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In today’s rapidly evolving healthcare landscape, payers face mounting challenge
managing operational complexity while controlling costs and improving membe;
experiences. Business Process as a Service (BPaaS) partnerships have emerged as
transformative solution, offering healthcare payers a compelling value propositi
that extends far beyond traditional business process outsourcing (BPO). Notably
vendors like UST Global and NTT Data have demonstrated the transformative

potential of BPaaS through innovative use cases and impactful case studies. This
examines the multifaceted benefits of BPaaS, highlights real-world applications
leading vendors, and explores the strategic importance of these partnerships in

increasingly complex healthcare ecosystem.

Operational Excellence Through Digita
Transformation

The core value proposition of BPaaS lies in its ability to marry operational exper
with cutting-edge technology platforms. Vendors like UST Global and NTT Dat
exemplify this by delivering advanced digital solutions that enhance healthcare

operations.

Automation in Claims Processing

e (Case Study: UST Global



UST Global worked with a large U.S.-based healthcare payer to automate its clai
processing operations. By leveraging robotic process automation (RPA) and macl
learning, the payer achieved a 70% reduction in manual intervention for

straightforward claims. This reduced processing times from an average of 15 day
under 3 days while increasing accuracy rates by 25%. The use of advanced algori
also enabled the payer to identify fraudulent claims more effectively, saving mill

in potential losses.

e (Case Study: NTT Data

NTT Data developed an Al-driven claims adjudication platform for a multinatio
insurance company. The solution incorporated natural language processing (NL]
extract relevant data from unstructured documents and used predictive analytic
assess claims validity. This integration reduced errors by 30% and improved cust

satisfaction by enabling faster reimbursement cycles.

Improved Member Services

e Both UST Global and NTT Data have pioneered the use of virtual assistants
intelligent contact center solutions to enhance member interactions. For ins
a cognitive computing platform developed by NTT Data allowed a payer to
achieve a 20% increase in first-call resolution rates by routing inquiries to tl

most appropriate agent or resolving them via virtual assistants.

Financial Benefits and Cost Optimizatic

BPaaS providers’ shared-service models and consumption-based pricing structu

offer healthcare payers unparalleled financial flexibility and scalability.

Shifting Costs from Fixed to Variable

e UST Global implemented a pay-as-you-go BPaaS model for a regional healtt
payer, eliminating the need for upfront investments in technology infrastruc
This allowed the payer to scale services during peak periods, such as open

enrollment, without incurring year-round fixed costs. The payer saved



approximately 30% in annual operational costs, which were reinvested in me

engagement initiatives.

Economies of Scale

e NTT Data leveraged its multi-tenant architecture to provide cost-efficient ¢
processing for multiple payers. One such implementation enabled a mid-siz
payer to reduce per-claim processing costs by 40% through shared resources

while still maintaining compliance with individualized regulatory requirem:

Enhanced Compliance and Risk
Management

The regulatory complexity of the healthcare sector makes compliance a significa
pain point for payers. BPaaS vendors like UST Global and NTT Data provide rol

compliance frameworks that mitigate risk.

Regulatory Compliance at Scale

e UST Global collaborated with a Medicaid-managed care organization to
implement an automated compliance monitoring system. This platform trac
regulatory changes in real-time, ensuring that operational processes were
continually updated to align with state-specific and federal requirements. T
solution reduced compliance violations by 50%, safeguarding the payer from

potential penalties.

Data Security and Privacy

e NTT Data has invested heavily in advanced security frameworks. For examp
partnership with a large healthcare insurer, NTT Data deployed a blockchai
based solution for secure data exchange between providers and payers. This
enhanced auditability and ensured HIPAA compliance, providing greater

confidence in data privacy protections.



Scalability and Market Agility

BPaa$ partnerships enable payers to respond dynamically to market demands,

whether expanding into new markets or managing seasonal fluctuations in work

Rapid Market Expansion

e (Case Study: UST Global

UST Global supported a health plan’s entry into a new regional market by deplo
cloud-based BPaaS platform. The payer was able to establish its operational

infrastructure within six months, a process that would have otherwise taken yea
with in-house solutions. This agility enabled the payer to capture a 10% market .

within its first year of operation.

Managing Seasonal Demand

e NTT Data’s elastic capacity solutions allowed a large payer to handle a 300%
increase in call volumes during the open enrollment period without overstai
year-round. The payer’s member satisfaction scores improved as wait times

dropped from an average of 15 minutes to under 2 minutes during peak peri

Innovation and Continuous Improveme

BPaaS providers continually invest in innovation, ensuring their clients remain ¢

forefront of technological advancements.

Access to Best Practices

e Both UST Global and NTT Data share insights and innovations across their
base, creating a network effect. For example, a predictive analytics model
developed for one payer to identify high-cost members was later adapted to
another client’s population health management program, yielding a 20% red

in avoidable hospital admissions.



Future-Ready Technologies

UST Global has begun integrating blockchain into claims processing workfl

improving transparency and enabling real-time adjudication.

NTT Data is exploring the use of digital twins to simulate and optimize pay

operations, from claims workflows to member engagement strategies.

Challenges and Considerations

While the strategic benefits of BPaaS are clear, successful implementation requi

careful planning and execution.

Vendor Selection

e Healthcare payers must evaluate potential partners not only for their techni

capabilities but also for their understanding of healthcare-specific challeng:
Vendors like UST Global and NTT Data have demonstrated domain experti:
payers must assess their long-term viability and alignment with organizatior

goals.

Integration Complexity

e Data integration remains a critical challenge, particularly when legacy syste

involved. BPaa$S providers must work closely with payers to establish robust
integration frameworks that ensure seamless data exchange without

compromising security.

Change Management

e Transitioning to a BPaaS model requires cultural and operational shifts. Cle

communication and training programs are essential to address resistance an

ensure stakeholder buy-in.

Looking to the Future



The value proposition of BPaaS partnerships is set to grow as new technologies

reshape the healthcare landscape. Blockchain, artificial intelligence, and advanc
analytics will create new opportunities for efficiency and innovation. Vendors lil
UST Global and NTT Data are already positioning themselves as leaders in thes:

areas, ensuring their solutions remain relevant in the face of evolving payer neec

Conclusion

The integration of BPaa$ solutions represents a transformative opportunity for

healthcare payers to achieve operational excellence, reduce costs, enhance comp
and drive innovation. Case studies from leading vendors like UST Global and N'
Data demonstrate the tangible benefits of these partnerships, from accelerated ¢
processing to improved member engagement. As healthcare continues to evolve,
BPaaS will become an increasingly essential component of payer strategies, enak
them to adapt to a complex and dynamic environment while delivering superior

to members. For payers willing to embrace this model, BPaa$ partnerships offer

just operational improvements but a strategic pathway to sustained success.
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