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We accept the posted submission requirements as outlined below. 

SUBMISSION REQUIREMENTS  

1. Nominee Information: Provide the full corporate name, address, telephone, email and Web 
address for the organization being nominated for the Best Practices Award entry. Make sure 
to include the Individual(s) at the nominee organization who is to be contacted regarding the 
nomination and/or submission (include name, title, telephone, e-mail). This should be the 
person who will respond to questions and be interviewed by the judges if chosen as a 
finalist. You may also provide an alternate contact if you wish. 

    

2.  Please provide a statement that acknowledges your acceptance of the Submission 
Conditions as outlined above. 

 
 
About Medco – Who We Are:   
 

Medco is a leading pharmacy benefit manager (PBM), with the nation's largest mail order 
pharmacy operations. Through advanced pharmacy, Medco improves the health and lowers the 
total cost of care for clients and their members. 
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Helping to ensure that millions of Americans have access to affordable, high-quality prescription 
healthcare is more than our business-it's our calling. 

Medco is making pharmacy care better for people with chronic conditions and who need 
medications on an ongoing basis. Medco, the world's most advanced pharmacy, has specialist 
pharmacists trained in specific chronic conditions. Each specialist is trained in the medications 
used to treat those specific chronic conditions. If a safety concern arises with a member's 
medication, our specialists will work with the member and his or her doctor to help avoid 
potentially harmful drug interactions. Our Medco Health Solutions services can even help the 
member save on medications.  

About Medco’s Data Governance Program: 

The current Data Governance program at Medco was built upon the foundation of longstanding 
data quality efforts that were recognized to be of paramount importance at the point in our 
history when our business model evolved to its current form in which data-driven clinical rules 
and practices are essential elements of our products and services.  In addition to expanding our 
work on data quality on an enterprise level, the current program works closely with our Privacy 
and Compliance and Global Information Security organizations to address issues related to data 
access and use on many levels. 

The value of our Data Governance program has been primarily manifested in improvements in 
cost effectiveness and in risk reduction, but some components of our program offer gains in the 
form of increased revenues as well.  The cost avoidance associated with our improvements have 
already been substantial.  In 2011, the first full year in which the full program was in place, after 
adjusting for the cost of the program, the total cost avoidance attributable to improved data 
quality and data governance exceeded $20 million. 
 
Our commitment to continued improvement is deeply rooted in the recognition that our data is 
a key corporate asset that enables our core mission of improving the lives of patients through 
clinical services and innovation, as well as reducing the cost of healthcare.  Our Data 
Governance program formalizes our commitment to continuously improve and safeguard this 
critical asset. 
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I) Business Requirements for Data Governance at Medco 
 
The  business requirements for our program can generally be summarized in a desire to achieve five 
goals: 

 
1. Risk reduction 
2. Greater trust in data quality for use in decision making  
3. Cost reduction/avoidance via improved efficiency 
4. Higher actual return on technology investments 
5. Increased value and utility of data assets 

 
At a more granular level, the business requirements for Data Governance at Medco can be viewed 
from two different perspectives: 
 

1. The impetus and justification for establishing the program 
2. The on-going responsibilities of the program   

 
a) The impetus and  justification for establishing the program  

 
As a health care company, Medco is engaged in activities that have a direct impact on the well-
being of millions of patients every year.  As a result, there has always been a major emphasis on 
data quality and integrity, particularly in areas that may have direct patient impact.  In addition, 
as part of a highly regulated industry, compliance with regulatory requirements has always 
necessitated a very high level of attention to data quality, integrity and accountability.   
Approximately ten years ago, when Medco evolved from being primarily a claims processing 
company to being a company that provided services and managed patient care, our 
understanding of the role and critical importance of data quality in our company evolved as well 
since so many of our new products and services were data and information driven.  A strong 
data quality team was formed and procedures, processes and policies were put in place to 
safeguard data quality.   
 
As Medco continued to grow, including the addition of a number of subsidiaries, it became clear 
that there were still significant opportunities for improvement of our data related processes, 
such as assuring that data definitions were uniform and well-understood across the enterprise, 
assuring that data quality standards and processes were adhered to on an enterprise basis and 
assuring that all data use was in compliance with all regulatory and contractual requirements.  
For example, different areas or subsidiaries within the company defined basic concepts - such as 
client – differently leading to confusion and problems in implementing some enterprise wide 
programs.  The risk and/or potential cost associated with the issues arising from such 
heterogeneity were considerable, and were major drivers for enhancing and expanding our data 
quality programs by launching our Enterprise Master Data Management (MDM) and Enterprise 
Data Governance initiatives in early 2010. 
 
In other words, “data governance and stewardship” as an endeavor has been in place at Medco 
for more than 10 years, even though the implementation of an “Enterprise Data Governance 
and Stewardship Program” by that name, as an official enterprise-wide program, has been a 
more recent development. 
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From its inception, it was well understood that Data Governance (DG) was a critical element in 
the long-term success of MDM, so the Medco Enterprise Data Governance and Data 
Stewardship (DG/DS) Programs initiated in 2010, have developed in parallel with our MDM 
efforts.  As indicated, the overall Data Governance Program has been built upon the long 
success of our Data Quality Program and is currently conceptualized as encompassing all three 
components – Data Quality, Data Governance and Data Stewardship (DQ/DG/DS). 
 
While the MDM program was firmly rooted in our Information Technology (IT) group, it was also 
recognized from the outset that it was essential for the DG/DS Program to be just as firmly 
rooted in the business.  As a result, the Data Governance Program has been established in a 
strategic business unit under the leadership of our Chief Medical Officer and led by our Chief 
Data Officer (CDO).  The fact that Medco took the step of appointing a Chief Data Officer is, in 
and of itself, a testament to the critical importance attached to our data, since such a role is not 
common in most organizations today.   The close collaboration that now exists between MDM 
and DQ/DG/DS stems in part from the role the CDO has played in harmonizing the needs of the 
business and IT and has been critical to our success thus far as it has assured that the program is 
always focused on using technology to achieve concrete value for the business. 
 

b) The on-going responsibilities of the program 
 
In our charter, we outlined our overall goal and several specific goals for our program.  Our 
overall goal was to achieve true culture change, transforming Medco from a company that uses 
data to one that truly values data.  Our goal is for data to be recognized and managed as the 
core corporate asset it is, with appropriate accountability and responsibility throughout its life-
cycle. 
 
In order to achieve this end, our specific goals focus on different aspects of data from assuring 
consistent, enterprise-wide definitions and management of data to protecting against misuse or 
inappropriate uses of data. 
 
At a very practical level, the program delivers: 
 

 Policies, Standard Operating Procedures (SOPs), processes, best practice guidelines 

 Stakeholder engagement and business level commitment 

 Business guidance to our MDM implementation in the form of the business data model 
and user stories 

 Enterprise data definitions, strategy and content 

 Data monitoring and continuous improvement including published improvement 
metrics  

 Data-related issue adjudication, escalation and resolution  

 A detailed communication strategy with multiple communication vehicles both within 
the program and between the program and the wider organizational community, 
including our organizational meetings (Steering Committee, Board, Council, Data 
Stewards), Web Site, Collaboration portal, training program, etc. 
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II) Approach used to define, develop and deliver your Data Governance Program 
 
Although Data Governance as a named entity may be relatively new to Medco, as previously 
indicated, “data governance” as a concept and a responsibility was not new to the members of the 
team starting up the program, all of whom had deep prior experience in data quality as well as data 
and safety monitoring.  Specifically, although not called “Data Stewards”, there have been data 
stewards in function, if not in name; and there has been a committed data quality organization for 
over 10 years already in place.  In the beginning of 2010, when the data governance program was 
formalized, it was built upon the solid foundation in Data Quality that already existed. 
 
Nonetheless, once we determined the need to create a more formal, more public and officially 
enterprise-wide program that would tie together processes from our different businesses, a 
deliberate implementation approach was identified and followed.  
 
Sponsorship 
 
The first, and most critical step in our approach was to assure that we had executive level 
sponsorship and authorization for the program from our President and Chief Operating officer 
(COO).  We have established an on-going process to assure that our goals and objectives are in sync 
with our sponsor’s expectations, resulting in documents called “Sponsor Maps” that we 
conceptualize as contracts between our program and our sponsors.  
 
We considered this such a critical step, that we extended the process down to the level of 
identifying sponsors in each domain and have worked diligently to secure and retain their 
sponsorship as well.   We further included key cross-functional business representatives as 
stakeholders in our process to assure their needs were also addressed.  Our primary goal in these 
efforts has been to assure that we understand the priorities and expectations of our major sponsors 
and stakeholders, that they understand and commit to the goals of Data Governance, and to assure 
that solid communications are in place with them.   
 
Organization, Roles & Responsibilities 
 
Once we came together to begin our efforts, the team started by consulting with industry experts  
and doing our due diligence by reading, researching and generally assessing the current state of the 
art in the field to determine how best to implement a program at Medco.  
 
A number of people were identified as members of an initial “jump start” team, which was later 
expanded to a larger and more broadly representative “core team” that included representation 
from critical functions and business owners across the enterprise.  These teams plotted out an initial 
strategy, drafted a charter, created a preliminary roadmap for implementation and launched the 
program.   
 
Armed with our strategy and roadmap, we identified two consulting companies who we felt would 
be helpful to us from the perspective of providing specific industry expertise and perspective.  We 
engaged consultants to assist with different aspects of the program, ranging from strategy – e.g. 
evaluating the implementation plan – to practical assistance with specific components of the 
program.   
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The primary consultants retained were from Universal Data Models (UDM) and EMC2.  Although 
there has been overlap, the two companies were each brought in to focus on different aspects of 
the program.  UDM was engaged initially to help Medco define our business data model and 
strategic directions for the program, and later to assist with data definitions, sponsor engagement, 
“Win-Win Relationships” training and helping us to create and deliver certification programs related 
to Data Stewardship.  EMC2 was engaged primarily to assist with the overall implementation plan, 
implementation support and mentoring, organizational planning, roles & responsibilities, metrics, 
data profiling, communications and tools implementation. 
 
Although we began with a small, “core” team, we defined our organization as a multi-level 
organization composed of a Steering Committee, Board, Council, Data Governance Program Office 
and Data Stewards organization.  Each of these groups was populated with key stakeholders and 
representatives from across the enterprise to assure that all critical perspectives would be reflected 
in our organization and in our products and decisions. 
 
The levels and responsibilities are summarized in the following diagram: 
 

Data Governance Model 
 

 
 
 
The program also embraces application teams and projects teams, as well as technical data 
stewards.   
 
The overall functional organization among the program components can be diagrammed as follows: 

Data Producers & Consumers

Compliance with Data Governance principles, policies, processes, and standards

Enterprise Data Stewards

Monitor quality and manage data domains by applying principles, policies, and processes to 
active projects

Data Governance Council
Development and application of Data Governance principles, policies, processes, and rules

Comprised of representatives of different Lines of Business and functional areas

The central coordinating body for all Data Governance activities

Data Governance Board
Oversee strategic direction 

Prioritize data targets to meet company objectives

Steering Committee
Provide sponsorship, authorization and empowerment

Establish enterprise objectives for data governance
with direct input from executive level, business owners and process champions

Authorization / 

Empowerment,

Direction

Accountability 

& Application

Roadmap,

Priorities, 

Policies & 

Principles

Definitions, 

Monitoring & 

Management

Culture Change



7 
 

 

Data Governance Functional Organization 
 

 
 

 
Collaboration 
 
Another key element of our approach was the alliance with, but functional differentiation from our 
colleagues in Corporate Privacy & Compliance, Global Information Security and IT.   
 
In the case of Corporate Privacy & Compliance and Global Information Security, the goal of the Data 
Governance program was to provide another avenue for communications as well to identify further 
opportunities to identify processes that offered opportunities to assist in this regard.  For example, 
in addition to regulations, we need to adhere to contractual limitations - often complex - on use of 
data obtained from or related to some of our clients.  We have worked closely with our colleagues in 
these organizations to develop policies and SOPs that can help simplify the process of adherence. 
 
In the case of IT, Specific tasks were assigned to either the IT (MDM) or the business side 
(DQ/DG/DS), but close communication and collaboration between the teams has been critical to our 
success.  
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At the same time, one of the challenges we faced was that there was a very ambitious timeline for 
the MDM project, making our timeframes for program implementation equally ambitious. 
 
We have succeeded in implementing data governance and data stewardship practices in these MDM 
implementations.  For example, data governance and data stewards were instrumental in the MDM 
implementation of the patient domain, where the results are showing an extremely low error rate 
(near Six Sigma) in patient identification match rates. 
 
The overall model for the process flow of MDM and Data Governance is diagramed below: 

 

MDM Data Management Delivery Model 
 

 
 
 
Specific Deliverables 
 
The goals of the Data Governance Program are clearly reflected in our approach to assuring that we 
deliver concrete, tangible value to the business in many different forms. 
 

1. Program Artifacts 
These are documents and organizational structures designed to assure the effective 
functioning of the DQ/DG/DS organization, specifically: 
(1) Charter 
(2) Communications Plan 
(3) Organizational model, roles & responsibilities 
(4) Policies, SOPs, processes 
(5) Intranet site 
(6) Collaboration portal 

2. Program Deliverables 
(1) Business Data model 
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(2) Domain Definitions 
(3) Data Definitions 
(4) Certification program and training courses 

3. Data Quality Deliverables 
(1) Data quality improvements 
(2) Metrics monitoring and communication 

 
 

III) Length of time the solution has been in place and the incremental steps taken  
 
The foundations of the program were established more than ten years ago with the creation, 
resource commitment and dedicated efforts of the Data Quality organization.  This program was 
enhanced and expanded to encompass the entire enterprise with the creation of the formal 
Enterprise Data Governance and Data Stewardship Programs in early 2010. 
 
The major milestones in our timeline since the expansion of the program are described below, but 
do not include a detailed description of the timeline of the original Data Quality Program itself.  The 
tasks outlined below do not include the technical aspects of the MDM or the MetaData initiatives 
run by our colleagues in IT either, but focus specifically on the Data Governance and Data 
Stewardship Programs. 
 
With a nod to our Agile Software Development (SD) process, we defined a series of 90 day sprints 
during which we focused on specific goals and objectives to assure the core components of our 
organization and process would be in place.   
 
Timeline 
 

1) Established high level sponsorship and authorization to create the Enterprise Data 
Governance Program at the C-Suite level - early 2010 

2) Defined our initial goals and anticipated scope, focusing heavily on Data Governance 
specifically related to MDM – June 2010 

3) Assembling a “jump start team” – June 2010 
a) Included both Medco and consulting resources 
b) Partially overlapped with our MDM project  
Note: collaboration between the Business side (DG) and the IT side (MDM) has been crucial 
to our operations and to our success thus far 

4) Initiated process to incorporate Data Governance oversight in our internal IT Software 
Development Life Cycle (SDLC) and Project Management Office (PMO) – October 2010 

5) Drafted our initial charter as a way to define and communicate the shape, scope and goals 
of the program, as well as our general roadmap or timeline; of note, the scope and goals 
were expanded at this time to encompass goals related to data integrity that did not 
specifically relate to MDM – November 2010 

6) Identified key stakeholders who were expected to a particular interest or stake in DG, and 
formed a larger DG Core Team that met on a weekly basis to plot our course and address 
issues – November 2010 

7) Developed an issue description and submission tool to collect details of data-related issues; 
began proactively interviewing stakeholders with known or likely data issues to launch the 
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process and educate our colleagues, rather than waiting for issues to come to us – 
November 2010 

8) While addressing issues in an on-going fashion, we began identifying opportunities for more 
foundational DG solutions to problems – i.e. Policies, SOPs, processes, etc. – rather than 
simply solving problems one at a time as they emerged – November 2010 – Present (See 
additional details in Section VIII) 

9) Collaborated with Legal to deliver first SOP related to Data Use – May 2011 
10) Engaged consultants from two companies (UDM and EMC2) to help us accelerate our pace 

towards realizing the goals in our timeline, as well as to assist us in assuring that our plans 
were sound approaches and met industry standards – March 2011 – Present 

11) Identified and engaged Enterprise Data Stewards for all MDM domains, sub-domains and 
critical data sets – March-August 2011 

12) Collaborated with Legal and Privacy & Compliance on major Data Use Limitations Policy – 
May-December 2011 

13) Initiated Data Definition and related tool training – May-June 2011 
14) Revised and issued updated Charter – September 2011 
15) Defined expanded organizational structure, as well as roles & responsibilities – September 

2011 
16) Defined, implemented and populated Data Governance intranet site and collaboration 

portal – October 2011 
17) Established core Data Quality metrics to be communicated and monitored – October 2011 
18) Defined enterprise communications matrix and plan – November 2011 
19) Defined, developed and implemented Data Steward Certification training program – 

November 2011 – March 2012 
a) By mid-March 2012, 25 Enterprise Data Stewards will have been trained and certified 

20) Defined and implemented a process to obtain and retain critical sponsorship via “Sponsor 
Maps” – November 2011 – June 2012 (projected date for completion across all domains) 

21) Implemented organizational transition to Steering Committee, Board and Council - January –
March 2012 

22) Drafted and published approximately 400 data definitions across all domains – January-
February 2012 
 

 

IV) Scale of the solution (i.e. enterprise, business unit) and whether this will change  
 

Our solution has been conceived of and implemented as an enterprise-level solution since inception. 
At this time, the scale of solution will have an impact on some level on virtually all of the >23,000 
employees, >2,000 clients, and approximately 60 million covered patient lives touched by Medco.  
As an enterprise solution, the data governance program affects Medco corporate, as well as all 
subsidiaries, such as Accredo and Liberty. 
  
Extensive efforts have been taken to assure representation from critical stakeholders in key business 
areas across the enterprise.  Particular care has also been taken to assure representation from major 
subsidiaries, particularly Accredo & Liberty, to assure that all solutions are truly enterprise solutions. 
 
Our MDM related solution is designed to address 16 domains and sub-domains (such as patient, 
provider, drug and client), 11 critical data sets (such as medical claims data and laboratory data), 
represented by 25 Data Stewards and Subject Matter Experts (SMEs). Some aspects of our initial 
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efforts – specifically writing data definitions and broadly based data profiling - have been 
concentrated on the first few domains and critical data sets to be mastered under MDM, specifically 
Patient, Provider, Drug, Client and Medical Claims Data.  Data Stewardship activity is not limited to 
those domains, however.  Data Stewards in all domains are actively engaged in data monitoring and 
process improvement in their areas,  
 
While the scale and pace of the implementation has certainly posed challenges as we were getting 
started, it has also enabled us to take advantage of certain efficiencies.  For example, after designing 
our training program for certification of Data Stewards, we were able to schedule three on-site 
training sessions, which have been fully attended by all of our Enterprise Data Stewards, allowing us 
to train everyone at one time, as well as helping to establish a Data Stewardship Community.  Our 
training program has been designed in a modular fashion so that as new Data Stewards are 
identified they will be able to review the materials on-line and with our Data Governance Program 
Office (DGPO) staff, and full-fledged on-line versions of all the training sessions are planned.  
Nonetheless the ability to conduct baseline training sessions with the entire team has proven 
extremely valuable. 
 
The primary changes anticipated in the scale of the solution involve: 
 

 Continuing to bring additional domains under Data Governance in coordination with the on-
going MDM roll-out schedule 

 Bringing reference data and other relevant data under data governance in addition to 
Master Data 

 Placing additional emphasis on some of our specialized subsidiaries that are not currently 
engaged as actively as others 

 Expanding the purview of Data Governance to cover Business Intelligence, unstructured 
data and other forms of information governance that go beyond “data governance.”   

 
V) Overall business impact/benefits from Data Governance and return on objective.  

 
There are a number of significant business impacts and benefits that we have both achieved and 
expect to achieve as a result of our efforts.  Many of these represent benefits on more than one 
level – ranging from increased awareness of data use requirements to clinical benefits to our 
patients as well as financial benefits to both Medco and our clients.   
 
Business Value Case Study – TRCs and Gaps in Care 
 
One of the unique aspects of Medco’s services are our Therapeutic Resource Centers (TRCs) that 
provide highly specialized pharmacists to support patients with a number of complicated clinical 
conditions.  
 

One of the goals of the TRCs is to help close what are known as “Gaps in Care,” which are cases 
where patients are not receiving the optimal treatment for their condition.  An example of a gap 
in care in pharmaceutical practice might be a case where the prescription appears to be correct 
for the patient’s diagnoses, age and gender, but based on records about filled prescriptions, it 
appears that the patient may not be compliant with their regimen due to missing refills.  Gaps in 
care are important clinically since patients who do not receive proper treatment may be more 
likely to experience disease progression or complications leading to both impaired quality of life 
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for patients and increased costs to both patients and payers.  TRC interventions can help close 
these gaps by working with the patient and their physician(s) to understand and address the 
issues leading to non-compliance. 
 
Patients are “Stratified” to one of 13 TRCs based on information contained in their aggregated 
pharmaceutical claims records according to a complex analysis and a severity hierarchy.  The 
aggregation is based on the integrity of our process to match patient records to uniquely 
identify a patient and combine all of the records belonging to them. 
 
Based on improvements documented as a result of Data Governance and MDM, we will be able 
to stratify significant numbers of additional patients to TRCs, resulting in improved patient care, 
decreased health care costs to clients and increased to Medco for prescriptions filled. 
 
In one analysis we conducted, we estimated that in a one year period, clients may be spending 
between $13.7 and $70 million in excess medical costs due to gaps in care, Medco may be losing 
more than $1 million dollars in lost prescription revenues, and patients may be experiencing 
deleterious health effects with all their attendant reductions in quality of life, pain, suffering, 
disability or worse – as well as incurring additional financial liabilities of their own in the form of 
their own cost share.  
 

Using MDM and Data Governance as a vehicle to improve our match rate and assign patients to the 
correct TRCs will result in a trifecta of clinical improvements, cost avoidance and additional 
revenues. 

 
 

VI) Measurable return on investment for your Program and how the measures are used  
 

We calculate return on investment (ROI) for our program by identifying specific data elements 
where errors are associated with process inefficiencies or excess costs, or loss of opportunity, as 
described above.  We then determine the financial impact of each event, multiplied by the reduction 
in frequency of each error and then subtract the cost of the Data Governance Program itself. 
 
In 2011, the cost avoidance metrics were based on operational data improvements such as 
improved address quality resulting in reduced mailing costs, the ability to replace phone calls with 
faxes due to improved demographic data, as well as other operational efficiencies of a similar 
nature.  In 2011, the first full year in which the full program was in place, after adjusting for the cost 
of the program, the total cost avoidance attributable to improved data quality exceeded $20 million, 
which is anticipated to represent the minimal annual cost avoidance in the future. 

 
 
We publish our metrics internally on our intranet site, as well as sharing them directly with our 
stakeholders in the form of reports and dashboards.  The measures are used to assess the efficacy of 
the program, to monitor on-going quality to assure that the improvements are maintained, to retain 
executive sponsorship by demonstrating the value of improvements made. 
 
The metrics we have established are also used as guides in defining metrics for our next 
improvement targets, as well as for helping us focus on remaining opportunities for improvement in 
areas already demonstrating success. 
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VII) Population and breadth of business and technical community being served by the 
Program  
 
The program is designed to function on two distinct levels: 
 

1) One level is geared towards the entire enterprise, and consists of program components 
intended to educate and inform all employees about the issues related to data that may be 
relevant to them.   
a) This is done at a basic level by means of our corporate web site, our published policies, 

procedures and SOPs.   
b) We have also implemented a more active form of outreach.  For example, we deliver 

presentations to different departments and teams throughout the company informing 
them of both the goals of the Data Governance Program as well as the resources 
available to address data-related issues.   

c) Perhaps most significantly, we are currently working with our Privacy and Compliance 
organization on plans to include Data Governance in on-line training modules, including 
the annual compliance training that is required of all employees.   
This particular form of outreach is critical to our goal of effecting a culture change 
throughout the enterprise in how people value, protect and use data. 
 

2) The second level is intently focused on the groups who are most actively engaged in use of 
data in support of products and services delivered to our clients or essential to our internal 
operations. At this level we have multiple methodologies for assuring engagement: 
a) Establishing RACI (Responsible-Accountable-Consulted-Informed) matrices and creating 

Sponsor Maps to define the mutual expectations shared by DG/DS and our sponsors 
b) Including representative stakeholders from all key areas of the business at all levels of 

the Data Governance organization including the Steering Committee, Board and Council. 
c) Identifying Data Stewards specifically intended to represent key subsidiaries’ interests 

and needs 
d) Engaging the business community in creation and maintenance of our business data 

model and in determining our priorities for MDM and for other activities.  In particular, 
early efforts are focused on the data specific to the domains as they are being mastered 
in MDM, since not all domains are being mastered simultaneously in MDM. 

e) Another  major focus are systems or functions that have been in the process of being 
integrated across different areas of our enterprise, where specific data challenges arise 

f) Attention is also being paid to areas where changes in government regulations will have 
a significant impact on how our data is stored or used, such as the transition from 
International Classification of Diseases - Version 9 (ICD-9) to ICD-10 
 

Finally, both IT and business groups are actively engaged at all levels of these efforts to assure that 
our plans and activities remain in sync. 

 

VIII) Innovative uses of the Data Governance Program and the problems that have been 
solved  
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As we implemented our program, and as we have been managing it in production, we have 
identified numerous opportunities where we have either chosen to deviate from or expand on 
standard industry practices to better suit our circumstances, or we have found innovative ways to 
provide potential new services as a result of our efforts. 
 
Specific examples of our innovations are described below: 
 
a) Sponsor Maps 

i) These are essentially contracts between DG/DS and our sponsors defining the expectations 
that we have of each other 

ii) Obtaining and retaining corporate sponsorship for DG/DS is an on-going challenge for many 
corporations and our Sponsor Maps have been developed as a way to assure that we are in 
sync with our sponsors and internal customers from our President and COO to business 
owners of individual functions 

iii) They have proven to be an invaluable vehicle to obtain and retain sponsorship and to assure 
effective communication and collaboration 

iv) They have given us a roadmap to metrics that can be used to monitor our progress towards 
each specific sponsor’s goals 

b) RACI-VS 
i) We have expanded on the traditional RACI (Responsible-Accountable-Consulted-Informed) 

matrix to add two additional roles – Verifier and Signatory – that have particular resonance 
and utility in our environment 

c) Certification of and by DS 
i) We have established a formal training and certification program to assure that our Data 

Stewards are armed with the training they need to do their jobs, to assure our internal 
customers that they are well equipped and prepared, as well as to assure that all of our data 
stewards share a common vocabulary and understanding of basic concepts as we use them 
in our program 
(1) The formal training program includes 6 required courses covering such topics as Six 

Sigma, writing data definition, data profiling etc., as well as a number of recommended 
and optional courses that may be deemed useful 

(2) As of 3/14 we will have certified 25 Data Stewards based on completion of all required 
training 

ii) We have also established a protocol for Data Stewards to use to evaluate projects so they 
can be certified as being compliant with Data Governance policies and principles, which is 
consistent with the expectations of our PMO 

d) Medical Claims Data Scorecard 
i) We have developed an innovative approach to assess and communicate the quality of 

imported data, by source 
ii) These scorecards have multiple uses: 

(1) To assist our external clients in improving the data needed for their clinical programs 
(2) To assist our account teams in understanding which of our clinical programs are 

supported by the quality of a client’s data 
(3) To assist our internal clients in quickly evaluating the viability of data subsets for specific 

analyses 
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e) Close collaboration with Privacy/Compliance, Legal and Global Information Security on issues 
that might not be typical of a DG/DS program 
i) We have expanded our sphere of influence to collaborate with these departments on 

policies, SOPs, processes and related communications to enhance the effectiveness of all of 
our enterprise efforts to protect our data 

ii) This collaboration will result in increased visibility and enhanced enforceability of our 
policies; for example, we are working with Privacy & Compliance on including Data 
Governance policies in the annual compliance training required of all employees 

f) Focus on business data model and user stories 
i) The business data model and user stories have been based on input from a wide array of 

business representatives, both assuring their input and increasing their involvement and 
engagement with the entire process 

ii) They have been used to guide development of the enterprise logical data model, as well as 
the physical data model being implemented in MDM, including use of a “party” model for 
patients, providers, and potentially other data elements. 

g) Custom guidelines for data definitions 
i) In addition to standard recommendations for writing data definitions, we established 

specific guidelines that will help us present a model of data governance at its best; that will 
maximize our ability to apply existing definitions in the face of organizational changes, such 
as acquisitions; and that will assure better consistency of the output of our own group 

ii) We constantly bring the focus of our work back to the business data model to assure that 
the definitions and uses of data relate to what the business understands and needs it to be 

h) Establishment of a strong Data Stewardship Community 
i) Although our Data Stewards are location in geographically diverse locations, the fact that we 

were able to bring them all together for the training has given us an opportunity to help 
form a strong “community of practice” among them 

ii) Bi-weekly Data Stewards meetings have been established to provide regularly scheduled 
opportunities for Data Stewards to share ideas and experiences with each other, as well as 
providing opportunities for additional training and updates 

 
Conclusion 
 

The Data Governance and Stewardship Programs at Medco were created in order to create an 
enterprise-wide climate in which data is truly valued, protected, and deployed to its optimal 
advantage.  The program was built on the bedrock foundation of a strong Data Quality Program 
and expanded to address the needs of an increasingly diverse enterprise.  We began with strong 
institutional support and have consistently sought to retain and expand our sponsorship support 
by means of communication as well as by delivering fundamental business value.  Some of the 
key benefits that data governance has realized at Medco have been cost avoidance (i.e., $20 
million annually), increased revenue, reduced risk of inappropriate usage of data, and improved 
patient health due to improved awareness of 'gaps in care'. We have an ambitious program 
planned of additional enhancements to the program, including expanded educational 
opportunities to raise awareness of data-related issues, as well as to expand the purview of the 
program to other types of information.  We look forward to continually finding new ways to 
improve and to advancing our goal of establishing a culture that values data enterprise wide and 
therefore ensures the security and integrity of all data assets, data uses and data related 
processes while maximizing the value and utility of our data to support information driven 
innovation and services today and in the future. 


