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Trailblazers do not work alone.

What we have delivered. New capabilities to introduce.
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Agenda

Provide a live demonstration showing how the solution
supports specific business scenarios (Medical, SNAP, and
TANF) across all required omnichannel touchpoints
(including phone, Al agent, Chat, & other digital channels).

Please provide an example how the Al bot detects and
responds to different customer emotions and

sentiments (example, frustration, anger, confusion, or
distress) across supported channels. Include how and when
the interaction is escalated to a human agent

when appropriate.

Provide a high-level explanation of how the backend process
orchestrates and routes requests across channels to support
these scenarios. Please provide examples including how
ServiceNow, Genesys, and Azure work together for each
transaction or business.

Please demonstrate how Al tailored interactions are
based on customer data.

>
accenture

What measures are implemented to ensure data privacy and
security during calls?

Please describe how the solution identifies and processes
different languages and accents. What languages are
currently supported for speech recognition & conversational
handling? How does the system behave when it encounters a
language it does not support or cannot accurately recognize?

Please explain how the platform monitors, tracks, and reports
on call outcomes and performance.

Describe your approach to schedule management and ensure
that the project adheres to established timelines.

Copyright © 2026 Accenture. All rights reserved. 3



Ql

Provide a live demonstration showing how the solution
supports specific business scenarios (Medical, SNAP, and
TANF) across all required omnichannel touchpoints (including
phone, Al agent, Chat, and other digital channels)

Presenters
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Demo Overview

Customers

Amelia — Medicaid Member Lisa — Medicaid Provider

Demo 1 Demo 2

* Phone Focused * Chat focused

* Voice based Al Interaction * Virtual Agent Al Interaction
* Live Agent Escalation ¢ Live Chat Escalation

* QOutbound SMS * Al Powered agent

* Al Powered Journey

< Live Agent — Olivia >

2 >
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Demo #1: Voice, Al Agent, Text, Al Empowerment

Customer

. = ==
Amelia > %

* Recently enrolled Medicaid member Bot Interaction Live Agent Escalation
* Has had past issue§ Y"ith her * Al Powered * Agent has all the prior context
household composition
] ) * Personalized * Experience is efficient
* Wants to confirm her medical
provider is available on a new plan * Reaches resolution * Empathetic and knowledgeable
\ and switch * Reacts to Sentiment
Agent
Context At Fingertips Automation Drives Efficiency Al Powers Interaction
* Prior conversation with bot * Customer record lookup * Program modification
 All Prior interactions * Data population * Text notifications
* 360 view of customer * Automated after call work * Summarizes interactions

accen?ure Copyright © 2026 Accenture. All rights reserved.
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Demo #1: Voice Bot Interaction

Customer

Amelia
* Recently enrolled Medicaid member
* Has had past issues with her household composition

* Wants to confirm her medical provider is available on a new plan and switch

A~
_9 Customer > Intent > Provider Sentiment driven
Bot Interaction recognized Declared Look up escalation

Hﬁ;!‘%@% accen?ure
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Demo #2: Chat, Al Empowerment, Email

Customer

L J
=2 =z
= =,
Lisa Bot Interaction Live Agent Escalation
* Currently a group provider > * Personalized * Agent has all the prior context
* Would like to bill as an individual * Reaches resolution * Experience is efficient
provider for her private practice * Reacts to Sentiment * Empathetic and knowledgeable
Agent .
Context At Fingertips Automation Drives Efficiency Al Powers Interaction
* Prior conversation with bot * Customer record lookup * Rapid Responses
* All Prior interactions * Data population * Knowledge Prompting
* 360 view of customer * Automated after call work

>
accenture
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Demo #2: Chat Bot Interaction

Customer

Servicenow - Virtual Agent Designe... — o X

o-

°5 acnaccdemo?2.service-now.com/$conversati...

E

0 Now Support

Hi, | am Ava, the Arizona Health Care Cost
Containment System (AHCCCS) virtual assistant. |
can help with provider-related questions.

@ How can | help you today?
Lisa
* Currently a group provider

* Would like to bill as an individual
provider for her private practice

Good morning, | am a provider currently
attached to a group, but | also have separate
private practice. I'd like to bill Medicaid as an
individual prIvider.

ARIZONA 2
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Demo Wrap Up

% 2 @,

Consistent Experience Personalized and Automation Drives
Data Powered Efficiency

Regardless of channel Tailored to customers and And allows for scaling

or program completing resolution the solution

Better, Faster Service @ Reduced Effort to Serve

HEALTH GARE COST accen?ure Copyright © 2026 Accenture. All rights reserved. 10



Q2

Please provide an example how the Al bot detects and responds
to different customer emotions and sentiments (example,
frustration, anger, confusion, or distress) across supported
channels. Include how and when the interaction is escalated to
a human agent when appropriate

Presenters
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Sentiment Analysis Across The Service Lifecycle

Service
Lifecycle

>
accenture

,,,,,,,,

Al Sentiment Experience
Drives when to escalate

Live Agent Sentiment Experience
Drives how to adapt in real time

Post Contact Sentiment Analysis
Drives how to improve

Copyright © 2026 Accenture. All rights reserved.
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Al Bot Detection & Response

= ()=
‘ ) Unsuccessful Escalation Negative Tonal
Al Sentiment 3 Attempts Language Wording Indicators
Experience N
Empathize Educate Adapt Escalate
@ Customer Interaction Examples E:} Best Practice Design
Interrupting the bot repeatedly Empathize with their intent and adapt response pattern

‘l understand you are frustrated. I’'m able to help answer your questions with

FUsHE e (Es 5 50 aneiig ) ust two more pieces of information’

Confusion (“hang on you’re going too fast”) > ‘Ill slow down and guide you step by step”

‘I know how important your inquiry is. | have the same access and capabilities

Escalation language (“speak to agent”
guage ("sp . ) that an agent would provide on this topic with a fraction of the wait’

Concerning language (ex: self harm) Escalate to supervisor queue
Fails out of bot experience 2-3 times Escalate to appropriate queue

ARIZD Copyright © 2026 Accenture. All rights reserved.
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Live Agent Sentiment Experience

* Seek Knowledge or Support
* Adapt Tone

* |dentify External Events

Post Contact Sentiment Analysis

* Coach agents
* Analyze trends

* |dentify improvement
opportunities

* Uncover process gaps

>
accenture

Live Agent & Post Contact Sentiment

Interactions | Interaction

INTERMAL
@ TCe9052
SIP Device €

EXTERNAL
@ +15204438756
€ +1 520-443-8756

L BLI M = improving

Details Timeline

i

9,

RECORDING START TIME
Sat, February 12, 2022 10:39:02

PROGRESS

O 00s / 1m 375

Quality Summary  Transcript  Audit Trail

& [ seoen

00:00

00:04

00:05

w006 (Z)
oz (@
oo:s (@)
o020 (&)
w22 (g
o026 (@)
ooz (@)

+15204438756 - joined
Disloct : en-us Program + Linknown
this is i v r for pre transfer past
this i3 in youwr phane
this exchange protect us throughaout life in a different ages from birth to childhood as teenagers and into old age

TEA9052 « joined
vaczinations is a simple safe an O effective way of protecting people against harmful disease before they come into contact with them
in vost countries you will be given a vaccinations card that tells you what back send you or your child have had and when the next vae cine or booster does are due
it uses your bodies natural and munn the billed &) resistance to specific infections and makes your mung system stranger

itis Imporiant to make sure that all these vac ines are up to date dot break time equals ones great or that

facing train your immune system to create antibiatic just as it does when its exposed 1o a disease

if we delay vaccinations we are nsk of gettng seriously set

hewevers beca

Sample: Post Call Sentiment Summary

RECORDING END TIME
Sat, February 12, 2022 10-40:39 AM

<)

o o
I

)

@ atfective way of pr

Schedule Coaching

Topics  Positive  Nagative
— — —

cting peaple against

00:33

00:47

of the warld 01:07

andinf.. 01:11

t ourselves and to protect those around w (3 B3]
ha are seniously ill o1:28
have certain allergies 01:29

tains nly killed of we in farms of germs like ) viruses or bacteria they do nat cause the disease or () put you at risk of I's compiications
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Q3

Provide a high-level explanation of how the backend process
orchestrates and routes requests across channels to support
these scenarios. Please provide examples including how
ServiceNow, Genesys, and Azure work together for each
transaction or business

Presenters
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AHCCCS Al Call Center - Solution Architecture

Layer 1:
Member and
Provider Contact

Voice/Phone

Genesys IVR route
all calls

Chat | Email

|SMS | Kiosk
ServiceNow +
Genesys routing

Layer 2:
Al Bot

Genesys voice bot

NLU —intent
recognition

ServiceNow
Virtual Agent
NLU — chat and
digital channels

Legend . Genesys

ServiceNow
Knowledge Base
FAQ | Policy info
Self Service — Used
by both bots

ServiceNow . Compliance

Layer 3:
Al Bot ServiceNow
Case Integration

Case Creation
Auto-created for complex
issues

Case Retrieval
Bot looks up existing cases

Case Update
Member data mapped
and saved

HIPAA compliance — spans Genesys and ServiceNow

Role-based access | secure integration | audit trails | data privacy

Layer 4:
Escalation to
Live Agent

Genesys routing

Skill-based trainer to
live agent

ServiceNow

Workspace
Full transcript + case
context loaded

Layer 5:
Reporting and
Compliance

Genesys analytics

Bot performance
Escalation metrics

ServiceNow
reporting
Case outcomes
Audit trail

>
ATIZONA accenture
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Q4

Please demonstrate how Al tailored interactions are based on
customer data.

Presenters
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Tailoring Customer Interactions with Data

A~
o—o0
TD

Al Bot Interaction

* Contact Center Data
* (Case Data

* External Data

Tailored to Specific Customer

g

Live Agent Interaction

* Customer Record Data

*  Prior Context Data

&

N\

Now Assist Interactions

* Conversation Data
*  Knowledge Base Data
*  Customer Data

Brings inquiry to Closure

>
Bl accenture
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Q5

What measures are implemented to ensure data privacy
and security during calls?

Presenters
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Data Privacy by Platform

. Security measures by platform during a call )
< GENESYS servicenow A\ Azure
Data & calls encrypted using AES 256 at rest RBAC restricts agent access to case data Azure AD governs identity across
and in transit with TLS by role both platforms
PCI/HIPAA- compliant recording PIl masking in transcripts SSN/DOB via Data MFA | Privileged access workflows |
pause/resume Classification Periodic review
Secure DTMF for SSN/PIN- touchtone, never High Security Plugin | ACLs DLP | SIEM receives OCSF telemetry from
transcribed session controls Genesys + ServiceNow
FedRAMP- certified cloud platform Immutable audit log every access Azure Government cloud for sovereign
10-year retention data residency

NIST Al RMF governance framework | Al Governance checkpoints at design, development,

deployment, and monitoring phases

accen?ure Copyright © 2026 Accenture. All rights reserved.

,,,,,,,,



Data Privacy Layered Defense Model

Security and privacy - Layered defense model

Layer 1 - Compliance baseline

NV
Layer 2 - Identity and access control
VvV
Layer 3 - Data encryption

NV

Layer 4 - Application Security
NV

Layer 5 - Audit trail and logging

VvV

Layer 6 - Continuous Monitoring

ﬁiﬂgﬁ;‘g@é acceniure Copyright © 2026 Accenture. All rights reserved. 21



Q6

Please describe how the solution identifies and processes
different languages and accents. What languages are currently
supported for speech recognition and conversational
handling? How does the system behave when it encounters a
language it does not support or cannot accurately recognize?

Presenters
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Languages and Accents

2

Native Spanish > Interpreting
Speaker Speaking Interaction
Spanish
Speech Recognition Natural Language
* From Southern Understanding (NLU)
Mexico enters * Speech-to-text ES-US (Latin
digests accents tied America) vs
to language model ES-ES (Spain)

accen?ure Copyright © 2026 Accenture. All rights reserved. 23
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Unrecognized Languages and Accents

2,

Spanish-Infuenced > Interpreting

English Accent Interaction
* Arizona’s large Fallback Response Human Agent
Hispanic / Latino (Retry/Re-prompt) (tailored to agent skillset)
population

ARIZONA
HEALTH CARE COST
CONTANMENT SV&TEM
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Languages and Accents

A 4

Identify &
Process

Languages

Unrecognized

\ 4

NLU
Speech Recognition

Configurable

* Fallback Response
* Re-prompt

*  Human Agent

English
Spanish

Copyright © 2026 Accenture. All rights reserved.
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Q7

Please explain how the platform monitors, tracks, and reports on

call outcomes and performance.

* How agent level data is captured (for example: call handling, dispositions, wrap up actions,
and productivity metrics)?

* How queue level and call center performance metrics are collected (for example: wait
times, abandonment rates, service levels, and routing outcomes)?

* How this data is aggregated, normalized, and reported, including dashboards, reports, or
exports used by supervisors and leadership?

Presenters
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Reporting & Analytics

How the platforms monitor, track, and report on contact outcomes and performance

7.3 Data Aggregation

UEM adapter

7.2 Call Level Data servicenow 7.1 Agent Level Data

2

Scheduled Reports &
Data Exports

Arizana accen?ure Copyright © 2026 Accenture. All rights reserved. 27
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Agent Level Data

+ Customer Service Manager

@& Manager Dashboard Support Tiers

Current Open Cases

Apr 20,2016

132

A9 (7.39%) Apr19,2016:123

Case Backlog

ARIZONA =
HEALTH CARE COST accenture

IMENT SYE

v Services Support

Workload Rankings ~ Current Situation

First Call Resolution

Apr 20,2016

85.1%

¥ 5.7 (-6.3%) Apr 19,2016 90.7%

Xvw 69 ﬁ

MTTR(7 Day Average)

Apr 20,2016

3.06d

v 0.09 (-2.9%) Apr19,2016:3.15d

Rankings  Service Center Metrics ~ Agent Analysis

CSAT Agent Efficiency

Apr20,2016

4.56

A 0,10 (2.29%) Apr19,2016:4.46

% John Jason
Edwin Forman
Jamie Erwin
Edward Hack

Jodi Seals

Breakdown | CaseAssignedTo

Team Efficiency Ranking

Software Support
Services Support

Network Support

Copyright © 2026 Accenture. All rights reserved. 28



Performance Data for Supervisors & Leadership

Metric

Queue wait time

Abandonment rate

Service level%

Routing outcomes

Agent occupancy

Average handle time

>
accenture
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< GENESYS

Real-time supervisor views

Genesys Analytics(historical)

%answered within threshold

Self-served/transferred/abandoned

Per-agent, per-queue utilization

Talk + hold + after call work combined

servicenow

Correlated to case volume

Program-level demand trend

SLA tracked in SN dashboards

Bot containment vs escalation

Workforce mgmt. via Genesys WFM

SN time-to-resolve overlay

Copyright © 2026 Accenture. All rights reserved.

29



Queue Level and Contact Center Performance Data

Analyze and Explore Data with Flexible, Interactive Reports

Interactive reports reveal agent, queue, and trend insights with filters, opportunities
to drill-down into the data, and custom calculations for goal-aligned analysis

Visualize agent activities . 1] o 1| oo ]
over time to uncover Explore real-time o e L LT e L
; q and historical 7 oo e e
perrormance gaps an trends to uncover ‘
boost productivity. performance
patterns and
workforce o
Create and apply custom inefficiencies = —— . hm e e ——
metrics and formulas to Reports can be = e S
I, . . h filtered by user, = O =
align reportlng wit timeframe, queue, or : : =
business KPIs and improve performance metric, = o
d . . |t providing tailored, -
ecision qua Ity. actionable insight for Queue Porformance | Agent Status
every user Activity Performance Topics
Q, December 13,2022 * o= L ¢
Dr| ” dOWn |nt0 pe rfo rmance Offer Answer % Abandon%  ASA Servicele..  Avg Wait AvgHandle  AvgTalk Avg Hold Avg ACW Hold Transfer
2372 2362 100% 10 0% 17s 94% - 17s 9m 23s 9m 8s - 15s
data to uncover trends, Drill down within © D CEIID QIR - oo
identify rOOt Ca uses' a nd reports to investigate Name Offer An]s]v::::m Abandon % ASA Senvice Le. Avg Wait Avg Handle n;nrg“'r::s n:\vg Hold :\:Acw Hold Transfer 4
. . outhers and take Advisors 118 24s 91% 70% 24s 9m 29s
ta ke InfOrmed action. corrective action at \ Billng 871 870 100% 1o 21s ornex  20s 8m 505 Bm3bs - 1o
the source Help Desk 1383 1374 9% 9% 14s 93% 8% 14ds 9m 435 OIS - 18
accerﬁure Copyright © 2026 Accenture. All rights reserved.
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How data is aggregated, normalized,

Unified Experience From Genesys And ServiceNow

Route ServiceNow work using Genesys Cloud

Q0o  Streamline work delivery

o v  With asingle, Al routing engine, customer
service teams receive precisely the work
types and amount they can handle.

Expand staff resourcing

Do
(mn]e
Do

> Workers do not need to be dedicated to
certain functions or work types because of
disparate routing engines.

& Inbox
a8 Improve utilization
© Available v
Q7 Continuously optimize utilization rates when
interactions and cases are routed through the George W]
Boxeo

same engine, lowering costs.

Time to accept

Reject

ARIZDNA 2
i accenture

and reported

Status

&

Offline ~
. © Available
Single presence status i
Il work types | |
across a yp o it

© Not Available

o Training
Acivecell Missing item in my recent order © Break
- _Cintomer detas  ineraction decals @ Available Internally
C ot B = © Away R \
a © * © Not Responding == o
Gl Wanciot 200 | v Offline Itiate pickup of refund request
aw By
& Inbox
Status pee’
© Available »
@ Case CS0001159
SN GC Demo
georse Warren Al routed cases, chats, and voice calls
oxeo . .
4-Low delivered to the ServiceNow CSM agent

workspace

Allocated by:
System Administrator

Reject J Accept

Copyright © 2026 Accenture. All rights reserved.
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Q38

Describe your approach to schedule management and ensure
that the project adheres to established timelines.

Presenters
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Proposed Schedule: from vision to value

Delivering an Al call center transformation using a field-tested delivery framework.

Months 1 2 3 4 5 6 7 8-60
% Project Planning
=1 Kick-Off Checkpoint
Design
Checkpoint

User Story, Design Workshops

O 9

Prod Prod
Readiness  Cutover

D lop/Confi | 0 sl UA S0 H
W) Develop/Configure/Test/Deploy ) T T Live ypercare
Training OCM and Knowledge Transfer
Development Training and Transition

Execute

Maintenance & Operations (M&O)

Copyright © 2026 Accenture. All rights reserved. 33
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Schedule Management

— Setup
1. Build a realistic, 2.Establish a 3.Baseline the 4.Implement Strong
detailed schedule Critical Path Schedule Governance &
Cadence
i =2 i Ao\
— Ongoing
5. Track Progress 6. Manage 7. Control Scope 8. ldentify and
with Data Dependencies Mitigate Risks
|ﬁ® Actively G ”@ Early =\
9. Optimize 10.Communicate 11.Adjust
Resource Transparently Proactively
i Ll (5e2) Q
Allocation & oy Ne

@55% acceniure Copyright © 2026 Accenture. All rights reserved. 34



Wrap-up

Provide a live demonstration showing how the solution
supports specific business scenarios (Medical, SNAP, and
TANF) across all required omnichannel touchpoints
(including phone, Al agent, Chat, & other digital channels).

Please provide an example how the Al bot detects and
responds to different customer emotions and

sentiments (example, frustration, anger, confusion, or
distress) across supported channels. Include how and when
the interaction is escalated to a human agent

when appropriate.

Provide a high-level explanation of how the backend process
orchestrates and routes requests across channels to support
these scenarios. Please provide examples including how
ServiceNow, Genesys, and Azure work together for each
transaction or business.

Please demonstrate how Al tailored interactions are
based on customer data.

What measures are implemented to ensure data privacy and
security during calls?

Please describe how the solution identifies and processes
different languages and accents. What languages are
currently supported for speech recognition & conversational
handling? How does the system behave when it encounters a
language it does not support or cannot accurately recognize?

Please explain how the platform monitors, tracks, and reports
on call outcomes and performance.

Describe your approach to schedule management and ensure
that the project adheres to established timelines.

ARIZONA Copyright © 2026 Accenture. All rights reserved. 35
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The inspiration for Olivia — the agent persona in our live demo

is

one of our live chat
agents engaging with
your providers today

We bring the vision and technology
solution that will allow your agents
to focus on solving the most
complex interactions, while the
technology takes on the more basic
tasks and helps to alleviate growing
queues and time pressures

AHCCCS
HERO
Award

“Let’s be honest — pleasing
providers is not always easy.
In fact, some might say it’s an
Olympic-level endurance sport
with no water breaks. And yet,
against all odds, Olivia
DeHaro keeps showing up,
opening chat, and choosing
excellence... repeatedly.

We see a future where we amplify
the same success and feedback
Olivia has received, and help
AHCCCS deliver these contact
center outcomes at scale and
continue your focus on member
and provider engagement

Copyright © 2026 Accenture. All rights reserved.

Olivia was mentioned by name more
than 13 times in the Provider Chat
Feedback Survey for going above
and beyond during live chat sessions
— which means providers didn’t just
leave satisfied... they took the extra
step to remember who saved them.
That alone deserves a cape, a
trophy, and maybe a snack.”

36



Follow up questions
and answers
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