
© 2025 Pegasystems Inc.

Excellus BlueCross BlueShield: 
Transforming Customer Experience with Pega + AI 

Director Customer Care Technology & Process 
Innovation, Excellus BCBS

Todd Milillo

Principal Software Engineer, 
Excellus BCBS

Ashish Kumar

Director Enterprise Platform Services , 
Cognizant

Dev Victorien

Informat ion shared during PegaWorld is not an offer or commitment by Pegasyst ems and 
does not create any legal obligation for Pegasyst ems, including to deliver any material, code, 
or functionality. The timing of the development and release of any features or functionality 
described about our products remains at our sole discretion. ©2025 Pegasyst ems Inc.



2

Agenda

Cognizant: Trusted Pega Partner

Excellus BCBS

Excellus BCBS Objective

Bringing Pega in the Landscape

Accomplishments & Next Steps

Technical Solution and Architecture

01

02

03

04

05

06

07

08

Best Practices and Lessons Learned

Testimonials



3

Cognizant: Trusted Pega Partner for Digital Excellence

270+
Global offices

Revenue
$19.7B in FY 2024

Founded
1994
(Nasdaq: CTSH)

336,800+
Associates

AMERICA’S 
GREATEST 
WORKPLACES FOR 
DIVERSITY BY 
NEWSWEEK 

EMPLOYEER OF 
CHOICE ON THE 
2024 AMERICAN 
OPPORTUNITY 
INDEX

FORTUNE LIST OF 
AMERICA’S MOST 
INNOVATIVE 
COMPANIES 2024

TOP EMPLOYER 
IN EUROPE FOR 
the 10th 
CONSECUTIVE 
YEAR

WORLD’S BEST 
EMPLOYEER
BY FORBES

AMERICA’S 
MOST 
RESPONSIBLE 
COMPANIES 
2025 BY 
NEWSWEEK

#16
RECOGNIZED FOR 
WORK WELLBEING
BY INDEED

WALL STREET 
JOURNAL’S 250 
BEST-MANAGED 
COMPANIES OF 
2024

23 of the top 25 healthcare plans

5 of the top 6 US PBM companies

7 of the 10 top 5-star Medicare 

plans

26+ Years of partnership

Most Experienced Pega Practice

Largest Pool of Certified Talents

Leader in Healthcare

Top Partner of Pegasystems
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Improved Advocate 
Experience

Omni Channel 
Support

Improved Member 
Experience

Enhanced 
Communication

Cross Functional 
Engagement
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The Objective

Value 
Drivers

Customer 
Context

Reporting

Dashboards

Services

History

Reference  Data

Reminders
& Alerts

Benefits

360 ° 

Engagement

EnablersEngagementCustomerChannels

Tangibly improve our stakeholder experience by executing on experience strategies, leveraging data, 
enhancing capabilities, targeting engagement  and developing closed loop  process

• Proactive Customer Engagement using the right channels for 
interactions

• Integrating with Legacy Systems to ensure real time data 
availability and reduce data redundancy

• Leverage automation to minimize administrative costs and 
maximize efficiency and quality

Knowledge
Management

Workflow, Tasks
 & Visibility

Integrations

Interaction
Channels

Templates 
& Bots

Roles & 
Permissions

Reminders
 & Alerts



The platform provides end-to-end automation across 
the entire customer journey, driving greater 
engagement and operational efficiency

Pega Customer Service can anticipate customer needs and 
connect them to the right resources, improving efficiency 
and satisfaction

Pega offers a unified platform that connects various systems and organizational 

silos, ensuring seamless integration and communication

Pega's architecture supports both current and future needs, 
allowing businesses to scale and adapt quickly as customer 
demands evolve

Pega's CRM leverages real-time AI and automation to deliver insights 
and engage customers at the right moment, enhancing the overall 
customer experience
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Bringing Pega in the Landscape

Predictive Capabilities

Flexibility and Scalability

Real-time AI 
and Automation

Unified 
Platform

End-to-End Automation
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Accomplishments & Next Steps

01

Single source of 
truth of Customer 
information from 
across multiple 
applications

02

Automation 
capabilities– 
Automatic case 
creation- 
Genesys integration

03

Accurate process 
flows defined for 
Member and Provider 
Interactions

04

Enabled the business 
users to drive the 
business logic in the 
application using 
delegated rules

05

Personalized 
suggestions in terms of 
gaps, online account 
opening and/or sale of 
Medicare plans 
incorporated in the 
application

+ + + +

Next Steps

Success Factors

Integration with multiple 
workflow applications 
providing a holistic view of 
customer’s information

Personalized service to 
customer though CDH 
capabilities

RPA integration to 
automate manual and 
time intensive work

Leverage Gen AI 
capabilities to enhance 
customer experience

• Voice AI

• Knowledge 
management

Also, with the new 
technology this 
foundation has afforded 
us, we are rethinking our 
we proactively outreach to 
our customers and ensure 
we're communicating in 
an efficient and scalable 
process
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Enterprise Application Infinity 24.2

Workflow VPC (Pega Cloud)

CSR User Self Service Internal Users

Via DXAPI

Multiple Workflow applications

Pega Healthcare Base

Pega Base Product

Excellus BCBS Customer Care Application

Customer Data
Document 

Repository API Pega DXAPI
PHI Validation 

API

Technical Solution and Architecture
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Efficient System Transition to Pega with phase wise approach and effective 
migration. Prioritize the MVP release and ensure a strong foundation with 
incremental feature updates.

Primary challenge lies in integrating with the CCAAS platform

A robust UAT process enabled us to identify usability issues earlier in the 
development phase. Training live advocates on the new system without 
disrupting their daily responsibilities

Strategic System Upgrade Planning to avoid upgrading two systems 
simultaneously

Prioritize our releases by creating a vision and building a strong foundation, 
with incremental improvements, and then focus on transformational work

Discovery Phase with Cognizant has been instrumental in establishing a solid 
foundation for our business needs from the product

Best Practices and Lessons Learned
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Testimonial

Testimonial Video



Q&A

11



P E G AW O R L D . C O M


	Slide 1: Excellus BlueCross BlueShield:  Transforming Customer Experience with Pega + AI 
	Slide 2: Agenda
	Slide 3
	Slide 4
	Slide 5: The Objective
	Slide 6: Bringing Pega in the Landscape
	Slide 7: Accomplishments & Next Steps
	Slide 8: Technical Solution and Architecture
	Slide 9: Best Practices and Lessons Learned
	Slide 10: Testimonial
	Slide 11: Q&A
	Slide 12

