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Goals for this Session

Welcome

1. Understand types and use cases for 
technology in benefits

2. How security and privacy comes into play

3. How BRI is leveraging technology to 
augment the user experience



Understanding Technology 
and Use Cases in Benefits



What is Artificial Intelligence (AI) 
(and other key technology advancements)?

Artificial 
Intelligence 

(AI)

Predictive 
Analytics

Robotics / 
Automation

Data 
Exchange 
Evolution

Service 
Enablement



Artificial 
Intelligence

Artificial intelligence (AI), the ability of a 

digital computer or computer-controlled 

robot to perform tasks commonly 

associated with intelligent beings.

What could AI look like?

82% report AI will rewrite industries and how 
work is done 

– CIO Forum Poll, Rackspace Technology

• Customer service 
automation and 
call center 
analytics

• Automate claims
• Improve chatbot 

conversations
• Agent knowledge 

management

Insurance

• Explain diagnoses 
and treatment 
plans

• Interpret patient 
records/doctor 
notes

• Medical Research
• Improved medical 

imaging

Healthcare

• Improve fraud 
detection

• Personalize 
responses to 
messages

• Personalize offers
• Automate credit 

risk assessment

Financial 
Services

Source: Rackspace Technology Ohio CIO Forum, May 17, 2023



Predictive 
Analytics

What does Predictive Analytics look like?

Predictive analytics refers to the use of 

statistics and modeling techniques to make 

predictions about future outcomes and 

performance.

Predictive 
Analytics

Health care systems use to 
detect and manage care of 
chronically ill

HR teams use to link metrics 
to identify potential job 
candidates, reduce 
turnover, and increase 
engagement

Marketing and sales 
teams use to proactively 
engage and target 
customer segments



Robotics / 
Automation

Align Business Goals with Specific 
Automation Capabilities

Robotics / automation is the use of software 

to automate basic, repetitive tasks across 

applications to increase efficiency, 

processing speed and minimize human error.
Source: Gartner- Beyond RPA, Sept. 2022



Data Exchange 
Evolution 1. Data set characteristics 

1. Data complexity
2. Frequency of data update
3. Data set size

2. Data environment characteristics
1. Data flows and breadth of solution
2. Frequency of data usage
3. Data versions
4. Data security
5. Data transformation complexity
6. Connection persistence

Migration from fixed batch file exchange to 

a more dynamic real-time exchange of the 

specific data elements of interest through 

real-time API exchange. 

Considerations in Selecting a Data 
Exchange Approach

Source: Based on Harvard University –Enterprise Architecture; Data Exchange Mechanisms



Service 
Enablement

Ability to connect various components, intelligence, 

and relevant details to provide real-time resolution 

and optimized service experiences.

Custome
r

Self-service

Proactive 
Engagement

Dynamic 
Multi-channel 

Interactions

Intelligence-
informed 
Support

Meeting the customer where they are



Security Considerations with  
Advancing Technology



Data Protection

Types of Data

PII

(Personally Identifiable Information)

PHI

(Personal Health Information)

Information that directly 
identifies a person
• Personal Identification Numbers: SSN, 

Driver’s License, account numbers
• Address Information
• Phone Numbers

Any records concerning 
an individual’s health
Examples
• Patient name
• Billing and/or transaction 

information
• Communications from 

healthcare providers
• Diagnosis, scans, procedures, 

test results, prescriptions, 
etc.

• Appointments & phone 
records

Information that indirectly 
identifies a person when used 
in conjunction
• Gender, race, birth
• Geographic indications
• Place of employment

?



Why is Data 
Protection 
Important? 

THE PROBLEMS

Source: (1) IBM Cost of Data Breach Report, (2) Protenus “2022 Breach Barometer, (3) Federal Trade Commission 2/23/23

$9.44M
Average cost of data breach 

in United States in 2022. 
Healthcare average 

$10.1M1

DATA BREACH

59M+
Patient records 

breached in 20222

IDENTITY THEFT

$8.8B
Reported consumer loss 

due to fraud in United 
States in 20223

FINANCIAL FRAUD

65%
Of medical ID theft victims 

reported average cost of 
$13,4531

MEDICAL FRAUD



Safeguards to 
Consider

Questions to Understand

• Who is receiving data and what is it being 
used for? 

• Are you unintentionally disclosing personal 
data? 

• How is data transmitted? 

• Is data encrypted? 

• What is an organizations response plan for 
a data breach? 

• What are your employee policies regarding 
the use of data and technologies? 



What Technology 
Investments are BRI making?



Data Exchange with Clients

#1: More streamlined file 
upload (LIVE)
• The BRI Import Wizard streamlines file 

imports loaded to BRIWEB to deliver 
better customer interactions. 

• Auto-file recognition for files already 
meeting BRI standards, with simplified 
file mapping to allow for file variations 
to be easily accepted.

• Instant feedback regarding formatting 
errors

#2: More dynamic feedback 
regarding file processing 
errors (IN DEVELOPMENT)

•Systematic approach to provide file 
processing errors and updates.

•Processing errors occur when data 
meets formatting requirements but is 
missing or inconsistent with the 
requirements for your plan or program.   

#3: Leveraging robotic process 
automation and API 
integrations 
(INCREMENTAL RELEASE & 
DEVELOPMENT)

• Streamlining the movement and systematic 
processing of data across systems

• Faster funding to availability
• Expand real-time visibility through BRIWEB



BRI Insights Reports
Use BRI Insights Reports to…

 Confirm company basics and partner affiliation

 Compare performance to benchmarks and peer group

 Identify and discuss optimization behaviors and education 

opportunities

BRI Insights Foundation Report
For small and new clients. 

Provides optimization behavior information

BRI Insights Report 
For clients with established participation, 

which meet minimum case metric levels 

BRI Partner Insights Reports
provide partner-level performance 

metrics for location and global

All reports include Global Plan 
& Utilization Trends



Expanded Service 
Flexibility

Anticipated release 
Q3 2023

• SMS/Text 
interactions

• Participants able to 
switch from non-
voice or self-service 
mode to assisted or 
voice mode during 
the interaction 
during business 
hours options

Claims 
Management and 

Intelligence
• Pilot recurring claims 

and claims 
automation options

• FUTURE: Enhanced 
algorithms and 
machine learning in 
claims and 
substantiation 
process

Leveraging Technology in Service Delivery

Centralized contact platform
• Integration of phone system and 

CRM
• Improved identification of 

participants
• Enhanced queue and call routing
• Callback option
• Email to case management
• Integration with online chat 

experience
• FUTURE: Leverage AI and predictive 

intelligence embedded in service 
recommendations 

Next Best Action

Anticipated Q3/Q4 
2023 – Staggered 

release

• Leverage participant-
level triggers and 
intelligence to 
recommend the “next 
best action” a 
participant can take to 
maximize the benefits 
and satisfaction with 
their accounts. 

Introducing 
ChatBots

Anticipated release 
Q3 2023

• Chatbot function 
within BRIWeb for 
quick Q&A 24x7

Upcoming and Forward-Looking EnhancementsRecent Enhancements



Payment innovation
with security built-in

Digital Wallets Direct Pay Future Investments

Virtual card issuance – Ability to 
instantly receive cards while 
preventing cards from getting in 
the wrong hands. 

Seamlessly access and pay for 

eligible items through FSA Store 

and HSA Store without ever 

entering card information.

Built with Security in Mind
• Leverage API  data exchange to 

limit scope of data in transit
• Ensure PCI-compliance with 

handling and transmission of 
card details

All Beniversal and eTRAC
cards can be added to: 

Card numbers are tokenized 
for added security and 
reduced fraud risk.

Bringing together 
convenience and 
security.  

Anticipated release – Summer 2023



ID Theft Protection

Securing your Identity and Your Health
in partnership with Mastercard

Protect& Detect
Defend your personal 

information,  secure 
your digital privacy and 

identify risk. 

Alert
See suspicious 

activity and take 
action immediately.

Resolve
Repair problems 
quickly with help 
from resolution 

experts. 

Medical Fraud and Expense 
Management

Medical Claim 
Monitor

Complimentary
Monitors HIPAA 

Privacy breaches and 
alerts. Resolution 

team helps fix medical 
records. 

Medical Claim 
Auditor

90-day FREE trial
Tracks claims, 

deductibles and 
providers. Evaluates 

claim for billing 
accuracy

Medical Bill 
Savings

90-day FREE 
trial

Negotiation 
services to lower 

overcharged bills / 
claims

Provided in partnership with:Provided in partnership with:

Complimentary service for all 
Beniversal Prepaid Mastercard Participants Additional details regarding availability  coming Summer 2023!



Tips to Consider for 
Technology and 

Benefits



Request a quote or 
schedule a plan review

1) Reach out to your assigned BRI representative. 

2) Complete the post-event survey and request a reach out.

3) Send an email to info@BenefitResource.com.

FSA | HRA | HRA VEBA | HSA | COMMUTER BENEFITS | SPECIALTY/LIFESTYLE ACCOUNTS | COBRA | DIRECT BILLING



Thank You!
ANY QUESTIONS?

Thank You!
ANY QUESTIONS?
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