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TriZetto Reduces Resolution
Times by 76 Percent and Prevents
18 Outages with CA Technologies

CLIENT PROFILE
Industry: Healthcare Information Technology Solutions
Company: TriZetto: a Cognizant Company
Employees: 3,700 (TriZetto)

BUSINESS
Founded in 1997,
TriZetto helps healthcare
organizations improve
the cost-effectiveness and
quality of their services. Its
100-plus IT professionals
deliver solutions to 350
healthcare payers and
245,000 care providers
across the US.
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Business
Improving the cost-effectiveness
and quality of healthcare

ca.com

TriZetto’s technology and service solutions help healthcare payers and providers
reduce the cost and raise the quality of their services. The company’s 100-plus IT
professionals deliver solutions that improve the efficiency and effectiveness of the
business of healthcare.
TriZetto’s product suite is a dominant player in healthcare payer sales, with a
significant presence in both the Blue Cross and Blue Shield markets, as well as
with other large individual health plans. TriZetto supplies more than 350 healthcare
payers – whose health plans protect 180 million insured Americans – with software
to support core administrative tasks. The company is also a leading provider to the
Managed Medicare and Medicaid markets.
Headquartered in Englewood, Colorado, TriZetto also serves 245,000 care providers,
ranging from small physician offices to larger academic medical centers. Its
provider solutions integrate with 500 practice management/electronic medical
systems to drive revenue, proactively resolve issues and enable collaboration with
healthcare payers.

Challenge
Costly monitoring tools too
complex to manage

“Our IT monitoring
solution was
too complex
to manage.”
René López
Vice President of Platforms
and Architecture, TriZetto

With the healthcare sector growing in complexity, IT investments are increasingly
focused on meeting new operational requirements rather than delivering affordable
high-quality care. As René López, Vice President of Platforms and Architecture at
TriZetto explains, “To minimize operational cost and improve the quality of care,
our clients want to invest in solutions that reduce complexity and drive efficiencies.”
With TriZetto’s solutions critical to simplifying its clients’ IT operations, the company
needs to ensure the availability and performance of its solutions. “Our existing IT
monitoring platform was too complex to manage,” recalls López. “Whenever an
incident occurred, our operations team would have to jump from screen to screen
trying to locate the root of the problem, often chasing false alarms.”
A typical triage would last between two and four hours as the team examined vast
amounts of data from the multitude of tools that made up the monitoring platform.
TriZetto needed a new solution that would help reduce complexity, drive operational
efficiencies, and provide the transparency that its clients needed.
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Solution
A multi-platform monitoring
solution within 60 days

ca.com

Already a satisfied CA Technologies customer, TriZetto decided to investigate
the value offered by CA Technologies latest monitoring and service management
products.
After a proof of concept delivered tangible results in less than two days, TriZetto
decided to adopt CA Unified Infrastructure Management and CA Cloud Service
Management. The two CA Technologies solutions were implemented in 2013 in
less than 60 days by a team of three from TriZetto, with 45 days of support from
CA Services.
“The CA Technologies solutions are particularly suited for multi-tenancy
environments, where data segregation for healthcare organizations is critical,”
explains López.
The initial CA Unified Infrastructure Management implementation focused on
hardware monitoring based on out-of-the-box probes. “With more than 140
out-of-the-box probes, CA Unified Infrastructure Management provides us with
the comprehensive coverage we need for our customers’ unique environments
– not only today but also into the future.”

“The CA Technologies
solutions are
particularly suited
for multi-tenancy
environments.”
René López
Vice President of Platforms
and Architecture, TriZetto

The extensibility afforded by the solution’s powerful Application Programming
Interfaces (API) has made it easy for TriZetto to build 40 custom probes. Today
CA Unified Infrastructure Management monitors more than 10,000 applications
and endpoints across TriZetto’s own and customers’ data centers. These include
14,000 servers – of which 7,000 are managed by the CA Technologies solutions
– and a variety of databases including Oracle and SQL Server, as well as Microsoft
Exchange mailboxes and network devices.
Executive dashboards shared with clients provide ongoing insight into the health of
their applications and underlying infrastructure. As López explains, “The dashboards
provide the transparency that our clients need, building trust.”
CA Cloud Service Management was initially deployed internally for incident, problem
and knowledge management, and later rolled out across 50 hosted client sites. It has
since been extended to incorporate configuration and change management processes
and an additional 20 hosted customers.
“CA Cloud Service Management enables us to achieve a single pane of glass for
viewing service operations,” adds López. The solution’s modern web interface and
ITIL-based workflow help to improve user productivity.
Tight integration between the two solutions ensures a service desk ticket is
created automatically if an issue arises, meaning the appropriate engineers
can be automatically notified for rapid resolution.
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Benefit
Cutting cost and complexity to
deliver better client outcomes

Solutions from CA Technologies enable TriZetto to safeguard the performance and
availability of the solutions that its healthcare clients rely on. As López confirms,
“With CA Unified Infrastructure Management, we were able to resolve 18 outages
before they impacted the user experience.”
CA Cloud Service Management has helped TriZetto accelerate problem resolution
by ensuring tickets are prioritized correctly, with around 70 percent of tickets now
identified as low priority. It has also enabled the company to standardize templates
and processes to improve efficiency.

“With CA Unified
Infrastructure
Management, we
were able to resolve
18 outages before
they impacted the
user experience.”
René López
Vice President of Platforms
and Architecture, TriZetto

End-to-end visibility of system performance through a single dashboard means
López’s team can rapidly identify the root cause of an incident. “We can drill down to
find the exact issue, which has reduced the time spent on triage calls by 43 percent,”
adds López.
Together CA Unified Infrastructure Management and CA Cloud Service Management
have helped TriZetto:
• Cut time spent managing IT monitoring tools by 60 percent
• Reduce issue resolution times by 76 percent
• Cut the cost of its IT monitoring and service management solutions
• Accelerate the on-boarding of new clients.
López concludes, “The CA Technologies solutions have helped us reduce complexity,
drive new operational efficiencies, and provide the transparency our clients need.”

Connect with CA Technologies at ca.com

CA Technologies helps customers succeed in a future where every business
– from apparel to energy – is being rewritten by software. With CA software
at the center of their IT strategy, organizations can leverage the technology
that changes the way we live – from the data center to the mobile device. Our
software and solutions help our customers thrive in the new application economy
by delivering the means to deploy monitor and secure their applications and
infrastructure. To learn more about our customer success programs, visit ca.com/
customer-success. For more information about CA Technologies go to ca.com.
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