





CATEGORIES WHAT THIS INCLUDES EXAMPLES

Staffing 24/7 customer service centers. Developing new benefits, like coverage for newly

Customer service, new product development, . ) ) . )
Customer ket h K T dvertls| P approved drugs, improved access to chiropractors, or discounting premiums when you
market research, marketing, advertising, : . . ) )
Engagement d ! tg 9 receive certain preventive care services. Customer research to better understand their
and account management.
9 needs, priorities, and expectations. Member communications and education.
Flnance’ Fraud and abuse monitoring and detection, benefit

N . ) ) Finance and accounting. Prevention of fraud, waste, and abuse by doctors and patients.
coordination, billing preparations, processing

ClalmS, .8( SPeCIal payments, eligibility and benefit verification,
Investlgatlons adjudication, auditing, training, and education.

Processing payments to doctors and hospitals. Making payment more timely and efficient.
Costs associated with required reporting to federal and state government agencies.

Payments to hire nurses and case managers. Operate Preventive care programs to keep you healthy, like weight management plans or helping
Care disease management, health coaching, behavioral people to quit smoking. Programs to better manage chronic conditions and coordinate care
health, community affairs, and wellness programs. between doctors, to ensure that the right treatment is provided to the right patient at the
Management Review medical quality and utilization management, right time. Services to improve health in communities, like sponsoring local health fairs
develop medical policy, and invest in medical informatics. and providing free disease screenings and other educational events.
TEChnOIO Investments in cybersecurity, programming, . . .
gY . Developing apps and technologies to serve customers. Analyzing data to learn
) analytics, and data exchange to protect and . . .
& Anal thS X . . effectiveness. Integrating data to better coordinate care.
Y improve patient care. IT infrastructure.

Human resources, legal, facilities, purchasing,

Administration compliance and risk management, executive

offices, public policy, and communications.

Managing employee benefits and retirement plans. Reviewing contracts or conducting
legal research. Maintaining office space. Determining health care improvement strategies.

PrOV]-der Provider education, provider service calls Answering questions from doctors and hospitals. Helping providers with best practices.
Management and appeals, contracting and credentialing. Ensuring proper credentialing for quality care.
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