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Al is Becoming
Embedded Across the
Healthcare Experience

Healthcare organizations are
beginning to integrate Al into
everyday workflows to help
simplify administrative tasks,
support decision-making, and
improve coordination across
the care experience.
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Why Al Adoption
Is Accelerating

In Healthcare

Growing operational
complexity, rising
consumer
expectations, and
increasing
administrative, burden
or accelerating
conversations around
Al across healthcare.
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Increasing
Complexity

Disconnected systems
and fragmented
experiences create
friction.

Rising
Consumer
Expectations

Consumers
increasingly expect
more personalized,
responsive, and digital
experiences.

1 Administrative
E Burden

Healthcare
organizations continue
to face growing
operational and
administrative
complexity.

Need
for Faster
Insights

Organizations are
seeking more timely,
connected, and
actionable decision
support.

> Al adoption is accelerating as healthcare organizations seek more
connected, responsive, and efficient healthcare experiences.



Al Across the Healthcare Experience

Opportunities to apply Al now span across member, provider,

operational, and care experiences.
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Member Provider & Operational Associate .
Experience Clinical Workflows Efficiency Enablement ‘
Personalized outreach Documentation support Claims processing support Al productivity tools -jf_"': ‘,’
Al-assisted navigation Utilization management Workflow routing Knowledge support

acceleration

Translation support Summarization Insight retrieval

Clinical decision support

Find Care experiences Administrative simplification Reducing repetitive tasks

Faster approvals

One connected ecosystem. Better experiences. Smarter decisions. Healthier outcomes.
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Where Healthcare
Organizations Are
Right Now

Most healthcare
organizations are no longer
asking if Al will impact
healthcare experiences —
but where it can create
meaningful value
responsibly and at scale.
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Exploration & Experimentation
Organizations are testing Al across operational, clinical, and member
experiences to better understand where it can provide measurable value.

Governance & Trust

Many organizations are simultaneously building governance models focused
on privacy, oversight, transparency, and responsible implementation.

Workflow Integration

A major focus is moving beyond isolated tools toward solutions that fit more
naturally into existing workflows and experiences.

Measuring Meaningful Impact

Healthcare leaders are increasingly focused on whether Al solutions improve
experiences, reduce friction, and support operational outcomes.

The convefsation is shifting from Al eXperimentation toward
thoughtful, scalable, and operationally responsible
adoption.




Real-world Al Use Cases Across Healthcare

We're already beginning to see Al applied in practical ways across healthcare experiences and workflows.

Personalized Member Support Provider Workflow Support Connected Care Coordination

Al Assist () /C%)
. 4 900 )

Prior authorization
approved y
PP A Care Team

How can | help
you today?

Appointments

Emerging solutions are helping create
more connected, seamless care experiences.

Helping providers focus more on care
and less on administrative tasks.

Helping members get the right information,
at the right time, in the right way.

Al is helping create



Balancing Innovation With Trust

As Al adoption accelerates, healthcare organizations
must balance innovation with transparency,

Human Oversight

Al should support, not replace
clinical expertise and human
decision-making.

accountability, privacy, and human oversight. ‘

Transparency & Trust

Organizations must ensure Al-driven
experiences remain understandable,
accountable, and trustworthy.
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Privacy & Security

Healthcare Al solutions must protect
sensitive health information and
maintain strong data governance.

Responsible Al is not only about what technology
= can do, but how thoughtfully it is implemented.

Responsible Al Design

Al should be designed thoughtfully
to help reduce bias and support fair,
inclusive healthcare experiences.




Human + Al Together

More Connected
Experiences .

The opportunity is not
replacing human interaction —
but helping create more

Faster Access .
to Insights

®
connected, responsive, and
huma.n-centered healthcare N e
experiences. Oversight
. @

Reduced -
Friction
' ."."'-5' ,~."Personaliz-“ed i g 2
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Questions & Discussion

Thank you for the opportunity to be part of the conversation today.

, Monique Smith, MD-, MSc v, _ ' 2
Managing Medical Director, Digital Products & Al. -+
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