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Blue Cross Blue Shield
of Michigan 

Energy, Enthusiasm and 
Confidence—A Winning Combination

For nearly 70 years, Blue Cross Blue Shield of Michi-
gan (BCBSM), a nonprofit organization, has been 
dedicated to providing affordable, quality healthcare 
and doing all it can to create stronger, healthier Michi-
gan communities. BCBSM provides and adminis-
ters health benefits to 4.7 million members residing 
in Michigan, in addition to members of Michigan-
headquartered groups who reside outside the state. 
The company offers a broad variety of plans includ-
ing PPOs, HMOs, plans for Medicare recipients, and 
dental, vision and hearing plans. 

BCBSM was handling calls via its internal call cen-
ter and one outsourced call center, yet was looking to 
increase its flexibility by engaging another call center 
vendor. Among its selection criteria were cost, tech-
nical sophistication, and a requirement that calls be 
handled within the state of Michigan. It accepted nine 

responses to its RFP, narrowed the field to three, in-
terviewed and scored the finalists, and selected Global 
Response.

“They rose to the surface in many areas,” says Vince 
Pepper, Director of Service Operations Support for 
Blue Cross Blue Shield of Michigan, “but what really 
impressed us and won them the business was their en-
ergy, enthusiasm, and confidence that they could do 
an outstanding job for us.” 

Following the Plan for a Flawless 
Implementation

Once selected, Global Response began executing its 
detailed implementation plan for a new client—a plan 
that has been developed and refined over many years 
and with dozens of clients. “It really demonstrated their 
experience and expertise,” says Pepper. “We had to 
transition work to Global Response, train their agents, 

Vince Pepper admits he wasn’t expecting high marks 
when he received the first independent report on the 
performance of Global Response, his company’s 
new outsourced call center. 

After all, it takes months to acquire and hone the industry 
knowledge, technical expertise and “soft skills” required to ef-
fectively handle complex calls from insurance plan members. 

That’s why the report’s findings on the performance of Global 
Response were such a huge surprise. 

“The excellent customer service Global Response delivers 
increases customer satisfaction, thereby boosting our retention 
of existing members, and helping us attract new business.”

— Vince Pepper, Director of Service Operations Support, BCBSM
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Outsourced vendors 
almost always score 
lower than in-house 
call centers, so I was 
expecting Global 
Response to maybe  
tie us in one or two 
metrics, at best. 

We were very surprised 
to see that their 
performance exceeded 
that of our internal 
agents on every one  
of the 12 key metrics  
in the survey! We were  
very impressed.

— Vince Pepper
     Director of Service 
     Operations Support,  
     Blue Cross Blue Shield of Michigan



set up systems, and put many processes in place. Over 
the several months required to establish this complex 
relationship, we had no problems whatsoever.”

To prepare to service the account, BCBSM and Global 
Response conducted six weeks of training for carefully 
selected agents at two sites. The sessions were taught 
by BCBSM trainers, and Global Response trainers at-
tended so they could conduct future sessions. At the 
sessions, Global Response agents learned the BCBSM 
applications, claims procedures, plan benefits, and, 
says Pepper, “the insurance business from A to Z.” In 
mid-2009, with access to BCBSM systems identical to 
that of internal agents, Global Response agents began 
handling a percentage of calls to the insurer regarding 
claims, benefits, membership and other issues. 

“It takes months to train someone to handle these 
complex calls and a few more months of doing the 
work for everything to click,” says Pepper. “If your call 
center has substantial turnover and you’re always in 
training mode, it can really hurt performance. With 
Global Response, nearly a year into the relationship, 
we’ve had zero turnover—every single agent from that 

initial training class is still on the account.” 

Global Response currently handles 12,000 calls per 
month, with each agent averaging about 40 calls per 
day. “These are not short, simple interactions,” says 
Lynn Lundquist, Vice President of Michigan Opera-
tions for Global Response. “To do a good job, agents 
must know the insurer’s procedures and systems and 
be able to carefully handle sensitive human issues re-
lated to health and finance. The special quality our 
agents bring is a measure of sincere compassion, sensi-
tivity and maturity, and that sincerity comes through 
over the phone.” 

Scoring High on Independent Quality 
Assessments

Now back to the results of that initial report. Because 
BCBSM places such a high priority on delivering ex-
cellent customer service to its members, the insurer 
surveys members about their customer experience 
twice a year. A third-party firm, which performs simi-

lar rigorous surveys for 32 other Blue Cross plans, in-
terviews members and rates the experience they had 
with the BCBSM internal call center and with Global 
Response. “The survey firm told us that outsourced 
vendors almost always score lower than in-house call 
centers,” says Pepper. “So I was expecting Global Re-
sponse to maybe tie us in one or two metrics, at best.  
We were very surprised to see that their performance 
exceeded that of our internal agents on every one 
of the 12 key metrics in the survey!  We were very 
impressed.”

Pepper says the consistently excellent customer service 
that Global Response delivers helps BCBSM achieve 
a range of key business objectives. “Their price is at-
tractive compared to our internal cost-per-call, which 

helps us reach aggressive cost-containment targets,” he 
says. “That cost control helps us be more competitive 
in a very tight Michigan market. Also, the excellent cus-
tomer service Global Response delivers increases cus-
tomer satisfaction, thereby boosting our retention of ex-
isting members, and helping us attract new business.” 

According to Pepper, Global Response has moved be-
yond the status of a vendor to become a strategic part-
ner. “We have a mutual commitment to each other’s 
success, and that’s a foundation for a strong, long-term 
relationship,” he says. “In fact, we have so much confi-
dence in Global Response and are so satisfied with the 
work they do for us, we’re increasing the volume of 
calls we send them. That pretty well summarizes how 
much we think of the job they’re doing for Blue Cross 
Blue Shield of Michigan and our members.”

800.537.8000    globalresponse.com
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About Global Response

Global Response is one 

of the nation’s premier 

customer contact centers, 

offering high-touch 

customer care, inbound 

sales, order processing, 

live chat support, email 

response, BPO and 

fulfillment. 

In business for over 36 

years, the company has 

an extensive client list of 

global brands. See

globalresponse.com for

more case studies, client 

list, resources and more.

Ashley
Brand Care Specialist

For more information on this case, contact
Wendy shooster at wendy@globalresponse.com

and read more case studies online at
globalresponse.com/clients/case-studies/ Your brand. our passion.©

If your call center has substantial turnover and you’re always in 
training mode, it can really hurt performance.  With Global Response, 
nearly a year into the relationship, we’ve had zero turnover...
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