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Client Context

 A business unit of a health payer serves U.S. government 

employees and their dependents through participation in the 

national contract with the U.S. Office of Personnel 

Management.

 The client was seeking to develop an analytics strategy to 

initially meet clinical needs but also to lay a foundation for 

expansion.

Business Challenges

 The client’s medical management unit had an increasing need 

to understand links between member health and wellness and 

the impact of its recommendations on outcomes. 

 The client needed to define an analytics strategy that could be 

used by other business functions and that could also fit within 

the technology direction of the larger enterprise.

Approach/Differentiation

 Established the underlying business context and requirements.

 Determined analytic goals and formulated the required target 

state, including required governance and infrastructure. 

 Confirmed current state and documented gaps versus the 

client’s analytics goals.

 Identified activities to bridge the gaps; developed time-phasing 

and sequencing for the implementation roadmap.

Benefits Achieved

 Client received an Analytics strategy that is explicitly linked to 

business concerns and the needs of Medical Management. 

 A fully attributed (information governance, organization and 

roles, information life cycle, enabling infrastructure) Analytics 

program target state design.

 A set of actionable (prioritized, dependent, leveled, and time-

phased) recommendations to develop the target state.

Gartner Consulting Case Study: Payer Data Analytics Strategy Development

 Vision – Describes what data 

analytics looks like, why is needed, 

and how it supports the business

 Strategy – Articulates how the data 

analytics vision will be realized

 Metrics – Captures how progress and 

business contributions of data 

analytics are measured

 Information Governance –

Establishes the decision rights 

framework and assigns roles and 

responsibilities

 Organization & Roles – Forms the 

groups and organizational structures 

to support data analytics 

 Information Life Cycle – Sets up the 

processes to support data analytics 

 Enabling Infrastructure – Provides 

the technology capabilities to meet the 

data analytics needs
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Client Context 

 An integrated delivery system was under new leadership and 

needed to move quickly to identify opportunities to reduce 

improve business operations and reduce IT risks.

Business Challenges

 Some weaknesses in business operations were known, but the 

organization lacked a complete understanding of the underlying 

causes or concrete plans for moving forward.

 The organization had separate divisions for care delivery and 

health plan operations that operated somewhat autonomously, 

but was looking to develop a unified plan to drive future 

investment priorities. 

Approach/Differentiation

 Gartner was retained to perform an IT Risk Assessment. 

 The effort entailed reviewing the quality and effectiveness of all 

core business processes for care delivery, health plan 

operations and administration and support.  

 Gartner identified areas where current business practices or 

infrastructure hindered business operations, degraded 

efficiency and impeded service quality.  Gartner then worked 

with the organization to flesh out the details of the strategic 

program.

Benefits Achieved

 The Gartner effort enabled the organization to developed a 

unified view of existing vulnerabilities and clarify the specific 

improvements to be pursued in conjunction with the strategic 

roadmap.

 Gartner’s workshop approach enabled key stakeholders from 

various parts of the business to work together to establish the 

roadmap and clarify the plans for each initiative.

 Gartner’s capability model for IT Investment Management 

helped the organization understand the core weaknesses in 

the current process.  Gartner’s model process and templates 

for capturing information on strategic initiatives was 

subsequently adopted for all strategic initiatives (IT and non-IT) 

increasing accountability and improving investment selection.

Gartner Consulting Case Study: Integrated Delivery System Develops Strategic Roadmap

Investment Management Improvements
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Gartner Consulting Case Study: Creating an IT Organization Design to Support Post-EHR 

Go-Live

Client Context

 A leading health system consisting of five hospitals; 

outpatient centers, primary and specialty care; at-home, 

skilled nursing and rehabilitation services and behavioral 

services throughout the Northeast completed their 

Electronic Health Record (EHR) implementation. 

 The client had an opportunity to create a more effective and 

efficient IT organization aligned with business strategy and 

by transforming IT services across the enterprise. 

Business Challenges

Determine most efficient & effective IT organization structure to:

 Improve IT employee satisfaction scores

 Strengthen IT support of ongoing merger and acquisition 

activity and enterprise growth

 Complete EHR implementation at acquired hospitals 

 Ensure patient/customer focus & accelerate digitalization

 Support the emerging Accountable Care Organization

 Comply with mandates (e.g., Meaningful Use, HIPAA, ICD-10)

Approach/Differentiation

 Conducted focus group sessions and executive interviews to 

assess current state and identify gaps between the existing IT 

organization and desired IT organization and services 

 Developed IT organization transformation roadmap to improve 

alignment with strategic imperatives. Included target operating 

model that aligns with business drivers; new organizational 

design, roles and reporting structure; new role descriptions and 

assessment of staff fit; and career growth opportunities

 Conducted quantitative analysis to determine cost of each 

prioritized initiative including suggested staff levels

Benefits Achieved

 IT Organization Roadmap with opportunities to build 

consensus and demonstrate IT’s commitment to success 

 A solid organizational structure primed to deliver efficient and 

effective IT services and to support growth and innovation


