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Our mission
Fueled by our bold purpose to improve the health of humanity, we 
are transforming from a traditional health benefits organization 
into a lifetime trusted health partner

Our nearly 100,000 associates serve more than 118 million 
people, at every stage of health. We address a full range of needs 
with an integrated whole health approach, powered by industry-
leading capabilities and a digital platform for health
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Efficient Operations
Unique insights

AT SCALE
UNIFIED 

EXPERIENCE

EFFICIENT

DIGITAL FIRSTPROACTIVE & 
PREDICTIVE

Innovative Technology
Enabled by modernized 

infrastructure

Responsive & Nimble
Weeks, not months

Portfolio of Initiatives to be strategized across 
3 key dimensions…

To reach our 2025 ambition 
for CSBD, we are 

transforming to be…be…

Enhance experience, 
drive personalizationPowered by predictive 

analytics

Through automation 
and standardization

Consolidated 
platform for 
commercial claims

Meet market demand – 
agile product delivery

Elevance Health CIW: Our 2025 Strategic Ambition
Create an industry-leading customer experience powered by the best in digital technology and operations 
services at an optimized cost basis



Transforming The Examiner Experience
Goal: Completely change the examiner experience
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Goodbye, green screens!
Hello, modern user interface!

• Single, unified user interface across multiple 
legacy platforms

• Skill based routing – get the right work to the 
right people

• Simple configurations to address complex 
situations

• Automation that aligns the enterprise to 
outcomes

• Reduce training time & focus on what 
matters

• Get work done faster and more accurately



Progressive 
• Claims End-to-End Processing
• High Dollar Audit Process Automation
• Process AI (PEGA Product Feature)
• Escalation Process Revamp
• Enhanced Integration – Blue Squared, Provider 

Demographic and Escalations  
• Standardized SLA across Peripheral systems
• Smart Data Driven Audit+

Optimized
• Smart Data Driven Audit+ (Contd.)
• Seamless Integrations
• Centralize Business Process Automation
• Interactive Event resolution
• Claims Tracker View – Claims E2E tracker 

Leadinggnitive Analytics

• Resilient Future Proof Platform 
• Containerized claims editing
• Insight Driven inventory Management 

2023

2025

2024

CIW – 3 Year Roadmap
Our Vision: The Unified Claims platform aims to transform the claims workflow by leveraging technology to deliver a best-
in-class associate experience. With end-to-end claims processing and smart assistance driven by data insights, the platform 
will streamline and simplify the claims process, reducing processing times and improving accuracy
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Determine Skills

Retrieve goals

Calculate penalty 

Calculate pull date

Retrieve goal status

AI Model Predicts

# days 
to 

finalize

Urgency 
is setClaim Prioritization Process

When a claim is pended, nightly, or on demand 

It isn’t magic… it is data science



Data-driven Management

Simulation supports decision-making 

• Run multiple scenarios to optimize

• Identify and forecast bottlenecks

• Calculate cost of potential 

– Overtime

– Penalties

– Performance guarantees






