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Housekeeping

• If you have any trouble with the Webinar, press *0 at any time
• A recording of the session will be available within a few days
• Everyone’s lines are muted 
• Please type questions at any time

– Questions will be visible only to the Presenters
– Presenters will take some time at the end of the session to respond 

to questions submitted
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Ten Critical Success Factors
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Session # 2 Objectives
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Scope of The Regulatory Requirements
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Four Major Implementation Stages
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The Time Line
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Why Educate and Communicate?

• The range of education/ training and communication needs is broad and varied and 
depends on the organization and audience

• Delivering the right message to the right audience at the right time is challenging, but 
critical
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Education & Training:  The Very First Step

Consider an ICD-10 intranet or internet site or both 
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Education & Training:  What Next?
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Sample Education Matrix

Educational Needs Audience Timing Method
Familiarity with ICD-10 and 
the potential impact on 
people, processes, and 
technology

Senior management
Systems analysts

Immediately prior 
to the impact 
assessment

Didactic, 
remote

Adequate understanding to 
use ICD-10 and the coding 
tools

Report specification 
writers
Claims analysts

Immediately prior 
to process 
modification

Interactive, 
face to face

Detailed understanding to 
apply and interpret ICD-10 
coding

Claims managers that 
resolve payment issues

Immediately prior 
to implementation

Hands-on, 
independent 
study
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Education & Training:  Ongoing Steps

Continue training well 
into the post-

implementation phase
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Education & Training:  Considerations
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Communication  Builds 
A Solid Foundation for Change

Communication 
noun; (kə-myü-nə-kā-shən) Process by which information 
is exchanged between individuals or entities
noun; (kə-myü-nə-kā-shən) Process by which information 
is exchanged between individuals or entities
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Communication Plan



16 Copyright 2009 Milliman, Inc. All rights reserved. 

Getting started….
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• Identify the stakeholders for the ICD-10 implementation
• Include internal as well as external stakeholders 
• Ensure communication can be two-way

Identify the Audiences
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NEWS

ICD-10 COMMUNICATION
Specific

Messaging should tell stakeholders:
•What you are doing
•Why you are doing it
•How you are doing it
•How it will affect them:  ‘WIIFM’ - What’s in 
it for me?
•What you expect from them
•When you are doing it
•How they can find out more information
•How often you plan to provide updates
•How you are progressing
•How they can provide feedback

Date today 12/08/09

Some of the messaging will vary from 
stakeholder to stakeholder.

Ensure that communication can be two-way.

Develop messaging which is applicable to 
each stakeholder, taking into account their 
point of view.

General

Definitions for terminology.

Language understood by the stakeholder.

Positive messages about progress and 
recognition of stakeholder’s effort.

Other Information to Include
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Tactics: From Planning to Action
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Handling Feedback
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Communication Plan: An Example
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Communication Plan Budget
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Communication:  Considerations
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Milliman 5010/ ICD-10 Consulting Services

Post 
Implementation 

Begin education
Analyze 
environment
Assess risk
Organize approach

Plan strategy and 
tactics
Establish precursors
Assign responsibilities
Detail specifications

Implementation 
Preparation Implementation

Revise contracts
Program reports
Modify/ test 
systems
Mitigate risk

Implementation 
Planning

Analyze impact
Modify operations
Optimize ICD10 use

Milliman website http://www.milliman.com/expertise/healthcare/services/ICD-10-readiness/

• Assist organizations in understanding the potential effects of 5010/ ICD-10

• Guide early efforts to prepare for 5010/ ICD-10

• Assist operational areas in implementing  5010/ ICD-10

Healthcare analytics     Healthcare management Provider contracting  & management
Actuarial, finance and underwriting Claims administration       Information Technology
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Questions?

Please contact:

• Donna McDonald at donna.mcdonald@milliman.com,

• Andrew Naugle at andrew.naugle@milliman.com,

or your Milliman consultant with any questions or for more 
information about Milliman’s ICD-10 consulting services. 

Wordle from http://www.wordle.net/. 
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Closing Comments
A recording of the session will be available within a few days
Upcoming sessions
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Disclaimer

"This presentation is intended solely for educational purposes and 
presents information of a general nature.   It is not intended to guide or 
determine any specific individual situation and persons should consult 
qualified professionals before taking specific actions. The views 
expressed in this presentation are those of the presenter, and not 
those of Milliman, Inc."


