
WellBe Senior Medical is an in-home value-based care provider to the 
Medicare Advantage population. Founded in 2019, WellBe recognized 
the growing need for at home care for the sickest and most complex 
patients. It offers a multitude of services touching on preventative, 
chronic and urgent care.

PATIENT ENGAGEMENT



THE CHALLENGE

Create and foster patient trust at the first 
point of contact.

The XSELL platform processed over 20K 
calls, isolating best practices relative to 
rapport building, patient education, and 
objection handling. These insights were 
transformed into an eXpert Language Model 
(XLM). XSELL’s real-time coach, HiPer, 
powered by the XLM, improved not only 
patient satisfaction, call quality, agent 
retention, but drove a significant lift in 
appointment scheduling conversion for 
WellBe agents.  

THE SOLUTION

WellBe offers patients an innovative 
approach to healthcare by managing 
their care at home when possible.  
Patient engagement is a challenge as:
• This is a novel approach to care
• Demographic is on high alert due to 

industry scams
• Population is finite

It's critical that every agent’s first 
contact with a potential WellBe patient 
makes a great first impression and 
clearly articulates the benefits of 
engaging with WellBe.



THE SOLUTION

THE XSELL PLATFORM

REAL-TIME COACH  |  HiPer

Compliant. 

Trust Building.

High Throughput.

The XSELL platform 
processed 20K transcripts 
to identify the agent 
strategies that deliver 
scheduling results WellBe 
wanted to see at scale.

Disclosures.

Expert Rapport & Discovery.

Objection Handling.

XSELL transformed the expert 
findings into a scheduling-
focused expert language model, 
designed to scale only the very 
best, compliant, strategies.

Real-time.

Contextualized. 

Dynamic responses.

The expert language model 
empowered the agents with 
real-time, best practices and 
high-performance language to 
engage and educate the 
member most effectively, 
resulting in increased 
appointments scheduled.

REAL-TIME COACHEXPERT FINDER CONVERSATION BUILDER



AGENT TESTIMONIALS
OUTBOUND PATIENT ENGAGEMENT

XSELL  |  ELEVANCE 
PROVEN VALUE IN MEDICARE SALES

improvement in scheduling conversion rate 
for outreach agents after launching XSELL’s 
Real-Time Coach, HiPer.

In addition to the conversion outcome, the 
eXpert Language Model  (XLM)  approach to 
patient engagement drove:

• Higher patient satisfaction & trust
• Enhanced compliance
• Better call quality
• Improved agent proficiency & retention

25.3%

XSELL  |  WELLBE 
PROVEN VALUE IN PATIENT ENGAGEMENT

WellBe saw a “HiPer has been a valuable tool for me since I started 

using it. It helps me have smoother conversations 

with members and provides me with 

recommendations that I may not have thought of 

otherwise. HiPer is like a procedure flow that guides 

me through the conversation in real time, allowing 

me to stay on track and not miss any important 

details. With HiPer, I can see what's coming up next 

and give relevant rebuttals and recommendations 

based on what the member says. It has been a great 

asset in engaging members.”

“I like HiPer, it's helpful! It tells you what to 

say right away, everything is right there 

for you without having to search.  It 

reminds me to ask certain questions to 

the members that I sometimes forget.  I 

look forward to HiPer firing off everyday.”

VALUE DRIVERS BEHIND THE RESULTS

Expert 
discovery

Rapport 
building

Objection 
handling

Call flow 
transparency

Knowledge-base content 
within recommendations

“My advice to the next group is don't rush 

through the process.  Give HiPer time to 

work and create your flow.  It's pretty 

smooth to use once you get used to it."



40%

40%+ 
improvement 

in sales 
conversion 
for fortune 
100 payer’s 
internal MA 

sales agents

Sales

+ 12%

12%+ 
improvement 

in sales 
conversion 

for an 
outsourced 

agent BPO of 
a fortune 100 

payer

BPO / 
Outsourced 

Agents

+ 14%

14%+ 
improvement 

in dollars 
collected for 
a call-center 

based 
revenue 

cycle 
management 

team 

Collections

+

New

COMING 
SOON

Automated 
Data 

Collection

Voice to Text 
Automated 

Data 
Collection 

inclusive of 
HRAs and 

other 
customer 

data

25%

25%+ 
improvement 
in NPS score 

for an 
international 
Telco brand’s 

customer 
retention 

team 

Customer 
Satisfaction

+

WANT TO LEARN MORE ABOUT 
AN XLM-POWERED PATIENT 
ENGAGEMENT STRATEGY?

Meet the XSELL team @HLTH.
Our booth is located in the AI Pavilion.

Hear from the client.
Pranav Kothari, Chief Product & Experience 
Office, of WellBe Senior Medical will take the 
stage @HLTH to share his perspective on the 
impact the XLM has on patient outreach.

Event details:
Tuesday, October 22nd 
1:35PM-1:55PM PT
Theater B in the AI Pavilion
Find details in the event app.

Contact us via email. 
marketing@xselltechnologies.com for more 
details or to schedule time to speak with the 
team.

HOW XSELL HAS PROVEN SUCCESSFUL WITH OTHER CLIENTS:

WANT TO KNOW IF THE XLM-POWERED REAL-TIME 
COACH WILL WORK FOR YOUR BUSINESS NEEDS?

mailto:marketing@xselltechnologies.com
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