
Challenge: Managing Complex Claims Backlog While
Maintaining Quality Standards

The client encountered a significant claims adjudication backlog in
their TriZetto Facets environment that threatened to impact their
operations and provider relationships. Their internal Facets claims
team was struggling to maintain the required production standards
while ensuring 99% quality accuracy requirements were met.

The client needed a claims adjudication solution that could:

Rapidly reduce a mounting TriZetto Facets claims backlog of over
120,000 claims

Maintain strict quality standards (99% accuracy requirement) in
Facets claims processing

Handle complex coordination of benefits (COB) claims across
multiple lines of business within Facets

Provide experienced Facets claims processors who could adapt
quickly to their specific processes
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R E S U L T S  S U M M A R Y :

2,800+
QUALITY RATE 

Across high-volume 
processing

21,000+
RESOLVED CLAIMS 

During six-week backlog 
reduction  

3,500+
WEEKLY CLAIMS 

Manual resolution pace

375,000+ members
21,000+ network physicians
2,800+ sites of care

CLIENT SNAPSHOT:

Provided by SourcEdge, now part of Alivia



Solution: Specialized Claims Processing
Team with Expertise-Driven Approach

When Alivia joined the project, we implemented a
comprehensive solution that went beyond simple
staff augmentation:

 Deployed an expert claims processing team   1.
        that could operate as an independent unit

    2. Established dedicated claim supervisors to 
        manage queues and daily operations

    3. Created comprehensive documentation and 
        training materials of previously undocumented 
        processes

    4. Implemented three rounds of specialized  
        training to handle increasingly complex claim   
        types

    5. Identified and documented potential process 
        improvements and automation opportunities

    6. Provided strategic recommendations for 
        system configuration changes

Our team operated as an autonomous claims
department, managing their own workflows while
meeting all client quality and production standards.
This approach allowed for seamless integration
with existing operations while maintaining
independent efficiency.

© Alivia Analytics, LLC. All rights reserved. aliviaanalytics.com

SUCCESS STORY

Alivia's Role: Strategic Partner in Claims
Operations

As a strategic partner, Alivia delivered:

Dedicated team management and supervision

Comprehensive performance reporting

Process improvement recommendations

Configuration change documentation

Knowledge transfer and training materials

Quality assurance monitoring

The team's expertise extended beyond basic claims
processing to include strategic insights for process
improvement. Working directly with the client's
Director and VP of Claims, we identified
opportunities for automation and efficiency gains,
documenting and supporting the implementation
of these improvements.



Outcome: Dramatic Reduction in Claims Backlog with
Process Improvements

Working alongside the client's team, our experts contributed
significantly to the backlog reduction effort. Our team resolved
21,000+ claims while maintaining a manual resolution pace of over
3,500 claims per week. Configuration changes improved efficiency
for 13,313 claims, representing a 15% gain in overall processing
capacity. Together with the client's efforts, the total backlog was
reduced from 85,718 to 32,148 claims.

The partnership delivered exceptional outcomes, with the team
maintaining 99% quality standards while efficiently processing
complex COB claims across multiple business lines.

Alivia developed comprehensive documentation, implemented key
process improvements, and reduced manual claim touches through
strategic automation. The partnership's value was ultimately validated
when the client re-engaged the team after the initial project completion.

© Alivia Analytics, LLC. All rights reserved. aliviaanalytics.com

SUCCESS STORY

SourcEdge (now part of 
Alivia) is Cognizant's first

Healthcare Certified
Consulting Partner, with

proven expertise in TriZetto
Facets and QNXT.

The engagement showcases how Alivia's expertise can enhance and optimize existing systems to
achieve greater efficiency and automation while building internal capabilities for ongoing support
and improvement. Our ability to optimize existing implementations demonstrates our value not just
in new deployments but in helping organizations maximize the effectiveness of their current
workflow systems.

Beyond TriZetto Facets

While this story focuses on our expertise with Facets, Alivia also brings unique expertise to other major
healthcare claims systems such as HealthEdge/HealthRules, as well as deep experience in extending
the life of legacy systems. Learn more about our claims system modernization capabilities.

See all Success Stories

https://www.aliviaanalytics.com/solutions/claims-system-modernization/

