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Business Goals of BCBSMA Member Self-Service

• Member Satisfaction
• Meet the needs of BCBS members - user-center approach

• Member Loyalty
• Extend the concierge service model

• Improved Efficiency
• Real-time inquiry and transaction capability for common transactions

• Business Evolution
• Easily supply new products as they emerge
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BCBSMA Member Self-Service Timeline

• May 2002: Pilot
• July 2002: Competitive Parity
• August 2003: Market Differentiation
• January 2004: New Business Needs
• July 2004: Product Innovation
• July 2005: Member Driven Needs
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Member Needs : May 2002

• Understand the desires 
of members online

• Launch a pilot to evaluate 
effectiveness

• Take small steps to 
provide maximum agility

• Prepare call center 
representatives for 
new requests

• Validate business 
process changes
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Member Needs : May 2002

Top Reasons to Contact MS

Claim Status 
38%

Benefits 
27%

Provider Participates 
9%

Other
9%ID Card Request 

4%

Primary Care 
Physician Update 

8%

Address Change 
5%
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Member Needs : Business Process to User Alignment
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• Competitive Parity 
• PCP Change
• ID Card Request
• Address Change

• Foundation for the future

• Leverage existing/legacy 
systems

• Support Sales (RFP 
Requirements)

• HIPAA Compliant

Initial Market Presence : July 2002
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Security and Access Management

Technologies:
• Netegrity Siteminder
• ATG Dynamo
• SeeBeyond
• IBM’s MQSeries
• Pegasystems’ Pega Server
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Security and Access Management

Subscriber has access to 
all members for “Request 
an ID Card” transaction
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Differentiation in the Marketplace : August 2003
Top Reasons to Contact MS

Provider Participates 
9%

Other
9%

Benefits 
27%

Claim Status 
38%

ID Card Request 
4%

Primary Care Physician 
Update    

8%

Address Change 
5%
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• Capabilities that are unique
• Claims lookup
• Benefits lookup
• Deductible lookup

• Integration with third-party 
partners

• Diverting call center traffic 
to the self-service channel

• Extensive instrumentation 
to provide analytics for future 
decision making

Differentiation in the Marketplace : August 2003
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Differentiation in the Marketplace : User Experience

• Conducted 1 hour tests with mix of 
target members

• 7 tasks with Excel wire frame 
prototypes

• Validated ease of use, rating of 2.      
(1 is very easy and 5 is very difficult)

• More work needed on finding benefits 
and why claims were denied

• Provided recommendations for 
improved usability
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Security and Access Management

Subscriber has access to 
dependents under age 18 
for “Review Your Claims”
transactions
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Extending the Foundation With New Capabilities

Real-time data from core 
business systems
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• Product Innovation
• Healthy Member Initiative 

with MyBlueHealth
• Single Sign-On via 

Well Med

• Product Evolution
• Healthcare Reimbursement 

Accounts (HRAs) mandate 
new capabilities

• Partner Integration
• Express Scripts secure 

integration to access 
pharmacy information 
and tools

Business Evolution : March 2004
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Business Evolution : Cost Effective Growth

Secure environment 
single sign-on for high 
usability

Data sharing via scalable 
technical platform

Business logic 
consistency regarding 
dependents
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Business Evolution : Cost Effective Growth

Decision support tools 
for provider selection 
with a specific 
geographical area
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• Online Analytics
• Evaluate actual member 

behavior online

• Call Center Representatives
• Unique phone number for 

calls originating from MSS
• CSRs explicitly track call 

details and comments

• Member Surveys
• Members were surveyed 

for quantitative and 
qualitative results

Member Needs : July 2005
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Member Needs : Analytics

• We were now able to track pure transactions 
(Address Change, Update PCP) as well as 
inquiry transactions (Claims, Benefits)

• Monthly reports are distributed
• Leverages technical infrastructure laid in 2003 is 

leveraged in a tangible way
• Statistics used to support business decisions with 

regard to next steps
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Member Needs : Call Center Data

• Web and call center data determined next 
release

• Pinpointed registration as an issue for members 
and an area for improvement

• Released updated registration allowing users to 
set their own user name and password as well as 
immediate access to benefits, deductible/co-
insurance information, MyBlueHealth, Select 
Quality Care, Change PCP and Update Profile 
information

• Once user receives 4-digit PIN # they have 
access to Claims, Pharmacy Benefits, Change 
Address/Phone #, Request ID Card, and 
BlueCare Account Balances (HSA’s)
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• Overall Very Positive
• 70% of members rated 

MSS as “Above Average”

• Qualitative Feedback
• “Easy to navigate, the 

search feature works very 
well, I always find what I 
am searching for in the 
first two to three options.”

• Guidance for Enhancements
• The registration / logon process 

should be enhanced

Member Needs : Survey Data
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Discussion / Q&A

Thank You!

Kristen Yerardi
kyerardi@molecular.com

or
www.molecular.com


