Reimagining
Patient Experience
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A tool to leverage and enhance customer loyalty, experience &
clinical outcome

Patient engagement & experience across service delivery

Health care focused on End point & Outcome
rather than Journey itself!
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Communication is the Pivot

Connected Patient

Other stake
holders

Connected Journey

Connected World

Relatives

Doctor as unrefuted icon..... Barrier of multi dimensional communication
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Technology & social evolution is part of Engagement

Technology

“l was happy that | answered all the questions.
But Alas!! They changed the question paper itself!”
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Inclusive Engagement Key to evolving Health care needs

“The block buster drug of the century”

A broad term &

Liquid enough to take the shape of any definition
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Patient
Acquisition

Inference &

: : Service Delivery
Business design

Information & Patient
Analytics Retention
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“Patients Actively Involved in gathering information and
become part of discussion, making decisions about their
symptoms, diseases, alternates, treatment protocols and
outcomes. A multi dimensional vibrant partnership between
patients, families, representatives, health care team
extending to organisational governance and policy making,

transforming it to a learning organisation”

B
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- Benefits to Patient: - Benefits to Hospital:
Improved conformances - Better scheduling & predictability
Better Clinical Outcomes - Enhanced efficiency & cost

Reduced ER visits & admission effectiveness

Reduced Surgical Intervention Better data management

Reduced No shows
Better Quality of Life .

Improved patient relationship &

loyalty

Support strategic business

decisions

Better brand visibility

R © I
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NH Narayana Health NH Engagement Journey....

Website & PHR

Call center & AMS

NH care app

CRM

WhatsApp, Instagram, YouTube, Facebook,Twitter
Search Engine Optimisation & Key words
Geographical prioritisation

Lead Management tools

vV V. V VYV V VY V VY YV

Bl predictions.
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Service
Delivery
- <—— -




wﬁg
INH Narayana Health

Registration portal & Kiosks

Narayana Health + BestDoc
Bringing more Patient-Centric Solutio

CONCIERGE KIOSK

'&H Narayana Health BestDocC

Health for all, All far health,

Powered by @ BestDoec

QR-based Digital Request Management for Self-Serve System for Patient Registration,

Non-clinical In-Patient Needs Appointment Booking, Payment, and more

B
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EmnchDachbosnd  Adminictralor Eyciam tatiing Token Bistsc  Reparts NSH Log Out

Branch Dashboard/N$H Gurugram{Gurugram)

STATUS ANAIYSIS VAIT TIME ANALYSISLIST
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‘ Queue Management Screen for Doctors \

Doctor:  <Name of the v 02:23 pm, 11 April, 2012

PR I
uveLwvI ~

Current consultation

Queue running: 13
06:39 NEXT Last queue: 24

Registrations today: 32 Patients seen today:

e

First visit 01:13 pm 1 hrs: 10 mins

15 Mrs Follow up 01:22 pm 1 hrs:01 mins
16 Mr ﬁ ‘ Follow up 01:35pm 0 hrs:48 mins
17 Mr £ First visit 01:49 pm 0 hrs: 34 mins
18 Mr ¢ ‘ Revisit 02:01 pm 0 hrs: 22 mins

A screen like this may be used for the doctors to manage their own queues. A
color-coded list of waiting patients will help them monitor waiting times.
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INH Narayana Health Pre — Consultation Engagement, Templates & work up

QUESTICNNAIRE STEPS < 8. Past Surgical History DONE

1. Did you undergo any major surgeries in the past? ... 1€ he

PTCA - Percutaneous Transluminal Ceronary - Angioplasty,
04. Cardinlogy Scaras A 3 years 5 months ago (08 Mar 2018)
Cardiclogist

05. ki
= CAG - Coronary Angiogram, 3 years 5 manths ago (07
I F— Mar 2018)
08, Cardiac Health Cardiologist
OF. Family History

2. Are you wearing an Implantable Medical Device Yes i
05, \itals (Pacemaker, ICD, Stent, PEG tube, LVAD)? o
10. Mlcohol Tobacco, Substanos Abuss ’ STNT- Stents, 3 years 5 months ago (08 Mar 2018), Active |

Currently Using

13. External Laos

pre-consultation history
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o @ Q 0 @

Cardiovascular Health Labs & Investigations Medications
Mrs Female2Test Mahi 27 Y
@ @ LABS TRENDS INVESTIGATIONS Coronary Arterial Disease
CAP -«
VISIT PROFILE TEAM tyim  aydm Last 7| —" b
a nvest ons
: gat EVERYDAY AF0-1-0-0
MRN Nurriber 100100004?23 Devices, Implants, Transplants
=T fere B By (158 Hypertension
Purpese of Visit STNT - for 3y Em (O
Stents TAB -
MNumbser of Visits 54
EVERYDAY AF1-0-1-0
Last Visit 02 Jul 2021 Cardiovascular Surgeries
3 B a5 TAB »
Upcoming Surgeries + ADD Bomitanan e EVERYDAY AF1-0-0-0
T oo
procedure Hyperlipidemia
_ W By Dr BAGIRATH (4] A -
A it # Patiert Fit RAGHURAMAN ,,DK
: ) EVERYDAY AF0-0-1-0

DOCtor entry dur'.ng Symptoms with HPI £ ADD , §
consultation History ——

Other Symptoms + ADD
DETAILS SURGERIES

S 2 _ &
- - SO0 %
@

Ohese-— - Zydm. By 4, 20y Em
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Delay: Time lag from scheduled appointment to acmaal consultation start tirme iy

CIYERVIEW HCISPITAL DERARTMENT DOETOR Wait Tirme: Time lag from patient arrival to acoual consultation start time HEDH!‘\
o INFD
WAIT TIME PATIEMT TAT TREND G FILTERS
Delay at Different Time of the Day Y
Par day H-:'._:'I-_, onsultation: @ Per day hourly Consultasions (EMR] @8 Awg Delay (in mins)
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- £
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3 =
= i 28 27 20 =2
5 195 12.5 124 117 S
= =3 =
= I 1010 T = DOCTOR
= 1° i T E e D &

EAM-T TAM-E CEAM-S CFAMS WDAM- TLAM-TRIMCT LDMSZ POM-3 IPMo4 4DM-5 SEM B GPMST TPM-B FERIDD

abd At ARd 10 AM 17 484 12 FM 20 P P Tt art B P P
indereal APECHNTRAENT
Wait Time at Different Time of the Day S
Par day howrhy Consultasions 8 Per day hourhy Consuitations {EME W Avg Waiting Teme {n mins)

- o~ ‘.‘“\' Th £
5 1457 65 &4 = u
.:; - = E
3 : 100 =
£ ‘51 z
= E
z =
3 o=
=] 3
= =
= o
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EAM -7 TAM-B BAM-9 DAM- T0AM- TTAM- 12BM - 1PM-Z2 2ZPM-3 IPM-4 APM-5 EEM -G EPM-T7 TPEM-B
A a8 A0 T AM T AN 12 PR 1P =7 ] P B Bt = T B BRA

=terval
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Delay: Time {ag from scheduled appointment to-acmual conseltation start time =l

CAWERWIEYY HOSPITAL DEBARTMEMNT DICTOER: Wait Time: Tirne lag from patient arrval oo actual consultation start time M-.E.D H.A
e
WAIT THVE PATIENMT TAT TREMD g FILTERS
Delay at Different Time of the Day I 57 BY --- e
Perday hiowrly Consulzations @ Perday hiourly Consulations (EMR) @&yvg Detay (in n#ns)
i 5 H
i HOERITAL
E 383 g Show 3z a table 48
= g
! Irsciuge - 271 E
= 46 4% 27 E
50 S A5 £ DEPARTMENT
SR = ﬂ .
= SH 23 —_— - e 20 5
E ¥ st Drili through ~ + Ptiests. List z 1.7 2
5 —  ww 3 : T S 3 DOCTCR
L. S m A EREEE s ag
& o — — - - - -  — e 0
GAM -7 TAM-8 SAM-T 9AM- T0AM: 17TAM- 12P%-1 1PM-Z ZPM-3 3270M-4 4PM-5 SPM-6 GPMA-T TEM-B FERICD
A AR & 10 AM 17 Ax T2 P P = Eha 2 Dbt Pl i =i ¥}
tien APPOINTMENT
< Back to report DELAY TAT
Perigd 15-03-2022 17-03-2022 13-03-2022 10-03-2022 21-03-2022 22-03-20z2 23-03-2022
Drelay Buckst % Consulistions  Consultation {EMR} % Consultstions  Consultation [EMR) % Consultstions Consuftation (EMR) % Consultations  Conhsultation {EMR)} % Consultations  Consuliation (EMR) % Consultations  Consultstion (EMR) % Consuttations
<30 inz B5.4% 202 § i 138 | EaD 194 | 286 | T44% 161 i BE7% 79 Fos
>= 30 mins & <1 hour | 12.4% 2% 8 10,05 23 12,3% 17 8 7.0% 435 & 125% 5 114% 238 9,9%
= Thour & <Zhour 1 10.2% 12§ 7.3% 2% ¢ 12,8% 330 8.4% 324 B.9% 328 13.1% 2 | 12.6%
== Zhour & < hour  f T4% 5 31% 11 4% 2 1.6% 11 1% 1 4.5% 11 £3%
== 3hour 48% 5 1.9% 3 1.5% & 2.5% 5 14% i3 i 5.3% 9} 3.5%

Total 100.0% 260 100.0% 203 100.0% 244 100.0% 359 100.0% 245 100.0% 254 100.0%
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Diabetic Management-through WhatsApp

Nationwide WhatsApp No PP il L C
70****2222 Send Sugar va'\lues as per Automateq Task A SChemat|C fIOW
care plan designed by based services on WA
doctor Chatbot
‘\ _ Nurses co-ordinate
\\‘,—” with doctor and then
Personalized send the revised care
A il plan to patient on
Nurses WA

Send reports
as per doctor
advice

§-

Interaction with WhatsApp
Chatbot, Receives package details

Dedicated Nurses

S~ interact with patients

on WA and accepts the payment aG;\';i!‘f;style as and when necessary
& Legal Consent L,
- Fmergency 4 Receives emergenc
Alerts & __ Send queries : gency
Notifications = or i alerts and understand
call back 1 the issue by contacting
request 1 i
Doctor Consultation g : the patient
|
---J
Legal Consent Registration
[ Successful

: Patient get access to virtual clinic
Leey’

Nurses get assigned by doctor, she
completes the registration process on
WA backend and create diabetic

Online Payment profile




NH Narayana Health Service excellence

. § _ PHYSIOTHERAPY |
Communicate. Ll e WONDERS”:

Care. Cure. =

A GUIDE TO HEALTHCARE COMMURN ICATION

Third Edition

Edited by
Dr Alexander Thomas
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‘l'
NH Care

My Patients Q

INPATIENT ) DAYCARE @ EMERGENCY @

= Filter/Sort

Chandrika Mallohtra 11:30 AM
‘ EMERGENCY WARD - 1 - G-W-BED 1
M Mol ot ® or. Eﬂzkesh ML Ben(alf s/p PTE 3 -
P —— g P
ey
Nishika Gangothri 09:20AM
N emerGENCY WARD - 1- G-W-BED 12 (1]

Dr. Shreedhara R Bentall

Mukesh Kumar 08:324M
EMERGENCY WARD - 1 - G-W-BED 12
Dr. Abhishek Kumar Bentall

Gaurav Dnyaneshwar Bhagat ~ vesterday
EMERGENCY WARD - 1 - G-W-BED 12
Dr.Rakesh ML Bentall s/pPTE

Bharathi Ramchandran Yesterday
B EMERGENCYWARD - 1-GW-BED 12
Dr. Amit Kotia Bentall

Vrushali Choughale 21/8/2019
V  EMERGENCY WARD - 1 - GW-BED 12
Dr.Rakesh ML Bentall s/pPTE

Kiran Babu 21/812019
go EMERGENCY WARD - 1 - G-W-BED 12

Dr.Rakesh ML Bentall s/p PTE

E

Real time Updates

Analytics & Al

r_

Remote Monitoring
=
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Business
Design

Information
analysis

Retention
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Feedback Details

B Only Negative Feedback

Lab services
Sample collection waiting time

Staff courteousness

Report delay

1l
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q
=l

5 OPF - NARAYAMA MULTISPECIALITY CLINIC, HSR BANGALORE BD_A\EALYTICS

Start Dat End Dat . .
2;_{1;;022 EF:S-E;:"]‘-EZDZZ lost30days « day v Billing v I location Selected =
5.21
|
= B 8 5]
4,68
453 o 461 ; =
454 4.55]
il °§ = ]
¥ :
426 W 4.2 W 4,25 (4.23] . 4.26 EEE
1% 4]
13
o 6 B A B A D @ s b . T R T T T T T, GRS SN« ST RN R, GO ¢
oot @ @ o o D & & & @'@ & o & o & o e o 555" o 555"‘ o o Squ' o ot
S Y L T Y R R s e Y A AT S R A Y Y
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Google Score

49 49
4.8 4.8 48 4.8 48 48 48 48 4.8
47 4.7 47 4.7

45 4.5
| | | | | |

AHMD RTIICS Mysore Shimoga Jammu Raipur DNSH

un-21 Sep-21 Dec-21 Feb-22
y n>°P C 0

B
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Service Excellence

99% 99%
98% 94%93% 96% ’

RTIICS AHMD SRCC

m Sep-21

98%

Jammu

m Dec-21

97%

Raipur

g Feb-22

96%

93% 94%
89% 89% 90%
’ 85% ’ 86%
° 83%
81% 81% 81% °
63%

Barasat

Howrah

94%

Howrah

B



Auto triggered Feed backs and analytics
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Ehﬁ?
INH Narayana Health BestDoc

Health for all. All far health,

Narayana Health + BestDoc
Successes with Patient Feedback

Gurrent KPS NPS MONTHLY TRENDS = bopont
1. “Hello!! Thank you for visiting Narayana Health. Please rate our
services on a scale of 1to & with 5 being "Very Good” and | being too 100
"Very poor".
0 55.8% 75 50
= 20.0% NPS Increased by 6 a2 8 o ]
5 8
@ o 7.0% PROMOTERS a8 Bdon
25 -50
‘ L 2.8% PASSIVES 8 745
-
Oc 2021 MNow 2021 Dec 2021 Jan 2022 Feb 2022 Mar 2022%
’ - a2 DETRACTORS & 7.96%
- @ Promotars @ Passives @ Detractors <G NPS Score
Overall Ratlng - MSMC’ Bangalore | Oct 21 to Mar ‘21 1. waiting time 2. 5toff courteousness 3. Lack of information and engagement
“ BO.6% . e —— BO.E% 0 —— G07H
O — 2% P 37.3% O W
S 0.8% e 08% @ 0%
& 04% @ 5% e 07%
@ 12% @ o ® 8%
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Narayana Health + BestDoc
Successes with Patient Feedback

©

O

Decrease in Daily Tickets Raised at all Three Locations Combined

4%

31%
26 Centres across India | 1P + OP Feedback via

WhatsApp

Radiology department

Registration department

H
e
INH Narayana Health BestDoc
Haalth for all. All for health,
300% 3.3%

Average Rating of All Three

Feedback Conversion Rate Locations Dombined

Decrease in Daily Tickets Raised at Individual Locations

50% 49%
Pharmacy department Casualty department

34%
Lab services and pharmacy
departments

29% 29%
Billing department Overall tickets raised

Ref: BestDoc Case Study | Dec 21

| B
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P Narayana Health 24x7 call center and L2 desk

PHR Portal for Expert Opinion

: 7 T
How itworks? [ Login |

\‘sh'l'
INH Narayana Health

Expert Opinion

Get an expert advice from a panel of cancer super specialists from the comfort

of your home

Book Expert Opinion

Why Us?

Get evidence-based, organ specific treatment plan with detailed oncology analysis from a panel of multidisciplinary

super specialists at Narayana Health

B3
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. . . . . Q‘A:ﬂ
Media skimming & Sentiment analysis NH Narayana Health

Health for all. All for health.

+ Insights Report - Narayana Health-Ticket Dashboard C ® ai: O

R t
epors Tickets Overview NH

Ticket Dashboard

Tickets Overview NH Analysis Of Tickets NH Hospital Wise Ticket aver...
Tickets Overview NH

Date: Location: Hospital: Category: subCategory: Issue Types: Any_other_issue:
Last 30 Days - Al ~ Al - Al - |l ~ Al - Al -
Open Tickets Pending Tickets Resolved Tickets Closed Tickets

3 141 1101 14414

Average FRT Average RT and Average Response Time are for Escalated Cases

Average FRT BH{MINS] Average RT Business Hours{min) Average Response Time BH(min)

59.43 3346.71 66.89

B



Survey calls, Complaints, suggestions appreciation recovery &

)
N Narayana Health Unified complaint management system

> Bedo  l& Revert [ Refresh [ Pause i) View:Original  J\ Merts [+] Metrics o Share D1 Downoad [] Comments T3 Full Screen

UCM Summary | Inflow Trend | Productivity | Pending Analysis | Ticket Summary |

Centralised Patient Complaint Management - Volumetric Analysis Reset Filters >
3/25/2022 3:46:04 AN Measure |Logoec = | Stet Bate
= | Ot-Mar-22 |

Closed Pending

End Date

160 (16-Mar-22 |

Resoiitial

Respanse SLA 92.97% 5 54 Regions
Pending to classify Pending ta assign Pending to acknowledge In progress Patient not reachable Reopened EAST 142%
WEST 1.26%
NORTH 043
0 26 130 4 0 g e TS
Locations
Complaint Source Service (ategory Subcategory Category Qwner

Marayana Instituteof Car.. m

call center [ : <+5 appointments’ | < s=: Mursing 12 Desk [ 2 298 NICS Nursing Helpdesk L2/ Vincent 1. | -:1 Mazumdar Shaw Medical .| 1.10%

IPC Feedback | 78 Medical Guery [l 537 Admission | 31 M5 Mursing Helpdesk L2/Sangzsth.. |GG -2 MMI Narayana Multispeci.  0.79%

Email | 1 otners [ 228 ischarge | 26 NICS Nursing Helpdesk L2 dzculine ., | - Narayanz Multispecialty . 0.59%

Reports Query| 53 Others | 26 NICS Nursing Helpdesk £2/Supriths - [N =27 Narayana Superspeciality. | 0,506

Admin Query | 49 Nutl | 15 MICS Nursing Helodesk NN 255 Marayana Multispeciality ... {124%

Mull| 20 Dottors | 14 RiCS Nursing Helpdesk L2/Madhu 0 [N 237 Narayana Multispeciality... 0,208

Admission process ot ex..| 8 Mursing | 12 ma/ma f a1 AL Jalappa MaravanaHes.. | 0.20%

Physical consuttation | 8 Schemes | 4 Mé/Hareesh C| 17 Rabincranzth Tagore Inte.. EL}_E%

0|7 Health Check | 3 NajAman Naik | 13 Sahyadri Narayana Multi .. {}Llﬁ%

Reguested file details not . | 1 Billing | 2 MSHC Mursing Helpdeste L2/NA | 10 Brahmananda Marayana .. 0.08%

Waiting time| 1 TPAand Insurance | 2 Ma/RajibHela | 10 Marayana Multispeciality . 0.08%

B
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09:35 & [ - © -4 .d9%% A

Q, Search Amazon.in © Y

= One of the most popular OTT platform
= Still listening to the VOC

= Striving to engage with customer

i
@ for you lef
';'.—-.I__ - .
mazon Pa end Maone (] ~a
I'.l'.'.llu Y

“Patient engagement learning might
lead to transformational business
designs~

(Cloudphysician, Prystine care, Even care)

) o - =
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“It's the time of disrupting business innovations & tail spins”
1 “Uberisation” in Transport

 “Teslisation” in Automobiles

0 “Zomatisation” in Restaurants

 “Airbnb-isation” in stay & accommodation

a “?27?77?—isation” in Health care

A business of future community

“A business of healing to a business of healthy living.” -
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