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syadney

Sydney is your virtual
agent and can answer your
CASE STUDY healthcare questions.

Anthem Virtual e
Al Customer
Service Agent

v/ What’s healtny for me to eat today?
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Overview

CLIENT

Anthem Blue Cross Blue Shield

MY ROLE

Sr. Design Manager, IBM Client Engineering

SUMMARY

[ led my design team to deliver an Al solution that reduced customer
service calls by 24% while increasing customer satisfaction scores
using design thinking and co-creation.

OOOOOOOOOOOOOOOOOOOOOOO



Situation

SITUATION

[ was managing a team ot 14 designers tor IBM’s Client Engineering. We
collaborated with IBM's top-tier healthcare clients to innovate customer-
focused solutions using IBM products and services.

Anthem was a key account that utilized many IBM technologies anc
my team spent approximately 30% of their time servicing this

Anthem account. Based on this relationship, Anthem viewed my team as an

integral partner in their ongoing success.

Engagements typically included an account manager, data
sclentists, engineers, researchers, and business technical leaders.
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Task

PROBLEM IDENTIFICATION

Anthem came to IBM asking tor help:

oW MIgnt we Improve our member experience
Dy providing petter, quicker, and more accurate
customer service?

Anthem customer service agents handle ~46M calls a year and that 3 - ;
number was projected to increase. They needed a way to quickly (.? o
increase call volume while raising the bar on the level of service they ! "? J
were providing. And this had to be done without increasing costs of = Ry ( I
hiring additional agents. S g F. -

|

[ -
[
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Actions

PROBLEM DISCOVERY

We wanted to understand the problem space betore we looked for solutions.
S0 we spoke with the customers. In this case, customer service agents.

- A Day in the Life. By speaking directly with agents we - A Myriad of Tasks. Agents also provided high-level tech
were able to understand the variety and ditficulty of their support tor digital products, reset passwords, emailed
tasks. documents, and retrieved general information.

» Some Calls Were Simple. Calls regarding billing - Several Ideas Emerged. Agents were not short of iIdeas on
questions and coverage were easy to solve for. how to Increase etficiency In many areas ot their work.

- Some Calls Were Complex. Other issues had fewer - We Still Sought Clarity. While we found several areas where
similarities and needed further investigation and we could make improvements, there were no clear answers.
escalations.

[ telt we needed to do a dive deeper with a design thinking workshop.
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DESIGN THINKING WORKSHOP

The purpose of this In-person
Wworkshop was to dig deeper into
idea generation and evaluation.

After collecting additional ideas Trom
Anthem staff, we telt we had a good set
of iIdeas to evaluate. Idea prioritization

Is only as good as the ideas you bring
to the table.
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FEASIBILITY MAP

We mapped ideas to understand
the importance to the user and
business value (low to high).

[deas were plotted on the grid by
evaluating how well they helped the
user reach their goal and how heavy
the litt would be from a business
standpoint.

Low RUSINKS VALUE HieH

This reguired a lot of discussion about
how ideas would affect agents” work.
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FEASIBILITY MAP

We then drew rough sections
ACross the map radiating out from
the upper left. Each areas was
abeled No Brainers, Big Bets,
Utilities, and Unwise.

We took notice ot ideas that retlected
signincant payofts for both the user anc
Dusiness. Big Bets Is where we find mic

to high business value and high BVES YAt
Importance to users.
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Actions

HYPOTHESIS

Coming out of the design thinking workshop,

we developed a hypothesis that a virtual agent
built on IBM Watson AI Assistant would be
able to handle a significant amount oT ISsues we
classinied as “simple.” This would free up
agents to focus on more complex Issues.

To test this hypothesis, we set out to build a working
orototype ot an Al virtual agent in hopes of validating our

deas.
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ECOSYSTEM FIT

A

Member,
Provider,
Broker
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Voice IVR
deflect

Actions

SA

Human Agent

r

Anthem.com

Availity

over Vaoice
E_ _
Text
T
~ -~ D
= . QO -
Sydney Al virtual Agent Human Agent
(IBM Watson Assistant) over Chat
(LivePerson)
% —

We proposed that IBM Watson
AI Assistant would fit within
the current customer service
ecosystem to seamlessly
support other channels.

Watson Assistant would be able to
nand off more complex 1ssues 1o a
numan agent, It needed.




Anthem Al Customer Service Assistant

Interaction Architecture

version 2.3

ting

INTERACTION ARCHITECTURE

We designed a chat architecture
£ to create a natural user interaction
Document (in) -:Or Thelr Sp@Cl -.C CODT@XTS

atson

rsate Text w/ Card(s)

Log Action

IF #kb_

What we tound usetul in this project was
to divide intents in two macro-

Article

Page categories: knowledge base and small
i talk. The former is intended to manage
S— the actual answers we want to detlect to
B Weit f customer support, the latter aims to
Article cover the basic interaction to make

Watson teel a bit more human.

Live Agent
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SKETCHES

Once we understood how users
would want to interact with the
app, we started quickly sketching
our Initial iIdeas.

Our goal was to go tor a quantity of ideas
then narrow them down later. Many of
our Initial ideas did not stick, but this

exercise gave us many good ideas that
did.

CONFIDENTIAL - DO NOT SHARE




at Start Screen Previous Chats/New

SCREEN FLOW

]
My team and I collaborated with
Al engineers and Anthem
leadership to understand how
content would be retrieved and
BN $ IS . ) displayed. From there we
= = = = = designed the general screen flow

we would use tor the prototype.

Option Resolution Arlicle Billing Delails Option Resolution

N1s also allowed us to understand the
number and type of template we would
— — need to design for.
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LOFI WIREFRAMES

We quickly went to work on the
low-Tidelity wiretrames so that we
could see how the app was

shaping up.

By laying out these screens next to each
other we discovered several holes in our
logic and went back to update the screen
flows accordingly.
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&~ Chat Title

Hello human. How may | halp?

| need some help finding lorum
ipsum dolar sit amet,

Here is Uhal thing you asked for.

X

Info Card A

cancel NECENNN

Syt Share e Nnis Fanl alociw

&~ Chat Title

Hello human. How may | help?

| nead some help finding lorum
ipsum dolar sit amel.

Long text only response without
oplions, Lorem ipswn dolor sit amel,
consactetur adipiscing elit, sed do
ciusmod Lempor incididunt ul labore et
cdalore magna aliqua. Ut enim ad minim
veniam, quis nostrud axercitation
ullameo laboris nisi ut alicuip ex
commodo conseguat. Duis aute irure

Lorum ipsum dolar sit ameat?

Syt Share e DCwis Bax alociw

“— Chat Title

Hello human. How may | halp?

| need some help finding lorum
ipsum dolar sit amet,

Here is Uhal thing you asked for.

Info Card B

Syt Shre e Nnis Faxl alociw

<« Chat Title

Hello human. How may | help?

| nead some help finding lorum
ipsum dolar sit amel.

Long text only response with options.
Lorem psum dolor sit amet,
consecletur adipiscing elit, sed do
eiusmod tampor incididunt ut labore st
dolore magna aliqua. UL enim ad minim
VEniam, quis nostrud exercitation
ullamco laboris nisi ut aliguip ex eg
commado consequat. Duis aute irure

Esse cillum dolore eu fugia?

Syt hare e DCwis anl allociw

“— Chat Title

v '

| nead soma help finding lorum
ipswm dolar sit amet.

Here is that thing you asked for,

What to know about high
blood pressure

Band prassura refars to tha farse that blaad
axerts on tha walls of the artarias as it flaws
ieagh em, ldeally, 2 person’s sy stalic Rhoce
pressure shouks be celow 120 a0 thei dizstalic
Bdnod fressure Dece 80,

High Wood prascure stats when the systdic, o
upper nuTier is between 130 &0 139 or e
asslelic, of losar nurker s between S0 and 59,
acoording 10 the Americe™ Hesrt Associstion..

Syt Share e Nnis el alociw

<« Chat Title

Hello human. How may | help?

| need some help finding lerum
ipsum dolar sit amet,

Here is that thing you asked fos,

Current Balance
Dr. Brad Johnson
v Office walt Jan 24 $a0u0
o Office wait May 26 4000
= Ar3ys S100U0
o P351 DUG AITIGUNT - ~vs—srememsesimmmrs e suseen £20.00
Insurance Appled £220.00
Current Balano@ «oooeeeimmmis sonmimmsimeaiinn o szom

Make Payment Nows

Sytioey hare e Do Ban allociw
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PROTOTYPE & USER TESTING

Once we hac

worked out t

d

the problems
twe discovered

during wireframing, we put
together a high-nadelity prototype.

This allowed us to watch people use the
app and see where we could make
improvements. Many of our assumptions
were correct, but we missed the mark
on others. We went back to the
wiretframes and made the necessary

adjustments.



FINAL UI DESIGNS

Atter a few rounds of user testing
and settling on functionality tor v,
we design the Ul tor each screen.

Using the established Anthem design
system, we applied the interactions and
visual treatments to our designs. We
wanted to deliver a tull set of screens that
the Anthem team could integrate with
little additional effort.

CONFIDENTIAL - DO NOT SHARE

sydney

Sydney is your virtual
agent and can answer your
healthcare questions.

v/ Whats my benefit coverage?
v What's covered in-network?

v/ Whats healthy for me to eat today?

And so much more!

Let’s get started

A B FEN B Y

Sydney Claims Cha: 1D Cards Find a Coctor

3:50 all = B

¢— What time does my doctor’s offi... ——

open tomorrow?

They open tomorrow at
8:00am. Would you like to set
up an appointment?

Is there an urgent care open at this
hour?

| found one in-network urgent
care open near you.

Community Memarial
Urgent Care

10min away
® Open 24x7 5 Reviews

® Doctors Available Now

A B 'y B8 Y

Sydney Claims Cha: 1D Cards Find a Coctor

-]
sydney

Start a new chat

Chat History

| need a copy of my health benefits card...

| have questions about my recent bill.

‘¢ can | find alist of my medical ben...

When i my next payment due?

6}
o

o B
= Y

Sty Cuo b | Tz I rdeDectzr

3:50 all = EE

— I need a copy of my health... —

Hello Jane, what can | help
you with today?

I need & copy of my health benefits
card that | can keep on my phone.

Sure, | can help you with that.

Anthem + @
BlueCross BlueShield @ .

Subscriber Name
JANE DOE
Conract Number
ABC000000001

Group Number 1000
Effective Date 01-01-2023
Rx EIN Number 100000

HEALTH PAC

Add to Apple Wallet

You can add this to your
phone’s digital wallet.

A B 8B B Y

Sydney Claims Chat 1D Cards Find a Doctor

3 10) all = BB

| need a copy of my health... —

= —
Hello Jane, what can | help
@ you with today?

I need & copy of my health benefits
card that | can keep on my phone.

Sure, | can help you with that.

Anthem + @
BlueCross BlueShield @ ‘

Subscriber Name
JANE DOE
Conract Number
ABC000000001

Group Number 1000
Effective Date 0101-2023
Rx EIN Number 100000

HEALTH PAC

You can add this to your
phone’s digital wallet.

A B ® B Y

Sydney Claims Chat 1D Cards Find a Doctor

3:50 all = EB

e How can | protect myself agai... ——

o
Wearng a mask helps to

prevent airbome viruses...

VIEW MORE >

Use Sanitizer
Kiling germs before they

spread helps fight any kird

VIEW MORE >

Wash Hands Regularly

Washing your hands has

proven to be beneficial wh...

VIEW MORE >

Check Temperature
If you have an elevated

temperature, that could be..

VIEW MORE 2

Does this answer your
question? You can click on
each item for more Info.

l “es 1
G\ @ - §= ‘bj
Sydney Claims Cha: 1D Cards Find a Coctor




OUTCOMES & LEARNINGS

Atter launch, Anthem started seeing the benefits right away. Within montns

't was clear the new vir

24%

oT all |
were

Nteractions

now digital
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60%

YOY grow

hn

messagl

Ng

Results

>9pts
higher CSAT than
any other channel

ual agent was having a significant impact:

5M+

annual reduction
N calls



Results

OUTCOMES & LEARNINGS

We learned a lot during this process and the team agreed that we woulc
do some things differently next time.

» Lowered expectations. \We discovered that people have lower expectations ot what Al-
powered agents are capable of. Next time we will keep that in mind as we determine teatures.

» The right content at the right time. Users were not expecting articles to be suggested by a
virtual agent so we eliminated this feature in the end.

» Scaled experience. Many people were not ready to tully embrace a virtual agent right away.

That meant some functionality was not immediately discovered. Next time we may suggest
scaling features as expectations grow over time.
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- Anthem Al Customer Service Assistant
Interaction Architecture

INTERACTION \L

—

IF #smalltalk_ 1 (—) ~ Document (in)
)
Wait for New Reply

N
- D
LLog Action

\—) Live Agent
% )
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version 2.3

ARCHITECTURE

H Text w/ Card(s) N

Text-Based Data
/—_> ™




Previous Chats/New

SCREEN FLOWS

L
~
g

- e sam cuwiown  couwdomon

L L

Billing Details Option Resolution ‘Option Resolution

AN

gl
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LOW-FI WIREFRAMES

= Chat Title

Hello human. How may | help?

| need some help finding lorum
ipsum dolar sit amet.

Long text only response without
cplions. Lorem ipsum dolor sil amet,
conseclelur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et
dolore magna aliqua. Ut enim ad minim
veniam, quis nostrud exercitation
ullamco laboris nisi ut aliquip ex ea
commodo consequat, Duis aute irure

Lorum ipsum dolar sit amet?

Sydney Clame Chat IC Cards Find a Dector
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= Chat Title

Hello human. How may | help?

| need some help finding lorum
ipsum dolar sit amet.

Long text only respanse with options.
Lorem ipsum dolor sit amet,
consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et
dolore maqna aliqua. Ut enim ad minim
veniam, quis nostrud exercitation
ullamco laboris nisi ut aliquip ex €a
commodo consequat. Duis aute irure

Esse cillum dolore eu fugia?

Sydney Clame Chat 1C Cards Find a Dector

= Chat Title
Hello human. How may | help?

| need some help finding lorum
ipsum dolar sit amet.

Here is that thing you asked for.

Current Balance
Dr. Brad Johnson
o Office visit Jan 24 $40D.00
« Office visit May 2 ereemmmmnsssnnneannneeen $ A 0) ()
o NPBYS worvemmmssemneeeeeee $700,00
« Pzst Due Amount $60.00
Insurance Applied - §220.00
Nmnt Balm e i e o o e W m-oo

Make Paymenl Now

Sydney Clame Chat IC Cards Find a Dector

&~ Chat Title

| need some help finding lorum
ipsum dolar sit amet.

Here is that thing you asked for.

What to know about high
blood pressure

Blcod pressure refers L0 the force thal blocd
oxerts nn the walls of the arteries as it flows
through them. |deally, a oerson's systolic blood
pressue should be below *20 and their diastolic
blood pressure belcw B0

High blood pressure staris when the systelic, or
upper number s between 130 and 138 or the
diastolic, or ‘awer number is hetween £0 and 89,
according to the American Heart Association...

Sydney Clame Chat IC Cards Find a Dector

& Chat Title

Hello human. How may | help?

| need some help finding lorum
ipsum dalar sit amet.

Here is that thing you asked for.

Info Card B

~opion1 Il opion2

Sydney Chame Chat 0 Carte Find 3 Coctor



3:50 RTIRC 78 3:50 il = BB 3:50 il = BB - il = BB
& | need a copy of my health... p— | have questions about my rece... —— <— What time does my doctor’s offi... ——

open tomorrow? h nele b _.
Hello Jane, what can | help ‘ you with today7 _ Wearng a mask helps to
. prevent airbome v 5

you with today?
VIEW MORE >

| have questions about my recent They open tomorrow at
I need a copy of my health benefits bill. 8:00am. Would you like to set
card that | can keep cn my phone. up an appointment? Use Sanitizer

i | 3 - . . -~ [ 1S =17
Killing germs before they

S d n e I can he p WiTh that. Here are spread |l"“|;‘,.: .vr;:‘?. dny kind
T [ he'p you with tihak your 3 most recent bills. Which Is there an urgent care Open at this VIEW MORE »
@ : ' one would you like to discuss? hour?

Wash Hands Regularly

i 1 Anthem + @ Dr. Haather McGuire, DPM BALANCE Washing your hands has
Sydney is your virtual BlueCross BlueShiekl B, BlueOptions Pacific Fcot & Ankle Czre $127.04 | found one in-network urgent oroven o he:benefiial wh

agent and can answer your Suoucttber tame paverisrator il e R RS VIEW MORE >
healthcare questions. ABC000000001 vorchorg o
Genen Mot 1000 Dr. Dzan Smith, MD

Effective Da 01-01-2023 Family practice physician . ?
, , R EIN tumbor 100008 it : Community Memorial Check Temperature
v/ Whats my benefit coverage? — A Urgent Care 1f vioti have ah elevated

’ Omin away temperature, that could be...
v What's covered in-network? , , S, o
Ralph Wilson BALANC ® Open 24x7

3 o1 VIEW MORE 2
Wilson Chiropractic & Sports Mcdi... $5 2 9 )
o L

v/ Whats healtnhy for me to eat today? Bl Add to Apple Wallet

Does this answer your

And SO mUCh mOrel You can add this to your | can also look up older bills. CONTACT.US question? Yeou can click on

phone’s digital wallet. What would you like to do? each item for more Info.

Let's get started

A B FEE B Y a & B Y A B FES B Y A B 'g B8 Y A B '8 B8 Y

Sydney Claims Cha: 1D Cards Find a Coctor Sydne Caims Chat 1D Cards Find a Doclor Sydney Claims Cha: 1D Cards Find a Coctor Sydney Claims Cha: 1D Cards Find a Coctor Sydney Claims Cha: 1D Cards Find a Coctor
%y
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