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Document Instructions:  
 

 

ASET Forms: 
 
Project forms are available on the ADOA ASET website – see links below 

 

Project Investment Justification Documents - http://aset.azdoa.gov/content/project-investment-justification 
 
Project Oversight Status Report and Change Request Form – 
http://aset.azdoa.gov/sites/default/files/media/docs/StatusRpt%26ProjChangeForm 0.xls 
 
Web Development Initiatives - Notice of Intent (NOI) form –  
http://aset.azdoa.gov/node/15 
 
 

Double click on square  Yes No and select “checked” for the appropriate box 
then select “OK”. 
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I. General Information {A} 

I.A General Information {A} 

 

 

Agency CIO: 

 
Jim Wang 

 

Contact Phone: 

 
 

 

Agency Contact Name: 

 
Joanne Obenour 

 

Contact Phone: 

 
 

 

Agency Contact Email: 

 
 

 

Prepared Date: 

 
September 4, 2013 

I.B Special Funding Considerations {A} 

 
 Yes No - Does this project require funding approved for a Pre PIJ Assessment phase?  

 
If YES, provide details for the Pre PIJ Assessment funding needs by filling out the areas marked with {A} 

or {Required for Pre-PIJ Assessment only}.  Further information and details will be required after the 
assessment for the Final PIJ approval.   
 

If NO, provide details for the Final PIJ by filling out all areas excluding those sections marked with 

{Required for Pre-PIJ Assessment only}. 
 

II. Project Overview 

II.A Management Summary {A} 

 

I. Problem Description 
 
AHCCCS plans to use the Xerox Call Center to support the application and eligibility determination 
processes of the Patient Protection and Affordable Care Act of 2010 (ACA) effective October 01, 2013, and 
must integrate its existing call centers with Xerox for a seamless customer experience.   
 

II. Solution 
 
Re-route the AHCCCS inbound published local and 800 numbers to the Xerox Call Center and modify call 
flows, queues, menus, prompts to accommodate ACA requirements. 
 

III. Quantified Justification 
 
With the implementation of ACA, Arizona has contracted with Xerox to provide customer support through 
its call center operation for all of the new and existing health and social benefits programs, and as a result, 
the destination of the existing customer service lines will need to be changed to Xerox. 
 

II.B Existing Situation and Problem, “As Is” {A} 

 
In support of the Patient Protection and Affordable Care Act of 2010 (ACA) going into effect October 01, 
2013, the Arizona Cost Containment System (AHCCCS) is requiring modifications to their current IPCC 
Call Center IVR platform.  The modifications will provide clients with the proper destination for their needs, 
by either transferring the caller to the “Xerox Call Center”, or through the AHCCCS IVR and ACD queues. 
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Due to the mandatory ACA availability date of October 01, 2013 all modifications will need to be completed 
and tested prior to the implementation date.  In the event the Xerox Call Center is not prepared in time, all 
AHCCCS IVR modifications will be held and implemented only after AHCCCS provides the approval. 
 
Included in these modifications, AHCCCS requires redirecting many inbound published local and 800 
numbers to the Xerox Call Center. 

II.C Proposed Changes and Objectives, “To Be” {A} 

 
AHCCCS has worked with AZNet to develop a Statement of Work for the project which is referred to as 
Remedy #26625.  The SOW proposes the following: 
 

 Point identified local and 800 numbers to the “Xerox Call Center”. 
o All identified numbers will point to 855-HEA-PLUS within the AHCCCS Call Manager.  

Carrier functionality will be added to the existing AHCCCS trunk groups to allow for hair 
pinning of calls which will help to alleviate the need for additional trunk capacity. 

 
o These numbers are currently services by Century Link and Cox Communications 

 
o With the 800 numbers already pointing to the local direct inward dial (DID) numbers, no 

changes will be required at the carrier level. 
 

o The impacted numbers are: 
602-417-7000    602-417-5986 
602-417-7100    602-417-4400 
602-417-5999    602-417-4199 
602-417-5437    602-417-7700 
800-962-6690 (7000)   800-334-5283 (7100) 
800-228-6411 (4400)   877-639-6793 (5999) 
877-717-4199 (4199)   877-764-5437 (5437) 

 

 Six new queues will be built in the IPCC to accommodate new call center groups.  These 
queues will model after existing queues in the system.  The new queues are: 
o ALTCS Operator English 
o ALTCS Operator Spanish 
o SSIMAO Operator English 
o SSIMAO Operator Spanish 
o SSIMAO Agent English 
o SSIMAO Agent Spanish 

 
 

 Changes to call routing are required to support the new ACD queues and modifications to 
existing applications.  These include: 
o Change IVR routing on 602-417-5010 to direct callers to new SSIMAO Operator flow. 

 
o Point  602-417-6600  to ALTCS Operator Flow.  Customers who call 417-6600 or hit the 

ALTC S option from the main IVR will go to the ALTCS Operators.  
 

o Create new Internal transfer numbers for SSIMAO_Agt_Eng and SSIMAO_Agt_Spn 
 

 In addition to the added functionality, modifications are required on existing application scripts.  
Some modifications will eliminate other scripts within the platform.  The scripts to be modified 
are: 
o Main Menu - English 
o Main Menu – Spanish 
o Provider Menu  
o Annual Enrolment Menu 
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 To front end the new operator queues, new menus will be added for language identification of 
the caller to ensure proper queue routing.  These menus include: 
o ALTCS English/Spanish Selection Menu 
o SSIMAO Operator, English/Spanish Selection Menu 
o Ensure KidsNow message blast menu 

 

 Modifications to existing queues as specified in the call flow document include: 
o Client Advocate queue - remove logic associated with Furlough 

 
o Main Operator queue - remove logic associated with Furlough, add messages to the in 

queue wait, and change the Play Music setting from 30 to 15 seconds 
 

o Main Operator Spanish queue - remove logic associated with Furlough and change the 
Play Music setting from 30 to 15 seconds 

 
o Leads queue - remove logic associated with Furlough 

 

 With the changes to the existing menu’s and the addition of new menu’s and queues many 
recorded prompts have modified language and new recorded prompts are required.  AHCCCS 
has requested to have all prompts completed by a professional voice talent company with a 
voice selected by AHCCCS. 
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II.D Proposed Technology Approach {Required for Pre-PIJ Assessment Only} 

 
 
 
 
 

III. Project Approach 

III.A Proposed Technology {Required for PIJ Approval} 

 
Project modifies existing ACD and IVR technology currently in place 

 New routing for existing lines 

 New call centers added to existing call centers 

 Application scripts revised and enhanced 

 Common front end for language identification 

 Call flows redesigned 

 New prompt recordings for all menus and queues 
 

III.B Other Alternatives Considered 

 
 
 
 
 

III.C Major Deliverables and Outcomes 

 
Deliverables 

 Call Flow Design 

 Call Routing 

 Application Development 

 Testing Environment 

 Voice Prompt Recording 

 User Acceptance 
 
Outcomes 

 Local and 800 numbers routed to Xerox Call Center 

 Six new queues for new call center groups 

 Call routing changes for new ACD queues 

 Modify existing application scripts 

 Front end revision for language identification 

 Call flow modifications to existing queues 

 All prompts professionally recorded 
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IV. Policies, Standards & Procedures 

IV.A Enterprise Architecture 

 Yes No - Does this project meet all standards and policies for Network, Security, Platform, 
Software/Application, and/or Data/Information as defined in http://aset.azdoa.gov/security/policies-standards-and-
procedures as applicable for this project?   

 

If NO please describe NEW or EXCEPTIONS to Standards {Network, Security, Platform,  
Software/Application and/or Data/Information}: 

 

 

IV.B Service Oriented Architecture Planning and Implementation 

 Yes No - Does this project qualify as an SOA application by improving application delivery for 
technology reuse and /or application reuse and / or services reuse?  

IV.C Disaster Recovery Plan and Business Continuity Plan 

 Yes No - Does this project require a Disaster Recovery Plan and Business Continuity Plan? 

IV.D Project Operations 

 Yes No - Is there a written assessment of short-term and long-term effects the project will have 
on operations? 

IV.E Web Development Initiative 

 Yes No - Is this a Web Development initiative?  If YES, a Notice of Intent (NOI) must be provided. 
Link: http://aset.azdoa.gov/node/15 
 

IV.F IT State Goals 
Please check which goal the project is in support of; if more than one, indicate only the primary goal. 

  Accelerate Statewide Enterprise Architecture Adoption 

 Champion Governance, Transparency and Communication 

  Invest in Core Enterprise Capabilities 

  Proactively Manage Enterprise Risk 

  Implement a Continuous Improvement Culture 

  Adopt Innovative Sustainability Models 

 Reduce Total Cost of Ownership 

 Improve Quality, Capacity and Velocity of Business Services 

 Strengthen Statewide Program and Project Management 

 Build Innovative and Engaged Teams 

 Other______________________ 
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V. Roles and Responsibilities  

V.A Project Roles & Responsibilities: 

 

Please identify Project Roles & Responsibilities: 
 
  AHCCCS Responsibilities 
 

 Collaborate with AZNET II during the design and definition phase of the project to ensure proper 
design modifications and additions are identified. 

 Program new agent phonesets in the Call Manager and relate to queues. 

 Provide and program two new internal transfer extensions and point them to the IPCC platform. 

 Complete all end user testing of the application modifications and additions 

 Train staff as necessary 

 Process carrier change tickets to Century Link and Cox for feature changes to existing trunk 
groups. 

 

  AZNET II Responsibilities 
 

 Collaborate with AHCCCS during the design and definition phase of the project to ensure proper 
design medications and additions are identified. 

 Create test environment that will allow AHCCCS to test new functionality prior to the 
implementation. 

 Develop/program application to design specifications 

 Provide first day of support coverage 

 Coordinate prompt recordings with Voice Talent 

 Provide as-built documentation of call flow after modifications 
 
 

 

Please indicate Project Manager Certification: 

 

The project manager assigned to the project is:  

  Project Management Professional (PMP) Certified 

  State of Arizona Certified 
   PM Certification not required 
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VIII. Project Financials  
 

Project Funding Details   Select One  Pre PIJ Assessment Funding Details Only 

        Full PIJ Project Funding Details 
 

VIII.A Pre-Assessment Project Financials {Required for Pre-Assessment PIJ Only} 

  

Project Funding Details for Pre-Assessment Project Investment Justification Only  
  
 (Double click on table below – add funding in whole dollars and then click outside the table to return to Word doc) 

Category  FY____  FY____   FY____    FY____  FY____  Total 

Assessment Costs -$                           

Development Costs -$                           

Total Development Costs 

(including Assessment)
 $                   -  $                   -  $                   -  $                   -  $                   -  $                          - 

Operational Costs (if 

estimate is available)
-$                           

Total Estimated Project 

Costs
 $                   -  $                   -  $                   -  $                   -  $                   -  $                          - 

 ESTIMATED COSTS 

 
 

VIII.B Detailed Project Financials {Required for PIJ Approval} 

 

Development and Operational Project Funding Details  
 
Funding Categories: 
 
Professional and Outside Services: The dollars to be expended for all third-party consultants and contractors. 
Hardware: All costs related to computer hardware and peripheral purchases for the project. 
Software:  All costs related to applications and systems related software purchases for the project. 
Communications:  All costs related to telecommunications equipment, i.e. switches, routers, leased lines, etc. 
Facilities:  All costs related to improvements or expansions of existing facilities required to support this project. 
License & Maintenance Fees: All licensing and maintenance fees that might apply to hardware, software and any 
other products as up-front costs to the project (ongoing costs would be included under Operational expense). 
Other:  Other IT costs not included above, such as travel, training, documentation, etc. 
     NOTE: FTE costs may be included in section VIII.e below, as required. 
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Appendix  

A. Itemized List with Costs 
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B. Connectivity Diagram 

 
 
 
 

C. Project Schedule - Gantt Chart or Project Management Timeline 

 
 
 
 

D. NOI (Web Projects Only) 
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