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Re-tooling critical business processes and supporting them with scalable 

technology is a necessity for insurance carriers that wish to survive…

Unprecedented Change
Passage of the Patient Protection and Affordable Care Act has ushered in 
an era of uncertainty and unprecedented change in the health insurance 
marketplace. In response to shifting economic and market forces, many 
insurance carriers have already begun moving into the consumer-driven 
individual, small group and voluntary markets – a trend that is accelerating 
in the wake of healthcare reform. 

New insurance regulations will also have an immediate impact on 
profitability, necessitating the creation of new market opportunities to 
replace lost revenue streams and new business models, processes and 
policies to mitigate the risk of non-compliance.

Speed and Agility
Re-tooling critical business processes and supporting them with scalable 
technology is a necessity for insurance carriers that wish to survive and 
thrive in the rapidly changing healthcare environment. When done 
effectively, these changes can result in a significant return on investment – 
and ensure compliance with current and emerging regulatory mandates.

A Proven Partner
At HPS, our business is ensuring our clients’ success. When carriers, 
Associations and self-funded plans partner with HPS, they leverage our:

• Continuous investment into the expertise, processes and innovative 
technology that drives growth, adds value, and improves financial 
returns

• Ability to fast-track key initiatives in response to emerging trends and 
market changes

• Depth of experience, body of expertise and proven results gleaned 
through 40+ years of partnerships with the industry’s leading carriers

At HPS, 
our business is 
ensuring our 
clients’ success. 
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Ensuring Profitability
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Proven solutions to drive growth at every point in the market cycle.

Critical Success Factors
From unmatched speed-to-market and proven customer recruitment and retention programs, to 
streamlined administrative processes and customer service, HPS possesses the depth of experience, 
agility, operational efficiency and technical capacity to deliver innovative solutions that drive growth at 
every point in the market cycle.

Whether you need a comprehensive suite of services or individual components to fill gaps in internal 
resources, our end-to-end expertise allows us to meet your unique business and infrastructure needs. 
Because we can seamlessly transition blocks of business to our flexible, patent-pending platform, HPS 
can build the solutions that provide measurable results:

•  Fully integrated, scalable IT platform and web-based applications for all stages of market development

•  Proven business unit transition methodology and support

•  Advanced analytics to uncover critical customer and market trends 

•  Access to our network of national selling  agents

•  Advanced sales enablement to improve your reach and effectiveness  

Acquire | Service | Retain

With HPS, carriers can:
– Increase agility and speed-to-market

– Improve sales closing ratios

– Reduce administrative costs

– Enhance revenues and profit margins

– Increase member retention
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Sales

Marketing

Enrollment

Underwriting

Rating

Quoting

Policy Issuance

Keep Pace with Your Market
Whether selling direct or through trusted distribution channels, carriers 
that partner with HPS leverage one of the industry’s most experienced 
and efficient national sales and marketing support systems. When those 
systems are complemented by our advanced analytics capabilities, the 
result is the agility, expertise and proven processes necessary to let you 
respond quickly to emerging consumer and market trends.

Technology and services to support shifting sales and 
distribution models:
• Agent/broker self-service and direct-to-consumer web portals

• Licensed sales consultants to expand your geographic reach and 
support agents in the field

• Customized market strategies, data analysis and market research

• Access to our network of over 100,000 selling agents 

• Dedicated, payer branded sales teams

• Flexible enrollment capabilities, including employer and consumer 
self-service portals

Acquire
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Superior Service from Quote to Card
As the growth trend in the individual and voluntary markets continue, many carriers are adding new 
product lines and non-medical products to their portfolios.  If you are looking to broaden your market 

Platypus 
allows agents to 
deliver a single, 
comprehensive 
proposal. 

Support for agent-based and direct-to-consumer sales models:
• Self-service agent/broker portals   

• Self-service consumer portals

• Toll-free agent/broker support for consultative phone quotes 

• Real-time, multi-product quoting and proposal generation

• Development and distribution of welcome kits and membership cards 
with flexible delivery options

healthplan.com

…carriers that partner with HPS leverage one of the industry’s most 

experienced and efficient national sales and marketing support systems.

through individual or small group medical products, ancillary products, or 
a combination thereof, you will need the right blend of people, processes 
and technology to succeed.

Our highly trained medical and voluntary sales, quoting and policy 
issuance teams are bolstered by Platypus, our innovative, patent-pending 
rating, quoting and billing engine.  Platypus allows agents to deliver a 
single, comprehensive proposal detailing product and rate information 
for multiple products.  Individual consumers have immediate access to the 
most current plan information and rates available.

If you are looking 

to broaden your 

market… you will 

need the right blend of 

people, processes and 

technology to succeed.

Consultative Sales Enablement
As the traditional managing general agent model begins to shift and merge with the growing direct-
to-consumer sales model, carriers will need a blend of sales and sales support services to bridge the 
gap.  Our licensed sales representatives help to expand your geographic reach in support of your 
direct writing agents, as well as the ability to execute on direct to consumer sales.  Combined with 
proven sales tracking and CRM systems, the HPS sales enablement team are a cost-effective solution to 
expanding your sales and territory coverage.
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Billing

Customer Service

Reconciliation

Commissions

Claims Processing

In-force Administration

Lasting Relationships
Effective communication and management of service requests are critical 
to establishing strong and lasting relationships. Whether with your trusted 
distribution network or your customers, HPS provides you with the performance 
and security to keep your relationships strong and your costs down. 

Billing and Reconciliation
Paper-based premium billing and payment is an expensive and complex 
process. As such, billing-related functions make up a significant portion 
of  a carrier’s administrative costs.  This is true for individual coverage as 
well as employer-sponsored group plans, particularly when they include 
a robust mix of medical and voluntary benefits. 

At HPS, our continuous investments into expertise, processes and innovative 
technologies allow us to provide carriers with the latest in technology 
enhanced, cost-effective services. These include advanced, web-based 
electronic and aggregated premium billing and reconciliation.

Value-based billing and reconciliation services:
• Consolidated list bills

• Customized billing and payment options

• Customized billing methods

• Flexible commission payments

• Group list billing for individual products

• Premium allocation down to the member/product level

Service
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Inforce Administration & Customer Services
Advanced, technology-enabled solutions don’t negate the importance of providing the highest quality 
customer service to agents and members. HPS prides itself in delivering industry leading quality metrics 
that deliver unparalleled inforce administration that are convenient, personalized and effective.

healthplan.com

For carriers, this includes:
• Integrated Customer Service Platform

• Web-based CSR Desktop application

• Encounter Tracking (CRM)

• Carrier-specific electronic reference 
database

• Call center management and quality control, 
including real-time phone monitors, all 
documents and call recordings linked to CRM

Agents and members benefit from:
• Web self-service portals

• Dedicated toll-free number staffed from  
8 a.m. – 8 p.m. EST

• Multi-lingual IVR

Commission Administration
We understand the importance of accurate and efficient processing and administration of agent 
commissions.   For more that 40 years, HPS has built a strong reputation of service and support within 
the independent and captive agent markets.   Our  commissions specialists are trained on carrier 
specific commission schedules and reference documents are available to address any commission 
related inquiries.  

Integrated and flexible commission solutions:
• Advanced/Annualized commissions

• Graded scales by product

• Supports for multiple agent hierarchies

• Commission integration with corporate systems

Claims
HPS has more than 40 years of experience in meeting the claims servicing needs of carriers whose 
products traverse the full spectrum of insurance products, including traditional, short-term and limited 
medical; dental; disability; life; hospital indemnity; hospital accident; cancer; and critical illness. In 
addition to industry-leading claims auto-adjudication, HPS excels in claims investigation, independent 
third-party auditing and strict adherence to HIPAA regulations for all transactions.

All constituents in the claims process benefit  from advanced technologies that provide:
• Advanced fraud detection and analysis

• “Virtual Examiner” Auto-Adjudication (70%+) 

• More than 35% of total claims are paid via direct EDI (HIPAA gateway) 

• Re-pricing of network claims by 3rd parties via EDI

• Access to claims status & eligibility via the Web / IVR
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Customer Retention

Market Analysis

Solutions to Know and Keep Your Members
Retention is just as important – if not more so – than acquisition. HPS 
offers advanced customer service and retention strategies designed to 
strengthen brand loyalty and generate the incremental growth that drives 
stability and competitive positioning.

Central to our retention services is our real-time, industry leading “Voice 
of the Customer” business unit, which enables proactive monitoring for 
improved accuracy and consistency, an enhanced overall customer 
experience and increased retention. Staffed by licensed sales consultants 
with cross-selling capabilities, our dedicated retention unit takes a 
consultative approach to retaining members. Our retention processes 
are further enhanced by our comprehensive text management system 
for efficient generation of customized letters, certificates, policies and 
documentation for quality customer communications.

Our Voice of the Customer unit:
• Handles inbound calls from agents and members

• Conducts proactive outbound calls to members

• Targets key member actions and directs them to the retention unit

• Is able to renew multiple products with one member communication

• Offers an integrated presentation of plan alternatives

• Coordinates renewal rate modeling with actuarial services

Retain
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Advanced Analytics
To maximize the return on investment into strategic customer retention programs, HPS leverages 
advanced analytics including proactive monitoring and data modeling to develop and deploy 
data-driven campaigns to drive brand loyalty. We also coordinate renewal rate modeling with 
actuarial services. 

Through our dynamic integration of both internal and third party data, we are able to develop  an 
effective  risk profile that drives targeted, prioritized tactics that have shown to improve retention rates 
by more than 20%.  Beyond the immediate focus on retaining your current membership, the customized 
profiles and reports generated by combining corporgraphic and demographic data provide valuable 
insight into future individual and group acquisition strategies.  

Retention 
is just as important 
– if not more so – 
than acquisition.

HPS At-a-Glance
President & CEO:  Jeff Bak

Headquarters:  3501 Frontage Road 
Tampa, Florida 33607

Phone:  1.800.237.7767

Year Founded:  1970

Employees:  More than 700

Current Customers:  30 Health and voluntary insurance 
carriers and industry associations

Members Served: 1.4 million nationwide

Inforce Premiums:  More than $1.3 billion

Distributing Agents:  100,000

Services
Sales, Distribution & Member Retention

Benefit/Billing Administrative Services

Claims Processing 

Customer Services

Professional Services

Software & Technology

healthplan.com

HPS “Voice of the Customer” business unit enables improved accuracy, 

consistency and an enhanced overall customer experience.

Beyond the Numbers
Our proprietary systems, workflow and “Save A Life” membership retention 
culture is key to operationalizing the insights gleaned  through analytics 
and predictive modeling.   In today’s complex market that includes a 
widening array of consumer choices,  touch-point interactions - at every 
level - are critical to retention.  Through our retention services, we are 
able to help you predict and respond to members needs, bring additional 
value, and optimize the membership experience.

Learn More About HealthPlan Services
Visit us on the web at healthplan.com, or email us at solutions@healthplan.com

8



A C Q U I R E  |  S E R V I C E  |  R E TA I N



HealthPlan Services  |  3501 Frontage Road  |  Tampa, FL 33607  |  800.237.7767  |  solutions@healthplan.com

healthplan.com 7254 8/10


