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Who we are 
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3.1M 

70,000 employees 

25 Million 
Claims 

Annually
  IDN 



Awards and Recognition 
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Out of  8 PA Regional plans in overall claims processing 

performance 
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50% of management time is 
spent distributing work 

Limited reporting capabilities 
with existing systems 
 

Need to improve claims processing 
timeliness and accuracy 

Examiners cherry picking claims 
40% of workforce is remote 

Inventory control 
process not sustainable    

Increasing regulatory controls 
and audits require more 

viability and tracking 
capabilities 

Business Challenges  



Opportunities for measurable positive business 
impacts: 

• Improvement in the first pass rate through 
automation 

• Improved claims inventory management 

• Automation of the claims prioritization process 

• Increased compliance  

• Better reporting of throughput  

• Training cost savings from rule-based, guided 
processing 

 

Opportunities 
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Automate 
Prioritization 

Process 

Inventory 
Management 

Improve 
First Pass 

Rate 



Project timeline 
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• Total Implementation time - 68 weeks from Inception to launch (April 2016 to July 
2017) 



Benefits 
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Enterprise Visibility to Workflow  

Ability to Move Workloads in Real-time 

Real-time Production insight for Employees and Management 

Screen Pop of Production & Claim Images  

Audit Trail 



Productivity Report 
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Productivity Report 
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CWS Work Item – Pend Code History 
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CWS Work Item – Claim Header 
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CWS Work Item – Claim Detail 
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CWS Work Item – Member 
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CWS Work Item – Provider 
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Claims Work Source Report 
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Claims Work Source Report 
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Claims Work Source Report – Audit Trail 
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Inventory Report 
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Inventory Report 
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Pend Code Report 
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• Examiner Dashboard 

Dashboards 
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• UPMC MC400 – HealthCare Payer Claims & Benefits Administrative Software 

 

• Interface technologies utilized between UPMC MC400 & Hosted PEGA CWS Application 

– MQ (Messaging Queuing) – used to send pended Claim messages in an XML format from 
MC400 to PEGA CWS application servers. 

– SFTP (Secured File Transfer Protocol) – used to send large “batch files” for nightly 
Reconciliation and Locked claim extracts from MC400 to PEGA CWS application servers. 

– SSL (Secure Socket Layer) Certification applied to Iseries for encrypted communication 
between UPMC and Hosted PEGA Application servers. 

• Multiple hosted PEGA CWS Application Servers by Third-Party Registered Pega Business Partner. 

 

IT Hardware/Software Infrastructure utilized  
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Keys to Success 
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Define Scope 
Realistic 
Timeline 

Evaluate Communicate 



 
 

Future State  

24 

IMPLEMENT 
PRE-

ADJUDICATION 
EDITS 

WORKFLOW 
OPTIMIZATION 

DEVELOP 
STANDARDS 



Thank you 




