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At Milliman, we are committed to innovation that serves our clients responsibly. 
Our call center is staffed by knowledgeable experts based in the U.S. who harness 
safe artificial intelligence (AI) tools to enhance the participant experience.  
Here’s how.

FASTER ANSWERS

Thanks to AI role-playing simulations, 
call center representatives are ready 
to answer participant questions 
quickly and accurately. AI-powered 
notetaking frees staff to focus on 
each conversation. And after a call, 
our managers use AI to analyze the 
interaction and identify potential 
coaching opportunities.

SHORTER WAIT TIMES

Because AI is empowering 
our call center to provide faster 
answers, calls are now 9% shorter 
on average. This means the next 
caller spends less time waiting for 
an available representative, 
improving their experience.  
In fact, 95% of participants 
report overall satisfaction.

THE HUMAN TOUCH

Whether it’s helping someone plan for 
retirement or navigate a beneficiary 
change, our call center staff work with 
your employees at key times in their lives, 
when there’s no substitute for a personal 
interaction. Our representatives have 
double the average industry tenure.  
That means callers reach a knowledgeable 
expert ready to assist with any 
benefits question.

SAFE AI INNOVATIONS

	� Across Milliman, our employee benefits experts and other 
professionals are actively investing in artificial intelligence 
through our Generative AI Center, a dedicated initiative 
focused on secure, ethical, and impactful AI exploration.

	� But AI is not used for employer or plan participant 
deliverables. And data gathered during a call center 
interaction is never used for AI model training.

	� We believe that AI should augment—not replace—human 
expertise. Our goal is to equip our teams with tools that 
enhance efficiency, creativity, and service quality while 
maintaining the highest standards of professional integrity.
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