
A major insurance company that employees over 70,000 persons and provides 
healthcare coverage to approximately 180 million people in more than 30 countries 
across the world. Every year they receive thousands of prior authorization requests 
related to tests for cancer patients. Currently, providers must submit these requests 
through a designated electronic system and these requests may take up to seven 
business days for processing. During this waiting period, Cancer patients 
experience stress upon learning that they may have cancer. Additional stress can be 
added when they are forced to wait for approval from the insurance company to 
have additional testing performed. The goal of this proposal is to decrease the wait 
time for cancer patients by providing an approval or denial by reconfiguring the 
system to move these requests to the top of the processing list.

Questionnaires are a valuable survey instrument that allow big amounts of persons to be 
evaluated with ease. Despite a common awareness that surveys are easy to conduct, to 
produce meaningful outcomes, a survey requires general preparation, time, and energy. 
Through the distribution of surveys, we can evaluate patient and provider satisfaction 
related to processing times of prior authorization requests related to cancer patients. 
Additional data that will be collected includes internal documents that will explain 
current workflow processes and company policies showing how to request system or 
database changes. This information will aid in determining the correct method that must 
be used to process system changes.

Currently all prior authorization requests are processed through Evicore, which is a 
subsidiary of Cigna. Upon receipt of the requests, Evicore has seven days to process non-
emergent requests and to provide a determination to the requestor. If the proposal is 
accepted and changes are implemented, a formal request must be submitted to the 
information technology department. Once submitted the request is evaluated by a 
supervisor, director, and executive who will determine if the changes are beneficial to the 
company and the consumer. These changes will also have an effect on the employees 
that are currently performing the job function, so training material must be created to 
reflect the requested changes and how this will impact the employees
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