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In the current state of CSRB agents have very limited 
information into Vet Diet and pharmacy orders. Agents don’t 
have an easy solution to see where Rx items are in terms of the 
approval process or who needs to take action: Chewy, CSR, 
Pharmacy or Vet/ Clinic.

Why it matters to Agents
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Limited prescription information. GenCS 
Agents cannot reach out to Specialty teams

Inability to provide accurate vet diet/ Rx 
information to a CST. 

Usage of 2-3 tools to try to answer Vet 
Diet/ Rx order questions

Lack of information 
and no where to turn

No visibility into 
status information

Cognitive overload 
& manual processes

Top 3 Pain Points
OVERVIEW
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Providing solutions so our CSR’s can
Be presented with theVet Diet information they need to solve order issues with Vet Diet/ Rx 
orders. How might we�

� Understand approved or rejected healthcare item statu�
� View prescription item statuses: CST/ Provider Action(s) neede�
� Gain insight into the total number of refills for the prescriptio�
� Gain insight into the number of Rx refills remainin�
� See Vet Diet authorization expiry dat�
� Get visibility into Vet Diet/ Rx authorizations and blocks

Overview
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Not always able to see how many refills are on file for 
vet diet order in CSTt's acct. Original BO Vet Diet tab is 
most helpful. If that can come back, we could help 
better. CSR's are constantly giving out 
misinformation due to confusion and lack of updates.


~CSRB GenCS Agent Quote
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The Current VAMS, HMS & CSRB Agent experenice
overview

Presently, the existing Vet Diet/ Rx agent experience is very time consuming. There is good info inside of Vams and HMS but CSRB is very 
limiting and confusing. In order to provide accurate information to our Customers our agents may be using a combination of 3 tools to 
provide insight such as Vet Diet prescriptin status, vet diet item status, Rx expiration and total (remaining) amount of refills left on a given 
authorization. This leads to agent and customer frustration and a potential dissatisfying Chewy Customer Service experience.

CSRB - Customer 
Service Buddy

1

2 VAMS - Veterinary 
Authorization Managment 
Service


3 HMS - Healthcare 
Management 
Service

1

2

3



A Vet Diet order lifecycle
There are also more hurdles to jump through to place a Vet Diet order than a regular 
customer order: a vet visit for diagnosis, vet approval for the order and prompt delivery 
before existing food supply runs out. 



Anything that creates a communication vacuum or confusion is more likely to negatively 
impact the customer experience. The main point of friction in the Vet Diet order lifecycle is 
obtaining and maintain a veterinarian’s authorization. This introduces timing and outcome 
uncertainty and creates anxiety and increased contacts from pet parents.


Overview
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The current VAMS 
user journey

The current process to search a 
customer, find an order, navigate to 
pertinant information in multiple tabs, 
locate applicable information and 
relay it to the CST is approximately 6-9 
click not including Oracle login and 
Operations Dashboard navigation.



The available information may not 
help the CST understand where a 
prescription item is at or what they 
need to do to get their order processed 
when there may be a problem due to 
this important information being 
shown in HMS, whereas the majority of 
the other Vet Diet/ Rx info is found in 
VAMS.

CSR Navigates to the 
Operations 

Dashboard/ clicks 
CST Search

CSR Fills Out search 
criteria and selects 

CST

CSR Clicks CST name 
and is Navigated to 

Customer Page

CSR Clicks on Vet 
Diet/ RX orders tab on 

CST page

CSR Searches for 
order in the table

CSR Clicks on Order 
number to navigate 

to the order in 
question

CSR Views Vet Diet/ 
Rx info to look for 

expirations, approval, 
refills and updates

*CSR Composes Email and 
Comments in modal dialog 

*CSR may View tickler 
information or status


to relay limited information

Start CST call 
regarding vet diet/ 

Rx order

End of call
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Call Start/ End
CSR Action

Decison Node

� 6-9 clicks � 2 manual searches/ form fills � 3 optional steps

High Cogntitive Load & Level of Effort

High Average Handle Time

*CSR may Comment and 
Copy + Paste comment in 

up to 3 places



Our proposed 
CSRB user journey

The proposed happy path process to 
search a customer, add to incident, 
search on the activity feed for an 
order, expand an order and relays 
information to the CST will reduces 2-4 
clicks per incident.



If the agent has to navigate from an 
expanded order on the activity feed to 
order details in the healthcare tab it’s 
still a win as there is less cognitive 
effort needed to find Vet Diet/ RX order 
information for a CST.

CSR conducts Oracle 
CST Search - Adds 

CST to incident

CSR Searches for 
order on activity feed

CSR Expands order to 
view Vet Diet/ RX info 
by item, if not enough 

info

CSR Clicks status to 
navigate to 
healthcare 
information

CSR Searches for order 
in the tabbed tables to 

find additional order 
information

CSR Relays 
information to CST

Expands order to 
view Vet Diet/ RX info, 
if enough info, Agent 

relays to CST

Start CST call 
regarding vet diet/ 

Rx order

End of call

� Path one: 2 clicks 

� Path two: 4 clicks 

Call Start/ End
CSR Action

Decison Node
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Today CS agents toggle between multiple healthcare 
platforms to support one customer contact. The long-term 
vision is to integrate all healthcare functionality into CSRB by 
creating smart and intuitive workflows that quickly relay 
pertinent information, while also suggesting next steps for the 
customer if necessary.

How we can help our Agents to 
better serve our CST’s
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CST Panel & 
Activity Feed 
Vet Diet/ Rx 
information

OVERVIEW

2

Current pharmacy Item label & tooltip

No persistent vet clinic information 
visible in CSRB

1

2

1



Customer Panel & 
Activity Feed 
Improvements

Short term solutions

1

2

Vet Diet order issue association with 
affected order in CSRB’s activity feed

Vet profiles added to customer panel

1

2



Customer Panel 
with Vet Diet/ Rx 
info in live, view, 
and edit modes

Short term solutions

1

2

3

Live vew of Customer Panel1

2 View vet/ clinic info in Customer Panel

3 Edit vet/ clinic info in Customer Panel



Multiple ingress 
points to the 
healthcare tab

Short term solutions

“Nudges” in Next best action accordian 
in CSRB activity feed

1

2 Additional Vet Diet & Rx item status and 
prescription status included in activity 
feed order cards

3 Vet diet order issues

2

1

3



Vet Diet/ Rx 
info in the 
healthcare 
tab

1

Short term solutions

Vet Diet order issues, blocked 
items/ orders and order 
history information included 
in our CSRB healthcare tab

1



Vet Diet/ Rx 
tracking 
tool

Short term solutions

Vet Diet/ Rx 
tracking tool 
open in the 
sidebar of 
the CSRB 
Healthcare 
tab’s 
Customer 
Profile page

1

1



Short Term Recommendations
Short term solutions

� Adding missing information to the activity feed at the bite, snack and meal approac�

� Alerting the agent to order issues if they haven't searched for an order also showing how we are 
alerting them if they have searched - via the order card�

� Providing multiple ingress points to the healthcare tab directly from the activity feed (nudging) 
and directly from a CST orde�

� Updating CST panel to include missing vet info and which is clinic is primary/ preferre�

� Expanding our healthcare information we showcase inside of CSRB to our GenCS agents to 
highlight Vet Diet/Rx info along with an easier table view of orders, order history and Autoship 
subscription orders
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Starting out we will provide GenCS Agents with read-only and 
informative updates so we might:

Short Term Wins

� Lessen the cognitive load on the agent by providing this needed information inside of CSR�

� Lessen clicks and lower average handle times�

� Provide insight into RX expiry, refills quantity, blocks and order processing time of an Rx orde�

� Give GenCS missing information in multiple ways
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Short term solutions



Long Term 
Healthcare 
Vision

Long Term Vision 

1

“Best of” both worlds future state 
vision of Healthcare in CSRB



Note: Only licensed insurance 
agents will be able to see Pet 
Insurance information and 
accompanying data. This data 
will be hidden to our GenCS 
agents via agent profile settings.

1



A MORE Enriching Healthcare Dashboard
Long Term vision

In the future state of CSRB Healtcare will have added functionality such as, the ability to get a rich history of Vet Diet/ Rx status, Vet 
Diet tracking action and update capability for GenCS agents  As we iteratively improve our agent experience we will continue to 
provide 7-Star Agent & Customer Service Experience!



Long Term Recommendations
� Advanced Vet Diet/ Rx order search inside CSRB with more data points and criteria 

explicit to healthcar�

� Vet/ provider search (ability to add a vet/ verify clinic information�

� Tickler queue and the ability to resolve order issue�

� Ability for Gen CS Agents to communicate with our Vet Diet agent�

� View and filter Vet Diet and Rx information by pe�

� Ability to notify and communicate with CSTs Re: Orders with prescription items set to 
expir�

� Ability to track prescription orders and their statuses similarly to shipment tracking
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Long Term Wins
� Keeping our agents in CSR�

� Bringing ALL agents the ability to see real time Vet Diet tracking informatio�

� More effective communication and note taking system (VAMS agents still rely heavily 
on this�

� Expanded email template�

� Expanded email communication system and notifications capability for RX items 
needing pharmacy or CST actio�

� Lessen dependencies on specialty team�

� Lessen dependencies on Oracle
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Long Term Vision



UX Vision Work -  -  100%

Validation - 0%

Tech Feasibil ity with Partners - 0%

Planning Iterative Approach - 0%

User Testing -  -  0%

Next Steps and considerations in our continued 
journey
What’s next�

� Continued validation of short term and long term 
healthcare vision with our Product Partner�

� Tech feasibility with Engineering Partner�

� Planning a phased iterative approach to take us from P0 
to our Northstar visio�

� User Testing with GenCS and Vet Diet/ Rx Agents
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Summary
NEXT STEPS

Our current Activity Feed and Autoship tabs currently display  
limited Vet Diet/ Rx information. The information GenCS agents do have 
isn’t the most useful and could be more enricing and informative. 



As we scale closer to our Northstar vision we are providing Agents an 
easier way to parse information along with features to help get to the 
bottom of delayed or canceled orders due to prescription expiration, 
status issues and more 
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Less clicks & lower 

AHT!

Quantifiable cost 

savings

Phase 2

Phase 2 will level up our healthcare experiences by tooling our 
agents with a more enriching capabilities and status updates to 
communicate more effectively and problem solve more-quickly.

Phase 1
NEXT STEPS

Phase 1 of our healthcare initiatives will improve GenCS agent 
and Customer experiences by allowing our agents to problem 
solve in an a quick and efficient manner leading to 

. 
quantifiable 

cost savings
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APPENDIX
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� Appendix 1: Activity Feed - Current state with orders collapse�
� Appendix 2: Activity Feed - Current state with orders expande�
� Appendix 3: Activity Feed - Rx order bloc�
� Appendix 4: Activity Feed & Customer Panel - New Vet Diet & Prescription Statuse�
� Appendix 5: Healthcare Tab - New Vet Diet/Rx order�
� Appendix 6: Customer Profile Page in Healtcare tab - Vet Diet/ Rx info by Custome�
� Appendix 7: Single Vet Diet/ Rx Order - Tickler vie�
� Appendix 8: Customer Panels - Live, view and edit examples



Activity Feed  with collapsed orderscurrent state



Activity Feed  with expanded Rx order 
and tooltip hover/ click state

current state
Pharmacy Item label & tooltip



Activity Feed  in collapsed order 
state with multiple ingress points to healthcare info

Vet Diet/ RX order block

“Nudge” Ingress point to healthcare order & 
block information with Next Best Actions

Alert Ingress point through Vet Diet/ RX 



Vet item and prescription status 
additions

Alert Ingress point through Vet Diet/ RX 

Vet Profile addition to CST Panel

Activity Feed & CST Panel with  in 
expanded order state

NEW Vet Diet/ RX order



NEW Customer Profile Page 
under Healthcare Tab

NEW Vet Diet/ Rx information on Customer Profile page 



Future State” Vet Diet/ Rx page with Rx & 
Insurance in Healthcare Tab 

Rx & Vet Diet additions to healthcare tab

Note: Insurance information will only appear based on user permissions - 
only accessible to licensed insurance agents



Take ticklers, update tickler status, send email and get insight into 
active blocks by order

Future State with tickler functionality inside of CSRB



Vet Profile addition to our live view CST 

Panel

Vet Profile clinic view

Vet Profile addition to CST Panel
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