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A quick guide to all things Sofia

Optimizing Sofia
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AI Beyond the Chatbot

Sofia as an intelligence layer not a single tool
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• Answers questions on hundreds of topics, including plan-specific FAQs during enrollment process

• Should be optimized through providing access to Benefitsolver fields, so Sofia can provide employer -specific answers.

• Optimization areas include:

• Vendor Set-up

• Service Center Discovery Widget

• Glossary (Custom Translations)

• Decision Support Tool

• Dependent and Event Verification

• Reference Center

• MyChoice Accounts clients: account balance, how to file a claim, order a new card, add a bank account

• Chat available in 52 languages

• Members have the option to make the chat confidential.

• Sofia may provide prompts for members based on their action items in the system, and information we might know 

about them (age, benefits options, location, etc.)

• Quarterly conversational reports – moving to a Benefits Insights Dashboard in 2026.

• Provides call and chat summarization and chat transcripts for full transparency on the member record

Sofia for Members

Core functionality
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1. Review vendor set-up. (Benefits > Vendor Set Up) 

• Sofia relies on Benefitsolver data. Keeping plan details, vendor names (no acronyms), phone numbers, and 
websites current ensures she can answer member questions correctly and consistently.

2. Review your Reference Center. 

1. Make sure your file names are all meaningful (not abbreviated) – i.e. name the file Benefits Guide -
Medical Plan rather than BG_MEDPLN or use Summary of Benefits for New Hires rather than SMB-
NH. No need for underscores here.

2. Enable active documents and check visibility. Add tags where applicable.

3. Delete or disable anything outdated. 

3. Optimized Discovery (Service Center) content

• Discovery widgets supply much of Sofia’s verbatim language. Using clear, conversational wording, correct 
date and phone formats, and validated content ensures responses sound natural and are accurate across 
chat, voice, and mobile.

4. Update Decision Support Tools.

• Even if you don’t leverage decision support, Sofia can pull information about what is covered from this 
section of Benefitsolver. Things like deductible amounts, out-of-pocket maximums, coinsurance and other 
plan details – and even pull into the mobile app (outside of Sofia).

5. Review Modifiable Fields and custom translations.

• Easily set up client announcements to show in Sofia AND pop up in the mobile app in Company > 
Benefits Assistant 

• Review other modifiable fields to be sure all relevant information can be pulled in Service Center 
Discovery Tabs.

Optimize Sofia: Quick Tips

Included services to take advantage of
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Sofia Coach

Sofia Coach allows admins to chat with Sofia from a member record to 

preview how she answers benefit questions. This view includes additional 
admin-only guidance and data that members do not see, making it useful 
for coaching, troubleshooting, and validation. 

However, it does not replicate the true member experience. To fully test 
member responses, users must log in as a member in a non-Production 

environment and start a Sofia chat.
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Clients should test Sofia by logging in as an actual member in a 
non-Production (non-Prod) environment and starting a Sofia chat. 
This is the only way to see how Sofia truly responds to member questions, 
using member-level data, content, and permissions. 

While admins can use Sofia Coach (“Admin Chat as Member”) from a 
member record to preview responses, this does not replicate the real 
member experience. Sofia Coach includes additional admin-only 
information that members never see, so it should not be used as a 
substitute for member testing. 

In short:

 Best practice: Log in as a member in non-Prod and chat with Sofia

 Not sufficient: Using Sofia Coach alone

Testing Sofia for member
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Sofia Advisor

Admin assistance
Releasing Spring 2026

Ask Sofia interface available on 
your Benefits Insights 
Dashboards. 

This tool will help you:
• Get step-by-step guidance and 

links to learning resources to 
help you confidently move 
through analytics dashboards​

• Understand plain language 
explanations to understand 
key metrics defining 
satisfaction during enrollment 
experiences​

• Review instant summaries of 
positive or negative trends
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Sofia supporting on 
the phones

• Anticipating what the caller might need 
and directing our advocates (see 
screenshot on the right!)

• Removing the menu from the IVR: “What 
do I need to do to make sure my child has 
insurance?”

• Currently active for “after-hours.” Rolling 
out to active hours in 2026 (TBD).

Listen to sample call - enrollment

Listen to sample call - 
enrollment

Listen to sample call - HSA

Listen to sample call - 
HSA

https://vimeo.com/1145336719/12ddd6a7f2
https://vimeo.com/1145336719/12ddd6a7f2
https://vimeo.com/1145335176/c68608e535?share=copy&fl=sv&fe=ci
https://vimeo.com/1145335176/c68608e535?share=copy&fl=sv&fe=ci
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FAQs: Sofia and AI

1. Is information entered into Sofia secure? 

We commit to ensuring Sofia's integration with advanced AI services is built and 
tested for safety, complying with stringent security measures, and meeting 
standards such as HIPAA for the protection of Personal Identifiable Information 

(PII) and Protected Health Information (PHI). We employ advanced encryption, 
secure transmission protocols, robust auditing, and monitoring mechanisms to 
ensure the confidentiality, integrity, and availability of user data.

2. What if Sofia gives incorrect information?

Sofia's Cognitive Search functionality ensures that the content being searched is 

strictly controlled based on the access granted to Sofia for a particular client and 
member. The system is configured to limit the search scope to relevant 
documents and Benefitsolver information accessible to Sofia within the 

authorized boundaries. This controlled access ensures that Sofia provides 
accurate and relevant responses based on the available content specific to the 
client and member, maintaining data privacy and information security.

Sofia only gives information that the member would have access to via 

Reference Center or general information, like glossary terms. There is the same 
risk that a live HR admin from any employer could misinterpret information. 
Particularly for reference center searches, Sofia provides the citation and link 

back to the information in context.
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FAQs: Sofia and AI

3. What if the member doesn’t understand the 
answer? 
Again, it’s benefits, and we run this risk of discussing 
complex topics whether it’s a member of your HR 
team or Sofia. Members can also ask follow up 
questions.

For clients with member services, Sofia can always route a 
member to a live chat for further help during service hours. 

4. Will members see information about benefits 
they’re not eligible for?

 No, Sofia only accesses information that is visible to 
the member based on their structure and plan 
groups. The same way the layout and microsites 
are configured to pull in information based on 
eligibility, Sofia also uses these visibility rules.
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Sofia is getting a promotion and new branding this year. Be on the lookout for her 
“look” to change around May-June 2026 in the platform and on the app.

Sofia Roadmap
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The Anticipation Engine
Here’s how Sofia is showing up for everyone in Benefitsolver.

Employees

Timely, contextual guidance that 
helps them understand options, 
make decisions, and take action 
with confidence.

HR Teams – our clients

Always-on insight through Benefits 
Insights Dashboards, helping them see 
patterns, risks, and opportunities early. 

Businessolver Service & Operations

Automation, quality, and intelligence at 
scale. Real-time intelligence that 
surfaces context, history & guidance. 

Brokers, Advisors, Partners

Analytics, benchmarks, and foresight 
that strengthen execution, service 
stability, and confidence across their 
client base. 



13©Businessolver.com, Inc. 2026 – Private and Confidential – Not for Distribution

Every interaction feeds learning back into the engine
Data sources for the anticipation engine. 

Using information we can access to anticipate member needs.

Decision support inputs: 
what an employee is thinking 
about, comparing, or unsure about

Benefitsolver activity: 
real-time interest signals tied to 
member behavior

Benefits literacy surveys: 
what someone understands vs what 
requires more guidance

Demographics + 
household context: 
meaningful life-stage 
triggers

Case & call insights: 
what members struggle with, 
how they ask questions, what 
they worry about.

MyChoice Accounts 
+ card actions: 
spend intent before a 
claim posts

SDOH overlays: 
environmental, 
financial, and access 
factors that claims 
cannot see.
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Checklist for Sofia Optimization

How to Set up Reference Center

CSL Resources 

https://bsolver.sharepoint.com/:w:/r/sites/OmniToolbox/Shared%20Documents/Checklist%20for%20Sofia%20Optimization.docx?d=w184b007cc69545ea882f64fd01cce2c5&csf=1&web=1&e=jwRDmg
https://bsolver.sharepoint.com/:w:/r/sites/OmniToolbox/Shared%20Documents/How%20to%20Set%20Up%20Reference%20Center.docx?d=w1f221cac5b1e43aea01e0c307037e333&csf=1&web=1&e=eg1lJy


©Businessolver.com, Inc. 2026 – Private and Confidential – Not for Distribution 15

Testing Sofia Chat for Clients

NOTES: 

Limitations in Lower Environments

• Test Sofia when Logging in as a Member (vs. Admin Chat)

• Sofia doesn’t work correctly with a ghost member in production

• Sofia Search – Reference Center Documents are not housed in lower environments – You will need to manually add 
the documents to the lower environment

• MCA account balance and contribution information - client-specific data not available in lower environments

• If a client wants to test MCA information through Sofia – coordinate on your MCA testing day

• SSO functionality (e.g., for activation paths)
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