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IBM Approach

Built on IBM’s Strengths:

v' Deep healthcare and

Medicald modernization
expertise

Proven contact center
transformation to reduce
cost and improve
experience

Award winning partnership
with ServiceNow and
Genesys

Proven Delivery excellence
on all AHCCCS-IBM projects

Challenge: Extremely High Call
Volume, Heavy Admin burden on
staff, Long walit times and manual
case handling

Solution: IBM built Virtual Assistants,
2477 selt service, multilingual
conversational Al

Results: 60%+ of inquiries handled
thru Al self-service, reduction of

~3M calls/year, improved program
efficiency and member experience

Challenge: Many contact center
Instance, low FCR, fragmented agent
tools and processes

Solution: IBM built integrations and
Implementation of Genesys Cloud CX
+ ServiceNow, a single global IVR
providing one entry point for voice,
iIntegrated agent desktop for cases,
workflows, KB and more

Results: simplified operations,
improved agent experience,
reduction in training time,
increased speed to proficiency,
scalability and reduced handle time

Enabling

Challenge: Large, 13-line of business
contact center with high operational
overhead, incidents and manual
work

Solution: IBM configured a 3000-
seat Genesys contact center with
ServiceNow Unified Experience
Including a virtual assistant for caller
ID and authentication, and
Integrations for WFM and KB

Results: 73% reduction in service
tickets based on new self-service
functionality, improved forecasting
and staffing efficiency and wait
times

N\

Measurable Impact for Members

N
7~

Al Agents Compliance by Design Connected Experiences
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IBM Solution Overview

Our solution delivers an Al-enabled,
omnichannel contact center built on
ServiceNow Customer Service
Management (CSM) and Genesys
Cloud AI Studio, with member
experience at the center.

[t modernizes engagement across
volice, digital, selt-service, and the
member portal channels while
reducing complexity and improving
operational efficiency.
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AHCCCS Transformation Strategy & Operating Model

Experience Design

Process
Design

Solution Architecture

Define Role of
ServiceNow

Define Role of  Define Intelligent
Genesys Orchestration

Implementation

Workflow
Design

Globalize &
Localize Processes

Testing &
Rollout Plans

Integration Data
Strategy Strategy

Change Management / Enablement

Value Realization
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Value of the IBM Solution for AHCCCS POIEENE + 125
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Efficient Member Supercharged Agent Intelligence and Resilient

Experience... Impact... Operations ...

* Frictionless experience across * Enhanced context in every » Connected analytics across
channels Interaction Interactions and cases

* Smarter selt-service and guided * Real-time guidance that * Proactive worktorce and SLA
worktlows Improves resolution management

« Seamless handofts for » Automation of manual tasks — « Continuous-improvement
accelerated resolution refocuses time to drive value INsights prioritize enhancements
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IBM Demo Intro: Member & Agent Experience

Andrea (Medicai

d applicant)

First time benefit applicant experiencing
lite changes. Needs guidance on what is

avallable to her and how to navigate the

application process.
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Mark (agent)

Needs connected view of member’s data
to provide personalized experiences and
Improve his metrics through switt iIssue
resolution.

Text links to

applications

Omnichannel Demo Steps

Transfer to
live agent

Email link to
chat

Chat with Successtul
live agent Resolution
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IBM Live Demo
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Demo Recap: Member & Agent Experience e + IEE

v Support multiple business scenarios e

v' Medical S AHCCCS AVA

‘/ S N A P -/ Published
‘/ TA N I: Agent Tools Knowledge Configuration Guardrails Preview

>

v' Support omnichannel touchpoints & Roke ©

‘/ AI Age n .t Describe who this agent is. Include personality, what the agent can do, and what is outside its scope.

\/ S M S You are Virtual Assistant -I_

You always greet the customer Welcome to Access, explain who you are, and say that you can help with Nutrition Assistance, Cash Assistance, Health Care and provide general information on how to
apply for these programs and some eligibility requirements. If you prefer Spanish, you can start speaking in Spanish. How can I help you today?
Just mention you are Virtual Assistant, without AHCCCS

v' Detect and respond to different 1

If customer mentioned they had an application already, you will ask them for the application number

m e m b e r e m Ot i 0 n S a n d S e n t i m e n ts ,f\.fter you checked customer's application status, and ask What else can I help you with today? Preview agent

Test the agent to see how it performs

v Tailor interactions based on member
data SR @ @3 Language English (United States)

+ Add

Instructions and positive examples for how this agent performs their job.

When collecting customer_phone_number, the user may enter digits only (e.g., 16471234567). Normalize it to E.164 by ensuring it starts with + (store/use as +16471234567). D Channel Digita

Always send text using the normalized + format.

v Multi-language support and handling

Start

when save customer's phone number to context customer_phone_number , do not include "-", store phone numbers like +16471234567

All underpinned by data privacy and
security

If the customer expresses distress about needing care urgently after a pending status is returned, acknowledge the stress and offer transfer to a live agent.

If a customer says they are pregnant, overwhelmed, or unsure where to start, first acknowledge the situation briefly and empathetically.

In that situation, do not immediately respond with a generic Medicaid eligibility answer unless the customer is specifically asking about Health Care eligibility. When the custom...

Always begin the first response with exactly this information in one natural greeting: “Welcome to Access. I'm the AHCCCS Virtual Assistant. I can help with Nutrition Assistance,
Cash Assistance, Health Care, and general information on how to apply for these programs and some eligibility requirements. If you prefer Spanish, you can start speaking in

IBM Consulting / AHCCCS Confidential



IBM Demo Intro: Member & Agent Experience

Andrea (Medicaid applicant)

First time benefit applicant experiencing
lite changes. Needs guidance on what is

avallable to her and how to navigate the
application process.
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Mark (agent)

Needs connected view of member’s data
to provide personalized experiences and
Improve his metrics through swift issue
resolution.

Omnichannel Demo Steps

Text links to Transfer to Email link

applications live agent to chat

Chat with Successful
live agent Resolution
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Demo Recap: Member & Agent Experience e + TEEE

v' Support multiple business scenarios

v' Medical
v SNAP Security
v TANF
v Support omnichannel touchpoints Sl Seeuriy FedRAMP
v' Phone

v Al Agent : :

v Chat Secure Implementation SO Ir:zefrr:tggﬁei?;\”cel\low'
v Email ,

v SMS

For Citizens (MFA) and Employees

Identity security

v' Detect and respond to different member (SS0)
emotions and sentiments
v’ Escalate to a human agent AT S " Large Action Model - Controlled
ecurty access to Citizen Data
v" Orchestrate and route request across channels
v Tailor interactions based on member data
v Multi-language support and handling

All underpinned by data privacy and security
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We will Supplement Genesys Reports you use today ... e ¢ TEEE

£ AgentPerfo.. H Queue Perfo... H Interactions H fd3b08eS5fa.. H Wrap-Up Per... H >+
Interactions Content Search Content Exploration
4 April 10,2026 » Last updated: April 10,2026 5:21PM 2 [B) ¥ ¥+ 9©
O Users Remote Date = Conversation ... Direction Queue Wrap-up @
O% - Benjamin White Fri, Apr 10, 2026 5:21 PM 16s Outbound Billing - : Q e e
[J %,  Brian Daniel International Fri, Apr 10, 2026 5:21 PM 17s Inbound Billing - : U U
O % Irma Brashear Goto (Fukue), Japan Fri, Ap Agent Perfo... i Queue Perfo... i Interactions i | Wrap-Up Per... i | fd3bO8e5-fa.. Pl o+ P e r-l: O r m
0 %  Joseph Burton Turkey Fri, Ap Activity Performance Email Message Routing Topics
[ ®, Betty Giddings Georgia Fri, Ap) Q |~ 4 April2026 b
O % Lisa Howerton Georgia Fri, Ap Offer Answer % Abandon % ASA Service Lev..  Avg Wait Avg Handle Avg Talk Avg Hold Avg ACW
O % Claudine Pasillas Georgia Fri, Ap 92,543 92468 100% 75 0% 4s 99% - 4s 8m 32s 8m 14s 3s 18s
[0 % Marie Moore Luxembourg Fri, Ap| ‘ @ Chart Unavailable Select a column in the summary row
[J % Mary Ashley International Fri, Ap @
U %  Donna Gavin Georgia Fri, Ap [J Wame = Offer Answer % Abandon % ASA Service Lev... Avg Wait Avg Handle Avg Talk Avg Hold Avg ACW Hold Transfer G) V\/ ra p u p
(4 Mobile Mumber, Azerbaijan Fri, Ap; [] Advisors 11,301 11294 100% 7 0% Wrap-Ups P e r.l: O r m
Luxermnbourg Fri, Ap| [ Auto Insurance - VIP } . . Q |~ 4 April2026 » Last updated: April 10,2026 5:22 PM
ii i Avg Handle Avg Talk Avg Hold Avg ACW Handle Hold
Azerbaljan o [ Banking & Finance - Card Replacement - o= o= J o ° ‘
Georgia Fri, 8m 32s 8m 14s Tm1ls 18s 92,597 5
. 9 AP [ Billing 20,999 20999 100% -- :
:[ n 1: e ra Ct I O n Georgia Fri, Ap ) | @ Chart Unavailable Select a column in the summary row A e n t
[ CloudtoTable - Custorner Service 23 17 74% 6 26% |
H i StO ry [ CloudtoTable - Customer Support 18 13 72% 5 28% @ Pe r__l:o r m
_ } . . LUGRGRIICTY EeLELEENN Selected Rows: 2
[]" GloudtoTebie tutbourd - - Performance Email Message Statuses Evaluations Insights Leaderboards Development Topics
O Cloud b | * [0 WrapUp = AvgH
CloudToTable - Supplier - -- -- - [
Agtive U
> ®@ Account Assistance ms X vetsers ~ 4 April2026 »
[J Customer Relations - -- -- . .- .
e Account Balance 3m3 ‘ © summary Row U ilable Use the h box to filter users | ‘ © Chart Unavailable Use the search box to filter users
[J Energy - Customer support - -- -- \ J
» [ Activate Card Tm1 @
[J Evercare - Customer Service 2 1 50% 1 50%
» [ Address Change 3am1
[ GBank - Customer Support . . . O Agent = Answer Handle Avg Handle Avg Talk Avg Hold Avg ACW Hold Transfer ®
> [ Appointment Scheduled 2m @ Aaron Lenk 344 344 9m 56 9m 38s 18s
[J GCare - Customer Support 9 8 89% 1 1% u NS )
» [ Billing Issue 3m1
[J e AdanDunn(MSTeams) - - - - - - - -
» [ Called Wrong Number 9m 3
0 e Addie Burgess (MS B B . i ) ) . )
» [ Claims Status 3m 3 Teams)
» [ Complaint omad] (J ® Admin - - - B R B B R
» [] Conversion - Paid/Payment Plan 2m 30 (] @ Admir Alic - - - - - o - o
Y  fd3b0Be5-falc-4aad-b3c8-b733f1a0... [i%]
. * [ Conversion - Payment Made Am1Q ] e Ahmed Jawa - - - . - - - -
RECORDING START TIME PROGRESS I t t
INTERNAL N N e
. eE Fri, April 10, 2026 at 5:10:27 p.m. 0m 00s / 1m 08s n e r a C | O n N D Default Wrap-up Code 14s D . A|ain Bisson . . ) ] i i ) )
@ sIP Device
i (N Y.  Crll-Down e et ' | | | | | |
EXTERNAL i - | ull“ . . .
@ Japan i 1y O e Alain Leonard - - - - 5 o = 2
€] +8172:0074-6579
- - [ ® Aleksandar Marancic - - - - - - - -
# Add Annotation Annotate "
[ » Alexander Gutierez 781 780 9m 54s 9m 36s - 18s - -
[0 e AlinaTep - - - - - - - -
Details Timeline Quality Summary Transcript Audit Trail Customer Joumeys Schedule Coaching D o Altaf Nanji N N N B ~ ~ ~ _
[J ® Alvin Fernando - - - - - - - -
A

... With ServiceNow’s Case and Service-Level Intelligence
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IBM Demo Intro: Supervisor Experience

IBM Consulting / AHCCCS Confidential

Mark (agent)

Needs connected view of member’s data
to provide personalized experiences and

Improve his metrics through swift issue

resolution.

Reporting Demo Steps

Supervisor

view
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Fred (supervisor)

Needs real-time visibility to monitor
quality and member satistaction, plus

actionable reporting to manage
operations, escalations, and staffing.
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IBM Live Demo
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[BM Demo
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Demo Recap: Agent and Supervisor Experience e ¢ TEEE

ServiceNow adds -

Supplements Genesys's Interaction / Queue

v View agent and supervisor-level data | Agent reporting with
ServiceNow's Results focused dashboards
v" Review queue-level and call performance SLA Reporting
metrics FCR Information
Agent-Level Ticket resolution data
v" Review normalized and aggregated data Detailed drill-down data on member issues

v View dashboards and reports

At a glance Status of the AHCCCS Service
that is Relevant, Timely, Actionable

IBM Consulting / AHCCCS Confidential 13



IBM Schedule Management B +
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Week 1 to Week 4 Week 25 to Week 32

Discover, Planning and Design

Week 5 to Week 24 Deliver
Execute
10 Sprints of 2 weeks
Transition Planning Code Migration and

Smoke Tests

Deployment
Planning

Unit Testing

Core Data Setup

,...--""'" :
Case Management (CSM Core) @

Continuous
« Agent Workspace & Productivity \ Integration
AN Defect Fixes « Hypercare Support

Go-Live

Functional and
System Testing

Post go-Live

Build Configuration anc
Validation

Integrations

Continuous Show &

Tell « Go-Live & Hypercare

Review and Sign-off user stories

« KT to Support team
f"'hl

Create High level @

Architecture Design

» Create/Update Documentation

Understand regulatory, +  Knowledge Management

compliance and security

i ypef Care
requirements » Emergency Fixes

« Omni-Channel Integration & Intake

+ CSM Integration with ITSM and CMDB
Other Integrations

«  GenAl & Virtual Agent

+ Reporting and Dashboards

Kick-off Meeting » Final Read-out

\ Provision Access

Workshops

Document User Stories
Conduct Technical Workshops -

@,
Integrations and Data {
Implementation @

» Project Closure

Knowledge strategy UAT Testing

KPI definitions

Review Existing

@_) « Genesys Build Prod Support
Transition
Continuous Build, Show & Tells, Integrations and IBM Testing
End to End Program / Project Management
= Statewide-proven project management framework >

Focus on business and member Effective project governance,
outcomes progress tracking, escalation paths

Deep AHCCCS-IBM Collaboration

Rapid course correction

Change-control discipline

IBM Consulting / AHCCCS Confidential 14
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AHCCCS Wrap-up ARIZONA |, §

Proven contact
center transtormation
to reduce cost and
Improve
experience

Deep healthcare
and Medicald

Award winning Proven Delivery
partnership with excellence on all

ServiceNow AHCCCS-IBM
and Genesys projects

modernization
expertise
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