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INTRODUCTION

Agentic AI can deliver a transformative impact for 
healthcare companies.

The gains—and  
potential challenge 
—of agentic AI

FOR EXAMPLE

FOR BROKERS AND SALES TEAMS
 

Enable a faster, better-targeted sales cycle 
while delivering performance insights and 
areas for improvement.

FOR MEMBERS AND PATIENTS
Respond quickly and accurately to common 
member inquiries and requests, and remind 
patients of their care goals and tasks.

FOR OPERATIONS  
AND SERVICE TEAMS
Automate and assisting in sales operations, 
underwiting, and benefits work, while easing  
physician service workload.

FOR PROVIDERS AND STAFF
 

Generate clinical summaries, improve clinical 
decision-making, and automate high-volume tasks.

But success isn’t guaranteed. There may be endless 
options for agentic AI deployment, but not all of them 
justify the implementation and consumption costs. Choose 
wrong, and opportunity cost can also become a factor. 

Even payers and providers that identify the right use cases 
can face barriers to scaling, from lack of alignment on 
targeted outcomes to data quality and accessibility issues. 
User adoption challenges can undermine value realization, 
while high demand poses its own capability and capacity 
problems. It’s all too easy to burn through resources 
without making a meaningful business impact.

To help ensure a strong return on your investment, you 
should think strategically about use cases and metrics, set 
clear priorities, and develop a sound project roadmap. 

• Healthcare industry trends and challenges driving  
  the need for agentic AI 

• High-value agentic AI use cases for payers and providers 

• Implementing agentic AI with Agentforce by Salesforce

• How to begin your agentic journey

IN THIS EBOOK, WE’LL EXPLORE
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As consumers increasingly turn to a wider range of 
healthcare options, healthcare payers are struggling  
to enroll new members and deliver high-quality  
experiences while controlling costs.

Challenges for 
healthcare payers: 
Growing membership 
while maintaining 
efficiency and quality

TREND CHALLENGE

Increasing competition for members Identify marketing targets and qualify leads  
more effectively.

Longer sales cycles Convert leads more quickly with health plans tailored 
to individual ncustomer needs.

Rising member expectations Deliver high levels of member satisfaction and retention 
amid increased call volumes and support requests.

Inefficient provider engagment
Modernize and automate outdated business processes 
while gathering high-quality provider interaction data.
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Today’s healthcare providers report unprecedented 
levels of burnout—and no wonder. Patients are 
demanding more, while the care they receive is becoming 
more complex. Meanwhile, operational inefficiencies add 
friction to their work.

Challenges for 
healthcare providers: 
Adapting to a more 
complex and dynamic 
care ecosystem

TREND CHALLENGE

Declining patient loyalty Improve patient satisfaction and retention by providing 
a more personalized and responsive experience.

Lost revenue due to referral leakage Capture in-network referral opportunities with timely 
appointment scheduling outreach.

More complex care coordination Deliver seamless care across multiple settings 
and providers.
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Generative AI is tremendously versatile. Powered by LLMs 
incorporating both public datasets and proprietary sources,  
GenAI can synthesize data and create a broad range of content 
in response to natural language prompts. This makes it a fit 
for increasingly complex use cases, from creating personalized 
treatment plans and provider recommendations to responding 
promptly to patient inquiries. 

In another sense, however, GenAI’s abilities are limited. It can only 
offer information—not make decisions or take action. 

The evolution of Agentic AI: 
What, why, how

• Act autonomously to achieve specific goals 

• Make decisions 

• Interact with corporate and external applications to execute  
   multistep processes

AGENTIC AI TAKES THE NEXT STEPS. IT CAN:
Referral management:  
Capture referral opportunities with 
timely outreach and scheduling.

PROVIDER

Prescription refills:  
Verify status and autofill eligibility, 
reducing delays and improving 
medication adherence.

PAYER

Member services 
Provide prompt automated responses 
to common inquires, boosting member 
satisfaction.

Benefit concierge 
Reduce turnaround time for  
plan configuration approvals.

Medicare sales acceleration 
Identify and serve eligible populations 
more efficiently.

Sales acceleration 
Provide optimized plan recommendations 
with less administrative dependency.

Broker assistance 
Handle higher call volumes while freeing 
reps to focus on sales.

Provider services and network 
management 
Add, retain, and support qualified 
providers more effectively.
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Healthcare organizations getting started with agentic AI need 
simple, well-defined ways to deploy and scale agents for high-
value use cases.

Agentforce is a low-code platform that layers Agentic AI 
capabilities onto the Salesforce ecosystem, making it easy to 
leverage your existing Salesforce investment and customer 
data to power agents for a growing number of roles.

Bringing Agentic AI online with Agentforce

AGENTFORCE FOR HEALTHCARE PROVIDES OUT-OF-THE-BOX AGENTS WITH SKILLS THAT CAN BE PUT TO WORK QUICKLY IN A BROAD SPECTRUM OF ROLES, INCLUDING:

PATIENT AND MEMBER  
SERVICES AGENT
Helps patients find the right providers based on  
their symptoms, plans, locations, and preferences, 
and assists with appointment management.

DISEASE SURVEILLANCE AGENT
Converts lab reports into accurately 
classified cases; enriches public health  
data with real-time insights; and 
strengthens community engagement 
through automated assessments, contact 
tracing, and proactive outreach.

CONTACT CENTER ASSISTANT
 

Helps contact center teams efficiently 
handle patient queries and register new 
patients directly in EMR systems, without 
toggling across multiple applications.

HOME CARE ASSISTANT
Streamlines referrals for post-acute and 
aged care at home, helps care coordinators 
understand patient needs, and provides 
personalized service recommendations and 
price quotes.

LEARN MORE about agentforce and the growing roster of prebuilt 
agentforce agents

• Assistive, working alongside humans as intelligent copilots to 
  improve efficiency, productivity, and effectiveness. 

• Autonomous, operating independently within guardrails  
  whenever possible and escalating tasks to humans as needed.

AGENTFORCE AGENTS CAN BE:

https://www.salesforce.com/agentforce/
https://www.salesforce.com/agentforce/
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CHALLENGE 
High-volume broker requests, inquiries, and performance 
monitoring can overwhelm call centers that have their hands  
full with sales calls, leading to inefficiencies and strained 
professional relationships.

AGENTIC SOLUTION 
Brokers can interact with AI agents to handle simple inquiries 
and verify book-of-business details. Broker managers can access 
summarized performance insights derived from sales and 
interaction data.

VALUE 
Payers can handle higher call and query volumes without  
increasing staff, while sales reps and brokers are freed to focus  
on sales and closing.

PAYER USE CASE:  
Broker assistance

CLARK calls/ chats with Broker Assist  
Agent to get Book of business, ready to sell 
status, certification, training, appointment 
details reviews.

AGENT fetches requested information from 
Salesforce to address Clark’s questions.

CLARK PETERS
Broker

BROKER ASSIST
AGENT

EMILY JONES
Broker Manager

AGENT provides Emily with Summary of 
the Broker performance for Brokers she 
manages, highlighting key metrics along with 
flags on areas that need attention.

EMILY contacts Broker Assist Agent to get 
summary of Broker performance and book 
of business details.

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR BROKER ASSISTANCE
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AGENT keeps Clark in loop with Census 
Data insights, Plan Comparison, Selections 
and Quote details shared with Julian.

CLARK PETERS
Broker

SALES
AGENT

JULIAN CROSS
Lead/Customer

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR SALES ACCELERATION

CHALLENGE 
To improve customer satisfaction and overall sales performance, 
brokers need to identify and recommend health plans tailored to 
individual customer needs. 

AGENTIC SOLUTION 
An Agentic AI-powered quote-to-card solution can provide 
lead eligibility and demographic updates, personalized plan 
recommendations, provider suggestions, accurate quotes, and  
fast responses to broker queries. 

VALUE 
With a reduced need for administrative support, brokers  
can more easily target the right customers in the right way while 
improving sales through a better customer experience. 

PAYER USE CASE:  
Commercial sales 
acceleration

With the context continuously recorded by the Agent, Clark can be continue discussion with Julian and 
further assist in completing a decision.

AGENT connects with Julian to get the final 
approval, signature & bindings

AGENT provides plan options and 
recommendations to Julian and assists in 
helping decide on the best fit plan.

AGENT gathers the current and previous 
interactions and Emily’s previous benefits 
history and additionally collects current 
Census data interacting with Julian.

SALES AGENT contacts Julian to highlight 
the advantages of the new Health Plan that 
is introduced this year.
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CHALLENGE 
To sustain growth and competitiveness in the evolving Medicare 
market, payers need to drive customer retention while ensuring 
streamlined, cost-effective member assessment and enrollment. 

AGENTIC SOLUTION 
Autonomous AI agents can identify eligible populations,  
deliver personalized plan recommendations, facilitate chat-based 
assessments, help with enrollment form completion, and  
provide engaging onboarding support with less dependence  
on human agents. 

VALUE 
Sales agents can spend less time resolving common inquiries and 
focus on driving sales with prompt, accurate plan recommendations. 

PAYER USE CASE:  
Medicare sales 
acceleration

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR MEDICARE SALES ACCELERATION

AUTONOMOUS  
MEDICARE
SALES AGENT

MARIA  
SMITH
Sales/ 
Service  
Agent

DYLAN MERCER 
Member

MARKETING
AGENT

MARKETING 
AGENT  
Identifies aging 
members who 
could qualify for 
Medicare, conducts 
segmentation, 
personalization 
of content and 
outreach in 
Members preferred 
channel.

MEMBER choses a suitable plan from  
the recommendations.

AI SALES AGENT collects all necessary 
Member information needed for  
Medicare enrollment form, prepopulates 
available info & prompts member for  
missing details.

AI SALES AGENT submits the application o 
CMS and alerts Member on status changes 
and when the enrollment is complete.

AUTONOMOUS AGENT produces details 
necessary for welcome Kits including 
provider directories, care steps,  
appointment scheduling instructions.

AUTONOMOUS AGENT initiates  
notifications to members regarding  
significant care updates and reminders  
to Members regarding appointments  
and care follow-ups.

AUTONOMOUS 
AGENT  
can transfer 
the context 
and members 
interaction details 
at any point during 
the process to a 
human Agent.

MEMBER engages with the marketing 
content and is directed to a webpage where 
Member interacts with an Autonomous 
Sales Agent to complete Assessments, get 
presented with plan recommendations and 
side by side plan comparisons.
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CHALLENGE 
In large-group commercial healthcare renewals, plan customization 
spans multiple systems and personnel. Without visibility into 
product rules, account managers can create plan configurations  
that require additional approvals—significantly extending 
turnaround time. 

AGENTIC SOLUTION 
An AI agent can help identify specific benefits and determine 
whether a plan change is permitted within guardrails. If not, the 
agent can initiate approvals for a net-new plan customization. 

VALUE 
Account managers can respond more quickly to plan configuration 
requests, reducing renewal turnaround time. 

PAYER USE CASE:  
Benefit concierge

NOAH ANDERSON
Commercial Clients

BENEFITS CONCIERGE
AGENT

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR BENEFIT CONCIERGE

BENEFITS CONCIERGE converses with 
Jessica to identify the exact benefit(s) to  
be modified.

BENEFITS CONCIERGE evaluates the requested change against the  
product rules guardrails to determine if the change is permissible or  
requires additional approvals.

JESSICA accepts changes or obtains approval for the configurations suggested by Benefits Concierge and 
shares the plan configurations and pricing details to Noah. Noah accepts the plan changes.

BENEFITS CONCIERGE and Jessica work  
to confirm permitted changes on benefits 
within guardrails.
OR
BENEFITS CONCIERGE finds the exact match 
of an existing approved plan configuration  
from rules database and directs Jessica to 
proceed with change.
OR
BENEFITS CONCIERGE informs Jessica that 
there is no existing match of the configuration 
and works to initiate approvals

JESSICA, ACCOUNT MANAGER, works with the Clark, the client to identify plan changes and prompts 
the agent with requests to modify benefits on a renewal plan.

JESSICA OWENS
Account Manager
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ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR MEMBER SERVICES

AUTONOMOUS  
MEDICARE
SALES AGENT

DYLAN MERCER 
Member

BENEFITS 
VERIFICATION & 
OTHER GENERAL 
INQUIRESCHALLENGE 

High-volume calls on topics such as member demographic changes, 
benefits verification, plan changes, and primary care provider (PCP) 
updates often combine extensive human interaction at multiple 
touchpoints with execution of systemic rules. Time-consuming, 
error-prone manual processes can reduce customer satisfaction 
and increase costs. 

AGENTIC SOLUTION 
Autonomous agents can handle calls and chats related to benefits, 
coverages, and cost of care, and use call notes or text as prompts 
to carry out member demographic updates. Assistive agents can 
suggest optimal PCP and plan options for members based on 
current health and location. 

VALUE 
Prompt resolution of common member inquiries improves loyalty 
and satisfaction. Copilot AI agents can reduce repeated tasks and 
lookups, enabling service reps to focus on interactions requiring 
human attention. 

PAYER USE CASE:  
Member services

DYLAN has questions regarding his 
benefits and coverage.

AGENT verifies Dylan’s benefits 
and coverages using the CRM and 
EHR systems and responds to the 
member queries.

EMR/EHR & 
PLAN/PRODUCT 
MASTER SYSTEM

AGENT understand the call/ chat  
text and converts the same to  
prompts triggering Agent action in  
CRM and callouts to EMR system to 
update Address.

AGENT identifies that the changes  
address would result in coverage  
changes for the current plan and PCP 
assigned to the member.

AGENT looks up in the EMR/ EHR  
system alternate Plans & available PCPs 
suitable for the members new Address.

AGENT initiates action to update 
Address and Plan/ PCP in CRM and 
EHR system.

DYLAN has moved to a new address  
and calls into (or chats with) the Health  
Plan Contact Center.

AGENT recommends Plan and PCP  
change to the Dylan & Member agrees 
to the suggested change.

AGENT provides confirmation of  
Address, PCP/ Plan to Dylan and 
changes reflect in Portals and CRM, 
new id card is mailed to Dylan.

DEMOGRAPHIC 
UPDATES & PCP 
CHANGES

AGENT looks up the EHR system for 
any additional Benefit information that 
is not available in CRM.
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ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR PROVIDER SERVICES 
AND NETWORK MANAGEMENT

Provider Service
AGENT

JERRY YOUNG 
Provider

CHALLENGE 
For payers with robust and diverse provider networks, effective 
management and servicing are critical to help reduce cycle times 
and costs, foster strong provider relationships, and enhance patient 
care quality. 

AGENTIC SOLUTION 
Autonomous agents can answer common questions, guide 
providers to complete onboarding and contracting processes,  
and verify compliance with contractual obligations. Assistive agents 
can research claims and authorization status, summarize  
provider details and interactions, and suggest next steps for 
provider engagement.

VALUE 
Payers can add qualified providers to the network more easily, 
strengthen retention, and support providers more effectively, while 
improving member health outcomes. 

PAYER USE CASE:  
Provider services and 
network management

PRE-CONTRACT

JERRY has questions regarding the 
onboarding process related to  
credentialing and contracting to the 
Healthcare payer network.

AGENT gathers the details requested  
and provides answers to credentialing 
and contracting questions.

CONTRACTED 
PROVIDERS

AGENT suggest Jessica regarding  
possible next activity to address 
provider’s concern/question.

AGENT alerts Jerry regarding 
contractual compliance wrt KPIs such 
as number of visits, number of pre-
authorization, etc.

AGENT alerts Jerry regarding the 
status on his recent claims and/for 
Authorization.

JESSICA creates the activity and follows 
up with Clark to address the concern.
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CHALLENGE 
Prescription refill requests can take up an inordinate amount of 
providers’ time, increasing the likelihood of delays and missed 
doses. The problem is compounded by fragmented communication 
channels, lack of integration between electronic health record (EHR) 
and pharmacy management systems, and insufficient automation of 
refill approvals. 

AGENTIC SOLUTION 
An agent can review a refill request, verify prescription and 
appointment dates to determine whether a new prescription is 
needed, scan EHR data and provider notes to determine autofill 
eligibility, submit requests to the pharmacy on the provider’s behalf, 
and inform the patient of refill status.

VALUE 
Prompt refills improve provider-patient relationships and support 
prescription adherence. Automated tasks free office staff to focus 
on human interaction. 

PAYER USE CASE:  
Prescription refill

REFERRAL MGMT 
VIRTUAL AGENT EHR

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR PRESCRIPTION REFILL

AVA chats with Virtual/Agent regarding 
prescription refill.

AI AGENT does the following Actions on 
CRM and EHR:
1. Verifies the last appointment date
2. Identifies that the request is regarding  
    the status of prescription refill & collects 
    the status from EHR.

SCENARIO 2: AGENT conveys the available 
appointment slots to Ava.

Ava accepts one of the appointments slots.

SCENARIO 1: AGENT determines that refill 
can be provided based on last appointment 
with provider (<90 days) in EHR and sends 
Refill Request to Clinic.

AGENT relays the current refill status back 
to Ava.

AVA requests for an additional Refill.

SCENARIO 1: AGENT sends prescription 
refill confirmation to Ava.

SCENARIO 2: AGENT sends appointment 
confirmation over chat.

SCENARIO 2: AGENT determines that refill 
can be provided until a new appointment is 
scheduled based on the Provider notes in EHR.

SCENARIO 2: AGENT creates the 
appointment in the EMR system.

AVA CARTER
Patient
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MAYA 
CLARK
Referring 
Provider

CHALLENGE 
When providers lack the infrastructure and staffing needed to 
schedule referred patients promptly, patients can go elsewhere, 
reducing revenue and opening up new opportunities for 
competitors. 

AGENTIC SOLUTION 
An autonomous agent can identify new e-referrals in the provider’s 
CRM system; contact potential referrals via text, email, or phone; 
retrieve appointment slots from the EMR or appointment 
management system; and schedule appointments directly with 
patients through guided self-service. 

VALUE 
Timely automated outreach and scheduling for referred patients 
improves in-network retention and overall revenue. 

PAYER USE CASE:  
Referral management

EMR/  
APPOINTMENT 
MANAGEMENT 
SYSTEM

ILLUSTRATIVE INTERACTION FLOW WITH AN AGENT FOR REFERRAL MANAGEMENT

AVA 
CARTER
Patient

CRM 
SYSTEM

REFERRAL  
MGMT
VIRTUAL  
AGENT

MAYA visits 
Maria, his 
PCP, Maria 
diagnosis an 
issue that needs 
a Specialist 
intervention.

MAYA identifies a specialist and submits a 
Referral For Ava to the specialist. The referral 
is recorded in the CRM system.

AI AGENT 
identifies the 
eReferrals or Ava 
in the  
CRM system.

AGENT identified 
the Referral 
details and 
pulls up the 
appointment 
availability 
from EMR/ 
Appointment 
management 
system.

AGENT creates 
the appointment 
in the EMR 
system.

AGENT interacts with Patient over text,  
email or call providing appointment slots, 
captures responses, records preferences.

AGENT sends appointment confirmation over 
text, email, or call.
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Agentforce is a powerful and versatile toolkit for implementing 
agentic AI—but a tool is only as valuable as the blueprint guiding 
its use. As you begin your agentic AI journey, understanding where 
to focus to realize the most value for your organization is critical. 
You should also assess how Agentforce fits into the broader 
architectural landscape, including compatibility with current data 
management systems and ability to scale and adapt over time.

Deloitte Digital: 
Working with you to deliver agentic transformation
Deloitte Digital helps organizations use agentic AI and Agentforce  
to see further and get there faster. We collaborate with clients  
every step of the way, from finding and quantifying value 
opportunities across the enterprise to building and launching  
agents in production, tracking value realization, and scaling solutions 
across functions. 

Deloitte Digital clients in a broad range of industries are already 
driving business impact with agentic AI. Begin your journey now, and 
maximize the value of the agentic revolution for your organization.

Designing your Agentic AI road map

BUSINESS PRIORITIES

USE CASES AND METRICS

SCOPE DEFINITION, DATA READINESS 
ASSESSMENT, AND SECURITY/ETHICS

WORKFORCE PREPARATION  
AND PROOFS-OF-CONCEPT

IMPLEMENTATION •	�Set your vision. Define your future state, including anticipated 
workforce needs, to identify the right agents and use cases for 
your initiative.

•	�Build a data foundation. Assess, collect, and cleanse the data 
needed to train and fine-tune your agents, now and in the 
future.

•	�Prepare your workforce. Deliver employee-focused programs 
to infuse the knowledge and cultural shifts that help teams buy 
into and make full use of agentic AI.

•	�Accelerate time to value. Quickly unlock value from AI with  
Agent Advantage™ for Salesforce, our library of prebuilt 
industry-specific agents.

•	�Deploy proofs of concept. Deploy agents into current 
processes and business structures and demonstrate ROI to 
stakeholders.

WE CAN WORK WITH YOU TO:

LEARN MORE about Agentic AI with Deloitte Digital and Agentforce  
by Salesforce.
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