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An efficient, modernized contact center is essential to meet the rising expectations of members and providers. However, many
organizations struggle to realize the full potential of their modernization efforts.

To succeed, payers need a strategic approach that blends deep healthcare expertise with the right technology and
implementation partner. This enables scalable, Al-driven solutions that enhance customer experience, improve operational
efficiency, and drive measurable business outcomes.

Limited implementation experience and availability of skilled resources

Lack of documentation, established best practices, training resources, etc.

e ROl uncertainty

CHALLENGES IN

CONTACT CENTER
TECHNOLOGY

Cost of implementation ambiguity

IMPLEMENTATION

Enterprise architecture complexity

Modernize Your Contact Center with Al to Empower Agents and Address
Key Customer Intents

Efficient Workflows Intelligent Automation

» Optimize processes for quicker « Al for self-service and handling routine
resolutions. inquiries and tasks.
* Provide real-time access to unified data. » Deploy Al chatbots for pre-triage.
» Automate escalations and handoffs. * Real-time agent guidance, and assistance.
Reporting & Dashboard Advanced Conversational IVR

* Provide real-time performance dashboards. » Use persona-based dynamic IVR menus.

» Deliver personalized call trend reports. « Integrate IVR with backend systems.

» Use analytics to drive continuous » Enable NLU-driven self-service options.

improvements.



Our Approach to Al-Driven Contact Center Optimization

Objective

Activities

Outcomes
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Key Customer Touchpoints &

Experience Transformation

Customer journey mapping

Understanding & addressing pain
points

Identifying the right technology levers
for the automation opportunities

Improving self-service capabilities

Reduced call waiting & effective
routing

Improved first call resolution
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Improving Process Efficiency
Using Al

Improve agent productivity &
experience

Simplify call handling

Smart scripting

Skill-based routing (SBR)
Specialization & agent cross-skilling

Improved agent productivity
Streamlined workflow
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Aligned With Existing Processes
&Technology

» Streamline operating structure
» Optimize workforce

» Governance & compliance

+ Risk & contingency planning

» Change management

+ Support services (Recruiting, Hiring,
Training, Ongoing Development, etc.)

» Optimized workforce
» Reduced risks & costs

Referential Architecture for Al-Powered Contact Center

Transformation with GCP

Next Gen Contact Center

Agent Assist: Real-time
Suggestions

Agent Assist: Knowledge
base Integration
Proactive Support Personalized Interactions

User Experience & Application

Eligibility & Benefits
Inquiry

Claims & Payments
Inquiry

Credentialing

& Contracting Policy & Plan Assistance

Micro Services

Experience Micro Services Business Micro Services

Enterprise Reusable Components

Knowledge Base Customer 360 View CRM Integration

Enterprise Applications & Databases
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Automated Routing

Automated Tasks

Enrolment & Policy
Updates

Billing & Payment
Support

System Micro Services
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Claims Data

Natural Speech-to
Language API -Text
Cloud Storage BigQuery

Pre-authorization &
Referrals

Appeals & Grievances

Micro Services

Business Micro Services

Pricing

System Micro Services
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Provider Directory

Text-to- Contact
Speech Center Al
Dialogflow Pub/Sub

Provider Network
Support

e
0
0
<

Compliance & Fraud
Reporting

Apigee API Platform

Apigee API Platform

External Data

Sources




Partnering for Success

Successful Al adoption requires a trusted partner with expertise in healthcare contact centers, Al integration, and
enterprise systems.

Strong Understanding of the Platform

- Availability of resources with understanding of several Contact Center Platforms (e.g., Google CCAI)
* Robust implementation experience

Robust Partnerships

» 250+ engineers
INNOVA + Strong partnership with top tech providers

DIFFERENTIATORS
Tech Ecosystem Knowledge

» Experience of operating in diverse tech ecosystems

Proactive Investment

+ Innova will co-invest in building an A-team by bringing in resources with domain & technical expertise

Contact us today for a consultation and a personalized solution tailored
to your needs.

About Innova Solutions Contact Us

PY /1 Innova Solutions is a trusted global technology partner specializing in transformative digital solutions for
’nn ova® complex, real-world challenges. With teams across North America, Europe, & APAC, we blend exceptional
A talent and advanced technologies to enhance operations and drive sustainable revenue growth for our
SOLUTIONS customers. Partnering with technology leaders who share our passion for bold innovation, we deliver cutting-

edge solutions such as generative Al, data & analytics, cloud computing, digital product engineering, and

www.innovasolutions.com cybersecurity. Since 1998, we've proudly supported leading organizations across critical industries—including
Banking & Financial Services, Healthcare, Insurance, and Communications—with sector-specific solutions to
tackle evolving business needs.
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