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Capturing the Right Data: The Impact of Real-Time Feedback 
and Issue Resolution on the Customer Experience
Incorporated in 1996, Community Care Behavioral Health Organization (Community Care,  

ccbh.com) is a non-profit behavioral health managed care organization headquartered in Pittsburgh, 

Pennsylvania. Community Care’s mission is to improve the health and well-being of the community 

through the delivery of effective, cost-efficient, and accessible behavioral services. 

Due to the sensitive nature of Community Care’s work, customer service is of paramount importance. 

“A lot of calls that come in are community care and behavioral health calls, so we deal with people 

who have time-sensitive challenges to their mental and physical well-being. It’s very important 

that our calls are effective and that our callers feel we take them seriously,” said Virginia Bernaciak, 

Director of Member Services for Community Care.

Virginia has been with the company for six years and has 28 years of experience in the contact center 

space. She manages multiple 24/7 contact centers, which include 46 customer service agents and 250 

care management agents spread across the company’s Pennsylvania offices. In total, 72 different lines 

come into their contact center, which also provides after-hours support for other business units. They 

average around 25,000 calls per month, with an average call time of four minutes and 38 seconds.

“There were so many things 
that the ConvergeOne team 
brought to the table that 
I didn’t even think about, 
and when I came to them 
with a request, they went 
above and beyond to make 
it happen. I would tell them 
what we’re looking for, and 
they’d make it come alive 
for us. We were always on 
the same page, and it was 
very collaborative. I loved 
when they would come into 
the office to work with us — 
it was invigorating.”

— Virginia Bernaciak 
Director of Member Services, 

Community Care

http://www.ccbh.com
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Solution: The INI Post-Call Survey Application
Community Care partnered with ConvergeOne and Interactive Northwest, Inc. (INI) to 

deploy the INI Post-Call Survey application. The customer service and care management 

teams now utilize the survey after every call to ensure that every customer has a great 

experience. The survey allows Community Care to provide real-time customer complaint 

resolution, leading to a more holistic customer experience. “The first question of the 

survey is, ‘Were you treated with dignity and respect?’ If they select 1, meaning no, they 

are automatically sent to a supervisor or team lead. We immediately handle it, or if we are 

not able to answer it live, we guarantee a response to their voicemail within one hour. We 

don’t care if it’s 4 a.m. We want to resolve the issue as quickly as possible,” said Virginia.

The INI Post-Call Survey application has led to immediate improvements, filling the gaps 

left by the written annual survey. “This survey is truly about the call that the customer just 

had with my representative. This is live. The other survey didn’t provide information that 

we could use, and this survey solves our issue because now we have real-time feedback. 

If we fail our caller, my supervisor talks to them to understand the complaint, apologizes, 

and works to make it better. I now have the data to back my team up on how they’re doing 

in customer service. We implemented this survey last year as a way to determine where 

our issues were, but so far, we’re seeing that our customer service isn’t the problem, so it 

helps us to come back and say what’s actually happening in real-time with real data,” said 

Virginia.

Indeed, the post-call surveys paint a very different picture than that of the annual survey. 

Community Care’s customer service team is averaging a 99.8% satisfaction score for March 

2018, with 44% of callers participating in the survey. To promote participation, the survey 

is offered at the beginning of each call, and agents must emphasize the importance of 

the survey at the end of their call. Each agent has two sets of goals based on the post-call 

survey: an overall satisfaction score of 98%, and a participation rate of at least 35%. The 

team has succeeded in achieving and exceeding both benchmarks.

The survey also helps Virginia determine areas of improvement for each individual agent. 

“Even if an agent fails, it’s good, because we can identify the issue and fix it. It’s a learning 

opportunity. The supervisor can pull up the data and share with the agent where the call 

went south and address how to improve in the future,” said Virginia.

The Struggle to Capture the Right Data
Community Care’s customer service team members were committed to providing 
the best service possible, but they lacked the tools needed to effectively gauge their 
performance. While Community Care conducted an annual written survey, only three 
questions out of 40 focused on customer service. Virginia’s team received low scores 
because members would focus on their issues with the company as a whole rather than 
concentrating on their experience with customer service representatives in the contact 
center. Community Care needed to find an alternative that would provide more accurate 
data around the quality of calls in order to determine specific areas of improvement.

OBJECTIVE
To ensure Community Care Behavioral 

Health Organization’s contact center 

will continue to provide the best service 

possible, with the ability to identify 

and resolve any customer service issue 

that arises on the phone in the timeliest 

manner possible.

TIMELINE
May 2017 to May 2018

SUMMARY
ConvergeOne implemented the INI 

Post-Call Survey application to provide 

Community Care with real-time, tangible 

data that resulted in a more accurate 

understanding of the quality of their 

customer service.

BENEFITS
•• Allows callers to provide real-time 

feedback about their experience

•• Provides the opportunity for real-

time resolution to caller issues

•• Improves team morale and 

company culture
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A Secondary Benefit: Team Morale
“After the survey was implemented, we found that the benefits were two-fold. Not only is 

Community Care getting amazing customer experience survey data that helps them continue 

to improve the business, but they get this wonderful feedback to present to the agent 

that boosts morale and improves the company culture,” said Lisa Wilkie, National Account 

Manager, ConvergeOne.

At the end of each survey, the caller is presented with the opportunity to record a 30-second 

message providing additional comments or questions. “It’s really nice to have that feedback 

live, to hear the voice messages. We got 287 voice responses in March alone. When you hear 

them, it provides satisfaction for all the long hours and hard work,” said Virginia.

The recordings have been so positive that Virginia has shared them with her team. “I wanted 

to prove to my team how good they were. Oftentimes, it gets lost in translation and people 

think, ‘you just answer calls.’ We’re there to help a person in need and answer a question, 

help them, and guide them. When one of my team members hears the recordings that say, 

‘She went above and beyond. She took her time. She explained it perfectly to me,’ it’s a totally 

different experience than me preaching to them. It’s a great morale booster for my team, that 

their extra effort doesn’t go unnoticed,” said Virginia.

The ConvergeOne Difference
Virginia credits the seamless implementation of the post-call survey to Community Care’s 

partnership with ConvergeOne. “From my perspective, the project was easy, and I never 

got frustrated or aggravated. If I had a concern or issue, I knew it could be resolved by the 

ConvergeOne team. They are the best people to work with because they’re professional, 

dedicated, and truly want to help us with our causes and issues. ConvergeOne shares our 

same principles and ideas.”

“The success of a project starts with the blueprint. JoLynn LaCoursiere, ConvergeOne 

Customer Experience Architect, invested on-site listening time and talent from day one that 

set the stage for the expanded team to produce a valued deliverable,” added Lisa. “Listening 

to what Community Care desired as the end game application provided accurate design 

framework, with measurable goals to take the project over the finish line and ensure that we 

built the best solution for Community Care.”

A True Partnership
Shared values led ConvergeOne 
to partner with INI for this 
implementation. “We chose to work 
with INI because they share the 
same commitment to the customer 
that we do,” said JoLynn. Together, 
ConvergeOne and INI provided 
Community Care with the same 
experience the company strives to 
deliver to its members. “From the 
beginning to the very end, it was 
effortless,” said Virginia.

ConvergeOne remained involved and 
on-site throughout the process, with 
a ConvergeOne field services engineer 
building specialized software for the 
survey handling. “What differentiates 
us is that we made it look like one — 
we were all one team. It was a true 
partnership,” said JoLynn. “We were 
providing guidance, recommendations, 
and best practices throughout the 
process, from conception through 
implementation and follow-up, to 
confirm that everything was working 
correctly for Community Care and to 
assist them with achieving their goals.”



Schedule a conversation to learn more 
about our innovative solutions that  
can help you achieve your desired 
customer experience outcomes:
convergeone.com/cxconversation

A Bright Future for Community Care
Virginia believes that the implementation of the INI Post-Call Survey application will have a lasting impact on Community Care’s call center. 

“We want the best for our members, and with this survey, we’re showing that the member is the most important thing to us. The survey is 

capturing exactly what I’m looking for, especially when it comes to resolving issues. How our members are treated is so important to me, 

because it does not matter if you’re intoxicated or impolite, you need to be treated correctly when you’re looking to receive care.”

The survey data also provides Virginia with the chance to see the positive impact her team is making. “When I look at the surveys and the data 

we receive, I have a moment of smelling the roses,” said Virginia. “It’s nice to see everything that we’ve done. It’s a great feeling to have.”

Transforming the Way We Connect + Communicate
ConvergeOne is a leading IT services provider of customer experience, collaboration, and technology solutions for large and medium 

enterprises. We’ve spent decades building upon our technology offers, which span the core technology markets: contact center, collaboration, 

enterprise networking, data center, cloud, and cybersecurity. We deliver these offers across a number of delivery models, including on-

premises, and in private, hybrid, and public clouds as well as the proprietary ConvergeOne Cloud Experience (C1CX), regardless of customers’ 

existing infrastructure.

When you work with ConvergeOne, you’re working with a full-service provider. We support orting our customers throughout the project 

lifecycle, from consultation and design to implementation, optimization, and ongoing management. Our comprehensive portfolio provides 

one of the broadest and deepest solution offers in the industry and is backed by a nationwide team of highly trained and certified technicians.

ConvergeOne is your partner for achievement. We have selected more than 300 technology partnerships to customize specific business 

outcomes including Avaya, Cisco, IBM, Genesys, and Microsoft. These partners recognize ConvergeOne’s world-class expertise and continue to 

award us as their “Partner of the Year.” We remain committed to delivering exceptional solutions to drive business value and transform the way 

our customers do business.

INI: Dedicated to Customer Satisfaction
Interactive Northwest, Inc. (INI) has provided expert system integration services and best-in-class interactive voice response (IVR), computer 

telephony integration (CTI), and self-service applications since 1992. As a Technology Partner of the Avaya DevConnect Program, INI leads the 

way for emerging contact center technologies, providing innovative yet highly-stable contact center solutions for on-premise and cloud-based 

Avaya platforms. For more information, visit interactivenw.com or contact INI at 1-800-732-3236. Follow INI on Twitter (@InteractiveNW) and 

on LinkedIn.

Support Center 24/7 

For general support questions, please call:

1.888.321.6227

We are committed to providing you with more 

information, answer any questions you may have, 

and create an effective technical solution for your 

business needs: convergeone.com/contactus

http://convergeone.com/cxconversation
http://convergeone.com/contactus

