
Amodern call center is helping Alaska  
  transform the service experience for  
    residents, improve operational 

efficiency and increase staff effectiveness.
The Alaska Department of Health and 

Social Services (DHSS) has long served 
clients by phone and in-person appointments 
at 10 offices across the state. Prior to 2021, 
those offices had individual phone numbers 
and received calls from residents about any 
department program or service. Clerical staff 
answered each call, entering the client’s 
question or information into a workflow system 
for later response by the appropriate staff. 

This process was slow and cumbersome 
for everyone. Finding the right number to call 
was confusing, and clients often experienced 
delays when waiting for a call back. Because 
client enrollments relied largely on paper 
forms, it was often difficult to answer questions 
or resolve issues in a single call. 

Managers in the agency’s Division of 
Public Assistance (DPA) knew that creating 
a single, statewide virtual call center (VCC) 
would alleviate many of these issues. The team 
initially explored an on-premises call center 
solution already being used by another state 
agency, but the department encountered 

technical limitations for integrating with 
Alaska’s eligibility system and workflows.

Challenges made worse by 
the pandemic

DHSS’s existing challenges were 
exacerbated by the COVID pandemic. By 
April 2020, DHSS employees had begun to 
telework from home. Some employees were 
able to use Cisco Connect webphones to 
place and receive calls, but it soon became 
clear this approach was not sustainable. The 
agency began the search for a VCC solution.

“A virtual call center would allow us to staff 
calls at a statewide level instead of one office 
being overwhelmed by calls and another being 
underutilized simply because of the different 
populations in each area,” says Jamie Moore, the 
department’s virtual call center workflow monitor.

In November 2020, the agency chose 
the Genesys Cloud CX™ solution, built 
on Amazon Web Services (AWS), with 
implementation assistance provided by 
Avtex, a full-service customer experience 
consultancy and Genesys Platinum Partner. 
Implementation began in January 2021, 
and the new call center launched in April 
2021, initially answering 15,000 calls per 

month. Within six months, the DPA team 
was addressing 23,000 calls and receiving 
more than 7,300 program applications each 
month. The team approves more than 6,600 
Alaskans for public assistance each month, 
and serves more than 265,000 Alaskans 
who receive public assistance.1 

“There is no longer a need to wait in a 
crowded lobby or even wait on the phone; 
the VCC offers the opportunity for a callback 
without losing their place in queue. I’m excited 
that DPA is now able to offer this tool which will 
help us to achieve the best possible outcome 
for each Alaskan who is in need of assistance,” 
says DPA Director Shawnda O’Brien.2 

Creating a statewide  
call center in the cloud

The Genesys solution is the foundation 
of a statewide virtual call center for public 
assistance. The VCC, which is confidential 
and secure, streamlines the application and 
eligibility process and makes access easier for 
Alaskans who need assistance with Medicaid, 
the Supplemental Nutrition Assistance Program, 
Temporary Assistance for Needy Families, 
heating assistance, senior benefits, general relief 
assistance and other assistance programs. 
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Residents, community agencies and 
service providers can call a single toll-free 
number for any agency location or program. 
Voice prompts in the system route each 
incoming call to the right available employee, 
who can work from home anywhere in the state.

Because the Genesys solution operates 
fully in the cloud, employees and managers 
can log in remotely over a secure internet 
connection. Connecting through the state’s 
virtual private network (VPN) is not necessary, 
which simplified the solution’s deployment and 
reduced concerns about potential cybersecurity 
risks from adopting a new system.

To deliver a better experience for both clients 
and employees, Avtex developed integrations 
between the Genesys call-handling functions 
and the DHSS eligibility system. For example, an 
integration solution populates the employee’s 
screen with key client information as the call is 
routed to the webphone. Avtex also configured 
capabilities to improve webphone voice quality.

“It was a good transition,” says Moore. 
“Everyone could access the cloud and we 
didn’t have any technology challenges.”

Significant benefits  
in a short timeframe

Within a few months after the launch, 
Alaska DHSS had already gained multiple 
benefits for clients, employees and the agency.

 Client Benefits 
Simplified access. With a single number 

to call, clients no longer need to search for 
the right number based on their location and 
public assistance program. 

Reduced wait times. The VCC offers 
clients the option to request a same-day call 
back, which holds their place in the queue 
and eliminates the need to wait on the phone 
or in a crowded lobby.

Modern customer service options. 
Although clients can use a drop box in a 
local office to submit paper forms, the call 

center enables DHSS to offer a confidential 
and secure application process over the 
phone. Clients have more opportunities 
to provide information digitally and quickly 
resolve discrepancies and requests for more 
documentation without the need to schedule a 
physical visit to the office. 

Faster processing. In the past, clerical staff 
answering phones would take client details and 
enter them into the workflow; applicants would 
receive a call back within 48 hours. Now, with 
the VCC, eligibility staff answer phones and 
begin working the cases immediately. 

 Employee Benefits 
Effortless enablement. Flexible training 

options and intuitive interfaces help 
employees become proficient quickly. Client 
conversations are effective from the start as 
client information and enrollment history is 
automatically provided to the employee when 
the call is routed. 

Reduced manual work. Streamlined digital 
workflows have replaced paper-based, repetitive 
and manual processes. Client voice statements 
are securely and compliantly recorded by 
the Genesys solution; integration with the 
document system automatically stores these 
recordings in the electronic case file. “Instead 
of reworking a case again and again because 
of a missing signature, we can simply record 
the client’s statement for the file,” says Moore.

Remote work. Employees can work from 
anywhere in the state with any voice endpoint. 
All functionality that would be available in 
the office is now available via web browser. 
No Genesys desktop software or additional 
licenses are required.

 Agency Benefits 
Improved client service. Calls are routed 

to the best available employee who can serve 
the request, regardless of location. Eligibility 
review and application processing times are 
faster with digital assets. The agency works 

more efficiently, and clients can complete the 
application process faster and begin receiving 
benefits sooner. 

Streamlined operations. With a single, 
statewide contact number, the agency was 
able to cancel multiple local phone numbers. 
And with a single all-in-one cloud servicing all 
locations, the DHSS solution is architected for 
greater agility and cost efficiency, and it’s easier 
for the IT team to support.

Support for HIPAA compliance. Callbacks 
are made to a client-entered phone number, 
helping maintain privacy. In the future, 
Alaska DHSS will look to leverage Genesys 
capabilities for HIPAA-compliant web chat and 
interpreter services in the VCC.

Data-driven efficiencies. An in-depth 
view of call volumes and peak periods helps 
managers plan employee scheduling to meet 
demand levels and readily identify the best 
qualified employee to support a client need.

Flexibility to meet changing community 
needs. The virtual call center helps DHSS adapt 
quickly to new demands. For example, to serve 
the large number of requests for pandemic-
related emergency benefits, the agency 
reconfigured call queues, routing flows and on-
hold messages for higher volumes. Many routine 
configuration changes can be made by agency 
staff, with no need to involve IT.

Public agencies across the country face 
many of the same legacy challenges in serving 
their constituents that Alaska DHSS did. And 
as in Alaska, the pandemic has accelerated 
the urgency for state and local agencies 
everywhere to address those challenges. By 
choosing a cloud-based call center solution 
and an implementation partner experienced 
in government and healthcare, Alaska 
DHSS transformed services to residents and 
optimized employee resources statewide.

    
This piece was developed and written by the 
Government Technology Content Studio, with 
information and input from Genesys.
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Every year, Genesys® delivers more than 70 billion remarkable customer 
experiences for organizations of all sizes in over 100 countries. Through 
the power of cloud and AI, our technology connects customer moments 
across departments and touchpoints, so government agencies can focus 
on what matters: building greater trust and delivering the best citizen and 
employee experiences. Learn more at www.genesys.com/government.

Avtex, a TTEC Digital company, is a full-service Customer Experience (CX) 
consulting and solution provider focused on helping organizations build 
meaningful connections with their customers, members and constituents. 
Avtex offers a wide range of solutions and services to support CX 
Transformation planning and orchestration of experiences for clients.  
Learn more at www.avtex.com.
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