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Health Care Service Corporation1

• 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.

4 1 http://www.hcsc.com/



What does Customer-Owned mean?
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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 
quality 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.



HCSC Overview
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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.



HCSC – Purpose and Core Values
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Do You Currently Have Health 
Insurance?
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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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Education & Professional Training
• Northwestern University, Evanston, 

Illinois, Masters of Science, 
Communications.

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

• DePaul University, Chicago, Illinois, 
Masters in Business Administration, 
Market Research..

• University of Illinois, Chicago, Illinois, 
Bachelor of Arts, English Literature and 
Psychology.

• Six Sigma Black Belt, Lean, Value 
Stream Mapping, Rapid Process 
Improvement (RPI), Project 
Management (PMP).



Center for Process Excellence (CPE)

10

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

● Strategic Planning Support 
● Business Process Transformation
● Business Decision Analysis and Support
● Continuous Business Process Improvement and Optimization
● Cost-Effective Consultant Solutions

Comprehensive Consulting & Strategic Coaching:



Business Process Flow 
Development - Funding Request

• 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?
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Business Process Flow 
Development - Process Assessment

• 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.

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

+



Polling Question

• Where are you situated in your company?

 Business area

 IT area

 Consultant
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Sweeping Changes due to Affordable 
Care Act (ACA) Programs and Products

“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:
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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/ba173000a210e110VgnVCM100000ba42f00aRCRD.htm



Where are We Now?
Gartner BPM Maturity Model
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HCSC 
BPM 

Current 
State

HCSC BPM 
Future State / 

Transformation

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



Polling Question

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

 Not even on the graph

 Level 1 – 1.5

 > Level 1.5 – 2.0

 > Level 2.0 – 2.5

 > Level 2.5 – 3.0

16



Create a Business Process Management
Center of Excellence
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Where do we go from here?

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

Lao Tzu
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Scan the environmental landscape – our customers, economic 
trends, the market, competitors, regulatory & compliance, our 
industry - what is the current state?

• Business meta-models
• Business capabilities development
• Business architecture
• Business models
• Business process modeling
• Process classifications



A look at Industry Standards*

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



Enterprise Business Motivation 
Model (EBMM)+  

20 +http://motivationmodel.com/wp/2009/04/high-level-view-of-the-ebmm/

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



Another View of these Relationships
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Polling Question
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• Why use meta models at all?

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

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

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



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

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

Eco



Polling Question

• What is a business model ?

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

 Is an illustration of the way you do business.

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

24



BPM Landscape: Modeling Standards, 
BPM Tool Vendors, Process Framework

• 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
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BPMN: http://ww.bpmn.org/
APQC: http://www.apqc.org/



APQC Process Classification 
Framework (PCF) V6.0
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APQC Process Classification 
Framework (PCF) V6.0 Levels
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Collect Project Process Flows

• 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)

28
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Customer Experience Focus
What do They value?

• Member
• Customer Inquiries

– When can I get my 
benefits card?

– What procedures are 
covered?

– How can I find a Provider?

• Provider
• Provider Inquiries

• Is my patient eligible for 
X?

• When will I receive 
payment for service 
rendered?



The Journey continues ....
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Lessons Learned Next Steps

Research BPM skills and staffing needed 
to create a Business Process 
Management, Center of Excellence.

Present clear differences between CPE services 
and those of a BPM practice.

Customers cherry-pick services without 
understanding that they are not the subject 
matter experts in business process & 
modeling.

As a protocol, establish an intake process and 
expectations that highlight process discovery, 
analyses & improvements with clear baseline & 
target metrics aligned to stakeholders’ 
operations.

Process maps, SIPOCS, value streams, 
and roles are too specific for reuse.

Establish & audit process flows, SIPOCS, value 
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.


