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The multidimensional friction

Unprecedented Scale

Scaling from thousands to millions of
members requires standardized processes,
strong governance, and personalized
engagement.

Risk: Gaps in operational visibility
and reliance on disconnected
manual checklists.

of scaling Medicare Advantage

Operational

Drop-off &

Fragmented
member _
~_experience.

Strict Regulatory Rigor

Rigorous CMS guidelines and
changing privacy standards. HIPAA
compliance protocols and data
governance across storage silos.

Risk: Falling health insurance audit
readiness parameters.

Member Friction

Communication fatigue and low
early-stage motivation. Typical early
onboarding drop-off

Risk: Members abandoning the application
during early-stage onboarding phases.




Balancing SOP execution with advanced Al insights

Outcome: Outcome: . Outcome:
<30-day 40-60% active Rapid data-driven

time-to-readiness. Outcome: adoption in 90 days. Outcome: iterations.
Designed to reach 60%+ MTTR

audit readiness reduction.
quickly




Aligning technical pipelines with operational workflows

Technical Build

Intake configuration
workflows & data mapping.

Data pipelines &
behavioral segmentation
logic.

Messaging automation

& testing/QA monitoring. -

Real-time reporting
dashboards.

<

Personalization

Engine

Operational Build

Standardized launch playbooks
& compliance reviews.

-
Stakeholder communication

cadences & tailored
- Mmessaging strategy.

Issue triage, escalation paths
(clear escalation criteria for
leadership).

= Weekly learning cycles & post-launch

iteration processes.



AI-Driven Member Support Flow

Member Activity

Al Identifies Trends

Engagement risk
Burnout indicators
Onboarding friction
Sentiment changes

Operational Response
Personalized outreach
Guided onboarding
Community support
Escalation workflow

Improved Outcomes
Higher retention
Better engagement
Reduced support burden
Improved resilience




Consolidating success metrics across
operational and human layers

A B
Operational Efficiency Member Experience & Strategic ROI

A al el

Time-to-Readiness: < 30 Days

Active App Adoption: 40% - 60%
at 90 days.

(Accelerates partner go-live pipelines).

Support issue resolution time: 50% - 60% Reduction

(De escalates snginsering burder). Customer Satisfaction: NPS > 50 | CSAT > 80%
Compliance: Zero findings 3 |

Audit-ready within 60 days. Resilience Engagement Index:

: ; Continuous score tracking measuring members’
Pl : sustained engagement over time.




/‘.‘\_
~

— ™ ] N
X r > ! Vo \
. J ” ] f
- 'y _ ‘"""‘”’"“"" L \‘
g - " ' 4 ,/ i\ . 3
/ ‘\ 'J B4 "
N Y ’ N\ S
'_." k“‘".f’/ N\ ’/ \\‘ ‘/” \n\"/r . \
/ 4 4 : ./ ..\. o’ 1 / -",
.’ /S /) | / 1 )
" f 4 : ’ \ s ; § ‘A‘v
| AN/ \ » \ Qi 7/ ‘
8 9 V. 58P N— VT |
- — | '/" ,/ ,..v’ 1 i N X ‘ ,‘ r
» L™ Y N | ®) ~e—e ~ '
” / Py : N /1
’ - ¢ N » AN : \ - /-T / i
——
./
J
V4

“Operational systems should support human
resilience — not create additional friction.” '

A connected healthcare experience built on scalable
workflows, Al insights, and rigorous governance.
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