
The Everise Vaccine Support Standard: 
Your turn-key solution to the coming surge 

One of the most anticipated events of the 
century -- the development of the Covid-19 
vaccine -- also happens to be one of the 
most contentious. Potential recipients from 
every segment of society have a wide 
range of concerns and many have grown 
distrustful of information sources they 
previously counted on. 

People want their specific concerns 
addressed unfiltered, in real time, directly by 
you, right now. 

As the vaccine roll-out moves from front-
line healthcare workers to the general 
public, an enormous strain on your 
customer support function is inevitable, 
inconveniencing not only vaccine 
candidates, but all other callers as well. 

Adding temporary agents to your own staff 
is uneconomical, inefficient and certain to 
produce a poor experience (which many 
will be eager to share with their friends). 

weareeverise.com

Everise will get you through the 
impending surge of vaccine support 
requests with your costs kept down, 
data kept secure and patients kept 
happy and healthy.

https://weareeverise.com/
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How Healthcare and Governments Can Adapt 

Experts have warned that ‘the coronavirus won’t stop evolving’ once a vaccine arrives - 
likewise, neither should your business. Given the high possibility of new lockdowns in potentially 
more severe second or third Covid waves -- and the unpredictable impact these will have 
on communities data infrastructure -- it is essential that health services continue to digitally 
evolve their customer experiences. 

There are 3 critical areas to plan for:

Case study 

Everise can be ready to support your Covid vaccine support surge in two weeks and, depending upon the 
complexity of the engagement, in as little as seven business days. 

A recent vaccine support partnership unfolded like this: 

Rapid Staffing: 
We can be ready to begin answering vaccine related support request within 14 days If that 
sounds unlikely, it’s because we enjoy a few distinct advantages. 

RECRUITING: Our capacity to quickly find and hire qualified agents is legendary in the industry.

TRAINING:  The latest collaboration technologies ensure remotely delivered training to home- 
based agents is as effective as centralized.

STAFFING:  A broad client spectrum, many with their own predictable seasonal surges, give us 
access to highly prepared talent able to smoothly step into diverse support programs when 
needed. 
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Data security:  

In healthcare, data security and compliance are the coins of the realm. 
Our security-first approach to building, maintaining and growing our 
technology solutions is embodied in our three technology watchwords: 
security, scalability and sustainability. 

SECURITY: Fully managed Desktop-as-a-Service and multi-layered 
security solutions enable agents to work remotely without jeopardizing 
the integrity of the enterprise network.

SCALABILITY:   Our platform is deployed on Microsoft Azure Cloud, 
meaning scalability will never be a challenge. Everise can, on demand, 
scale and descale. 

SUSTAINABILITY:   95% of our global workforce is home-based. Everise has 
dedicated work-at-home teams and proven processes that ensure our 
remote solutions are more than just part of a business continuity plan, 
they are part of our long term CX strategy. 

Omnichannel: 

Your most at-risk population wants to talk on 
the phone. Younger patients prefer chat. Some 
in the middle favor interacting via Facebook or 
SMS. You need to accommodate all of these.
 
The Everise Vaccine Support Standard is 
omnichannel, meaning, it gives your patients 
options and puts them at ease when discussing 
difficult topics, such as their healthcare mid- 
pandemic. 

exage Sentinel is our AI-powered remote agent 
monitoring technology, built to ensure the 
highest standard of consumer data protection 
and privacy, while intelligently balancing the 
data privacy of our agents.



The Everise Vaccine Support Standard: 
experience-driven

Everise CX is a global healthcare customer experience leader. For more than a decade, we’ve mediated some of 
life’s most important healthcare interactions, for over 30-million people. 

We have the resources and unrivaled expertise needed to rapidly and economically handle yourinflux of vaccine 
support calls. 

Not only do we have the capacity to meet the data security and operational challenges, we have the training and 
soft skills needed to meet the uniquely sensitive human challenges of this work.

Tech infrastructure
We use the best-of-breed platforms, the 
cost of which is distributed among many 
clients.

Real estate and labor
Everise hires highly capable talent where it 
costs much less to do business. Not only in 
near and offshore locations in Guatemala, 
Malaysia and the Philippines, but also in low 
cost US labor markets.

Specialization
CX is our sole focus, so Everise benefits from 
the economic advantages of specialization. 

Seasonal Staffing
Crosstraining and seasonal reassignment 
among a broad array of client types allows 
us to hold on to tenured talent and benefitr 
from their high levels of efficiency.

What makes outsourcing 
your CX with Everise work?

Smart Automation: 
Artificial intelligence completes your CX strategy 

Conversational chatbots are more than just low-cost alternatives to human agents. Given the high possibility of 
new lockdowns in potentially more severe second or third Covid waves -- and the unpredictable impact these 
will have on local communities’ data infrastructure -- it is essential that business continuity plans incorporate 
automated, AI-powered customer facing technologies able to reliably fill service gaps. 

65%

Together, these 
factors can cut your 
in-house CX cost by 

04

EV
ER

IS
E 

C
X:

 C
O

VI
D

 V
AC

C
IN

E 
SU

PP
O

RT



Everise Surge Solutions for Healthcare

We are confident in our ability to succeed at this work because we currently are. Leading entities from 
healthcare to government have already entrusted us to manage their Covid vaccine support, information 
and scheduling, under tight deadlines at scale.

Everise Surge rapidly deploys technology and talent to meet the exponentially growing support demands 
from vaccine rollouts.

Everise proactively innovates and 
suggests ideas about how they 
can do more instead of just getting 
comfortable.

- CX Director from a National 
Healthcare Payer

“
”

Anil Kumar, VP
anil.kumar@weareeverise.com 

971-334-9819

Rapid: we meet extremely steep ramp windows of between 7 and 14 days.

Smart: conversational AI automates up to 70% of incoming requests.

Omnichannel: we support your patients how they want to be supported.

Secure: we comply with the highest data security protocols.

Resilient: our globally dispersed, home-based workforce and cloud-based tech stack mean 
we can support you in the face of even severe viral, climate or social disruption and save you up 
to 65%, compared to in-house teams

Everise Surge is:

A wave of Covid vaccine support 
requests is building on the horizon right 
now. The need to prepare is urgent. 
Everise is your ideal vaccine CX partner.

Contact me today to get our 
partnership started. 
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Staffing Up

Background
Everise was invited to compete, via 
RFP, for an opportunity to provide 
the client licensed agent telesales. 

The RFP was subsequently won.

CLIENT
Major healthcare payer operating in all 50 states, offering multiple 
product lines

CHALLENGE
The timing of the RFP was such that Everise was not awarded the 
new business until mid-May – long after our preferred licensed 
agent training launch window, normally beginning in March. None 
the less, upon being awarded the new business, Everise devised 
and implemented a plan for meeting the client’s abbreviated 
requirement of putting hundreds of licensed agents in production 
in time for annual enrollment.

STRATEGY
The engagement officially kicked off on May 23, though by then 
efforts were already well underway to entice existing agents to join 
the Everise College of Insurance program. By June 21, the first cohort 
of licensed agents had been trained and hired. Between July 5 and 
12, all Wave0 agent training classes convened. These began nesting 
on August 7 and production on August 12. 

Having proved the abbreviated training concept effective, 
a subsequent wave began training August 29 and entered 
production by October 15. The final wave entered training on 
October 4 and then production on November 11. 

OUTCOME
Despite the handicap of significantly reduced time in which to 
recruit and train licensed agents, Everise met all staffing ramp 
goals without sacrificing reductions in either quality or compliance.   

Lessons Learned
Where there’s a will, and 
a willingness to make an 
engagement work, there’s 
a way to get there -- even 
when confronting a challenge 
as formidable as greatly 
truncated licensed agent 
ramp times. 

It’s this approach to client 
service that earned Everise 
a reputation as the can-do 
BPO, and our dedication has 
been amply rewarded with 
exceptional client loyalty and 
longevity.  

CASE STUDY: Staffing up to meet a steep licensed telesales ramp plan

Alignment
Everise achieved the status 
of foremost outsourced 
healthcare customer 
experience provider in large 
part based on our extreme 
proficiency in rapidly ramping 
up capacity levels – including 
staff with specialized training, 
such as licensed insurance 
agents. 

This fact informed the client’s 
decision to invite Everise to 
compete for the expanded 
engagement.

 3 Plan achievement extremely 
consistent week-over-week

 3 Minimal noise
 3 Low shrinkage
 3 Employee engagement 
 3 Responsive 

 3 Strong and sustained sales 
results

 3 High energy, competition and 
engagement

 3 Partnership with onsite 
support

(Pulled verbatim from the client’s Telesales 2020 AEP)

IN THE CLIENT’S OWN WORDS
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