
Healthcare case study

Blue Cross and Blue Shield of North Carolina gains the power to expand lines of business and improves member experience by 
migrating senior market administration to Cognizant TriZetto Enrollment Administration Manager and Facets.

Adopting modern core platform drives Medicare plan 
growth

At a glance
Healthcare

TriZetto Enrollment Administration Manager (EAM)•  
TriZetto Facets core administration system•  

85% enrollment first pass rate•  
61% of DTRR fallouts corrected via automation•  
100% elimination of duplicate CMS DTRRs•  

Industry

Challenge
Migrate 300,000-plus senior market administration members 
to new core platform

Products and services

Success Highlights

The challenge
Our client, Blue Cross and Blue Shield of North Carolina (Blue 
Cross NC), planned to grow its Medicare lines of business and 
enter new markets, such as Dual Eligible Special Needs Plans 
(D-SNPs). However, its 25-year-old legacy system and 
applications were barriers to these goals. Only 67% of its 
Medicare plan applications processed without manual 
intervention during the 2023 Annual Enrollment Period (AEP). 
The legacy systems did not offer the configuration flexibility 
necessary to meet member and provider needs. Data 
integration and transparency were minimal and did not 
support clear audit trails. Internal and regulatory compliance 
were concerns.

Blue Cross NC determined that meeting its business objectives, 
reducing technical debt and streamlining workflows, would 
require migrating its Medicare membership to a modern core 
platform. 



Blue Cross NC chose Cognizant’s TriZetto® Enrollment Administration Manager (EAM) and TriZetto® Facets® core administration 
platform as the foundation for consolidating onto a single technology ecosystem. The plan selected EAM and Facets for their 
proven industry record and frequent, feature-rich updates. With EAM and Facets, Blue Cross NC wanted to streamline the 
Medicare Advantage enrollment process, make member care more efficient and quickly adapt to industry trends with no fears 
about system limitations.

The approach

Working with Blue Cross NC teams, we carried out meticulous 
planning and developed new migration and implementation 
strategies, testing capabilities to ensure the transition to EAM 
and Facets went smoothly and met expectations for improved 
operations and member experience curated to the client’s 
specifications. 

The migration was complex. Our client had four unique plan 
contracts with the Centers for Medicare & Medicaid Services 
(CMS), with 13 plan benefit packages (PBPs) totaling 22 
segmented plan offerings and 100-plus state county codes. 
The diverse contracts included Medicare Advantage only, 
Medicare Advantage Prescription Drug (MAPD) and 
Prescription Drug only plans. The possibility of members 
moving among these contracts further complicated the 
transition. 

Executing a comprehensive plan for a complex 
migration

The initial migration would include approximately 157,000 existing Medicare Advantage members, plus an additional 25% net 
new membership expected during the AEP for plan year 2025. We would also be migrating about 150,000 Medicare supplement 
plan members. 

Experienced project management and seamless data migration and integration would be critical to avoid any service 
interruption to members and the business. Working with the Blue Cross NC operations team, we created a comprehensive 
schedule and checklist to follow during each environment build. This checklist helped mitigate installation challenges.

We developed a Batch Beneficiary Eligibility Query (BEQ) and a Daily Transaction Reply Report (DTRR) tool. These macro-based 
file creation tools replicated CMS responses. Our teams used these extensively in development and testing phases before 
establishing connectivity with CMS. We also did extensive testing in lower environments around EAM and Facets basic 
configuration. We then tailored the baseline configuration by incorporating user feedback.

Working together, Cognizant and Blue Cross NC teams took steps to ensure the migration to Facets and EAM would be 
transparent to members and seamless for operations. These included loading 36 months of membership history into EAM to 
support business continuity and manage retroactive enrollment changes. We also loaded catch-up data from legacy systems 
after the initial migration by using EAM’s electronic application file (EAF) TC00 and CMS DTRR.

Member IDs and Rx IDs were seamlessly migrated from the legacy systems to EAM and Facets, with new ID cards and 
explanatory letters promptly created and sent so there was no impact on continuity of care. EAM and Facets enabled mass 
submission of the Rx ID changes to CMS by submitting TC72 files for the entire migrated membership.

As a further safeguard to ensure all current and legacy data was captured, our joint teams performed dual maintenance 
between the legacy and new core systems for 18 months after the seamless transition to EAM and Facets.  

Leveraging built-in EAM and Facets capabilities for seamless business continuity 

"In many technology projects designed to grow the business, we
observed only slight improvements, so the juice didn’t seem to be worth 
the squeeze. With our migration onto EAM and Facets, we very early on 
saw a great return on the investment. Improvements in our work 
environment and performance have exceeded our expectations. We 



Charity Lambert, Principal Strategic Advisor

In the first two years after migrating to EAM, Blue Cross NC achieved an excellent first pass rate of 85% while AEP enrollment 
activity approximately doubled, from 20,000 to 41,000. Audit reconciliation capability helps closely track contract enrollment 
application counts sent between CMS and EAM.

Additional benefits include:

62% reduction in pre-Facets fallouts for TC61 enrollment transactions in the Facets Enrollment Toolkit (FET)•  
61% of DTRR fallouts corrected via EAM automation, and 100% of duplicate DTRR transactions sent by CMS were eliminated•  
Billing accuracy improved with 100% updates to billing definition (BLDF) for any status change to premium withhold indicator 
in Facets

•  

Turnaround time for identifying valid primary care physicians plummeted from five to 15 minutes per member to just a few 
seconds

•  

Staff workload planning was optimized with EAM’s workflow aging notification reports•  

also see bigger and better opportunities on the horizon to continue our 
fight to make healthcare affordable for all."

Business outcomes

Blue Cross NC has enhanced its business agility by consolidating senior market administration onto a single ecosystem. The 
plan’s migration to EAM and Facets has streamlined its overall enrollment process, improving visibility and tracking throughout 
the enrollment lifecycle. By maximizing acceptance rates, members enjoy easy access to care that is more interconnected, with 
enhanced provider, member and plan communications. In addition, Blue Cross NC is better able to fulfill CMS regulatory and 
compliance mandates and Association updates. Freed from the limits of its legacy administration system, Blue Cross NC is now 
able to explore new lines of business and continue to meet the evolving needs of its members and their providers.

A modern springboard to business growth

Blue Cross and Blue Shield of North Carolina is a fully taxed, not-for-profit company serving NC since 1933. It serves the people of 
NC by supporting community organizations, programs and events that promote good health. Its purpose is to make healthcare 
better for all. The plan is the largest health insurer in NC with more than 5,000 employees and more than 4.3 million members.

About Blue Cross NC



Cognizant (Nasdaq-100: CTSH) engineers modern businesses. We help our clients                                         modernize technology, reimagine processes 
and transform experiences so they can                                         stay ahead in our fast-changing world. Together, we’re improving everyday life.                                         See how 
at  or @cognizant.

300 Frank W. Burr Blvd.
Suite 36, 6th Floor
Teaneck, NJ 07666 USA
Phone: +1 201 801 0233
Fax: +1 201 801 0243
Toll Free: +1 888 937 3277                                                

280 Bishopsgate
London
EC2M 4RB
England
Tel:  +44 (01) 020 7297 7600                                                

5/535, Okkiam Thoraipakkam,
Old Mahabalipuram Road,
Chennai 600 096
Tel: 1-800-208-6999
Fax: +91 (01) 44 4209 6060                                                

1 Fusionopolis Link, Level 5
NEXUS@One-North, North 
Tower
Singapore 138542
Phone: +65 6812 4000
Email: 

© Copyright 2025, Cognizant. All rights reserved. No part of this document may be                                         reproduced, stored in a retrieval system, 
transmitted in any form or by any                                         means, electronic, mechanical, photocopying, recording, or otherwise, without                                         the express 
written permission of Cognizant. The information contained herein is                                         subject to change without notice. All other trademarks 
mentioned here in are the                                         property of their respective owners.

www.cognizant.com

World Headquarters European Headquarters India Operations 
Headquarters

APAC Headquarters

inquiry@cognizant.com


