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Executive summary

The US healthcare industry is grappling with rising inflation and labor costs, compelling
ClOs, IT leaders and business professionals to pursue cost reductions and efficiency
enhancements. This challenging environment has spurred innovation, with Generative Al
emerging as a pivotal disruptor. The 2024 Gartner report on top technology investments
highlights that AI/ML will become a top priority by 2026, with 84% of respondents recognizing
Generative Al as a transformative force within the coming years.

Which technologies are most likely to be implemented by 2026

Artificial intelligence/

il 0 EZ
Top game-
changing
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development
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Artificial intelligence
and Generative Al

Distributed cloud 74%

Enterprise environmental,
social and governance 71%
software

Source: 2024 Gartner report on top technology investments and objectives for healthcare payers

While the integration of Generative Al presents risks such as increased cybersecurity threats
and ethical dilemmas, our comprehensive strategy ensures innovation is balanced with
robust safeguards. This white paper details a nuanced approach to incorporating Generative
Al'in claims adjudication, addressing the associated risks and mitigation strategies.
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Introduction

Global CEOs are making Generative Al a top investment priority. In 2023, a survey was
conducted by KPMG, encompassing 1,325 C-suite leaders from 11 countries across 11
industries that include asset management, automotive, banking, consumer and retail, energy,
infrastructure, insurance, life sciences, manufacturing, technology and telecommunications.
Each of these companies has more than USS500 million in annual revenue. The survey results
show that 70% of companies are investing heavily in Generative Al—to ensure having a
competitive edge in the future. At least 52% expect to see a return on investment (ROI) in one
to three years. In fact, increased profitability was cited by 22% of respondents as the primary
advantage of adopting Generative Al within the company.

While global CEOs are willing to go ahead and make investments in Generative Al, they also
recognize the need to address risks that come with Generative Al. While 82% of respondents
believe that Generative Al has heightened cybersecurity risks by enabling new methods

for intruders or malicious entities to launch attack, 57% cited ethical challenges as the top
concern, followed closely by a lack of regulation and integration complexity.

CEOs perspective on Generative Al
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Source: 2023 KPMG surve

As we address the concerns raised by global
CEOQOs, it is important to understand what
Generative Al is and how we can reduce
upfront investments in Generative Al.

Generative Al is a type of artificial
intelligence technology that uses pre-trained
large language models (LLMs) that can
produce several types of content, including
text, imagery, audio, and code or synthetic
data. LLMs use the transformer architecture,
a type of neural network, which has two
components—an encoder and a decoder.
The encoder takes the input data, extracts
meaning and context from the data and
passes it on to the decoder, which then
generates the output.
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Cognizant has partnered with Amazon,
Microsoft and Google to leverage their
cloud computing platforms, which have
inbuilt foundational models. These platforms
provide additional features to develop
custom models. In addition, leveraging
open-source Al frameworks and libraries
such as LangChain and Hugging Face
Transformers can significantly reduce
development and licensing costs.

Cognizant has already identified specific
use cases across industries and in various
stages of deployment. To accelerate our
mission on Agentic Al, Cognizant has
invested significantly in upskilling its existing
workforce. Also, to mitigate data privacy
and security risks associated with Agentic Al,
Cognizant has adopted a comprehensive
strategy that balances innovation with
robust safeguards.



https://kpmg.com/dk/en/home/insights/2023/10/kpmg-ceo-outlook-2023.html

The challenge: Rising cost and complexity of claims
management

According to the American Medical Association (AMA), the US healthcare industry loses
approximately USS210 billion annually due to inefficient claims processing. Organizations
incur this cost despite implementing robust claims adjudication platforms, which feature high
percentages of auto-adjudication, because many claims still fall out for manual review. This
trend reflects our experience where we have implemented automation for medium-complex
and high-volume pends, but a significant number of claims (15%-20%) still require manual
adjudication due to the complexity, unstructured data, frequency of process changes and
intricacy in decision-making.

Our solution

To transform healthcare claims processing, Cognizant has developed an innovative,
platform-agnostic framework powered by Agentic Al. Our solution streamlines the handling
of claims that fall out of an organization's auto adjudication platform. First, APls (Application
Programming Interfaces) are utilized to extract claims data and route it to a rule engine
that leverages large language models (LLMs) to digitize tacit knowledge and pend code
guidelines. Then, Agentic Al analyzes unstructured claims data, applies complex business
rules, and makes adjudication decisions, which are subject to human validation where
necessary, via an intuitive interface. Next, the final resolution—whether Pay, Deny, or Pend—
is ingested back into the adjudication platform through APls. Finally, an in-house, end-to-
end workflow management tool further enhances operational efficiency with robust user
management, inventory control, and comprehensive reporting dashboards. Throughout the
process, our solution is designed to ensure personal health information remains protected
and confined within our client’s environment.

A high-level view of our detailed solution architecture

Traditional process Reimagined process
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Provider submits a claim

A2 Claims are received in claims platform Claims are received in claims platform
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Claim platform processes the claims via c Claims platform processes the claims via Auto
m Auto adjudication and RPA. The fallouts adjudication and through BOTSs if it's automated.
> are sent for manual reviews. The fallouts are sent to rule engine
'
O Manual team receives the error Rule Engine - Utilizes the claims data and
m message and warning message thrown business rules from knowledge manager
by claims platform and provides a recommendation
O Manual team looks at the relevant SOPs to =) Agent Ul-Reviews recommendation and final
m resolve each error code and warning action via API/RPA based on the Agent

message sequentially. confirmation

v
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Cognizant’s Agentic Al based solution has four core components designed to
streamline claims processing and enhance accuracy.

Intelligent user interface:

<>

The intuitive interface provides a comprehensive view for manual reviewers.
It displays extracted data fields, business rules, processing guidelines and
Al-generated recommendations, all within a single screen. For each rule, the
interface outlines the outcome, explanatory remarks and proposed actions.
Reviewers can efficiently verify, modify and finalize claims.

Agentic Al-powered decision engine:

&R
08$$o

Leveraging LLMs, our Agentic Al service is designed to capture the nuanced
knowledge embedded within complex pend code guidelines. Through prompt
engineering, it extracts relevant information from the knowledge repository to make
smarter decisions aimed at significantly improving efficiency and reducing manual
errors. This intelligent system is designed to learn and adapt — enhancing accuracy
over time with continuous refinement of LLMs through supervised learning and
improved accuracy and effectiveness of the Agentic Al with every interaction.

Streamlined workflow management:

Our end-to-end workflow is designed to optimize operational efficiency across the
entire claims process. It features solutions for robust inventory management, user
administration and comprehensive reporting. The workflow facilitates seamless
handoffs, monitors service level agreements and tracks claim aging. By integrating
these functionalities, we strive to continuously improve accountability and
transparency, bridging the gap between the Al interface and other components.

@ Automated action execution via API:
The system employs APls for seamless interaction between the Agentic Al solution

and core platform to take actions, such as “pay,” “deny” or “pend,” based on the
recommendations.

4|
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Automated testing framework:

POC model evaluation

The proof of concept (POC) was conducted to validate the efficacy and potential
transformative impact of the solution within a controlled and meticulously designed
environment. A collaborative team, comprising Agentic Al experts and subject matter
experts (SMEs), applied predefined criteria to comprehensively assess the solution’s feasibility.
To ensure a representative evaluation, top edit codes, selected based on volume and
complexity, were utilized for the POC. Comprehensive documentation, including standard
operating procedures (SOPs), claims data, expected outputs and reference files, were
provided for the edit codes. Leveraging these resources, the Agentic Al solution successfully
generated recommendations and rule checklists, enabling agent navigation and validation,
as per the established SOPs. Iterative feedlback cycles, with a specific focus on refining

the rule engine was instrumental in demonstrating measurable improvements within the
POC's defined parameters. We are pleased to report that the POC achieved 100% accuracy,
confirming the solution’s potential to significantly enhance the claims adjudication process.

Conclusion

This paper outlines Cognizant’s strategic application of Agentic Al to streamline claims
adjudication across diverse platforms. Our platform-agnostic solution employs a robust
methodology encompassing comprehensive data analysis, meticulous preprocessing,
sophisticated prompt engineering and targeted fine-tuning. This approach enables the
model to systematically evaluate and finalize claims decisions (pay, deny or pend) while
maintaining essential human oversight for validation. The resulting increase in auto-
adjudication rates yields significant improvements in productivity and cost reduction.

A key advantage of this solution lies in its scalability across multiple platforms and its
replicability across various health plans. Furthermore, its inherent nimbleness facilitates rapid
implementation compared to traditional methods. Building upon the success of this model,
Cognizant aims to expand its Agentic Al footprint within the claims business, developing
innovative solutions for claims adjustments and payments.
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