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“At the UPMC Insurance Services Division we believe that everyone deserves a helping, healing hand — a chance to 
contribute — an opportunity to live a healthy, productive life and work in an environment of dignity and respect.” 

— Diane Holder, Executive Vice President 
   President – Insurance Services Division, and 
   President and CEO – UPMC Health Plan 

 
 

Ensure culturally competent care, 
member and residential services 
• Strong commitment to ensure whole-person 

focused care through accessibility to health 
care: Community Education Program; 
Community Team Nursing and Social Service 
Support; Telemedicine initiative; Retail Kiosk 
program. 

• Providing high-quality customer experience 
with focus on dignity and respect for all 
through: Training for sensitivity and cultural 
competency; passion for those we serve; 
Robert Wood Johnson Foundation grant 
focused on children with medical complications 
enrolled in Medical Assistance program; Health 
Literacy Program. 

• Assist in providing culturally competent 
education to providers such as: Jewish Family 
and Children’s Services; Spanish American 
Civic Association (health care worker training); 
Peer Support Counselors (mental health and 
substance use disorders). 

 
 

Recruit, develop, and retain a diverse 
workforce 
• Strong commitment to ensure whole person 

care through: Patient Centered outcomes 
research focused on individuals with serious 
mental illness; major research contract awards 
(PCORI) involving shared decision making and 
behavioral health medical home model. 

Create an inclusive workplace 
Volunteerism and generosity are part of the 
culture: 

• Employees‘ charitable contributions include 
68% participation in United Way and active 
charitable giving with Lend A Hand monthly 
activities. Operations Safety Net – emergency 
response to community needs; March of Dimes; 
NAMI and Food Bank. 

• Employees recognition program awards 40 
individuals and four teams for representing 
company values in action along with Inclusion 
Champion Awards for team achievements. 

• Employee engagement activities through 
formal programs to include: Executive 
Rounding Program, Town Halls and Open 
Forums. 

• Employee Inclusion Committee formed in 2009 
demonstrates ongoing commitment to inclusive 
workplace — recognizing and celebrating D&R 
values. 

 
 

Serve the underserved and 
disadvantaged while making a 
difference in the diverse communities 
we serve 
• Community Partnerships build on and forge 

new alliances to target diverse job seekers and 
increase the number of diverse applicants. 

• Pennsylvania Women Work helps displaced 
homemakers find career opportunities in 
health care and participate in the job readiness 
program. 

• Urban Innovation21 Summer Work Program 
assisting student to develop real career 
experience and contribute to their personal 
development — part of Pittsburgh Promise 
efforts. 
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• Pathways to Work is an internal program that 
provides opportunities for job developers to 
link applicants to openings as well as internal 
“on the job” work program. 

• Career Path – job progression that 96 includes 
1,054 positions or 27 separate career ladders 
assisting employees to achieve and get ready 
for next job opportunities. 

• Diversity supplier initiative focuses on MWDBE 
vendors who provide goods and services 
to the division — $16.9M and 60 MWDBE 
vendors. 

• Provide leadership and ongoing commitment 
to support our communities and in strong 
partnership with PA Department of Health: PA 
Health Disparities; Regional Health Summit; 
Medical Interpreting Training. 

• UPMC Insurance Services Division leaders 
serve on 42 boards that involve women’s 
and children’s issues, health and education, 
community and workforce development, 
philanthropic initiatives, cultural and historic 
trusts, and state and local government. 

• Donated $3.7M (566 organizations) to 
community initiatives; new intergenerational 
program at Hill House; neighborhood 
assistance programs, etc. 
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