h‘y YO Case Study

Contra Costa Health Services
Increases Goal Completion Rate by 450%

with Call Center & SMS Automation

Featuring Matthew White, Bl & Innovation Lead at Contra Costa Health Services &
Suzanne Tsang, Director of Member Services & Marketing, Contra Costa Health Plan
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Meet Contra Costa Health Services: In a Nutshell
_ In a successful effort to deflect callers from their
Website: HQ: o
cchealth.org Martinez. CA overwhelmed support team, CCHS has
automated selected calls from their Member
Industry: Use Cases: Services and MyChart Support Call Centers with
Government ‘ Cg” center deflection to SMS Hyro's Adaptive Communications Platform,
e PCP change requests : : :
Size: e MyChart password resets offloading 67 % of calls surrounding their two
5,000 employees e FAQs most popular use cases for members to self-serve
via SMS. Of those who opt to self-serve versus
Tech Integrations: waiting for a live agent, 95% proceed to
Twilio successfully complete their objective, such as
About: resetting their MyChart password or selecting a
Contra Costa Health Services is the largest department of new primary care physician (PCP).

Contra Costa County government, providing high quality
healthcare services, community health improvement and
environmental protection. Only 6% of the CCHS budget is
from the County's general fund. The remaining 94% is
supported by federal and state funding programs, such as
Medi-Cal and Medicare as well as program grants and fees.
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For more information regarding Hyro's Adaptive Communications e e G @ g 0
Platform please visit www.hyro.ai, or email contact@hyro.ai.
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THE CHALLENGE

Password Reset Requests Consuming
Agents’ Time

While satisfied with the quality of service and resolution rate from call
center agents, Contra Costa Health Services needed to start
offloading repetitive tasks from their support team, as staffing issues,
turnover and burnout began to take charge in 2021. The highest
bucket of calls (45%) to CCHS seemed to revolve around the same
use cases, including requesting new primary care physicians (PCP)
and password resets.

As CCHS started to unwrap the challenges at large, they honed in on
revamping their IVR system to include more robust natural language
capabilities that could decipher between caller objectives and either
resolve or route them accordingly. The idea of offering those tasks that
are low touch, such as requesting a new PCP or password reset, as
self-service for their members started to gain traction.

THE SOLUTION

Member Self-Service via Automated
Engagement

Contra Costa Health Services was looking to optimize their support
operations, already understaffed due to labor shortages in the US,
while offering their members 24/7 services surrounding popular use
cases. Despite already using Hyro as their voice and chat interface
on CCHS’ website, CCHS was still fielding 1000+ member
Inquiries per day via their call center. IVR systems weren'’t enough to
stymie the overwhelming volume of repetitive calls being received by
CCHS’ support teams. CCHS understood that natural language
understanding would be paramount to producing more successfully
automated conversations, boosting goal completion rate, and
gaining actionable business insights along the way.
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The ability to ‘time shift’ agents’ work from handling
repetitive tasks over the phone to processing forms
that were collected through SMS was key. Members
didn’t need to wait on hold, and staffing didn’t need
to be burdened.

Suzanne Tsang, Director of Member Services & Marketing,

Contra Costa Health Plan

With Hyro, CCHS succeeded in automating their Member Services Call
Center with real-time PCP changes as well as deflection of MyChart
password resets via SMS, allowing CCHS support staff to focus on
more complex member demands.

For more information regarding Hyro's Adaptive Communications
Platform please visit www.hyro.ai, or email contact@hyro.ai.

Case Study

For CCHS, that meant trying to find a conversational Al solution that
could navigate the call center while deflecting to SMS where applicable,
a la omnichannel.
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We were seeing an uptick in calls to our Member
Services Call Center around services that we’d
optimized online, and members just weren’t navigating
there. Moving them from one channel to another was
the biggest hurdle.

Suzanne Tsang, Director of Member Services & Marketing,

Contra Costa Health Plan
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a Scrapes Data

Ingests FAQs and physician directory automatically from

CCHS website, and MyChart information via Epic AppOrchard

e Makes it Conversational

Data is made easily queryable by natural language on voice
and chat interfaces for CCHS' website, call center and SMS

THE RESULTS

More Goals Completed,
Less Effort Required

In under 14 days, Hyro went live on Contra Costa Health
Services' call center. Within 3 months, CCHS saw a 450%
increase in goal completion rate (GCR) for MyChart password
resets and processing new PCP requests, without allocating
additional staff. 95% of all members who opted to self-serve after
dialing into CCHS'’ call center, who were then sent an SMS,
successfully completed their objective.

Simultaneously, Hyro's Al-powered voice assistant helped deflect
67 % of incoming calls related to MyChart password resets and
new PCP requests from call center staff. Dodging prolonged wait
times, members resolved their queries in less than 60 seconds,
Improving member experience while reducing overall friction.

By redirecting members from the call center to SMS and self-
service webpages, CCHS succeeded in driving increased traffic
to existing online resources—a key goal in their omnichannel digital
transformation strategy for 2021 and beyond. There’s more value
for CCHS in having members frequent their website, built out to
convert and deliver on more use cases than can be easily
accessed via phone or SMS.

For more information regarding Hyro's Adaptive Communications
Platform please visit www.hyro.ai, or email contact@hyro.ai.
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Hyro’s Adaptive Communications Platform Uses a 4-Step Process to Deploy:

e Maps Data to Knowledge Graph

Translates information to a knowledge graph with all FAQs and
physician attributes, which self-updates as the data changes

0 Generates Key Insights

Real-time dashboards are provided to CCHS with engagement
metrics and customer journey analytics
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By sending members from one channel to another,
testing their digital literacy, we were able to collect
critical data around member behavior and tweak
accordingly. Knowing that members have the capacity to
successfully self-serve is important for us as we move to

an omnichannel approach.

In the past year, Contra Costa Health Services has automated
thousands of successful conversations with members, generating
hundreds of PCP and password changes per week, many of which
would have been missed if they'd needed to be handled by live agents.
As a result, CCHS Member Services Call Center representatives are
less overwhelmed by repetitive tasks and can set their sights on solving
more complicated issues, bringing about the often-underrated benefit
of lower agent turnover in a time of surging labor shortages.

Matt White, Bl & Innovation Lead, CCHS

THE FUTURE

Open Dialogue

In the coming months, Contra Costa Health System plans to offer
Its members total open dialogue, so that Hyro will recognize
CCHS members’ goals via natural language understanding
(NLU), and either automatically resolve the task by voice or direct
the member to continue the task via SMS. If the query will be
flagged as out of scope, or there will be an escalation detected,
the call will be forwarded to live agents.
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We appreciate Hyro’s partnership and agility, along with
their success in helping to connect between different
departments at CCHS to get this live quickly and
effectively.

Matt White, Bl & Innovation Lead, CCHS
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