
How a claims leader’s switch 
to Broadspire paid off  with 
26% savings 

Industry
Healthcare 

Location
United States

Challenge
Improve overall performance 
of risk management program 
while ensuring the smooth 
transition of takeover claims 
from the previous TPA.

Solution
Our team of experts 
employed a hands-on 
approach to support a 
seamless transition and 
identify opportunities for 
improvement within the 
company’s program.

Results
Within months, Broadspire’s 
eff orts resulted in improved 
metrics across the board and 
a better claims experience for 
employees. 

Overview

Case Study 

Moving from a troubled 12-year TPA partnership 
“When we made the decision to move to Broadspire, my reputation was at 
stake. I was the new guy coming into the company and I wanted to make 
big changes.” This was the situation for a risk manager who had just joined 
a healthcare logistics company. He approached Broadspire with the goal of 
improving their risk management program. 

Prior to his hiring, the company had spent 12 years with their previous TPA. 

“The relationship we had with our former TPA was longstanding, but 
troubled,” he said.  “Adjuster performance was poor. They weren’t motivated 
and the turnover was extremely high. The case management program was 
just ‘OK’. A variety of factors negatively impacted our TCOR and we needed 
to fi x them all.”

Although pricing was low,  the overall program results weren’t there. And 
while various teams in the organization knew something had to be done, 
there was a huge concern over the stress and logistical challenges of 
transitioning many years of old claims and data to a new TPA.  

Supporting a seamless transition with our team of experts
The risk manager recounted the early stages of the discovery process. 
“From the fi rst meeting with Broadspire, I got a good feeling. We discussed 
where our previous TPA was falling short, and how they could help us get 
where we needed to be. I knew I had to champion this change,” he said. 

Broadspire’s dedicated team of experts stepped in to improve process 
and build a more effi  cient and robust program for the company. Following 
insightful conversations with the company’s leaders, we developed a deep 
understanding of what they truly needed and presented solutions best fi t 
for their goals. From the very beginning, we employed our client-centric 
approach and hands-on account management to ensure a seamless, 



well-supported transition. “Broadspire’s team and processes removed 
the concern over a stressful transition right out of the gate. We were 
impressed with how seamless the transition was for takeover claims. And 
for new claims, the adjusters were ready from day one. What we heard 
would happen in the RFP actually happened.”

He was also impressed with Doris, his account executive. “One highlight 
with the previous TPA was the account executive. She provided the kind 
of support I thought would be hard to replicate. Again, I was pleasantly 
surprised. As we moved to Broadspire, our AE, Doris, was able to provide 
the one-on-one support we’d grown accustomed to. Her partnership has 
carried on to this day. She is our advocate across the entire partnership 
and feels like an extension of our team. She offers strategic suggestions 
on how we can improve and makes sure Broadspire delivers. She’s also 
tough when she needs to be and truly has our best interest and goals at 
heart.”

Improving claims outcomes and building a true 
partnership
The company immediately saw significant improvements in their risk 
management program. Takeover claims were closed faster and more 
cost-effectively than with the previous TPA. Employees noted a faster 
adjuster response, resulting in a better overall experience. They have also 
seen direct savings through improvements in their indemnity claim count, 
average incurred, and claim closures. “Our needs and goals are clearly 
understood by Broadspire. Every day, we constantly work together to find 
the right solutions to help us get there. And, when we do find the right 
solution, they deliver on their promises.”

Along the way, senior leadership was also well-engaged and always had a 
full view of where the company’s risk management program stood.

“With a program of our size, the decision to move TPAs carried some risk 
considering all the years we’ve spent with our previous TPA. But, it was a 
risk that, to this day, continues to pay off.”

BSI-CS-CLAIMSLEADER-0421

Learn more at choosebroadspire.com

As a Crawford Company, Broadspire is based in Atlanta, GA. Services are offered by 
Crawford & Company under the Broadspire brand in countries outside the U.S. 

By the Numbers

26% decrease in total 
incurred for takeover claims at 
the end of 2019*

62% of takeover claims 
were closed within 9 months

91.5% network 
penetration rate** 

97.8% pharmacy program 
penetration rate

*based on total incurred at 21 
 months maturity

**from 65%


