
How The Fresh Market partnered with PlanSource 
to modernize benefits, improve employee 
satisfaction, and reduce HR complexity.

Elevating the  
Employee Experience

Fragmented HR Systems & Frustrated 
Employees: Why The Fresh Market 
Was Ready for a Change

The Fresh Market delivers a distinctive, high-quality 
shopping experience across the U.S. and aimed to offer the 
same level of exceptional service to their employees. 



With a workforce as diverse and dynamic as the 
communities they serve, their HR team had a clear 
objective: create an engaging, seamless benefits experience 
that drives employee satisfaction and reduces turnover. Yet, 
prior to partnering with PlanSource, their team struggled to 
bring that vision to life.



Despite their commitment to delivering a valuable total 
rewards package, the team found themselves juggling too 
many disconnected HR systems and vendors for essential 
services like COBRA, ACA, and consumer health account 
administration. As a result of this fragmented and inefficient 
approach, they faced:

Manual data file transfers & ACA inaccuracies

Lagging, outdated data from disconnected systems

Long contact center wait times

Low employee satisfaction with the benefits experience

Growing frustration among HR team members
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The Fresh Market At a Glance

The Fresh Market is a premier fresh-
focused specialty food retailer known for 
carefully curated product offerings & an 
unparalleled shopping experience. 

The Fresh Market knew it was time for a change and 
sought a partner who could help them centralize their 
benefits administration while providing the best-in-class 
experience their employees deserved. 



It really is a partnership [...] and 
PlanSource’s AI tools and 24/7 
access will help us support team 
members who work late or on 
weekends. That’s the future and 
we’re confident PlanSource  
will get us there.”

“

Paula Stop

Contact your PlanSource representative or  
email us at sales@plansource.com.

Ready to transform your benefits experience?

A Unified Benefits Experience with Human-Centered Support
THE SOLUTION

A Strategic Partnership 
That Drives Value for All

THE RESULTS

The Fresh Market turned to PlanSource to help them overcome their fragmented systems and restore 
confidence in their benefits experience. Our flexible, scalable platform, full range of outsourcing services, 
and dedicated customer success model provided the cohesive foundation from which they could 
provide a modern and connected benefits experience for employees and HR team members alike.



In PlanSource, The Fresh Market found a long-term partner whose people-first culture and innovative 
technology helped them achieve their vision.



Key PlanSource Solutions



HR and employee experience platform 

Contact center

ACA administration

COBRA administration

Consumer health account administration

Since partnering with PlanSource, The Fresh Market has experienced measurable impact across every 
level of the organization. Employees — regardless of role, schedule, or location — now have access to 
an intuitive, always-on benefits platform and a responsive, empathetic contact center, empowering 
them to confidently choose and use their benefits all year long.  


Consolidating key administrative services into one streamlined solution has reduced errors,  
accelerated service delivery, increased visibility, and improved compliance. What began as an  
initiative to consolidate systems has evolved into a true, strategic partnership driven by shared  
values, continuous innovation, and meaningful results for both employees and the business.

When we moved to PlanSource, our 
experience with the contact center 
totally changed. Response times 
improved dramatically, and our team 
members appreciated the compassion 
and clarity the reps provided. [...] The 
PlanSource contact center team is so 
empathetic. They take time to really 
understand the team member’s needs.”

“

Paula Stop, Director of Total Rewards, The Fresh Market

Before With PlanSource

Long contact 
center wait times

Disconnected systems, 
outdated data

Employee & HR team 
dissatisfaction

99.99% on-time EDI  
setup & file processing

4.8/5 ongoing CSAT 
 9.5/10 Net Promoter Score

8-second average  
speed-to-answer


