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To whom it may concern. 

MCS Healthcare Holdings LLC is a leading company m Puerto Rico's health insurance marker. MCS offers a wrde 
range or products and services that encourage healthy lifestyle choices 1vh1ch momotc physical and emottonat 1·.cU 
being to its 370.000+ clients The company has over 1. 700 active omotoveos 111 au ol its offices ncross Puerto Rico 

Between August 2018 and March 2019 MCS developed. in conjunction with the fi,m LONDON CONSUL TING GROUP. 
the �51p (Service lmprovernent Project)" wtuch focused on the company's Cornmercial and lrnplementaucn 
depa,tments. 

Ounng the project. 1·,c nnoromontoo \1'10rk systems and management tools 111 the ccmmeroat group policy renewal 
process. from the quotation stage up to the operative i,nplcmentation stage. I he matn objecnves of the prOJCCI 1vere 
to standardize the com,ncrcial process 111 order to improve the par tfotio retention rate. to maximize the prcrniurn·s 
retention. and to nnprove the quality of the service offered to the ct.ent by speeding up the unptementaucn of the 
renewed benefits 

Some of the quantitative results 111e obtained during the project were- 

51,o/o increase m the number of requests for quotes OllS\'1C1ed 1n under 21, hours dunng the negoncuon 
process. 
68% reduction In late renewal transactions. 

Other qualitative results 1·1e obtained dur,ng the project were: 

ln1plcmentinga system to administer quotation requests in order to sueamtme the negetranon process. 
Desrgmng a tool lo, showing the expense by benefit 111 order to facilitate u-e redesigning process tor those 
group pollcres wtuch are in the process of being reoewoo 
Designing a model for tevrewmg alternatives. wtuch euows us to adjust the premium v-e need to renew tu 

line with different shared cost structures (co-payments and co-insured). 
Implementmg active follow-up for the renewal process which focuses on increasing both coverage and the 
premium to be renewed. 
Implementing a contract t,aceability system in 01dc, to visualize tho status during the implemnruauon of 
new benefits process 
Designing the development requirements in order to rn,grate the rnodel. which wes implemented dur 1ng the 
orojoct. to a CRM_Oynarnics 365 administered process 

As a result of th�·improvement initiatives. we have obtained at the end of the project a ROI of 1.1 to 1 and furthe, 
increases arc expecteo. We arc happy to recornmend London Consulting Group as n companywnh a highly effective 
rnethodology that aU01·1s thern to develop these types or improvement projects. 

Executive Vice President of Operations 
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To wnorn it may concern, 

MCS Heolthcore Holdings. LLC. is a tcadmg companv 111 Pvonc Rico's health insurance ma,kel. MCS offers a wide 
range of products and services that encourage healthy lifestyle choices wtnch promote physical and emotional v1cll­ 
being to its 370,000+ clients. l he company has over 1.700 active employees in al! of its offices across Puerto Rico. 

wewooto like to acknovvledge London Consulting Group's Human Devetopment department for thcu cxccueorwcrk 
as leaders oft he Change Management and Managerial Oevcloprnont program. vnuchwas ca.ued out as part of the 
improvement prOJCCl called­SIP. Scrvrco lmprovemeru P101ect" between August 2018 and March 2019. 

The prog,arn designed by LCG's Human Development departrnenl managed to establish anequate ccnomons 1"11thu1 
the organization. tn terms of Methodology and Attitude. and had an unpacton all of our pa1t1c1pating personnel 

Sorne of the initiatives we carried out wee. 

Managerial Skills Seminar: This seminar was comcosco of 8 ve,y dynamic and mtemcnve workshops 
wtuch were designed 111 a specific manner in order to address the development requirements presented by 
our paurcroanng personnel (11, rnembers) through the different Profile Tests tbat 1•1010 applied. and 
through the Managerial Values Survey. Iha semmar taught us the necessary techniques and tools 111 order 
to be rnore efficient.strategic. and rnethodologica! leaders 111 our different work learns. 

Managerial Personnel Strategic Coaching. In these one­on­one reunions. the parnc.pnnts .eceveo 
support and guidance so that they could effectively oppty the knov1!edge they received in uic se,n1na1 
sessions to then wc.k areas. 

Without a doubt this program was or g,eat importance to our o,ganization. The increased openness to change. along 
with the ne,vly acquued sk,lls. has strongly contributed to the development of our personnel. Due to this. we st,ongly 
recommend London Consulting Group's Human Development department for thou prolessumubsm. cormnitmeut. 
and efficiency 111 carrying out a prograrnof this nature 

Sincerely. 

Robe110To11es 

Executive Vice President of Operations 


