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Arizona Health Care Cost Containment System (AHCCCS) 

 Attn: Lisa Monreal 

 801 E. Jefferson Street 

 Phoenix, AZ 85034 

Re: Best and Final Offer (BAFO) – AI Call Center Integration, Task Order # YH26-0031 

Dear Ms. Monreal, 

On behalf of IBM Consulting, we are pleased to submit this Best and Final Offer (BAFO) in support of 

AHCCCS’s AI Call Center Integration initiative. Since our original submission, IBM has continued to 

invest in this program—advancing our proprietary delivery tools, refining our approach, and aligning 

additional senior public-sector talent to ensure AHCCCS benefits from both immediate impact and 

long-term innovation. 

As part of this BAFO, IBM is providing a 6.4% overall price reduction while maintaining the full scope, 

delivery integrity, and quality expected for a mission-critical public sector initiative. This improvement 

reflects our confidence in the solution and our ability to deliver greater value through matured 

methods and IBM-owned accelerators that have continued to advance since initial proposal 

submission. 

IBM’s value to AHCCCS extends well beyond price. Our capability to deploy top-tier Medicaid and 

public-sector talent—combined with IBM Consulting Advantage assets and deep integration 

expertise across ServiceNow and Genesys—positions AHCCCS for sustained success. The solution is 

designed not only to meet today’s requirements, but to continuously incorporate emerging platform 

capabilities in a secure, compliant, and human-centered way. 

In addition, IBM is making a $100,000 investment to support an AI roadmap and continuous 

improvement workstream. This investment ensures AHCCCS has a clear, actionable path to maximize 

current capabilities while responsibly adopting advanced AI innovations over time. 

IBM values its long-standing partnership with the State of Arizona and looks forward to continuing 

our collaboration with AHCCCS. We are confident in our ability to serve as a trusted partner—

delivering reliable outcomes today while enabling ongoing innovation for the future. 

Sincerely, 

 

Kristen Conner 

 Senior Partner, IBM Consulting 
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Revised Pricing for April 24, 2026 Submission  

Table 1: Annual Pricing Summary by Line Item  
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Table 2: Milestone Pricing by Line Item  

  

 


