trategies’

®
® Your workforce transformation partner™
L]

CASE STUDY

Providing Training Solutions at
a Major Insurance Company

Situation

A major healthcare insurer was completing multiple projects to
prepare their workforce for new processes affecting healthcare,
to improve efficiencies, and to lower administrative costs, all of
which would majorly impact their employees. As a result, the
company determined that their current system (MaxMC) needed

to be upgraded to comply with the new policies and procedures.

Business Impact

Delivered training
solution to
2,000+ end users

Large majority

highly satisfied with
training and comfortable
executing job-critical tasks

-+ee Developing a

training solution
based on critical
business functions.
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The Challenge

To comply with the new healthcare policies, the or-
ganization decided to implement a collaborative care
management platform. The vision for this care man-
agement system was to help complex health plans
integrate both internal and external data components
and connect the entire healthcare team. The goal of
implementing this new cloud-based solution was to
improve the healthcare preapproval process, care
management for higher-risk customers, and man-
agement of claims appeals. Hundreds of employees,
both clinical and non-clinical, required training for this
new platform. Vital to the success of the initiative, the
organization sought out an innovative partner to de-
velop their care management legacy system training
to align with their goals and strategic vision.

GP Strategies® was chosen to create a training devel-
opment plan that teaches critical job skills, addresses
issues with the development and configuration of the
organization’s care management system, and uses
subject matter expertise from the business. For full
flexibility in adapting to the development cycle of the
care management system, the Successive Approxima-
tion Model (SAM) was selected for training develop-
ment.

GP Strategies Solution

GP Strategies based the training solution on data col-
lected from surveys related to critical business func-
tions in each department. As a result, the data from
the surveys:

+ Assisted in determining which roles would use
the care management system

+ ldentified system tasks that are critical for an
employee to perform their job

« Determined the number of end users for each
role and the topics to be trained for the roles

« ldentified knowledge transfer areas and learning
gaps

The major insurance company and GP Strategies
collaborated to ensure the business objectives were
aligned with the training solution. This was accom-
plished by working with business owners and support
staff to:

« Manage curriculum design.
« Provide resources for meeting key deliverables.

 Provide direction for the project’s escalated
issues.

« Pair instructional design and instructional re-
sources for parallel development and delivery.

« ldentify dedicated subject matter experts (SMEs)
from the project team, IT team, and business to
assist with providing accurate data, processes,
and system/operational requirements.

Using SAM, GP Strategies developed instructor-led,
role-based courses, job aids, and software simula-
tions. Courses were outlined based on critical business
scenarios. The content was developed iteratively, and
multiple SMEs reviewed the content for accuracy. The
instructor-led courses included business scenarios that
covered critical job functions and provided hands-on
practice using a live training system and handouts for
each critical task.

From the developed courseware, the organization
delivered the training solution to over 2,000 end users.
The instructors provided demonstrations to illustrate
best practices for system tasks. The insurer and GP
Strategies created training that transitions users from
using role-based processes/tasks to performing in an
experiential learning environment. Post-course surveys
showed that a large majority of students were highly
satisfied with the training and felt comfortable execut-
ing job-critical tasks.

The care management system legacy training covers
the following topics:

- Care management system for TOTs

 Intake for commercial utilization management

+ Case management

« Medical director

« Medical review

«  Member records review

+ Utilization management clinical

« Appeals

. .o:o Participants were provided hands-on practice using a live training system.
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Business Impact

This type of project emphasizes determining the critical tasks performed by a business unit and then creating a
training solution that focuses on those critical tasks. In addition, real-life scenarios are effective prompts to main-
tain interest in instructor-led training and are an important component when creating courses that use experien-
tial learning.

SAM works effectively for creating new software deployment training when subject matter expertise is being
developed at the same time as training development. Close collaboration, iterative development, and focusing on
content, not format, are keys to delivering a high-quality training project on time and on budget.

Overall, the implementation of the care management system legacy training was successful. Productivity was
maintained after the system went live. The organization continues to use the training GP Strategies developed for

care management system users.

e ee® For more information on our TRAINING SOLUTIONS,
visit www.gpstrategies.com.

About GP Strategies

GP Strategies is a leading workforce transformation partner—one of the few truly dedicated global providers in the marketplace
providing custom solutions. We believe our transformation focus, when paired with deep listening, a customer-centric
approach, and innovative expertise, enables our clients to routinely achieve superior business and operational results from
our evidence-driven and technology agnostic recommendations.

Whether your business success requires a change in employee performance and mindsets, learning technologies, or critical
processes, GP Strategies is the transformation partner you can trust.
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