
Healthcare as an industry continues to have one of the highest potential for adopting newer technologies like Artificial Intelligence (AI) and 
extracting maximum benefit to drive down operational efficiencies, enhance quality of care and reduce cost of care. At the most elementary 
level, with AI-based virtual assistants and automation excellence, work burden can eventually reduce.

Cognitive technology can facilitate enhanced clinical decision-making for increased patient safety. AI also allows for a wider application 
spectrum for Health Plans, Patients, Physicians, and Pharmacy Benefit Managers (PBMs). It could be the panacea to reduce the overall healthcare 
cost and increase operational efficiencies while reducing medical errors, fraud, waste or abuse.

AI Journey: Transformation of Operations towards Software + People Model

Figure 1: Key Organization Levers in the AI Journey

AI transformation also needs a step-
wise approach from Operational to 
Predictive and Cognitive processes, to 
generate knowledge-driven insights as 
the organization attains a certain level of 
maturity in terms of its understanding of AI 
processes and benefits, and is also able to 
handle the human aspects of organizational 
change (as shown in Figure 2).
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Figure 2: AI Solution Maturity

AI-DRIVEN AUTOMATION IN HEALTHCARE

In our work with many of our clients, we 
have observed that the AI journey for 
healthcare companies should not be a 
“big bang” approach but a gradual one. 
Health Plans should access and prioritize 
business function(s) and use case(s) that 
could be the best candidates to begin the 
AI transformation. Payers should ideally 

look for “low hanging use cases” that 
are mostly internal (for instance, in the 
enrollment intake process, claim pends, 
enrollment reconciliation, provider tickets 
and member tickets) to implement AI.

Once benefits are realized, payers can 
integrate AI in other critical functions 

and create a roadmap for AI technology 
infrastructure organization-wide. A 
successful AI journey begins with an 
understanding of AI and the specific 
opportunities it brings, and requires health 
plans to meticulously act on multiple levers 
(as shown in Figure 1), to achieve desired 
results.
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We are already seeing quantifiable benefits 
across a number of AI use cases that we are 
working on with clients. Some of the key 
benefits of automation and AI are:

Automation and AI are slowly being 
seen as must-haves across domains and 
client organizations. The world and a lot 
of our clients have begun to understand 
the benefits of AI and are moving from 
a mobile-led transformation in the last 
decade to an AI-led transformation in the 
coming decade.

• A competitive edge

• Lowered overall cost of operation 

• Increased advisory excellence

• Increased productivity

• Enhanced operations efficiency 

• Improved customer experience 

• Increased process quality and consistency

Scope of AI Opportunities in 
Payer Value Chain

We see that many of the Health Plans 
are compelled to embrace AI to address 
pressing industry imperatives. However, 
organizations have to look at the business 
value, technology maturity and automation 
potential of AI across the value chain to 
select the right business function (and use 
case) as a candidate for AI implementation 
(as shown in Figure 3).
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Figure 3: AI Applicability across the Health Plan Value Chain

The platform helps capture, formalize, 
process and represent knowledge in a 
powerful ontology-based structure that 
allows knowledge reuse as underlying 
systems change.

The Infosys Knowledge–based AI Platform (depicted in Figure 4) brings together machine learning and organizational deep knowledge to 
drive automation and innovation. It collates people’s knowledge and experience across systems and functions to enable businesses to use this 
information without human intervention. 

Infosys Knowledge Platform

Figure 4: Infosys Knowledge-Based Enterprise AI Framework

The AI Knowledge Platform Delivers:

• Intelligent business process monitoring 

• Smart automation

• Prediction and prescription

• Knowledge curation and inferences
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