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In addition to advanced technology, Deloitte provides local knowledge and a highly specialized team of experts who will 
support AHCCCS throughout implementation and beyond. Our experience collaborating with Arizona agencies such as 
the Department of Transportation and the Department of Economic Security reinforces our commitment to successful 
outcomes. Deloitte’s partnership delivers not only an advanced, scalable system but also comprehensive training, 
responsive support, and flexibility to adapt as future needs evolve, enabling AHCCCS to achieve measurable 
improvements in efficiency and service excellence. 

As a Principal, I am an authorized Deloitte Consulting LLP representative for this TASK ORDER YH26-0031 and can be 
reached at jnisbet@deloitte.com or +1.916.718.8331 should you have any clarifying questions. 

 

Sincerely, 

____________________________________________ 
Josh Nisbet, Principal 

Deloitte Consulting LLP 
jnisbet@deloitte.com 
+1.916.718.8331 
NASPO Contract No. CTR078085, Solicitation No. BPM006672 
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capabilities to completing tasks easier and more efficient. This is the modernization Arizona deserves; 
practical, innovative, and ready to deliver results where it matters most. 

Our Promise to Arizona: Outcomes that Matter 
AHCCCS is embarking on a bold modernization to deliver faster, more accurate determinations, simpler 
renewals, and an intuitive, omnichannel member experience by implementing an AI-Powered contact 
center with an integrated Genesys and ServiceNow solution. Our approach allows these outcomes to be 
tangible and visible to leadership, frontline teams, and the communities they serve. 

By maximizing the Genesys and ServiceNow AI capabilities, AHCCCS gains an innovative, configurable, 
scalable, secure, and accessible platform that meets people where they are – online, by phone, chat, 
SMS, email, or in person, while dramatically reducing administrative burden for staff and elevating every 
point of contact. Through robust Genesys integration, we enable next-generation engagement: AI virtual 
agents, intelligent routing, automated knowledge delivery, and predictive analytics to support callers, 
members, and agents alike with real-time, accurate information and empathetic service. 

We don’t just transform technology, our relentless collaboration focuses on program outcomes that 
drive real, measurable uplift. We deliver: 

• Tangible gains in service delivery and member satisfaction, powered by AI-driven insights and self-
service. 

• End-to-end operational efficiency, with seamless handoffs between digital and voice channels 
through integrated Genesys and ServiceNow workflows. 

• Technology modernization outcomes that mirror AHCCCS’s vision for resilient, future-ready 
operations. 

Our team’s deep experience with eligibility rules engines, CMS alignment, complex systems integrations, 
policy translation, stakeholder engagement, and real-time analytics positions AHCCCS to lead the nation 
in AI-powered, user-centered eligibility and service delivery. With Deloitte’s track record in 
implementing Genesys and ServiceNow, and our unique ability to weave AI and automation throughout 
every interaction, AHCCCS will be empowered with a solution that evolves with changing needs, 
anticipates member preferences, and delivers on the promise of a modern Medicaid experience. 

Unmatched Experience 
Modernizing Medicaid eligibility and member services is a complex, high-impact transformation that 
demands more than technical proficiency, it requires trusted leadership, proven at scale across the 
nation’s largest and most dynamic environments. Deloitte stands at the forefront of this work, having 
delivered more integrated eligibility and AI-powered contact center solutions than any other vendor, 
and currently supporting 8 of the 10 largest Medicaid systems in America. Our track record includes 
deploying advanced, omnichannel service models that balance operational excellence with member-
centric innovation. 

Our approach is grounded in hands-on Medicaid domain expertise, mastery of the ServiceNow platform, 
and deep proficiency in delivering Genesys-enabled AI contact centers. Deloitte doesn’t simply 
implement technology, we drive holistic transformation across people, processes, and platforms. We 
view each project as an opportunity to reimagine member interactions, streamline benefits 
management, and deliver measurable, high-value outcomes; in alignment with Arizona’s integrated 
vision. 





State of Arizona 
Arizona Health Care Cost Containment System (AHCCCS) – AI Call Center Integration 
Task Order YH26-0031 

 2026      Page  10  

The A-Team, for the Long Haul 
Our proposed team for AHCCCS is built for this moment and ready to partner with you for the long run. 
We have carefully selected a team optimized to deliver an integrated ServiceNow + Genesys solution by 
incorporating by pairing national Medicaid program leaders and eligibility SMEs with ServiceNow 
Certified Architects, Genesys Engineers, and AI developers. Each member brings direct experience in 
large-scale modernization, human services transformation, or Public Sector Digital Services, driving 
project success and risk mitigation for AHCCCS. Arizona-based resources provide rapid engagement and 
a deep understanding of local needs, while our broader national team members provide deep expertise 
across CCaaS, CRM, and AI solutions.   

Innovation with Confidence: Genesys + ServiceNow 
Our proposed solution integrates Genesys and ServiceNow to provide a unified experience for agents 
and incorporate the AI capabilities to enhance self-service for customers. The Genesys and ServiceNow 
integration creates an intelligent, omnichannel customer engagement platform that serves as a single 
source of truth for all member interactions and service requests. This unified architecture eliminates 
operational silos, reduces manual handoffs, and enables AI-powered automation at every stage of the 
member journey‚ from initial inquiry through resolution and follow-up. 

Intelligent Virtual Agent Capabilities 
The Genesys Cloud Virtual Agent delivers conversational interactions that go far beyond traditional 
chatbots: 

• Advanced Natural Language Understanding (NLU): Interprets real member intent and adapts to 
new topics over time, using business process knowledge to rapidly onboard new use cases. 

• Conversational Intelligence: Provides fluid, multi-turn dialogue, automatically summarizes 
interactions for continuity, and delivers human-like responses using AI, not just static scripts. 

• No-Code Configuration: An intuitive designer allows rapid updates and new workflows without 
custom code, supporting fast iteration based on member and staff feedback. 

Healthcare-Specific Use Cases 
Our AI virtual agent expertly handles core functions such as: 

• Eligibility Verification: Fast, accurate checks on member coverage, benefits, and co-pays, deflecting 
routine calls and escalating only what’s necessary to live agents. 
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• Claim Status Updates: Real-time insights on claim status and resolutions, with proactive guidance 
for common issues and seamless escalation for complex cases. 

• Provider Lookup: Smart, guided search for in-network care, including appointments and provider 
ratings. 

• Seamless Escalations: Intelligent triage and smooth handoff to human agents, sharing full 
transcripts and context to avoid repeat explanations and improve resolution times. 

Real-Time Agent Assistance 
Genesys Agent Copilot empowers live agents by surfacing relevant knowledge, suggesting tailored 
responses, and monitoring sentiment in real time. Agents receive real-time coaching on empathy and 
soft skills, while after-call summaries and automated wrap-ups streamline case management, enhancing 
both service quality and operational efficiency. 

Knowledge Management with ServiceNow 
Integrating ServiceNow Now Assist, our solution revolutionizes knowledge management: 

• Automated Article Creation: AI generates and curates knowledge articles from past cases, ensuring 
content is current and relevant. 

• Smart Search: Members and staff receive instant, summarized answers using semantic search, 
improving accessibility and reducing effort. 

• Workflow Intelligence: The system routes articles for review, keeps content up to date, and 
maintains robust audit trails for compliance. 

Transformative Self-Service Benefits 
• 24/7 member support with immediate, accurate answers on benefits, eligibility, and claims 
• Shorter wait times and reduced agent workloads by resolving routine issues without human 

intervention 
• Informed decision-making backed by high-quality, accessible knowledge content 
• Continuous improvement as analytics drive knowledge updates and enhance member experience 
The AI-powered Genesys and ServiceNow solution delivers measurable improvements in efficiency, 
accuracy, and member satisfaction, modernizing AHCCCS contact centers to meet Arizona’s needs today 
and position for innovation tomorrow. 
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Security, Privacy, and Compliance – Embedded from Day One 
Protecting PHI/PII and maintaining compliance are central to AHCCCS’s mission. Our approach embeds 
privacy-by-design and security-by-default from requirements through operations: role-based access 
control (RBAC), AI guardrails, strong encryption, secure development practices, continuous vulnerability 
scanning, hardened infrastructure, and active monitoring and incident response. Compliance 
frameworks are integrated throughout the lifecycle, CMS ARC-AMPE/MARS-E, NIST 800-53 Rev 5, and 
HIPAA. Audit-ready documentation and traceability built into normal work supports both operational 
resilience and audit readiness, reducing the administrative burden of assembling evidence at 
certification time. 

Meanwhile the FedRAMP-authorized cloud infrastructure (including Genesys and ServiceNow) provide 
Arizona with a secure, scalable hosting environment. This includes inherited least-privilege access 
aligned to business roles and functions. Continuous monitoring, rapid incident response, and 
transparent remediation maintain a compliant posture today and as CMS security expectations evolve.  
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• Faster, more predictable delivery and timeliness gains through sprint-based releases, transparent 
tracking, and early course correction. 

• Higher quality and audit readiness by design via RTM-driven acceptance criteria, embedded testing, 
and CAP-driven closure, supporting compliance expectations as part of daily work. 

• Inclusive access statewide by building accessibility (ADA/Section 508/WCAG) into design reviews 
and test cycles so usability and compliance are validated continuously, not bolted on late. 

• Sustained adoption and operational lift through human-centered OCM, role-based training, 
communications, and feedback loops synchronized to releases so Arizona realizes value in practice, 
not only at go-live. 
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Truly Modern Experience – not just faster, but more human 
As Arizona looks to the future, the vision for AHCCCS is clear: families gain straightforward, responsive 
support; staff are empowered to focus on meaningful, high-value work; and seamless, trustworthy 
collaboration at every step. That’s the driving force behind this AI-powered contact center 
transformation, built on Genesys and ServiceNow to deliver results you can see, faster response times, 
data-driven accuracy, and positive, confidence-inspiring experiences for all Arizonans. 

Arizona shouldn’t have to choose between innovative technology and dependability. Deloitte uniquely 
blends deep Medicaid expertise, proven ServiceNow integration, and complex, statewide deployment 
experience with a leadership track record in contact center modernization. No one offers a more robust 
portfolio of AI-enabled Genesys and ServiceNow solutions for public-sector programs including 
successful, large-scale eligibility integrations and recognized excellence in ServiceNow-powered 
transformation. 

By leveraging GenAI and workflow automation, we bring together national best practices and practical, 
real-world experience to create a resilient, modular contact center that meets Arizona’s distinct needs, 
delivering the Arizona value roadmap with confidence. 

Thank you for the opportunity to partner with AHCCCS on this nation-leading initiative. We are truly 
excited and deeply appreciative to work together on a contact center modernization that is modular, 
secure, transparent, and ready to elevate the lives of Arizonans. With the best of today’s AI, Genesys 
platform innovation, and ServiceNow’s flexibility, we are committed to building a future-proof solution 
that grows as Arizona’s needs evolve. 
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Our team has conducted a thorough evaluation of your requirements, including the task order 
specifications, amendments, the comprehensive requirements matrix, and the publicly available AHCCCS 
modernization roadmap and vision materials. We have carefully tailored our proposal to align with your 
objectives and look forward to supporting you turning your vision into measurable results. 

On behalf of Deloitte Consulting LLP, I confirm our willingness to provide the services and deliverables as 
outlined in our proposal and subject to the finalized terms and conditions, and that the information 
offered in our proposal meets the conditions outlined in the Task Order. Should you have any questions, 
please reach out to me as the principal contact for this proposal. 

____________________________________________ 
Josh Nisbet, Principal 
Deloitte Consulting LLP 
100 South Mill Avenue, Tempe, AZ 85281  
jnisbet@DELOITTE.com 
+1 916 718 8331 
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Genesys Expertise as an Integrated Strength  
Building on our ServiceNow leadership, Deloitte also offers deep experience in deploying and 
enhancing Genesys platforms for contact center transformation and Artificial Intelligence (AI) 
integration. Recognized as Genesys’ Global Systems Integration Partner of the Year, Deloitte 
delivers seamless, end-to-end Customer Experience (CX) solutions that complement and extend 
ServiceNow investments. Our integrated methodologies mean clients benefit from advanced AI 
capabilities across both workflow automation (through ServiceNow) and customer engagement 
(through Genesys), all supported by Deloitte’s decade-spanning global practice. We leverage 
proprietary accelerators, proven frameworks, and industry best practices to maximize the 

combined value of these platforms. Deloitte’s integrated teams, spanning ServiceNow, Genesys, 
and public sector expertise is comprised of 6000+ consultants, engineers, technologists, and 
agents serving contact center projects. This uniquely equips us to support agencies like the Arizona 

Health Care Cost Containment System (AHCCCS) in achieving innovative, sustainable, and high-impact digital 
transformation objectives.  

Deloitte combines the unmatched distinction of being a ServiceNow Global Elite Partner with pioneering experience in 
Genesys CX transformation and AI. For AHCCCS, this means a partner able to deliver robust, forward-looking solutions, 
powered by technical leadership, multidisciplinary talent, and a commitment to client outcomes. 

ServiceNow AI Implementation Leadership 
Deloitte is uniquely positioned as one of only six ServiceNow 
Global Elite Partners, representing ServiceNow’s highest level 
of partnership and distinction worldwide. This elite status 
directly benefits clients like AHCCCS by providing dedicated 
technical support resources, which Deloitte integrates into a 
robust governance model underpinning our proven 
implementation methodology. Additionally, Deloitte’s Global 
Elite Partner status grants us first access to ServiceNow’s new 
releases and innovations, allowing us to introduce emerging 
capabilities to your program well before they become widely 
available. This proactive approach can provide AHCCCS with a 
future state vision that is continually informed by the latest 
ServiceNow advancements. 

Our track record is built on a combination of tested 
methodologies and deep ServiceNow insights, delivering 
successful outcomes for clients around the globe, including numerous state Medicaid agencies, including Florida, 
Tennessee and California. Deloitte’s commitment to client service and operational excellence is reflected in holding one 
of the highest Customer Satisfaction scores among the ServiceNow Global Elite Partners, as measured by ServiceNow. 
When partnering with Deloitte, AHCCCS gains a partner with a ServiceNow practice unmatched in both technical 
capability and delivery capacity. 

Figure 7. Deloitte 
Partnership with 

Genysys 

Figure 8: Deloitte's experience and partnership with 
ServiceNow 
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Member-Focused Experience 
• Empowered Participants: Secure role-based access, self-service, and policy-driven support for all users. 

Automated follow-ups, notifications, and case summaries keep everyone informed and engaged throughout 
their service lifecycle. 

• Holistic Data Management: End-to-end workflow tracking, robust identity/profile management, and 
workflow automation drive quality, efficiency, and compliance. 

Deloitte’s approach helps AHCCCS realize the full potential of its Genesys and ServiceNow investments delivering 
superior service quality, resilience, and adaptability. Our flexible, standards-based solution is built to grow, modernize, 
and evolve with your mission and community. 

Next-Gen Self-Service and Digital Experience 
Deloitte enhances AHCCCS’s Genesys and ServiceNow platforms by integrating robust AI, automation, and intuitive 
design. This device-agnostic, plugin-free solution enables Medicaid members, providers, and agency staff to access 
services and manage information with ease across channels. 

• Empowered Self-Service: Advanced AI and Natural Language Understanding allow for around-the-clock virtual 
agents across all channels, resolving routine inquiries and promoting frictionless self-service. 

• Personalized Portals & Knowledge Access: Our solution’s self-service portal delivers content, guidance, and 
communities tailored to each user’s profile. Members and providers can find resources, submit requests, schedule 
appointments and interact with virtual agents through streamlined, device-optimized interfaces. 

• Workload Balancing & Decision Support: AI-driven routing, presence indicators, and workload dashboards allow 
teams and supervisors to dynamically balance resources in real time, enabling efficient case handling. 

• Feedback and Continuous Improvement: Mobile-friendly surveys capture actionable insights during the user 
journey, fostering ongoing service innovation.  

• Omnichannel Scalability: Embedded messenger widgets and APIs deliver a consistent experience across all 
channels, with consistent branding and context. 

• Comprehensive Service Management: Constituents can use AI-powered self-service channels to manage 
appointments, view queue status, submit documents, and track requests. Detailed histories and notifications deliver 
transparency and proactive engagement. 

• Agent Workspace and Next-Best Action: Transforming the agent experience is central to the Deloitte’s approach. 
Agents benefit from a unified, ADA-compliant workspace that brings real-time, context-aware information to the 
forefront, allowing for quicker decision-making and improving FCR metrics. 

• Centralized Context-Sensitive Dashboards: The agent workspace gathers case histories, relevant knowledge articles, 
incidents, and catalogs, making actionable information instantly available within agent workflows. 

• Guided Decision-Making: Dynamic decision trees leverage AI to assist agents by quickly adapting to live case 
circumstances and provide agents with recommended next best actions, automating resolution steps, and 
presenting clear guidance for even the most unfamiliar of scenarios.  

• Streamlined Documentation: Agents can access and attach community posts, support items, and context notes 
directly to cases, supporting fast, well-documented resolutions. 

• Role-Optimized Views: Custom landing pages designed for specific teams or roles improve usability and help agents 
concentrate on high-priority or complex cases. 

• Workload and SLA Monitoring: Dashboards highlight case priorities and forecast resolution timelines, with 
prominent warnings for potential SLA breaches, enabling proactive case management. 

Agent Co-Pilot, Automation, and Collaboration  
The Agent Co-Pilot introduces transformative AI-powered support, further elevating the agent's experience and 
operational efficiency. By providing real-time guidance, relevant knowledge suggestions, and automated workflows 
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trade secret may consist of a compilation of information that is continuously used or has the potential to be used in 
one’s business and that gives one an opportunity to obtain an advantage over competitors who do not know of or use 
it.). 

Our proprietary methodologies, tools, assets, processes, solution, and approach derive independent economic value 
from not being generally known to the public and cannot be readily ascertained or derived from publicly available 
information. This information is the subject of strong efforts to maintain its secrecy. For example, we routinely require 
our personnel, teaming partners and subcontractors to: (a) sign non-disclosure agreements; (b) implement reasonable 
security measures to protect information at their offices and in their computer systems; (c) limit disclosure of sensitive 
marketing and proposal materials to a select group of individuals on a strict need-to-know basis; and (d) we have made 
the effort to identify those sections of our proposal that we deem confidential. 

In developing the Deloitte Proposal, Deloitte Consulting was required to use its ingenuity and originality to determine 
how best to accomplish AHCCCS’ objectives of modernizing and streamlining its Medicaid Enterprise Systems (MES) 
operations, which is reflective of our market strategy. For example, the Deloitte Proposal provides valuable insight into 
Deloitte Consulting’s NextGen solution accelerators, including confidential details regarding the technical design, 
functional architecture, and key components, features, and functionalities of its proposed solution, the disclosure of 
which would cause substantial injury to our competitive position. The Deloitte Proposal also reflects Deloitte 
Consulting’s overall implementation plan and delivery strategy for the MES SI, including details regarding its setup 
approach, system security approach, data management strategy, data migration approach, testing and acceptance 
approach and training approach. This individual strategy and the proprietary SI platform, tools, assets, and accelerators 
used to implement the strategy allow Deloitte Consulting to effectively compete in the market, and if disclosed, would 
reveal Deloitte Consulting’s individual approach to system modernization, integration, and implementation services, 
which to date has distinguished Deloitte Consulting among others in the health care and Medicaid market and 
contributed to successful contract awards. This information is not the kind of information that we customarily disclose 
to the public and is being provided to AHCCCS with the reasonable expectation that it will not be released. Accordingly, 
its disclosure would seriously undermine Deloitte Consulting’s competitive advantage by allowing competitors to have 
access to Deloitte Consulting’s ideas, designs, processes, and solutioning methodologies, all of which have significant 
commercial value and represent the investment of substantial time, effort and money. 

The Deloitte Proposal further highlights Deloitte Consulting’s industry-leading and differentiated experience 
implementing similar SI solutions for other state government agencies across the country and reflects information 
regarding Deloitte Consulting’s internal business practices, including details regarding its staffing model and strategy, 
project management methodology, best practices, lessons learned, guiding principles, critical success factors, key 
differentiators, value-added benefits, and how the key features of our proposed solution and approach directly align 
with AHCCCS’ project requirements; the compilation of which constitutes Deloitte Consulting’s trade secret and 
proprietary commercial information. These details have not been disclosed outside of Deloitte Consulting’s team except 
on a limited basis and only for the limited purpose of furthering the development of the underlying strategic approach 
and solution. Disclosure of this information would provide our competitors with direct access to Deloitte Consulting’s 
individual approach to work, internal operations, and proprietary thought processes and strategy. Therefore, Deloitte 
Consulting seeks to protect such information from public disclosure. 

Much of the substantive discussion throughout the Deloitte Proposal refers to Deloitte Consulting’s proven 
methodologies and unique processes for delivering the requested services. Deloitte Consulting’s methodologies and 
approaches are proprietary and are used repeatedly in its consulting work. Deloitte Consulting developed and continues 
to enhance and maintain these methodologies at considerable expense. The methodologies facilitate both efficiency and 
enhanced service quality, which give Deloitte Consulting a significant competitive advantage in bidding on projects, both 
in the public sector and commercial arenas. Because these methodologies reflect the expertise and experience of 
Deloitte Consulting, they are not easily replicated by a competitor, except through improper means. The release of this 
information to Deloitte Consulting’s competitors would do considerable harm to Deloitte Consulting’s competitive 
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position in this market by allowing its competitors to gain access to such content in order to mature their own 
capabilities and offerings in this space. Accordingly, such information is protected trade secret and proprietary 
information and should be withheld from public disclosure. 

In addition, the Deloitte Proposal includes Deloitte Consulting’s proprietary graphics, figures, tables, charts, diagrams, 
dashboards, sample reports, plans, deliverables, templates, screenshots, and other artwork; some of which depict the 
proposed technical architecture and illustrate how Deloitte Consulting’s solution and approach will deliver the business 
specifications. The proprietary graphics reflect a general creative direction and approach that could be used by Deloitte 
Consulting with another current or potential client. This information is part of Deloitte Consulting’s creative body of 
work that may be used in other proposals/projects. Disclosure of this information would place Deloitte Consulting at a 
competitive disadvantage by allowing its competitors to have access to and the ability to utilize the graphics that it 
expended considerable time and resources to design. Deloitte Consulting has marked these graphical items for 
protection against disclosure because they contain confidential information and the format is proprietary to Deloitte 
Consulting. Disclosure of the confidential information and the format would provide an unfair advantage to Deloitte 
Consulting’s competitors, as they would then be in a position to use Deloitte Consulting’s graphical format in proposals 
when competing against us. 

This information has application well beyond the instant proposal and reflects Deloitte Consulting’s experience with 
similar projects. Accordingly, its disclosure would seriously undermine Deloitte Consulting’s competitive advantage by 
allowing competitors to have access to Deloitte Consulting’s ideas, processes, and methodologies that they would not 
have had or would have had to spend considerable funds to develop on their own. See SMS Data Prods. Group, Inc. v. 
Dep’t of the Air Force, 1989 WL 201031 at *3-4 (D.D.C. 1989) (“proprietary technical information” in successful offeror’s 
technical proposal is exempt from disclosure under the FOIA); Landfair v. Dep’t of the Army, 645 F. Supp. 325, 328-29 
(D.D.C. 1986) (same for “technical designs”); Prof’l Review Org. of Fla., Inc. v. Dep’t of Health and Human Servs., 607 F. 
Supp. 423 (D.D.C. 1985) (same for “review process with an outline of data capability and processes”); Audio Technical 
Services LTD. v. Department of the Army, 487 F. Supp. 779, 782 (D.D.C. 1979)(same for “design recommendations” and 
“design concepts including methods and procedures”). Accordingly, disclosure of this Protected Information would 
impair Deloitte Consulting’s ability to successfully compete for future work by relinquishing our approach to our 
competitors who may then fashion future proposals to utilize a similar strategy. 

Further, Protected Information in this category is exempt from disclosure for the additional and independent reason 
that its release would jeopardize AHCCCS’ ability to conduct business by decreasing the willingness of Deloitte 
Consulting and other contractors to include novel ideas in their written proposals or other submissions to the 
Government. See Orion Research, Inc. v. EPA, 615 F.2d 551, 554 (1st Cir. 1980) (technical information in successful 
offeror’s proposal was exempt from disclosure under the FOIA because its release would “induce potential bidders to 
submit proposals that do not include novel ideas”). 

Based upon this Section, the provisions of the Deloitte Proposal as listed in the Submittal Letter and as further set forth 
in the redacted copy provided should be withheld from disclosure by AHCCCS. 

2. Identities and Qualifications of Personnel and Subcontractors. 
The Deloitte Proposal includes confidential information and protected trade secrets concerning the identities, 
qualifications, and relevant experience of individual Deloitte Consulting personnel and proposed subcontractors, 
including team member names, signatures, photographs, contact information, short bios, relevant project references, 
and resumes. See 1 MILGRIM ON TRADE SECRETS §1.09[8][g] (2020) (“…[b]usiness information which can be protected 
under a trade secret theory…[includes]…[i]nformation concerning…effectiveness and good sales performance of key 
sales and other personnel…”). Deloitte Consulting holds the identity of its personnel and proposed subcontractors in the 
strictest confidence. 
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Compilations or lists of Deloitte Consulting personnel and subcontractors, which often include details of specific, 
professional qualifications, included in the Deloitte Proposal are intended for use in Deloitte Consulting’s business for 
the purpose of winning new business and these compilations have significant economic value. Disclosure of this 
Protected Information would injure Deloitte Consulting’s competitive position by providing competitors with insight into 
the manner in which Deloitte Consulting assembles individuals with particular types of education, experience and talents 
into project teams. In addition, disclosure of such information would allow Deloitte Consulting’s competitors with 
visibility into how we may position subcontracts for the potential engagement, and there is no public interest in the 
identity and qualifications of proposed subcontractors and teaming partners submitted in a proposal unless such 
information becomes part of a subsequent contract. Deloitte Consulting’s competitors could use this Protected 
Information to free ride on its years of experience by assembling project teams virtually identical to those of Deloitte 
Consulting in terms of composition and qualifications. Deloitte Consulting’s success as a professional services provider 
depends on the talent and skills of its professionals. Therefore, Deloitte Consulting has spent considerable resources 
recruiting, hiring, training, and retaining the employees whose names and qualifications are included in the Deloitte 
Proposal. Providing competitors with the identification of our firm’s resources not only would result in placing Deloitte 
Consulting in a less competitive position in the future, but could also compromise our ability to perform in the present, 
should those resources be pirated by competitor. 

Because Deloitte Consulting considers its staffing strategy and proposed team to be trade secrets, Deloitte Consulting 
does not customarily release its staffing arrangements to third parties and detailed staffing information is not publicly 
available on Deloitte’s website or in marketing materials. The specific collection of Deloitte Consulting’s proposed 
personnel and subcontractors submitted in the Deloitte Proposal along with their unique education, experience, and 
qualifications cannot be readily ascertained or derived from publicly available information. If the names and resumes for 
these professionals were released, they would be an ideal tool for competitors to use in poaching Deloitte Consulting’s 
employees in this area. This would cause substantial harm to Deloitte Consulting via the loss of these skilled employees, 
and it would provide a resultant benefit to Deloitte Consulting’s competitors, who could acquire the benefit of these 
employees without having to make substantial investments in their training and development. 

Further, in order to protect the confidentiality of certain information, not all team members are provided access to all sections of 
Deloitte Consulting’s proposals. To the extent Deloitte Consulting must disclose such information to its prospective clients as part of 
a bid proposal, Deloitte Consulting either requires a confidentiality agreement or endeavors to protect the confidentiality of the 
information to the fullest extent possible under the applicable open records laws. It would take a competitor a significant amount of 
time and effort to assemble this collection of information and therefore it should be protected from public disclosure as Deloitte 
Consulting’s proprietary and trade secret information. 

Deloitte Consulting is not aware of any public interest in the disclosure of this information. Certainly, Deloitte Consulting’s 
personnel, including its proposed subcontractors, have a reasonable belief that the compilation of their names, photos, signatures, 
relevant project experience, references, contact information, and other qualifications would not be disclosed pursuant to the 
Arizona Inspection of Public Records Act and are entitled to protection of their privacy. Because the compilation of such information 
provides Deloitte Consulting with a competitive business advantage in winning  solicitations, is not relevant to the ordinary work of 
AHCCCS, and the protection of this private information outweighs the public interest in disclosure, we request that such information 
be withheld from public disclosure pursuant as Deloitte Consulting’s trade secret and proprietary commercial information. See Prof’l 
Review Org. of Fla., Inc. v. Dep’t of Health and Human Servs., 607 F. Supp. 423, 425 (D.D.C. 1985) (information regarding contractor’s 
organizational structure and staffing was exempt from disclosure under the FOIA); Audio Technical Services LTD. v. Department of 
the Army, 487 F. Supp. 779, 782 (D.D.C. 1979) (same for “biographical data on key . . . employees”). 

Based upon this Section, the provisions of the Deloitte Proposal as listed in the Submittal Letter and as further set forth in the 

redacted copy provided should be withheld from disclosure by AHCCCS. 

3. Past and Present Clients/Customers, Reference Information, and Experience. 
The Deloitte Proposal contains confidential information pertaining to Deloitte Consulting’s capabilities and non-public 
client qualifications which include client organization, client names, and details about the work performed for those 
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clients. The identities of Deloitte Consulting’s clients and the information about the projects completed for those clients, 
including key contact information are protected, proprietary commercial information and trade secrets. The release of 
the past performance material in the various documents would cause substantial competitive harm to Deloitte 
Consulting, and is also, therefore, exempt from disclosure. Past performance information necessarily discloses the 
identity of a contractor’s clients/customers, both in the private and public sectors. Information relating to a company’s 
customers is exempt from disclosure, because “disclosure of this type of information would threaten the competitive 
position of the submitter.” Audio Technical Services LTD. v. Department of the Army, 487 F. Supp. 779 at 782 (D.D.C. 

1979); see also Fund for Constitutional Government v. Federal Trade Commission, No. CA 79-0250, 1981 WL 2117, at *2 
(D.D.C., July 10, 1981) (identity of customers and information concerning contracts with customers exempt under 
Exemption 4). Further, this information contains technical details and methodologies employed by Deloitte Consulting in 
performing other contracts for the design, development, implementation, and maintenance and operations of 
modernized integrated eligibility systems relevant to AHCCCS’ project, and, as discussed above, such information is 
exempt from disclosure. The Court of Appeals of Arizona found in Calisi v. Unified Fin. Servs., LLC, 232 Ariz. 103, 106, 302 
P.3d 628, 631 (Ariz. App. 2013) that “a customer list may be entitled to trade secret protection when it represents a 
selective accumulation of detailed, valuable information about customers — such as their particular needs, preferences, 
or characteristics — that naturally ‘would not occur to persons in the trade or business.’” 

The client information in the Deloitte Proposal contains a trove of valuable information. The clients’ identities 
themselves are valuable, trade secret data. Additionally, the client key contact information, descriptions of the work 
performed for Deloitte Consulting’s clients, and other nonpublic engagement details constitute trade secret data. The 
client list in these materials is not simply information related to a single or ephemeral event in the conduct of Deloitte 
Consulting’s business. Many of these clients are repeat customers of Deloitte Consulting’s services, and Deloitte 
Consulting seeks to engage these customers for more business opportunities in the future. Deloitte Consulting is 
actively working on ongoing business for some of these clients. Likewise, the descriptions of the work performed for 
these clients is not simply information about single, completed projects. Deloitte Consulting often applies similar 
methodologies in projects for the same client or for different clients. The descriptions (coupled with the client identities 
and key contact information) are a crucial part of Deloitte Consulting’s business formula. Deloitte Consulting is seeking 
to protect traditional trade secret information: the compilation of its unique qualifications and project references, 
including client identities and key contact information, descriptions of work processes and project scope, and other 
contract information that may be used over and over again in Deloitte Consulting’s business of delivering quality 
services. See Morlife, Inc. v. Perry, 56 Cal. App. 4th 1514 at *1522 (Cal. App. 1997) (customer list has economic value 
because disclosure would allow a competitor to direct its sales efforts to those customers who have already shown 
a willingness to use a unique type of service or product); see also MAI Sys. Corp. 
v. Peak Computer, Inc., 991 F.2d 511 at *521 (9th Cir. 1993). 

Deloitte Consulting has expended a substantial amount of time, effort, and money to develop its relationships with the 
clients revealed in the Deloitte Proposal submitted to AHCCCS. In addition, Deloitte Consulting performed specialized 
work for such clients and spent time developing processes to solve their special needs. Deloitte Consulting’s 
competitors could use such information to undermine Deloitte Consulting’s future efforts to develop business with new 
clients as well as maintain business relationships with their past clients. For example, if the client information was 
obtained by Deloitte Consulting’s competitors, then the competitors could make targeted “pitches” that highlight the 
competitors differences with Deloitte Consulting to those businesses and government agencies. See Calisi, 232 Ariz. at 
107 (a customer list may be entitled to trade secret protection where the claimant demonstrates it compiled the list by 
expending substantial efforts to identify and cultivate its customer base such that it would be difficult for a competitor 
to acquire or duplicate the same information). 

There are many other ways in which Deloitte Consulting’s competitors could make use of the valuable client and project 
information. For example, Deloitte Consulting’s competitors could use the client identities and contact information to 
attempt to obtain negative reviews of Deloitte Consulting’s work for those clients; such negative reviews could then be 
used against Deloitte Consulting when the competitors submit proposals in competition with Deloitte Consulting on 
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future private and public projects. 

Additionally, the specific compilation of client names, project descriptions, and lessons learned constitute Deloitte 
Consulting’s demonstrated competence and qualifications to perform the services requested by AHCCCS. This 
information is not widely known outside of Deloitte Consulting. These clients are not identified in documents that are 
disseminated widely nor are they made known on Deloitte Consulting’s internet website. Further, these clients and the 
details about the work performed for them are not known by all Deloitte Consulting employees or others involved in 
Deloitte Consulting’s business. Therefore, this collection of information as a whole would take Deloitte Consulting’s 
competitors significant time and effort to collect and disclosure of this information would certainly provide competitors 
with valuable insight on how to structure their qualifications for future bids. See Tribal Behav. Health LLC, 2022 U.S. 
Dist. LEXIS 112186 at 34-35 (a customer list may qualify for trade secret protection if it provides a competitive advantage 
over others in the industry because it provides other information—such as the unique needs or points of contact for 
each customer that can be difficult to obtain). 

Without access to the client information contained in the Deloitte Proposal, including details regarding the specialized 
solutions and approaches, Deloitte Consulting’s competitors would be unable to “properly acquire” that information. 
Deloitte Consulting does not customarily release this Protected Information to competitors or otherwise to the public. 
Therefore, because the release of such client information would give Deloitte Consulting’s competitors an advantage, 
such information is protected from disclosure pursuant as a trade secret and/or proprietary commercial information. 
See Calisi, 232 Ariz. at 107 (“a customer list may also be entitled to trade secret protection if the claimant demonstrates 
it compiled the list by expending substantial efforts to identify and cultivate its customer base such that it would be 
difficult for a competitor to acquire or duplicate the same information.”); see also Courtesy Temporary Service, Inc. v. 
Camacho, 222 Cal. App. 3d 1278 at *1287 (Cal Ct. App. 1990.) (a customer list procured by substantial time, effort, and 
expense is a protectable trade secret . . . it is this very “work effort” or process of acquiring and retaining clientele, that 
constitutes a protectable trade secret). 

Based upon this Section, the provisions of the Deloitte Proposal as listed in the Submittal Letter and as further set forth 
in the redacted copy provided should be withheld from disclosure by AHCCCS.  

 
4. Other Proprietary Commercial Information. 
The Deloitte Proposal contains information regarding Deloitte Consulting’s breadth of capabilities and competencies 
relevant to the requested services, including project highlights, distinguishing factors regarding Deloitte Consulting’s 
Government and Public Services (GPS) practice, its marketplace relationships and alliance partners, client testimonials, 
individual case studies, and its proposed project assumptions. Such information constitutes Deloitte Consulting’s 
internal, confidential and proprietary commercial and financial information. This information is not publicly reported 
and is not publicly disclosed. Deloitte Consulting provided this information so that AHCCCS could evaluate its 
responsibility and its ability to perform the work required but with the expectations that it would not be publicly 
disclosed. Because this information is not publicly disclosed, Deloitte Consulting would be disadvantaged if its 
competitors were made aware of this information. 
 
The Deloitte Proposal also includes Deloitte Consulting’s proposed changes and exceptions to the terms and conditions 
contained in the Task Order and as such, constitute Deloitte Consulting’s confidential commercial information and risk 
position. If this information were disclosed it would substantially harm Deloitte Consulting’s competitive position as its 
competitors, by knowing the tolerance for certain terms and conditions to which Deloitte Consulting will agree and its 
preferred language, could unfairly exploit that knowledge by undermining and “under-bidding” Deloitte Consulting in 
future solicitations across the country. Hence, disclosure of this Protected Information would impair Deloitte 
Consulting’s ability to successfully compete for future work by relinquishing our approach to our competitors who may 
then fashion future proposals to utilize a similar strategy with regard to risk tolerance and preferred terms language. 
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Furthermore, this information is not released to the public and is closely protected within Deloitte Consulting. Because 
this information is not publicly disclosed, Deloitte Consulting would be disadvantaged if its competitors were made 
aware of this information. 

The Deloitte Proposal contains Deloitte Consulting’s confidential and proprietary commercial information regarding its 
ability to meet AHCCCS’ subcontracting requirements, including the identities and contact information of its proposed 
subcontractors. Such information constitutes Deloitte Consulting’s internal, confidential commercial and proprietary 
information. This information is not publicly reported and is not publicly disclosed. Deloitte Consulting provided this 
information so that AHCCCS could evaluate its responsibility, its ability to perform the work required, and its inclusion 
and supplier engagement practices and program initiatives. Because this information is not publicly disclosed, Deloitte 
Consulting would be disadvantaged if its competitors were made aware of this information. 

Based upon this Section, the provisions of the Deloitte Proposal as listed in the Submittal Letter and as further set forth 
in the redacted copy provided should be withheld from disclosure by AHCCCS. 
 
5. Summary  
For the reasons stated above, Deloitte Consulting objects to the disclosure of the redacted portions of the Deloitte 
Proposal concerning its proprietary methodologies, tools, assets, solutions, and technical approach; the identities and 
qualifications of its personnel and proposed subcontractors; its customers and client reference information; and other 
proprietary commercial information. Release of Deloitte Consulting’s Protected Information would impair Deloitte 
Consulting’s competitive position, undermine the integrity of the procurement process and may discourage Deloitte 
Consulting and other qualified firms from submitting proposals in the future.  

Thank you for your consideration of this matter. In the event that AHCCCS disagrees with the information that Deloitte 
Consulting has identified as confidential and exempt from public disclosure, please contact me in advance of the release 
of any Deloitte Consulting-related information identified herein so that we can discuss the matter. 

 

   Sincerely,     
         

                               _____________________ 
   Josh Nisbet, Principal 
   Deloitte Consulting LLP 
   jnisbet@deloitte.com 
   +1 916 718 8331 
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Terms and Conditions), which contradicts, in some parts, Section 5. We would like to discuss to get a 
clearer understanding of which provision applies. 

Section 6 Records. Similarly, Section 3.6 of the Special Terms and Conditions in the Master Contract set 
forth requirements around records and audit rights; would AHCCCS consider striking Section 6 since the 
subject matter is addressed in 3.6? 

HIPAA Business Associate Addendum: we request clarifying edits to the BAA, similar to other BAAs we 
have in place with the State. For example, we would like to discuss alternative remedies in lieu of the 
indemnification for claims related to Contractor acts or omissions in connection with its obligations 
under the BAA. 
 

Assumptions: 

1. AHCCCS will provide qualified and knowledgeable resources to the project team with business and 
technical skills required for the project to be delivered within the mutually agreeable timeline. 

2. AHCCCS executive management will provide full sponsorship and support for this project, including 
approval of budget, resources, and timing.  

3. AHCCCS will not withhold or delay access to the AHCCCS leadership, managers, employees, information, 
and systems/data that are required to deliver the scope of work.  

4. Third party products will work as specified by the third party application vendor. Any significant issues with 
the functionality/quality of the software could affect Deloitte Consulting’s estimate, timeline, and 
resources. 

5. AHCCCS will reach timely agreement with the vendors to allow for the timely provision of the products identified in 
the Response and Deloitte Consulting will have all access and use rights as required to perform the services.  

6. Deloitte Consulting will have no responsibility for the performance of any third party software or hardware.  

7. Deloitte will not provide legal advice regarding our services nor will we provide assurance regarding the outcome of 
future audits or regulatory examination or other regulatory action. The responsibility for legal issues with respect to 
these matters, such as reviewing deliverables and work product for legal implications, regulatory compliance, or 
anything related, will be AHCCCS’s responsibility. 

8. In the event of any delays caused outside of Deloitte Consulting’s direct control, a change or deviation in scope, any 
failure of any stated assumptions, or AHCCCS (or its vendors) fail(s) to meet its obligations, Deloitte Consulting’s 
ability to perform as set forth herein may be adversely impacted and an equitable adjustment to scope, cost and 
schedule will be agreed to by the parties in a change order to account for the impact. 

9. AHCCCS will limit sensitive information, such as PII, PHI, trade secrets and other information that it considers 
sensitive or highly confidential, it provides to Deloitte Consulting (or otherwise makes available to Deloitte 
Consulting) to only that which is reasonably necessary to allow Deloitte Consulting to provide the Services.  Any 
disclosure of sensitive information by AHCCCS to Deloitte Consulting will utilize levels of information security and 
data encryption appropriate to maintain security of AHCCCS sensitive information being accessed by or transferred 
to Deloitte Consulting, and as required by applicable information protection laws. 

10. When providing services, Deloitte may utilize tools and applications available in the market, such as RPA, AI, cloud, 
cyber, immersive, and other similar tools and applications as available.  These tools and applications may be utilized 
for their innovation, efficiency, and ability to enhance our solutions. 
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11. In connection with the Services, Deloitte Consulting will leverage generative AI that is included within the Genesys 
and ServiceNow platforms owned or licensed by AHCCCS in the creation of certain Deliverables that result in content 
that is created by generative AI (“GenAI Work Product”). 

12. AHCCCS acknowledges that content created by generative AI may not be protectable under copyright or 
other intellectual property laws. In addition, due to the nature of generative AI technologies, the provisions 
of the Agreement regarding infringement of intellectual property shall not apply to GenAI Work Product. 
However, Deloitte Consulting will pass on to AHCCCS the benefit of any intellectual property infringement 
indemnification it may receive from the generative AI vendor with respect to infringement claims against 
AHCCCS regarding any GenAI Work Product. 




