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Providing invaluable results across the 
clinical value-chain
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With increased pressures to drive down costs, increase quality outcomes, and improve 
member and provider satisfaction, healthcare executives are looking to digital technologies 
to transform their business process operations and outsourcing.

EXL Health takes a unique approach to digital operations. By applying AI and cloud 
technologies across clinical workflows, understanding client needs, and identifying 
opportunities for streamlining processes through automation, our clients receive scalable, 
customized solutions with the right level of support, at the right time.

Pairing our deep clinical domain and digital technology expertise with our industry 
recognized platforms, services, and solutions helps us meet clients where they are on their 
digital operations journey – and deliver optimized efficiencies, increased effectiveness, cost 
savings, and improved member, provider, and user experiences.

Solving the market need in digital 
outsourcing 

Providing value across the 
industry 
EXL Health digital operations experts 
understand the challenges members, 
payers, and providers face in healthcare 
delivery and are well positioned to drive 
business outcomes that generate growth.

So how have our digital operations 
benefited our clients? Here are just a few 
examples:

• Improved efficiencies and accuracies

• Deliver faster AHTs/TATs
• Decrease operational costs
• Improve member and provider 

satisfaction
• Reduced manual interventions 

throughout UM workflow
• Enable clinical teams to work at the top 

of their licenses
• Faster authorization review and 

processing 
• Eliminate/reduce administrative 

functions
• Increase quality and consistency
• Improve clinical decisions
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Customized digital  
solutions tailored to fit 
your business goals  
EXL Health’s digital operations are fully 
customized to solve your outsourcing 
needs. From front office, through middle 
and back office services, our team of 
operations experts can work with your 
organization to plug in support where it’s 
needed. Our digital healthcare operations 
Centers of Excellence include: 

Digital call center

Our digital call center services ensure 
member and provider satisfaction is top 
of mind for all health plan leaders. In order 
to respond quickly to members’ needs 
and deliver a positive provider experience, 
health plans can tap into EXL Health digital 
and automation technologies to reduce the 
administrative burden and deliver faster 
time to resolution. Proprietary technologies 
include conversational artificial intelligence, 
unified desktops, and virtual assistants 
that engage with members and providers 
to:

• Quickly identify reason for call
• Validate required information
• Deliver rapid response via call transfer 

or call resolution 

Digital utilization management (UM)

Our digital operations take standard 
utilization management operations to the 
next level by enabling UM workflows with 
a variety of digital technologies, including 
machine learning, artificial intelligence, 
natural language processing, predictive 
analytics, and more. From automated 
utilization review intake functions, to 

streamlined clinical determination 
with approval and/or denial, our 
digital technologies eliminate manual 
interventions and time-consuming tasks 
and allow our clients to:

• Improve member and provider 
experiences and satisfaction

• Meet and exceed required turnaround 
times

• Standardize clinical decision making
• Increase consistency, accuracy and 

efficiency
• Improve operational and administrative 

cost 

Today, clinical and non-clinical 
teams spend 30-40% of their time on 
administrative tasks, including working in 
multiple systems with multiple views and 
an excessive amount of data and manual 
lookup. When digital automation is applied, 
manual interventions are minimized and 
clinical teams members can work at the 
top of their licenses.  

Case management

EXL Health’s case management 
program empowers an individualized 
member-centric approach to meeting the 
comprehensive needs of members and 
families to promote quality cost-effective 
outcomes. Our digital-first approach 
helps to drive transformation across case 
management, allowing our clients to:

• Engage members most likely to benefit 
from programs

• Optimize clinical resource scope of 
practice

• Improve member engagement and 
health outcomes

• Drive down health care costs across 
population

EXL Health digital  
operations 101
• EXL Health digital operations 

are deployed at 3 of the 5 top 
healthcare insurers to automate 
their clinical operations.

• Our healthcare centric proprietary 
and partnered conversational AI 
solutions can significantly reduce 
cost and improve CSAT/NPS 
through accelerated deployment, 
while easily integrating with new 
and/or legacy systems to deliver 
quick ROI and business outcomes. 

• We use technologies such as 
artificial intelligence, machine 
learning/NLP, robotics process 
automation and more to automate 
manual workflows and bring 
efficiencies and effectiveness to 
clinical and non-clinical teams.

Case study

A leading care provider’s contact center was overwhelmed with high call volumes, and 
needed additional support with managing appointment scheduling, cancellation requests, 
medication refill requests, and other time-consuming administrative processes.

Hiring was a challenge, and as the volume of requests continued to increase, patient 
satisfaction dropped. They needed a partner to step in with  
the resources, expertise, technology,  
and bandwidth to help solve their growing issue.  

As subject matter experts, EXL Health determined the right people, processes, and 
technology to address the provider’s needs. Using our pool of talent, our team was able 
to provide additional resources necessary for success.

Results included

75% improvement in speed of 
answer for calls

15%  reduction in abandoned calls

100%  of messages returned and 
call backs completed in 1 day

100%  FTEs transitioned to a steady 
state in seven months
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Get in touch
Together, let’s transform how care is delivered, managed, and paid.
Visit EXLService.com/health for more information.

Pharmacy services

EXL Health’s end-to-end digital pharmacy 
services leverage HEDIS, STARS and Pay 
for Performance (P4P) quality measures to 
improve member care, support customer’s 
total cost of care objectives and deliver on 
contractual commitments. Using a wide 
scope of digital solutions, our pharmacy 
outsourcing services can:

• Identify and manage quality gaps in 
drugs, drug-disease and drug-age 
interactions and alerts

• Define and measure improvement 
targets

• Improve quality measures, including 
medication adherence, high-risk 
medication utilization, and inappropriate 
drug use

Real digital healthcare 
operations results
By collaborating with EXL Health, our clients see results that matter. See how our outsourced digital operations provided powerful 
solutions for our clients across the industry:

Large national payer National health benefits 
organization

Large national payer

Utilization management – 
Precertification call center  
(telephonic intake)

• 20-25% efficiency improvement
• 35-40% reduced cost to serve
• 2-5 % accuracy improvement

National quality management

• 40% efficiency improvement
• 37% increase audit samples

Utilization Management –  
Precertification Call Center  
(telephonic intake)

• Reduced cost to serve by 10%
• Reduced contact deflection by 30%
• Enhanced user experience by 8-10%
• AHT optimization increased by  

15-20%

Medical referrals requests

• 50% improvement in agent-level 
productivity 

• Improved TAT by 70%
• 5% increase in output accuracy 
• 50% reduction in FTEs
• Reduction in overall costs
• Significantly streamlined impacted 

processes 
• Improved accuracy of data capture

Complaints, grievances and appeals

EXL Health’s digital operations team 
has expertise managing the end-to-end 
complaints, grievances, and appeals 
process. Our dedicated team of nearly 300 
clinical appeal, coding reconsideration, 
and provider resolution staff ensure a 
quick resolution with improved quality 
performance. An array of digital solutions 
can help our clients modernize processes 
and increase efficiencies, including:

• Streamline inventory prioritization, work 
allocation, and status recording of 
processed tasks

• Reduce compliance issues and fatal 
errors, minimize AHT, and improve 
productivity and client escalations 
related to letter creation

• Store old and new process updates, 
provide notifications to users, decrease 
handling time, and increase accuracy 
and inventory monitoring
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EXL (NASDAQ: EXLS) is a global analytics and 
digital solutions company that partners with clients 
to improve business outcomes and unlock growth. 
Bringing together deep domain expertise with robust 
data, powerful analytics, cloud, and AI, we create agile, 
scalable solutions and execute complex operations for 
the world’s leading corporations in industries including 
insurance, healthcare, banking and financial services, 
media, and retail, among others. Focused on driving 
faster decision-making and transforming operating 
models, EXL was founded on the core values of 
innovation, collaboration, excellence, integrity and 
respect. Headquartered in New York, our team is over 
39,000+ strong, with more than 50 offices spanning 
six continents.

https://twitter.com/exl_service
https://www.linkedin.com/company/exl-service/
https://www.instagram.com/exl_service/
https://m.facebook.com/ExlService/
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