Macros also helped reduce 
transaction times by seven minutes on 
average, improving customer service 
scores and recouping an extra 35 hours 
of staff time now fully automated through 
Salesforce Service Cloud.

HCPF is well on its way to achieving 
Christine’s vision of a statewide integrated 
call center solution and First Call 
Resolution - finding effective solutions for 
service cases, quickly, efficiently, and on 
the customer’s first call. Working with the 
Success Manager and through Premier 
Success’ training and development 
programs, the team continues to streamline 
system adoption. They are in the process 
of adding partners and stakeholders to 
the HCPF instance, reducing handoffs 
to other organizations and improving 
internal efficiency. In the past, the team’s 
abandonment rates and wait times 
exceeded industry standards by double 
digits. Now, HCPF is leaps and bounds 
ahead of where it began.

 “Our overall return on investment  

is immeasurable, because we can’t 

quantify the huge improvement 

to client experience. Salesforce 

Premier Success has been critical 

to our success—we couldn’t operate 

without it.”
Christine Comer,  

Director of Client Services

Serviced  

612
additional calls 
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by
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