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Apollo Hospitals Group (AHG) is Asia’s largest network of the brightest medical
experts providing innovative life-saving treatments and diagnostic services. With

About 'I'he over 7,000 medical practitioners offering specialized and holistic care and over
CI. t 4,000 pharmacies tied up with the most trusted pharmaceutical brands, Apollo has
en created a robust healthcare ecosystem serving South Asia and the Middle East.
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The Solution

Apollo Hospitals Group delivers digital healthcare services through Apollo 247
application. The web and mobile-based application enable the users to book online
consultations with Apollo-certified doctors, book lab tests, and access online
pharmacy to get medicines delivered to the doorstep.

For continuous improvements in the app, the Apollo group wanted to augment the
technical expertise of their team. They needed a dedicated technical team that
could work in collaboration with their existing inhouse team and help them in
introducing new features to the app, ensuring the seamless performance of the
app, fixing technical or functional glitches (if any), adopting new tools &
technologies for better execution of ideas.

To overcome the tech talent crunch, Apollo Hospitals Group chose Unthinkable
Software as their Offshore Development Center (ODC). As an ODC, Unthinkable
would help in extending the existing in-house team of AHG with experienced
resources in relevant technologies. Both the teams would collaborate to keep up
with the constant market requirements and update the app.

Some of the initial level requirements by Apollo Hospitals Group included:

Providing a solution for interruptions during on-call doctor consultations from
low network coverage.

Make cart management for medicine purchases more uniform between the
web and mobile apps.

Helping to improve the frequency of new feature implementation for the app

Implement a series of major Ul enhancements and improve the search results
to ensure a seamless customer experience.

Include options for timely prescription refills.

Generate and categorize products according to brands in search results.

To augment their in-house team, Apollo Hospitals Group interviewed and hired
senior-level resources to work in collaboration with their team. A dedicated team
with expertise in React Native, NodeJS, and Drupal was aligned by Unthinkable to
upgrade the functionality and performance of the Apollo 247 app. Both the teams
connect through daily scrum meetings to share requirements, progress, backlogs,
reviews, etc.

The Unthinkable | team optimized the mobile app with the following functionalities:

Instead of populating all the available products in the pharmacy
section on one page, separate landing pages for each leading brand were created.
With thoughtfully crafted metadata and automated workflows, customers can
discover new brands and also the right products that suit their needs.

The app can be paired with user-activity monitoring
devices such as sugar monitors and fithess watches to know when a user starts or
stops an activity like running, biking, or driving. The underlying user-activity
analytics is done with Firebase, which works in tandem with a quantity nudge.
Automatic reminders can be set to buy medicines for certain lifestyle-based
ailments such as diabetes and hypertension based on these analytics.



For ailments that require regular filling of prescriptions, a
quantity nudge has been included in the app. Whenever such medicine is
ordered, it suggests the recommended quantity so that the user does not run out
of medicine quickly. A reminder is also sent both as a WhatsApp notification and
an in-app notification to pre-order the medicine and refill the prescription. Users
also have the option to set medicine reminders on their own and set restrictions
for medicine order quantities.

Optical Character Recognition (OCR)
has been integrated so that prescriptions can be clicked, uploaded, and converted
to text automatically. Special offers and membership rewards are added
automatically to every purchase made by the user. Cart management has been
moved to the server-side, meaning that adding products to the cart reflects on
both the web and mobile apps simultaneously.

A check is done before a user places a call
with an Apollo certified physician to see if their network bandwidth can support an
uninterrupted video or audio call. Bandwidth and connectivity metrics are
frequently sent to the backend and the user is suggested to either switch to Wi-Fi
or move to an area where there is better connectivity before placing a call.

Customer Relationship Management (CRM) was earlier carried out
through a third-party CRM was shifted to a newer one. Repetitive support
workflows can be automated by the admin when needed. This helps bypass the
need to hire help desk employees in bulk, which has helped Apollo Hospitals
Group cut costs massively. Searching, assigning, replying and resolving tickets is
far more seamless with the new CRM. The user also gets query suggestions
related to the products and services that they choose.

Partial as well as complete searches for products and
services have been optimized to provide the most relevant information in search
results. Elastic search capabilities allow the aggregation of the most accurate
search results in very little time and results are tailored based on user activity on
the app.

The Apollo 247 app’s Ul is in line with the latest industry trends, while
improvements are being rolled out regularly. The Apollo Hospitals Group
appreciates Unthinkable ’s accurate capturing and execution of their
requirements. The collaboration between the teams has been helping Apollo in
maintaining a long-help market reputation and enhance customer loyalty even

further.

The Impact

Is there a digital platform you want to
build or take to the next level? ‘—
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Setup a personalized consultation with our
technology expert.
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