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Background
NASCO provides healthcare claims processing services for BlueCross and BlueShield (BCBS). NASCO maintains a database and tools to process claims, known as the NPS (NASCO Processing System).
Business Opportunity
Federal mandate requires the US healthcare industry to upgrade its illness/injury coding system from ICD-9 to ICD-10 by 2013, requiring significant reprogramming of the NPS.
NASCO identified the need to hire and train new Benefit Coder workforce to handle this recoding effort, and to provide similar coding services to NASCO’s BCBS customers. This spawned NASCOs internal training initiative, the Benefit Coding Academy (BCA) in 2009.
The BCA
Previously, NASCO tried unsuccessfully to outsource the training of Benefit Coders. Existing internal courses took a year or more to produce fully-proficient Benefit Coders. This was too long.
Seizing the opportunity to ‘do it right’, Doug Osborn (Director of Human Performance Services) chose to do a full job analysis and design the training to be performance based and measured by business outcome, instead of being traditional knowledge-based training. 
Key Features
· Multi-level evaluations (1 – 5)
· Competency = value
· Blended classroom, eLearning, hands-on
· Skills and proficiency, not knowledge
· Confidence Survey – students were asked “How do you feel?” Passing grades do not indicate confidence. Appropriate additional instruction and practice given if confidence was low.
· Reflection blogs – Students encouraged to blog thoughts about course. Blogs were mined, identifying risks and points of improvement.
· Action Management Reinforcement (AMR) – Managers had a documented plan with touch-points that kept managers engaged in training and evaluation.
· Individually-tailored remediation planning
· Real-live coaches, practice work, evaluation criteria, feedback
· Peer-supported networking
Successes
· 3 in-house waves since 2010 – 17, 10 and the latest (ongoing) 30 students
· Additional 4 waves trained on-site at Plan customers
· First course was 7 months. Current course streamlined to 4 months
· Videoing classes for future streamlining
· From a total of over 70 students, only 1 did not complete. The rest are fully employed.
· Graduates coaching new students
· Plans for parallel training for other strategic business units – e.g. in-house developers, business analysis, software project management
