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WellPoint Company Overview

 WellPoint is the nation's largest health benefits company in terms of membership

 WellPoint is included in the S&P 500 index.

 Here is a brief overview of WellPoint: 
WellPoint is the leading health benefits company in the U.S. with more than 33 million 

medical members in its affiliated health plans. 

WellPoint's subsidiaries and their affiliates provide a comprehensive range of group and 
individual health benefit, specialty, life and disability products. 
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Continuous Improvement Objectives

 Operational Objectives
Lean IT is a transformational initiative focused on redesigning IT end-to-end processes

Focus on improvements in

 Systems Quality

 Systems Cost

 Cycle time (project duration)

 Customer satisfaction

Drive towards best in class measures in healthcare and non healthcare industries

 Introduce major changes to the every day activities of 4,000 WellPoint associates and 
6,000 contractors as part of Health Care Reform
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Becoming A Continuous Improvement Company

Building 
Awareness

Developing 
Capability

do

see

Lean IT Deployment 
Approach that Lifts the 

Entire Organization

teach

Mindsets

Measures Methods

Continuous
Improvement

Standard Enterprise 
Methodology and Tools

Constantly Thinking: “How Can We Be Better?”

Measuring: 
Progress and Customer 

Satisfaction

Determining: 
What to Improve and 

How to Improve it
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Lean IT Initiative

 Company-wide process transformation effort to improve effectiveness and 
efficiency while eliminating waste.

 Focuses on process value, waste elimination and the empowerment of people 
through process, methodology and tools in order to improve productivity and 
quality.

 The major components of the Lean IT Initiative are:

 Tools have been integrated across the Systems Development Life Cycle to enable 
consistent execution of processes as well as support a diverse set of WellPoint 
platforms.

Process
Tooling

Metrics
Training/Communication
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People

ProcessTechnology

Optimize Resource Management
Reduce fragmentation through concentration of 
resources. Consolidate roles and responsibilities.

Test Automation
Introduce automation 
(e.g., data set-up, test 
simulations).

Enforce Process Tooling
Ensure adoption to enforce process standardization

Lean IT Areas of Focus

Standardize Tools
Such as Microsoft Project Plan, 
Rational tool suite. 

Increase Parallelism / Reduce Wait-times
Run activities in parallel to reduce cycle time and 
reduce length of time resources are locked in.

Introduce Integrated Work Planning
Integrate work plans across work-streams and load 
resources and effort at task-level to improve planning.

Streamline Interface with Vendor Resources
Improve process to manage quality of deliverables at 
interface points. Reduce duplication of effort across 
associates and vendors.

Segment Project Overhead
Adopt differentiated methodology for governance and 
overhead activities based on project size and 
complexity.

Eliminate Rework
Eliminate non-value add and low-value add activities.

Streamline Artifacts
Simplify artifacts based on size, complexity and type 
of projects (e.g., redundant information captured 
across multiple documents).
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Measure the Transformation

WellPoint is measuring adoption in several ways, including:
 Individual Datasheets
One report issued per person, typically 1-2 pages
Contains the individual’s data on participation in the Community of Practice, assigned and 

completed training, level of certification and Lean project experience  

 Project Progress Reports
Quarterly reports showing the result of self-assessments of the project compared to the 

rubric

Uses artifact and process reviews to verify the validity of the self-reported information

Presents scores for WellPoint, Vendors and consolidated totals

 Performance Management
Ongoing measurement of performance against industry standards and best practices

 Change Management
Monthly survey of randomly selected associates used to gather feedback on the 

transformation
 Identifies points of weakness to be addressed
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Individual Datasheets
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Project Progress Reports
Project Scorecard (Detail View):
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Performance Management  

 Project Estimation
• New estimation process to 

drive consistency estimates
• Better long-term data of 

execution performance to 
drive estimation accuracy

 IT Performance
• Operational IT Performance 

Reporting for key metrics
• Project reporting metrics to 

drive Lean improvement 
initiative

• CIO Scorecard
• Financial
• Quality/Stability
• Security/Compliance
• Portfolio/Project
• Talent/Sourcing
• IT Maturity

The areas detailed below are essential in managing overall performance, as well as providing
senior management with key information needed to make informed decisions

 Vendor Performance
• Standardizing our vendor 

Service Level Agreement 
approach

• Working closely with 
Procurement and Global 
Sourcing to monitor vendor 
performance

• Development of a Vendor 
Scorecard to drive IT Maturity
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Lean IT Change Management Survey

1. I understand the business 
reasons for the change.

2. I understand the risks of not 
changing.

3. I understand the impact on 
my day-to-day work 
activities.

4. I am personally motivated to be 
part of the change.

5. I look forward to the new, changed 
environment.

6. My peers support the change.
7. My supervisors and managers 

support the change.
8. Executives and key business 

leaders support the change.

9. I have the skills and 
knowledge to be 
successful during 
the change.

10. I have the skills and 
knowledge to be 
successful after the 
change.

11. Training has been 
adequate to 
prepare me.

12. I have the ability to 
perform the new 
duties required by 
the change.

13. I can get support 
when I have 
problems and 
questions.

14. I have practice at 
performing in the 
new environment.

15. The organization is 
committed to 
keeping the change 
in place.

16. I know the 
consequences of 
not performing my 
new activities.

17. I am rewarded for 
performing in the 
new way.

3.7 3.5 3.3 3.8 3.7 3.2 3.6 3.6 3.6 3.4 3.0 3.4 3.2 2.9 3.4 3.4 3.0
0.0

1.0
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5.0
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ADKAR Results (March)

AWARENESS DESIRE KNOWLEDGE ABILITY REINFORCEMENT
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Lean Adoption Strategy: Processes and Tools

Process

Requirements

Architecture

Testing

Project Management

Tools

Process 
Automation

Process 
Enforcement

Core Strategic Concepts:

 Process first

 Automation of process

 Process enforcement
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Level 1 

• Consistent 
methodology 

• Standard templates 
and artifacts

• Best in class 
examples

• Adopt core tools

Adoption Approach: Team and Project Focused

 Levels of Lean Adoption are defined in a maturity rubric
 Initial maturity focuses on Requirements, Architecture and Testing
Each subsequent level includes more maturity of previously-introduced disciplines as well 

as new disciplines

 Every project is assigned a target level based on start date
Expectations for the project will not change through the life of the project

Level 2 Level 3 Level 4

• Expand use of 
consistent 
methodology 

• Enforce standards 
and semantics

• Expand tool use

• Fully adopt 
methodology for 
all delivery types

• Fully integrate 
end-end IT 
processes & tools

• Expand use of 
methodology and 
tools to support 
end-end business 
capability delivery
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How does WellPoint provide support for adoption?

 Communities of Practice and Competency Centers
 Training Program
 Certification Program (assistance from Lean-certified peers)
 Job Aids
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Communities of Practice and Competency Centers

 Offer a community for each Lean 
Systems Delivery Life Cycle (SDLC) 
discipline 

 Provide support from competency centers 
for each new technology implementation

 Provide peer-to-peer advice (including 
practical implementation advice)
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Training Program

Key Considerations:

 Communication

 Method of delivery (instructor-led and 
computer-based training)

 Funding

 Training roles or paths

 Timing (waves)

 Reporting and monitoring

 Accommodating contractor and vendor 
staff

Applied

Tools

Process

Baseline

• Practitioner Community
• “On the job” training

• Classroom training
• Virtual training
• Web-based training

• Information Sessions
• Interactive Modules
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Lean IT Certification

 Lean Practitioner
Complete 50 percent of assigned training
Spend 3-5 months working on a Lean adoption Level 1 or higher 

project and/or demonstrate comparable experience within a 
Community of Practice  

 Lean Master Practitioner
Complete 100 percent of assigned training
Spend 5-10 months working on a Lean adoption Level 1 or higher 

project and/or demonstrate comparable experience within a 
Community of Practice 

Pass a skills exam 

 Lean Champion
Open to individuals selected by their leadership and peers
Meet Lean Master Practitioner Criteria
Pass a skills exam 
Make commitment to assisting others

Three levels of certification, which focus on individuals developing the skills they 
need to be successful:



The Premier Event for Software and Systems Innovation 

24
© 2011 IBM Corporation

Job Aids

Implementation guides and aids 
give people fingertip access to 
critical information:

 Quick reference materials

 Overview guides

 Decision making guides

 Visual modeling aids

 Use Case aids

 Rational tool aids
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www.ibm/software/rational
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