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Basic necessities to ensure the long-term 
viability of an organization

• Customer experience  

• Operating costs 

• People 
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CIGNA Service Operations
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Service functions organized 
around our external 
customers and doctors and 
other healthcare 
professionals
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Service Operations Continuous Quality Improvement: 
Comprehensive Commitment to Quality

�End-to-end 
process analysis

�Performance 
and capability 
assessments

�DMAIC projects 
to attack 
process 
variation and 
defects

�Lean efforts 
focused on 
waste and cycle 
time

�Back office 
systems 
enhancements

�Online tools 

� Improvements 
to the graphical 
user interface 
design

�Updated 
and 
streamlined 
to reduce 
the number 
of hand-offs 
and 
approval 
steps

�Performance-based 
leadership via 
Performance 
Catalyst®

�Behavior tracking 
and feedback

�Pay-for-
performance 
incentives

C o n tin u o u s  
Q u a lity  

Im p ro v e m e n t

L e an  S ix  S ig m aL e an  S ix  S ig m a

T e ch n o lo g yT e ch n o lo g y

P o lic ie s  &  
P ro ce d u re s
P o lic ie s  &  

P ro ce d u re s

P e rfo rm a n ce  
M a n a g e m e nt
P e rfo rm a n ce  
M a n a g e m e nt

P erfo rm ance  
Im provem ent
P erfo rm ance  
Im provem ent


