
THE CHALLENGE
CareFirst’s Federal Employee Plans of Care (FEPOC) team is responsible for 
processing federal employees’ health insurance claims. This entity’s IT team 
lacked the visibility into their IT environments necessary to resolve outages 
quickly, driving mistrust in their monitoring process, adversely impacting 
customer experience, and putting them at risk of breaching their contractual 
Service Level Requirements (SLRs) with parent company CareFirst. In an effort to
provide the visibility required to resolve these issues, FEPOC wanted to replace 
its legacy monitoring tool with AppDynamics.

HOW INTACT HELPED
Intact worked with the software manufacturer’s professional services team to 
establish the foundation and process for installing and configuring AppDynamics 
software on all of FEPOC’s critical applications. Intact instrumented the first 16 
critical applications, and enabled FEPOC’s team to roll out the rest. This gave 
FEPOC full visibility into these applications and allowed the team to rapidly 
identify and resolve root causes of outages when they occurred. 

THE IMPACT
Prior to this installation, FEPOC’s IT team approached outages by coordinating 
calls with different teams, often working in silos, and typically with upwards of 50 
people on a single call to try and all work together to restore application 
availability. This process was highly inefficient and took a lot of time to find a 
resolution and bring applications back up. By installing and configuring 
AppDynamics on FEPOC’s critical applications, providing visibility into their IT 
environments, and reducing MTTR, Intact helped FEPOC improve customer 
experience and remediate the risk of breaching their contractual SLRs with 
CareFirst. Helping FEPOC meet these SLRs also helped them secure their annual 
bonuses.

CAREFIRST FEPOC IMPLEMENTS APPDYNAMICS, IMPROVING 
CUSTOMER EXPERIENCE, REMEDIATING CONTRACTUAL 
RISK, AND SECURING FUNDING

‘‘Intact exceeded my expectations. They were 
professional and dedicated to getting the job 

done while providing a leadership role in 
bringing awareness and value to the 

organization that was missing. This truly 
helped us as an organization to move 

forward with our corporate road maps and 
project plans that we were stuck on. I would 

recommend them highly.

- Lead Systems Engineer for Monitoring
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