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Challenge

Human Ingenuity in Action

EXL Health’s client, a leading healthcare provider, struggled with

Looking and going deeper, EXL Health leveraged an effective clinical

extracting the relevant information from medical referral requests.

data loading infrastructure from its care management application, and

These requests were in the form of unstructured free-form text,

customized it to meet the needs of the provider.

requiring lengthy, manual-intensive reviews to identify any required
data.

In a matter of weeks, EXL Health developed a framework. The system
received the documents as PDF images, scanned them using optical

With as many as 10,000 documents needing extraction per day, the

character recognition (OCR) to extract the text from the documents,

client realized it needed a back-end application to improve processing

and processed this text using natural language processing (NLP). The

requests. The company partnered with EXL Health to fully automate

results could then be loaded into the downstream care systems in a

the information extraction process.

fully automated process.
EXL Health designed this process with continuous improvement in

DIGITAL TRANSFORMATION

mind. Real-time monitoring identifies requests that process longer than
normal, low-quality extracted data, or failed requests. In any of these
cases, the system notified operators to stop the request, and remediate
whatever underlying issue was causing these problems.

INTELLIGENT
AUTOMATION, AI, ML & NLP

DOMAIN AND PROCESS
EXPERTISE

The quality team performed a manual, retrospective review on a
random sample of 3% the daily results to detect any issues. EXL Health
communicated issues to the NLP team that incorporated these findings
to strengthen the NLP model.

Outcomes
The resulting back-end web application notified reviewers of incoming documents, provided feedback, and successfully routed requests.
Additionally, real-time monitoring prevented bad data from passing on to the client and accounted for the thousands of daily requests.
Within a month, EXL successfully instituted an advanced NLP solution for the client enabling them to automate a time-intensive process.
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Contact us to learn how EXL Health helped other clients transform the way healthcare is delivered, managed and paid.
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EXL (NASDAQ: EXLS) is a leading operations management and analytics company that helps our clients build and grow sustainable
businesses. By orchestrating our domain expertise, data, analytics and digital technology, we look deeper to design and manage
agile, customer-centric operating models to improve global operations, drive profitability, enhance customer satisfaction,
increase data-driven insights, and manage risk and compliance. Headquartered in New York, EXL has more than 32,600
professionals in locations throughout the United States, the UK, Europe, India, the Philippines, Colombia, Australia and
South Africa. EXL serves multiple industries including insurance, healthcare, banking and financial services, utilities, travel,
transportation and logistics, media and retail, among others.
For more information, visit www.exlservice.com
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