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Future-Proofing  
Health & Human Services
State and local HHS agencies are being asked to become more efficient, focus on outcomes and provide better, faster 
service to citizens — yet many still rely on complex and costly legacy systems. In the Governing Institute’s 2017 HHS  
survey of 191 state and local leaders, 65 percent of respondents said their agency’s systems need to be modernized.  
In this Q&A, Bojan Cubela, director of state & local government and HHS at Salesforce, and Dan Israel, vice president and 
general manager of Vlocity Public Sector — which provides industry-specific cloud applications running on Salesforce — 
explain how a trusted cloud platform extended through an HHS-specific application can help lead agency transformation.
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Q: Salesforce may not be the first name that comes  
to mind in government and HHS. Can you give us some 
examples of your work?
Cubela: Salesforce has been serving the public sector for at least a 
dozen years and has over 1,000 government customers, including all 15 
federal U.S. agencies and presence in 45 of 50 state agencies. We’ve 
deployed HHS apps in multiple states and across many county and city 
governments. For example, the State of Colorado has more than 90 
applications built on top of the Salesforce platform. The most recent is 
an HHS and cloud-first integrated eligibility system. The migration to the 
new case management system — along with a multichannel call center 
and customer portal — has doubled the number of Medicaid benefits 
applications the state can process each month (from 30,000 to 60,000), 
with the same budget.

Q: Why do agencies adopt Salesforce? 
Cubela: First, we provide agencies with a secure, pre-built infrastructure 
and a core set of functions available on day one. This gives them a 
foundation that reduces risk and speeds deployment measured as 
time to value. Second, agencies can control the project complexity and 
cost through configuration of the platform, which gives them a level of 
customization without having to write code. We call this “clicks, no code” 
deployment, where all customers are on the same version and receive 
three updates a year. Third is that we provide a modular approach. Most 
states want to build reusable components, connect with other systems 
without breaking the code, and achieve mobility and performance at 
scale. We make that possible by managing 100 percent of hardware and 
software on our metadata-driven architecture. 

Q: How do the Vlocity application and the Salesforce 
platform work together? What benefits do they provide? 
Israel: Salesforce is the foundation — an out-of-the-box, cloud-based 
platform with a proven set of core functions. Vlocity is an application that 
runs on Salesforce, with pre-built capabilities specifically designed to 

address HHS agency needs. Together, they offer agencies a working 
application to start from, which can then be rapidly configured to meet a 
specific agency’s requirements.

The combination of Salesforce and Vlocity can be deployed quickly so 
agencies can transform HHS services rapidly, generating value without 
replacing entire systems. Agencies can start small and build out in a 
modular fashion. Colorado, for example, started with small projects and 
saw how the platform improved efficiency and service. Once leaders 
there experienced these benefits, they implemented bigger, more 
complex projects spanning almost 100 applications today and growing.

Q: How does the system lay a foundation for generating 
value in the future?
Cubela: We provide three upgrades per year as well as mobile, social 
and artificial intelligence (AI) capabilities without writing code. This 
helps future-proof an agency’s investment and enables it to continually 
improve services without spending new money. Salesforce is investing 
in future technologies — including AI and machine learning — and 
will continuously incorporate these capabilities into products. These 
technologies are meant to free up government employees to spend less 
time on paperwork and administrative functions, and more time working 
with citizens to drive measurable outcomes. 

Q: What advice would you give agencies that want to 
improve operations through digital transformation?
Israel: Our most innovative customers are shifting their focus toward 
the “art of the possible.” Sometimes RFPs are too prescriptive and 
vendors can only satisfy them with custom code solutions that don’t 
scale and are costly to maintain. Innovative agencies are being less 
prescriptive — they are focusing more on the desired outcome than a 
precise itemization of features. Pre-built applications running on a cloud 
platform empower agencies to move faster than ever and open the door 
to new possibilities to generate value. They can truly be transformative 
and we are excited to share more details at this year’s ISM conference.


