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Leading payers are reducing the complexity and costs of doing business to gain a 
competitive advantage and seize new market opportunities.  
 

Microsoft’s portfolio of cost cutting solutions and 

partner offerings enable health plans to realize a 

quicker ROI and, in most cases, leverage assets they 

already own.  Most health plans are able to eliminate 

redundant, stand-alone software when they discover 

the same or better functionality already exists in the 

Microsoft technology they already own.   

 

For the first time in history, cost cutting has risen to a 

top priority in analyst surveys of health plan 

executives, second only to business growth.  In fact, 

AHIP has recently estimated $500 - $700 billion in 

potential savings from “Administrative Simplification 

and the Cost of Doing Business.”  

Health plan CEOs are now asking their IT 

executives to answer the question: ”How 

can we reduce costs and complexity 

AND position the company for growth 

in the current economy?” 

Microsoft believes that health plans can 

simultaneously cut complexity and costs 

AND improve the productivity and 

innovative capacity of their teams to 

grow the business.  The most successful 

health plans will be those that are able to 

cut the complexities and costs of doing business by 

prioritizing  and precisely applying their IT investments, 

many of which they already own, to the people-driven 

business processes with the highest impact.  

Exceptional plans are leading the way by focusing on 

three areas.  First, by prioritizing and acting on those 

areas that will give them the greatest competitive 

advantage. Second, by improving team productivity and 

people-driven processes to growth the business, and 

finally, by reducing overall IT spend.  

Quickly Prioritize and Act on the Areas that Will 

Give Health Plans a Competitive Advantage 

The challenge of prioritizing and deciding where to cut 

costs and complexities without productivity disruption is 

daunting even for the most seasoned IT executives.  The 

critical first step is finding, then prioritizing the right 

opportunities to focus on, because not every cost cutting 

measure will maximize your competitive advantage.  

In order to cut complexity and costs AND improve 

business performance at the same time, business 

capabilities, IT resources, and organizational culture must 

all be aligned to the company’s short and long-term 

strategic plan.  

Microsoft and its partners are uniquely 

able to help health plans realize a faster 

ROI by helping then find, prioritize, and 

act on the highest impact business 

processes without the usual lengthy and 

expensive consulting engagements.  

Grow the Business by Improving 

Team Productivity and Labor 

Intense, Error-Prone People-Driven 

Processes 

While integrating systems and automating 

transactions is essential to efficiently running a health 

plan, it’s your people and teams – not transactions or line 

of business applications – who have the greatest potential 

to improve personal health, drive out inefficiencies, and 

reduce operational and medical costs.  It’s your members, 

providers, and employees – not PCs or servers – who 

make decisions and take actions every day that affect 

health outcomes and care costs. By taking advantage of 

innovative technology tools to improve the right people-

driven processes, your health plan can cut costs and 

complexity and improve business performance.  

It’s your people and 

teams – not transactions 

or business applications 

– who have the greatest 

potential to innovate, 

improve member health, 

drive out inefficiencies, 

and reduce operational 

and medical costs. 



  

 

The reason IT hasn’t played a larger role in people-driven 

processes in the past is because, unlike administrative 

machine-to-machine transactions, most of people’s day-

to-day work is beyond the reach of conventional line-of-

business applications such as ERP, CRM, Care 

Management, and Core Administrative Systems. These 

applications were originally designed for structured, 

routine tasks and transactional processes.  Human 

workflow, on the other hand, is most often non-

structured, highly collaborative, and runs end-to-end 

across the workplace, the home, and multiple company 

boundaries. 

 Get more out of your current line of business (LOB) 

applications 

Leading health plan customers have found innovative 

ways to extend their line of business applications to 

accomplish more by taking advantage of Office Business 

Applications (OBA’s).   

OBA’s are a new class of business applications that bridge 

existing line-of-business systems with the people and 

teams that use them through the familiar user interface of 

Microsoft Office.  OBAs enable businesses to unlock the 

value of their current portfolio of back end systems by 

extending the Microsoft Office client and/or Web parts 

into business processes or data within line-of-business 

applications such as ERP, CRM, Care Management, and 

Core Administrative Systems. 

This approach can result in a quicker ROI, greater 

flexibility, and reduced complexity, unlike LOB 

applications or the standard approach of adding another 

stand-alone application.   

For example, Calypso Healthcare Solutions – a 

subsidiary of Premera Blue Cross – realized a $5.5 million 

savings in the first year of implementing an OBA designed 

to identify and recover claim overpayments. Calypso 

needed a more efficient way of resolving the millions of 

potentially overpaid claims presented to it by its 

customers in the health insurance industry.  A solution 

was configured with minimal to ZERO coding from the 

database up, and it replaced a hybrid legacy detection-

and-recovery solution with one based on the 2007 

Microsoft Office system and Microsoft SQL Server™ 2005. 

These solutions have provided Calypso’s auditors with 

powerful and accessible technology tools that help them 

make the best use of their time and talents. Now auditors 

receive claims in a way that prioritizes those most likely to 

be overpayments and that provides powerful trend 

analysis. Consequently, auditors are working more 

efficiently, employer customers are recovering 

overpayments more rapidly, and the trending information 

is helping them proactively reduce the frequency of future 

overpayments.  Further, the solution is easily expandable 

to help Calypso accommodate growth and maintain its 

competitive position. 

Other examples of high impact processes suitable for 

OBA’s are shown in Table 1.   

 Transform how you use BI – extend the power of 

information to everyone 

“Democratizing” information access can help 

organizations deliver pervasive insights and drive 

efficiencies, while reducing the reliance on IT for business 

insights. 

But the challenge for most health plans is unlocking vital 

data across disparate systems and making it work to the 

advantage of individuals, teams and the entire company.  

In the face of escalating volume and complexity of 

information, health plans need an integrated set of BI 

capabilities that do more than just unlock data silos and 

extend BI’s potential.  

By leveraging the full spectrum of Microsoft BI capabilities 

and the familiar Microsoft Office interface, health plans 

can extend the power of information to everyone, making 

self-service BI a reality. Thanks to a shorter learning curve 

Table 1: High Impact Processes Suitable for OBA’s* 

 Product design and development  
 Appeals and grievances  
 Claims processing, auditing, overpayment recovery  
 Sales proposal/RFP process  
 ASO plan installation  
 Enrollment  
 Post discharge transition care coordination  
 Case management  
 Wellness/Care management  
 Referrals and authorizations  
 Coordination of benefits  
 Health risk assessment capture & reporting  
 Subrogation and recovery  
 Employer group booklet production  
 Employer group contract management lifecycle  
 Provider contract lifecycle management  
 Claim adjudication  
 Claims repair  
 Customer service  
 Work@home  
 Pay for performance review and payment  
 HIPAA Business ASSOCIATE AGREEMENTS  
 HIPAA Compliance processes & document mgmt  

* OBA’s are a new class of business applications that bridge 

existing line-of-business systems with the people that use them 

through the familiar user interface of Microsoft Office. 

 



  

 

and rich functionality that’s built into Microsoft Office and 

Microsoft Office SharePoint Server (MOSS
1
), stakeholders 

design and create their own reports, vary their own 

parameters, and easily share them with their immediate 

organization or even with external customers.   

 Redesign HIPAA 5010 transaction processes to 

gain a competitive advantage 

New regulatory mandates, such as HIPAA 5010 and ICD-

10, present unique opportunities to improve critical 

business processes – from utilization and medical 

management to provider network management.  

By using BizTalk 2009 to convert HIPAA 5010 transactions 

into electronic documents that are human-

readable and machine-readable, health 

plans can tightly couple administrative 

transactions with customer service, 

medical management, and finance 

processes – including  claims auditing, 

investigations, authorizations, referrals, 

fraud and abuse, utilization management, 

appeals/grievances, enrollment 

management.   

 Improve team productivity through 

virtual collaboration and work at home programs 

Plans are reducing the need to meet face-to-face in 

expensive real estate, migrating away from costly 

telephony and conferencing services, and enabling 

training across the organization in new, more cost-

effective ways. Microsoft’s unified communications (UC) 

solutions support all of these capabilities while opening 

up new opportunities to engage with members in high 

touch customer service interactions by providing instant 

access to expertise across the organization at a low total 

cost of ownership.  

A number of solutions – including teleconferencing, Web 

conferencing, messaging and collaboration tools – can 

offer employees the ability to work from home, and the 

ability for your employees to work anywhere, anytime can 

not only save on physical space costs but can increase 

their productivity.  

                                           

 
1
 Microsoft Office SharePoint® Server (MOSS) 2007 is an integrated 

suite of server applications that improves organizational effectiveness by 

helping organizations and their employees derive increased business 

value from information assets by being able to efficiently find, share, and 

manage information and processes across boundaries. 

 

And now, with Windows 7 your employees can directly 

access corporate information and employees from 

anywhere without the inconvenience and cost of a Virtual 

Private Network (VPN) connection. This means your IT 

department can cut costs and reduce risk through better 

security and increase control of the desktop environment.  

 Move beyond basic enterprise content 

management (ECM): Proactively manage insights, 

information, communications, and collaboration 

both within and beyond the enterprise 

Enterprise content management that’s tightly coupled to 

human workflow can help health plans quickly solve 

critical business issues faster, with fewer 

resources and less complexity. Microsoft 

offers a complete, familiar and flexible 

ECM platform that can bridge the 

people-driven process gaps left behind 

by line-of-business applications.  It does 

this by connecting people to people, 

information and processes in the context 

of their existing work styles and the 

familiar applications they already use 

every day.   The same ECM platform 

enables teams to tightly manage 

communications, document sharing and human workflow 

within and even with business partners beyond the 

boundaries of the enterprise. 

Recently, Gartner conducted a case study that showed 

how Microsoft’s Content Management capabilities could 

increase its renewal rate and eliminate $2 million in 

benefit booklet production costs.  Independence Blue 

Cross (IBC) built a Gartner Innovation Award-winning OBA 

to automate two labor-intense processes: Employer 

contract lifecycle process and benefit booklet production, 

distribution, and archive process.  As a result they 

immediately saved $2M in annual print costs and are now 

closing renewals and new business faster than their 

competitors by tightly coupling human workflow 

processes to enterprise content management.  

In another example, Integrated Behavioral Health 

doubled the productivity of their case managers, reduced 

mailroom staff by 79%, and eliminated their claims 

processing backlogs within 3 months using the built-in 

search, ECM, and collaboration capabilities within 

Microsoft Office SharePoint Server and Microsoft partner 

BlueThread’s SmartDesk.  

For more information on the Gartner study, see: 

http://mediaproducts.gartner.com/reprints/microsoft/vol4/article13a
nd14/article13and14.html 

And now with Windows 7 

your employees can 

directly access corporate 

information and 

employees from 

anywhere without the 

inconvenience and cost 

of a VPN connection 

http://mediaproducts.gartner.com/reprints/microsoft/vol4/article13and14/article13and14.html
http://mediaproducts.gartner.com/reprints/microsoft/vol4/article13and14/article13and14.html
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Reduce Overall IT Spend 

Industry analysts recommend that one of the fastest ways 

to drive down both operational costs and complexity is by 

eliminating redundant technologies that may exist in 

multiple departmental silos across the company.   

 Reduce software (licensing) costs by eliminating 

redundant applications 

Most commonly, technology investment redundancies in 

health plan organizations occur between common 

business applications that may serve slightly different 

purposes but share common features. These can include 

messaging and calendaring systems, collaboration tools, 

enterprise search applications, document management 

suites, social networking, web conferencing, databases, 

business intelligence dashboards and reporting tools, as 

well as custom-developed applications.   

By standardizing on technology platforms that include 

many of these capabilities as built-in functions, health 

plans can not only eliminate redundancies, but can also 

drastically reduce IT complexity and support costs. 

Identifying these redundant products and features is a 

necessary first step toward eliminating redundant costs.  

Recently, a health plan completed an analysis of its 

current technologies and found they could cut $6 million 

in licensing costs by eliminating redundant products 

related to directory, file and print, business intelligence 

and database workloads. Chances are your organization 

has a hodge-podge of technologies, platforms and 

systems from many different vendors that have been 

implemented over time and have increased the burden on 

developers and administrators who manage them. 

 Respond quickly to business opportunities by 

freeing up people, operating capital and 

improving IT agility 

In order to support new business initiatives, health plans 

must free up free people and operating capital, 

modernize core legacy systems and leverage new 

technology investments to power a new, agile, and highly 

scalable set of business and care processes and services.   

Microsoft’s “Connected Health Framework (CHF) for 

Health Plans” is the “real world”, service oriented 

architecture (SOA) solution that enables health plans to 

meet this challenges by aligning their business goals and 

imperatives with the IT organization.  The CHF enables 

your IT organization to quickly respond to changing 

business demands by reducing the complexities of 

managing processes and connecting core systems, service 

channels, new applications, consumers, and trading 

partners.  Unlike Microsoft’s competitors, who benefit 

from a complex and costly configuration of multiple 

products and solutions, Microsoft’s CHF for Health Plans 

is a simple and pragmatic approach to service enabling 

the critical capabilities that are needed to exploit new 

business opportunities and respond quickly to changing 

business needs. The CHF for Health Plans is the next-

generation platform to support direct-to-consumer 

connections, delivery of actionable information within the 

context of existing workflow and digital lifestyles, and 

end-to-end collaboration with providers and trading 

partners.  

For example, Horizon BCBS created a solution leveraging 

the CHF that focused on enabling member self-service 

processes that reduced the cycle time of real-time 

transactions such as primary care physician changes and 

enhanced eligibility inquiries.  Once implemented, 

Horizon experienced increased timeliness, self-service, 

data quality, and user satisfaction while reducing 

development costs by 50% and increasing IT productivity 

by over 45%.  For these innovations Horizon was named 

one of the top 100 companies by CMP Media, LLC in its 

InformationWeek 500. 

For More Information 

For more about Microsoft solutions for Health Plans, visit 

http://www.microsoft.com/healthplans. 

Next Steps 

Contact your Microsoft account executive or the health 

plan industry group at hlthplan@microsoft.com to explore 

one or more of the following: 

 Explore the potential fit of a “High Performance 

Health Plan Workshop” for Health Plans with 

Microsoft Partner Accelare to help identify 

opportunities to reduce operational expenses, 

increase IT’s impact on organizational performance, 

and even create alternative sourcing strategies.  

 Schedule an envisioning session on Cutting 

Complexity and Costs 

 Learn more about Microsoft’s Connected Health 

Framework (CHF) at: http://msdn2.microsoft.com/en-

us/architecture/bb530213.asp 

http://www.microsoft.com/healthplans
mailto:hlthplan@microsoft.com

