
Sutherland has the experience and 
expertise to quickly transition new and 
existing operations to our wide set of 
global delivery sites and into the cloud.

CASE STUDY

ABOUT THE CLIENT

A regional health plan serving Medicare, Medicaid, and commercial members in New York.

CLIENT CHALLENGE

Since 2014, Sutherland and the client have had a strong partnership. Employees in the US, India, and Philippines provide a wide-
range of services to the client including claims administration, customer engagement, and provider data management. In 2016, 
regulators caught our client by surprise with a new requirement for a quick and sudden shift of their existing non-US claims 
operations to a US-based location. Our client knew this quick transition had to happen without any impact to their large claims 
volumes and already high quality scores. To make this happen, our client needed a partner with a wide set of global sites to choose 
from and the expertise to quickly and efficiently transition existing operations, without any impact to their members or providers.



For more information on how
we can help you transform
your processes, visit us at
www.sutherlandglobal.com,
email us at
sales@sutherlandglobal.com, or
call 1-800-388-4557 ext. 6123.
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As a process transformation company, Sutherland rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale and
accuracy of data analytics. We have been helping customers across industries from financial services to healthcare, achieve greater agility through transformed and automated
customer experiences for over 30 years. Headquartered in Rochester, N.Y., Sutherland employs thousands of professionals spanning 19 countries around the world.

THE SUTHERLAND TRANSFORMATION

Our client trusted Sutherland to handle this operational transformation. To begin, Sutherland consulted the client on their various 
geographical options, leading to the client choosing Sutherland’s Houston, Texas site as their location for claims administration 
services. We then created a transition plan that was to be implemented in four waves over a handful of months. The transition began 
by working with managers and subject matter experts (SMEs) from the existing site to create a mentoring and training program for 
new Houston employees as services began to transition to them. Real-time feedback was provided to the Houston employees to give 
them real hands-on experience. Our client was able to focus on their core operations while Sutherland managed the transitions on 
their behalf.

PARTNERSHIP RESULTS

Sutherland fully transitioned claims operations to the new site and did it on schedule. The claims production never dipped, staying 
at or above their pre-Houston levels. Given the current economic, political, and regulatory environment in healthcare, we continue to 
consult with the client’s leadership team about their global operations strategy so they can stay one step ahead of the competition 
and ever-changing regulations.

Today, Sutherland and the client have:

+600 5
employees 
providing high 
quality services

global
delivery sites

Claims Administration
Consulting
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