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ATG Customer Success Story: Discovery Health

Discovery Health innovates online to motivate client action,
increasing loyalty and cutting costs in the process

THE CHALLENGE:
To empower members to take control of their
medical circumstances
To enable its 1.8 million members to be in 
command of their own medical expenses and
health, Discovery Health was seeking a way to
deliver a convenient, personalized service 
experience for each one of its members.

THE SOLUTION:
Developing a self-service Web site that caters
to the unique needs of each member
The insurance leader turned to ATG to help 
create a self-service Web site that offered
members a fulfilling communication and
healthcare management vehicle. Rich personal-
ization and tight integration with others serv-
ice touch points inspired members to become
more active role in managing their healthcare
and participate in the company’s unique well-
ness program.

THE RESULT:
Online service leads to lower costs and
increased loyalty
Since launching the site, more than 50 percent
of member interactions occur online for 
activities ranging from submitting claims to
collecting rewards. Not only is Discovery 
meeting its goal of providing a powerful
healthcare tool, they are also reaping signifi-
cant financial savings.

Visit the self-service Web site of Discovery
Health and you’ll find a lot more than you
might expect from a big insurance company.
As the largest medical insurer in South Africa,
Discovery Health is helping its members take
more control of their medical expenses and
health. By combining its consumer-driven
healthcare model with its science-based well-

ness program, Discovery Health is differentiat-
ing itself while delivering real motivation for its
membership to stay fit.

To empower its members to be in command of
their own medical circumstances, the insurance
leader sought to create a self-service Web site
that members would see as a more convenient
and fulfilling healthcare management vehicle.
This new site should inspire members to take a
more active role in managing their healthcare.

Motivating members with personal relevance
With a name built on innovation and personal-
ized service, Discovery Health needed to deliver
a site that lived up to its reputation. According
to Discovery’s COO for International Operations
Trent Rossini, “We are known in the market-
place for offerings that are inventive. But even
more importantly, we are recognized for engag-
ing people in managing their health. So when
we set out to create our site, we needed to
translate that innovation and engaging style to
the online world.”

Just as important as inspiring their members,
Rossini’s team knew their innovation also had
to produce bottom-line benefits including
increased customer loyalty and lower service
costs. The site needed to be easy to use, inte-
grated with other member communication
channels, and able to leverage new member
information in real-time to ensure service
encounters were relevant at all times.

After a thorough review of several vendors,
Rossini’s team selected ATG Self-Service. “ATG
met our requirements across the board,” says
Rossini. “Its flexible, service orientated architec-
ture, intuitive development environment, and
rich out-of-the-box functionality made ATG the
clear choice.”



A site personally designed for every member
Since members were used to having personal interac-
tions with call center agents, Rossini wanted to deliver
the same individualized experience via the Web.
Through the rich personalization offered by ATG, mem-
bers who choose to interact with Discovery online can
have the same kind of one-to-one experience they had
over the phone.

According to Rossini, “When clients visit the site, they
see a Web page that serves as a personal dashboard for
their healthcare services. They gain instant insight into
their pending claims, updates about their specific poli-
cies, and their status in our wellness program. Plus,
they get encouragement and incentives for trying to
stay healthy.”

The self-service Web site is the ideal vehicle for con-
necting members to “Discovery Vitality.” The unique
wellness program rewards members for healthy food
choices, exercise, and continued health education,
enabling them to earn a status with the company and
then reap rewards such as travel and shopping. The site
then allows members to book travel including airfare
and hotel, or shop online in Discovery’s mall.

Ensuring a consistent experience at every interaction
In developing the site, Rossini’s team had the goal of
providing choice to its members. “Our members can
continue to use traditional service channels, but if they
find the Web more convenient, we wanted them to
have that option as well. We also recognized that many
members want to communicate with us across touch
points, including Web self-service, phone, e-mail, or
even mobile devices. Keeping the experience consistent
across all those service points was critical.”
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ATG offers tight integration among the self-service, e-
mail, and call center channels. Updates to the data in
any one of these channels are automatically populated
in the others, in real time. For example, if a member
performs a transaction online but then encounters 
an issue for which they prefer to speak to an agent,
the agent sees up-to-the-minute details about that
member.

The new service experience improves the bottom line
Through rich customer analytics offered by ATG Self-
Service, Rossini’s team is able to measure their progress
against key business goals. “We continually look at how
we are doing: Are members communicating with us
through the electronic channel? Are they leveraging
the site to submit their claims and taking advantage of
our education and rewards programs? Are they coming
back again and again? We use this information to opti-
mize the service experience.”

By all indications, Discovery Health members are more
than satisfied with the experience. Since launching the
site, over 50 percent of service interactions occur via
the Web for a host of activities ranging from submit-
ting claims to collecting rewards. And while Rossini and
his team are meeting their primary goal of providing
members with tools to take control of their healthcare,
they are also reaping significant financial savings
resulting from a 20 percent reduction in the headcount
per 1000 lives over the last three years. Says Rossini,
“Creating our self-service Web site has allowed us to do
what has never before been possible in the world of
service: We are actually improving service and cutting
our costs at the same time. What’s more, through our
work with ATG, we are giving our members the kind of
innovative and engaging experience they expect of us
– and hopefully even more.”

“Creating our self-service Web site has allowed us to do what has never before been possible in the
world of service: We are actually improving service and cutting our costs at the same time.”
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—Trent Rossini
COO for International Operations, Discovery Health


