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Account Management & 
Client Services Team Structure

Deborah Dempsey,
COO

Sarah Kittrell,
Director of Account Management

Senior Account Executive
Jessica Wells (MO)

Account Managers:
Syed Qadri (IL)

Brooke Ehart (NY)
Andre Pagan (TX)

Maddison Ficke (CO)

Senior Account Executive
Courtney Bush (NY)

Account Managers:
Cody Stelling (KS)
Kayla Gladle (NY)

Nickk DeAngelo (NJ)
Amie Richardson (IL)

Strategic Account Executive
Jeanie Roberts (NY) 

Mgr. of Client Services
Scott Sylvester (NY)

Account Coordinators:
George Hayes

Abri Perez
Josh Southwell
Elliott Malchak

Chelsea Weaver
Matthew Bailey
Deja Lejendre

Carly Smith



Team Structure
• POD Structure

• Team Support
• Implementation 

Involvement 

• Contact Us
• Email Alias
• Client Support In Box
• SAE/AM Email/Call/Text
• Client Support After Hours

• Onsite Plan Reviews

• Onsite Open Enrollment/Benefit 
Fairs

• Call cadence – weekly, monthly, 
etc

SAE Account 
Manager

Account 
Coordinator



What’s New & 
Improved

• Landing Pages – 
Customized

• Client Portal
• Plan Review Data – 

Refreshed
• Member Portal & Online 

Chat Feature



Landing Pages
Helpful Flyers

• Formulary

• Online Resources

• Specialty Roadmap

• Mail Order Program – 
Order Enrollment Form

“How to”

• Create an Account

• Enroll in Mail Order

• Auto-Refill

• Update Address

Helpful Videos

• Welcome to ProAct

• Mail Order Options

• At the Pharmacy

• Prior Authorization



Landing Page Example



Client Invoices & 
Reporting

• Client Invoices
• Automated Reports
• Ad Hoc Reports



Client Portal



Client Portal - Statements



Client Portal - Reports



Client Portal – Account Information



Client Portal - Benefits



Client Portal – Support Cases



Client Portal – User Profile



Plan Review 
Refresh

• Top Trend Drivers
• Top Utilizing Members
• Key Metrics Condensed
• Clinical & Cost Savings Opportunities
• Total Savings Summary



Clinical Program Recommendations
 Clinical Optimization Program

 MyMedMap Medication Therapy Management Program

 Mandatory/Preferred Mail

 Advantage Formulary

 ProActPLUS

 Omada Health Chronic Condition Management Program

 Counter Health Digital Member Engagement Platform

 Employer Group Waiver Plan (EGWP)

 Utilization Management

 Noble Health Services Copay Assistance Program



Member Portal

o Claims History 

o Pharmacy Finder

o Mail Order Status

o Temporary ID Card Display

o Quick Dial

Member Online Chat

o Drug Coverage Questions

o Prior Authorization Status

o Order Status Updates

o Updating or changing payment 
methods

o Address Changes

o Prescription refills or automatic 
refill setup

o General Questions



Renewal Process

July 2026

Begin Discussions; Identify Key 
Strategic Initiatives & develop a 
plan for repricing

Aug. 2026

SAE/AM to develop a plan to 
review trends and strategic 
opportunities for savings

Sep. 2026

Client Intention Established

Oct. 2026

Review repricing and establish 
intent for renewal

Nov. 2026

Proposal team to prepare reprice 
and contract improvements.  
SAE/AM to present to the client.

December 2026

Finalize and implement pricing 
and contract changes



Net Promoter Score Survey

We value your feedback!

• Service effectiveness

• Clarity and consistency of communication

• Responsiveness

• Breadth and quality of PBM solutions

• Reporting accuracy and usefulness

Your insights guide our continuous improvement.  Please watch for the 2026 survey 
releasing this fall.



Account Management 
Mission Statement

“To maximize customer lifetime value through proactive service, act as a 
trusted advisor and help our clients achieve their strategic objectives.”
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