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BlueCross BlueShield

Experience. Wellness. Everywhere.

Health Care Service Corporation?

* Health Care Service Corporation (HCSC) is the largest customer-
owned health insurance company in the United States. HCSC
offers a wide variety of health and life insurance products and
related services, through its operating divisions and subsidiaries.

BuecssBuesield — pearborn 3% National” 1

Strength. Independence. Solutions.

= BlueCross BlueShield o n
@ of Montana ——— Dental Network medecision

of America®

of New Nexiea -
= E ; l T w W < &
Ry TMG Health availity

BlueCross BlueShield

of Oklahoma

LIS bloom
P BlueCross BlueShield THERAPEUTICS"
e HEALTH

HCSC Insurance Service Company

1 http://www.hcsc.com/




What does Customer-Owned mean?

BlueCross BlueShield

Experience. Wellness. Everywhere.

How We Operate

As a customer-owned health insurer, we're not owned by
stockholders but rather our policyholders. This allows us to
focus solely on customer needs and not worry about
shareholder expectations.

We serve as our members’ advocates to improve access to
guality health care. We approach the critical issues affecting
health care financing, access and delivery with a balanced,
long-term perspective that promotes the entire health care
system, not just our position in it.
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BlueCross BlueShield

Experience. Wellness. Everywhere.

HCSC Overview

HCSC Member Base

HCSC operates as an independent licensee of the Blue Cross and
Blue Shield Association, currently employs more than 19,500
people and provides Blue Cross and Blue Shield coverage to more
than 14 million members defined in these programs:

» Retail (Under and Over 65)

» Federal Employee Program

= Government Programs

» Small Group Insured

» Large Group Insured

» Large Group Administrative Services Only (ASO)

Although most HCSC members belong to employer-sponsored
plans, we also have members in individual and government plans.
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HCSC — Purpose and Core Values

OUR

PURPOSE

CORE VALUES

INTEGRITY RESPECT COMMITMENT
Always do the Everyone deserves it. We care too deeply

right thing. to let anyone down.

BlueCross BlueShield

Experience. Wellness. Everywhere.

CARING
We put our heart
into our work.




Do You Currently Have Health
lInsurance”? BlueCross BlueShield

Experience. Wellness. Everywhere.

o055
| do not have insurance

0054
I'm inzured through an

throsgh my er & farndy
S o employer

0054

YEE, I'tninzured directly by an b ,
Ty fmmdy or | bisy strectly

e ] iNSLIFEr

0440

Preparing to Win in the I d o rIOtl

Mewe Retail Market

You may hawve friends and family who are uninsured, and this week's inFocus offers information to help them in their decision making as open enrollment of public insurance
exchanges beqgins Cct, 1. Health insurance is changing, and this video is one in a series that addresses how the Affordable Care Act will impact those without insurance, those
with individual health insurance and those with employer-provided insurance. Click on the various videos in the playlist on the left of the page to view all the options, as well

as a past inFocus about how HCSC is preparing to win in the new retail market, Be sure and share the external links to Health Care Reform and vou with your friends and
family.

Health Care Reform and You on Qur External Websites (vouTube access required to view wideos):
http:ffbchsil.comdreformandy oo &l

http:f/bechsnm.comreformandyou, &

http:/fbchsok .com/freformandyou/

http:/fbcbstx . com/refarmandy ou/
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About Elaine

Eclectic career of 20+ years:

Member of American Federation of Television
& Radio Artists (AFTRA) - Screen Actor’s Guild
(SAG).

Sales staff in >20 departments, Carson Pirie
Scott & Co.

Ticket & phone manager >15 staff, Auditorium
Theater.

Administrator of a joint-degree program,
University of Chicago.

Manager: business proposals and Smart Card
operations, Motorola, Inc.

Business analyst and process engineer, Blue
Cross Blue Shield Association ( BCBSA)

Process improvement manager, HCSC.
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BlueCross BlueShield

Experience. Wellness. Everywhere.

Education & Professional Training

Northwestern University, Evanston,
lllinois, Masters of Science,
Communications.

Direct Marketing Association, (DMA),
Post Graduate Fellowship, New York
City, New York

DePaul University, Chicago, lllinois,
Masters in Business Administration,
Market Research..

* University of lllinois, Chicago, lllinois,

Bachelor of Arts, English Literature and
Psychology.

e Six Sigma Black Belt, Lean, Value

Stream Mapping, Rapid Process
Improvement (RPI), Project
Management (PMP).




BlueCross BlueShield

Experience. Wellness. Everywhere.

Center for Process Excellence (CPE)

=1 Strategic Support and Optimization (SSO)
Center frv Pratess Cesellense

Comprehensive Consulting & Strategic Coaching:

Strategic Planning Support

Business Process Transformation

Business Decision Analysis and Support

Continuous Business Process Improvement and Optimization
Cost-Effective Consultant Solutions

Experienced Internal Consultants hit the ground running
with in-depth organizational insights and certified process coaching skills:

Proven Business Process & Problem Solving Methodologies, including Rapid Process Improvement (RPI)
End-to-End Business Process Analysis

Facilitation Session Design

Transformational Process Change Leadership

Hoshin Planning

| wﬁuppon and Optimization (SS0)




Business Process Flow
Development - Funding Request BlueCross BlueShield

Experience. Wellness. Everywhere.

e Lessons Learned — General Observations

—More evaluation of the impact that change has across the
enterprise to process, people, information, or technology

—More evaluation of processes from the Customer’s perspective

— Does each process add value (to the product or services that is
delivered) to the customer? If not, in Lean Methodology it's called,
“‘waste.”

— If it does add value, can or should it be optimized?

—More process declaration and analysis about expected quality,
cycle time, skills necessary to transform process or information,
process ownership, and clearly communicated dependencies and
constraints.

—More accountability on true baseline metrics about the current state
— are we measuring the right things?

| zfnazt:fi;iu%);;;ng_ Optimization (SS0)



Business Process Flow
Development - Process Assessment BlueCross BlueShield

Experience. Wellness. Everywhere.

e Lessons Learned — General Observations

—Management does not own Current State Process Models as an
expression of their operation’s core competencies and
performance measures — too much focus only on desk-level
procedures.

—Too few problem statements are developed.

—Projects are too narrow in focus.

cannot see the wood for the trees and cannot see the forest for the trees T
Frov. Cannot perceive the overvienw or impaortant things because of concentrating too much on details. The information
presented in this textbook js s0 disorganized that | cant see the wood for the trees. The palitician's opponents claimed
Ehaf she cau!dn? see the ;Forest for the trees, because she spent s0 much time tndng to sole minor problems.,

—Process maps are not really modeled - too specific for reuse.
—Roles are not generalized but specific to an individual.

—A process does not identify skills necessary to perform them and
are not readily transferable to another department or staff.

+ McGraw-Hill Dictionary of American Idioms and Phrasal
Verbs. © 2002 by The McGraw-Hill Companies, Inc.

' | Strategic Support and Optimization (S50)
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BlueCross BlueShield

Experience. Wellness. Everywhere.

Polling Question

* Where are you situated in your company?

(] Business area

O IT area

J Consultant




Sweeping Changes dueto Affordable
Care ACt (ACA) Programs and Products BlueCross BlueShield

Experience. Wellness. Everywhere.

“ACA represents a fundamental shift in the company’s business and
operating models, not to mention its culture,” 2 requiring an external
assessment for most of 2011with the following findings reported in

1Q/2012:

.—;—q\-\-
Current State Scores for Domain Authority Capabilities /ﬁESC

During the current state assessment phase of the transformation program, we assessed”
each capability area within Domain Authority and assigned the following scores:

Solution Combines business, and technical knowledge, to
Planning develop the overall solution approach

Business Coordinates Program-wide end-to-end analysis, design,
Process optimizafion, integration. andlor re-engineering of

Acts as the steward of the As-Is and To-Be business
and technical architectures for the enterprise

Manages the technical integration betwesn systems
Integration and applications within a Program
Current Gaps

= During ideation, all relevant parties (business, IT, PMO) are not consistently engaged; solutions sometimes have a
namow one customer or one depariment focus

= Business processes have been documented but are not consistently used and updated dunng project delivery
= Enterprise Architecture (EA) group is not consistently engaged programs across the enterprise

* |ntegration across project / solufions is considered during implementation but not consistently considered during planning
the project; IT has begun to take steps to reduce redundancies across programs

* Thig was an ssaesament of PMO and now It fares in Domain Authorfy. This waa not an T ‘ - -
assesamant of other departments; a.g. this Ia not an asasssment of tha E& group. Inatsad, L Inntal ( Repeatable | 'Da’nadom .cplmmg
_Itia an asssesment af how EA I &ngagsd by PMO In programs and projacts. -t p s _“

2. http://deloitte.wsj.com/cio/2013/07/16/hcsc-manages-to-results-delivers-
value/http://www.deloitte.com/view/en us/us/12f2be8ed4847210VgnVCM100000ba42f00aRCRD.htm
http://www.deloitte.com/view/en_us/us/bal73000a210e110VgnVCM100000ba42f00aRCRD.htm

) Strategic Support and Optimization (S50)
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BlueCross BlueShield

Experience. Wellness. Everywhere.

Where are We Now?
Gartner BPM Maturity Model

Level 2
Coordinated
Process

Level 5
Optimized
Processes

Level 4
Goal-Driven
Processes

Level 3
Cross-Boundary
Process Mgmt.

Level 1
Process-Awal

Public
reputation
monitorand for process
adjust excellence
operational 4
Automation processes in

of routine real time
Acknowledge activities -
operational Fully -
challenges functioning I

Process
owners and
governance
structures
established

Measure,

'
X ’ﬂ‘

BPCC

Championrole

emerges l Advanced
- technologies

in use to

Document
and analyze
business
processes

-
--_-'-'

| .

»*
R

Manitar PPIs
and adjust for
effectiveness

Process

goals

balance
] conflicting

hierarchy in
place, aligned
to geals

+—— Generally, Most Are Here ———»

15  Gartner Publication Date: 18 October 2006/ID Number:G00142643

= Example Milestone

- _ Typical Maturity Journey




BlueCross BlueShield

Experience. Wellness. Everywhere.

Polling Question

* Where would you assess your organization based on the Gartner
BPM Maturity Model?

a Not even on the graph

dLevell-15

d>Level1.5-2.0

d>Level2.0-25

d>Level25-3.0




Create a Business Process Management
Center Of EXCe”en ce BlueCross BlueShield

Experience. Wellness. Everywhere.

Initiative Decision Matrix
| II .i H-.ii

Future state madmap for Business process management, and intiative Rollout Plan

| Create 3 new group that can support the organization for enhancing its Business Frocess Management capabilities

Diocument curment accomplishments by the business process management team

FReview curment models and documents to venty ifs acouwracy

Publish and communicate the busimess process models that are accurate and redevant

Ciefine scope, reguirements, imefines, and resources to perform enterprse wide besiness modeling

Provide recommendation for selecting BFM toois

FRieview future state madmap and assign resounces to mmplement recommendation

kdentify a pilot for implementation; document and review results of pilot with stakeholders: review besson leamed and modify a5 needed
Facilitate leaming sessions for PMs to understand the role of these models

Create a rollout plan to operationalize the new fools and processes

Business Processes are documented and impact of any changes in processes are quickly mapped to systems
Respurces and owners of BPM is understond across the organzation
Future organizational drection toward BPM is documented and communicabed

None

Leadership is available and activefy engaged and cument team is available to provide existing models and documents
The CioE will owm and drive the creation of the roadmap
TrainingLeaming rescurces are availabls

CPE Enterprise Architecture, Business

I ! : June:
e ‘
Develop Enhanced Procsss | sandands | Rodl Out Enhancemants Monitor Enhancamsnis

17




BlueCross BlueShield

Experience. Wellness. Everywhere.

Where do we go from here?

“The journey of a thousand miles begins with a single step.”

Lao Tzu

| wﬁuppon and Optimization (SS0)
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Maturitylhdustry

Productivity

CMMI 1SO \(ncn on Obyect

IntegrationQuality  Definition Federal
Industry

Dt\ftlo]l::l?ll;\:}lthEnterpl 1S€

International American
MM

Business “*Model

*http://www.wordle.net/create

BPDM



Enterprise Business Motivation
\YileYoI=) (EB |\/||\/|)+ BlueCross BlueShield

Experience. Wellness. Everywhere.

Do we know our current state and the nature of our external & internal
relationships?

Business Business Unit | Business Process | Directive

Success Metric Business Policy

|
Measures / KPls Business Rules
/

]

Assessment ' Business Model '| Business Data Object
e — f—— | —— i
Recommendation Markets Alliances RIGIER N S —
—

\ Bus. Info Model

Influencer Driver Initiative Application

Competition Platforms
Legislative Edict Strategies QOutcome

) Strategic Support and Optimization (SSO) : i i iah- -view-of-the-
| Conder fr P il 20 +http://motivationmodel.com/wp/2009/04/high-level-view-of-the-ebmm/




BlueCross BlueShield

Experience. Wellness. Everywhere.

Another View of these Relationships

Business or Competitor 2 e Business Process |
Business Activity

Enterprise Business Motivation Model
v 3.8, July 2011, A, Nicklas Malik implemented

through
respansible

foe

defines \V

Business Model requirgments Business Capability Data Object /| Business
':;_ for Document

—

motivaies ch
towards

evaluates

influgnces enables

| ;tla::&efi;iuppon a.ng_ Optimization (8S0)




BlueCross BlueShield

Experience. Wellness. Everywhere.

Polling Question

* Why use meta models at all?

Q They are tools to generalize , characterize or classify things and
their relationships to each other.

O They are cool but sometimes confusing to describe or define.

O They are used to define or describe the way in which entities will
behave based upon their characteristics and their relationship to
other entities.

| zfua:t:fi;céiu%:;;;g_ Optimization (SS0)



Using Models Communicates

BlueCross BlueShield

Complexity Simply
Experience. Wellness. Everywhere.

Assumption: Stakeholders understand and agree upon the rules, context and
language when they communicate their reality and objectives with each other.

The two basic metamodeling relationships

« What is a model?
— A model is a simplified representation of a certain reality,

— according to the rules of a certain modeling language.

Metamodel

»
1

: conforms to

Model
*

1
represented by i
1

[ Eco System ]

A model represents a system and conforms to a metamodel.

Source: http://www.ie.inf.uc3m.es/ggenova/Warsaw/Part3.pdf, page 17.
http://www.investopedia.com/terms/b/business-ecosystem.asp

| wﬁuppon and Optimization (SS0) 23




BlueCross BlueShield

Experience. Wellness. Everywhere.

Polling Question

* What is a business model ?

O A simple way of explaining what you provide customers and that it
IS priced to sell at a profit to sustain your business.

Qd Is an illustration of the way you do business.

A Is the way you want to look when you leave the house.




BPM Landscape:; Modeling Standards, 54
BPM Tool Vendors, Process Framework BlucrosBlueshicd

e. Wellness. Everywhere.

* Business Process Model and Notation Standards
(BPMN) has emerged as the Industry standard for
modeling business processes. BPMN

* BPM tool vendors continue to consolidate and new
vendors emerge.

* American Productivity Quality Center (APQC) Process
Classification Framework in order to view HCSC
processes with respect to an objective, external-facing,
Industry agnostic organization to benchmark and
evaluate best practices.APQC SPMN: o b ond

APQC: http://www.apgc.org/

) Strategic Support and Optimization (S50)
| Center fro Poosess Tesellence 25




APQC Process Classification
Fr am eWOrk (PCF) V6O BlueCross BlueShield

Experience. Wellness. Everywhere.

OPERATING PROCESSES

20 30 40
Develop Market Deliver
and Manage and Sell Products

Products and Products and and
Services Services Services

MANAGEMENT AND SUPPORT SERVICES

l 6.0 Develop and Manage Human Capital l
' 7.0 Manage Information Technology '
l 8.0 Manage Financial Resources '
I 9.0 Acquire, Construct, and Manage Assets '
' 10.0 Manage Enterprise Risk, Compliance, and Resiliency '
' | 1.0 Manage External Relationships '
' 12.0 Develop and Manage Business Capabilities '

| wﬁuppon and Optimization (SS0) 26




APQC Process Classification
Framework (PCF) V6.0 Levels L

Experience. Wellness. Everywhere.

PCF LEVELS EXPLAINED

oA

Level |—Category 1.0 Develop Vision and Strategy (10002)

Represents the highest level of process in the enterprise, such as Manage customer service, Supply chain, Financial organization, and
Human resources.

Level 2—Process Group .1 Define the business concept and long-term vision (10014)

Indicates the next level of processes and represents a group of processes. Perform after sales repairs, Procurement, Accounts
payable, Recruit/source, and Develop sales strategy are examples of process groups.

Level 3—Process I.1.1 Assess the external environment (10017)

A series of interrelated activities that convert inputs into results (outpuuj; processes consume resources and require standards for
repeatable performance; and processes respond to control systems that direct the quality, rate, and cost of performance.

Level 4—Activity 1.1.1.1 Analyze and evaluate competition (10021)

Indicates key events performed when executing a process. Examples of activities include Receive customer requests, Resolve
customer complaints, and Negotiate purchasing contracts.

Level 5—Tasl¢ 12.2.3.1.1 ldentify project requirements and objectives (11117)

Tasks represent the next level of hierarchical decomposition after activities. Tasks are generally much more fine grained and may vary
widely across industries. Examples include: Create business case and obtain funding and Design recognition and reward approaches.

Strategic Support and Optimization (S50)
Center fro Poosess Tesellence



Collect Project Process Flows

e Set up common naming
conventions by project
» Enterprise Team_Year
began_Project name

(<15characters) CPE
Database ID

« Example:
ITOC 13 WFH_983.pdf

* Place process maps,
SIPOCs, or both into the
APQC Business
Processes (folder)

| zfnazt:fi;iu%);;;ng_ Optimization (SS0)
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==|Places

WEI | -"?ﬁ

E—ﬁ CPE-EAS Collaboration on quickr 19 '

=

B CPE-EAS WIP
-4} HCSC Business Capahilities

HCSC Business Processes )

e
B _Operating

1E'| 01.0 Develop Vision and Strategy (10002)

.j:'l 0z.0 Develop and Manage Products and Services (10003)

[ 03.0 Market and Sell Products and Services (10004)

ﬂ 04,0 Deliver Productks and Services (10005)

i‘| 05,0 Manage Cuskomer Service (10006)

I':'I*.:j ManagementiSupportServices

rj 06,0 Develop and Manage Human Capital Definitions and Key Measures (10007
Euj 07.0 Manage Information Technology (100033

|:| 7.1 Manage the business of information technology (105630

1}:'| 7.2 Develop and manage IT cuskamer relationships (105643

'Jj 7.3 Develop and inmplement security, privacy, and data protection controls (112200
ﬁ 7.4 Manage enterprise information (10565)

*_:| 7.5 Develop and maintain infaormation technology solutions (10566

|:'| 7.6 Deploy information technology solukions (10567)

E||:'| 7.7 Deliver and support infarmation technalpgy services (10565)
-1 noc_m_wFH_gaapdf‘—@
[]ﬁ 05,0 Manage Financial Resources (10009}
.]:1 09.0 Acquire, Construct, and Manage Asseks (100107

[} 10.0 Manage Enterprise Risk, Compliance, and Resiliency (164371
ﬂ 11.0 Manage External Relationships (100123

fi] 12.0 Develop and Manage Business Capabilities (10013)

28




Customer Experience Focus
Wh at dO Th ey Va|ue? BlueCross BlueShield

Experience. Wellness. Everywhere.

® M em b er Elrj:_:'| Walue Stream

e Customer |nCIUiries = ~|:-| Member Experience
{|___'| Member Health
— When can | get my f_] Health Management

benefits card? 1j:| Medical Review

— What procedures are {7 Appeals
El |:'| Member Services
covered?

- 1:| Enrallment

— How can I find a Provider? - ~E2] 2009.11.30_CC Fulfilment File Oversight.vsd
I.;!j ZT_Preprocessing Marketing_Future Skate_Final 120109, vsd
° Provi d er r:—ﬂ Part D Medicare Advertising Pre-Enrallment Process Map.wsd
) o hu Misio-SHOP_20120614 Applicant_Member_Service_w0.4,pdf
* Provider IanIrIeS ) Explanation of Benefits (EOR)

e Ismy patient e||g|b|e for El: Jj Provider Experience
|:'| Metwark, Relations

? ;
X : J|:'| Prowvider Engagernent
 When will | receive J:'l Provider Servicing

payment for service
rendered?

) Strategic Support and Optimization (S50)
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BlueCross BlueShield

Experience. Wellness. Everywhere.”

The Journey continues ....

Lessons Learned Next Steps

Research BPM skills and staffing needed Present clear differences between CPE services
to create a Business Process and those of a BPM practice.
Management, Center of Excellence.

Customers cherry-pick services without As a protocol, establish an intake process and

understanding that they are not the subject expectations that highlight process discovery,

matter experts in business process & analyses & improvements with clear baseline &

modeling. target metrics aligned to stakeholders’
operations.

Process maps, SIPOCS, value streams, Establish & audit process flows, SIPOCS, value

and roles are too specific for reuse. streams & roles language and APQC levels that
lend themselves to reuse and an enterprise
perspective.

Requests by email are sometimes ignored. Develop tasks with clear guidelines, ownership,
deadlines, dependencies & constraints so they
can easily be added to Work Breakdown
Structure (WBS) on a project plan.

) Strategic Support and Optimization (S50)
| Center fro Poosess Tesellence 30




