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Blue Shield of California
just the Facts

We’re here to make a difference

Mission: to ensure that all Californians have access to 
high-quality healthcare at an affordable price. 

• Not for profit, 2% pledge

• $120 Million community investment last 3 years

• 4.5 Million customers

• 7,500 employees
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Health reimagined

Blue Shield of California’s innovative 
plan to transform the healthcare system
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• High Tech, 
High Touch

• Personal 
Care

• Holistic 
Health



What we have accomplished

Reactive Service

Proactive Service

Preemptive Service

Reduce propensity to call

Offline Service

Assisted  Service

Self-Service
Call Center

Reduce volume 
& duration of calls

Empower 
customers

Accelerate resolution

MOMENT OF NEED

Contain and deflect Improve loyalty and outcomes

Medication 
adherence

Managed Health  
Care

Anticipate issue and resolutionTrigger notifications at moment of need
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Where we are headed
Re-imaging with personalized service at scale

Putting Next Best Action into Action
Use the power of context to deliver exactly the right customer experience across channels 
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