SOLLU

Managing Patient Communication andEngagement
for Hospitals using Sollu



Sollu enables healthcare organizationsto Communicate, Engage, Market & take Feedbackfrom patients thereby @
ensuring better outcomes
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The entire lifecycleof the patient right from enquiry stage to conversion stage, followed up engagement, marketing and
feedbackis taken care of bySollu




Solution

One Number for the entire hospital for
appointments

24/7 Number that will never go down and will
always have multi-city backup. In customer’s
mind, there will only be one reliable number

Will solve the following issues currently at SIMS:

« No more patient complaints saying phone is
busy

 Phone will always be working

« Reliabilityof phone numberwill increase and
patients will save thisnumber



Telecom KnowHow

+

What SOllU Professional Call Centre KnowHow
brings tothe | -+

table Hospital KnowHow

+

Marketing KnowHow



Data isgold

With Sollu,

Information on every callwillbeavailable

Number of times the patient called, what they called for; all
notes will be available

Customized responsescanbe givento patients

Targeted marketing is possible to thesepatients

Follow upcan be done for conversions
Hospitalcananalyzeand focus on converting thepatients



Patient
Experience
and
Perception of
a world-class

facility

With Sollu

All the agentswould be trainedas per sophisticated call
centrestandards

They willcontinuously be monitored if they are
following the script

All technical as well as soft-skills related parameters are
measured by the Sollu team constantly and they follow
up directlywith the agents for assured results

Random call calibrations are done to ensure they say
the welcome message, empathizewith the patientand
end the callpleasantly . If they do not, this is brought to
the management’snotice

Sollu willmonitor the availabilityof the lines as well as
the agents and ensure 100% calls are handled



When a newspaper or TV
advertisement is done, 100s of
calls hit the hospitalnumber

Marketing
ROI

With Sollu,

ROI can be calculated and

e can understand whichof

Wi
Eachof these callswouldbe  Call backs canbe ensuredto . the modes ofadvertisement
) Increased conversions
registered these numbers




 Currently there is no type of measurement or
performance management for each oftheagents

» With Sollu, Individual telephone agents performance
will be measured onthe followingcriteria:

MeaS U re M e N t  Time taken toanswer acall

* Number of callsattended

WOUld lead to * Number of callsmissed
S]gn]f]cant » Firstcallresolutionrate

» Agent availability time
'i mprOve ments « Quality of calls

* Number of appointments
« Number of conversions
 Length of eachcall




Sollu has an optimalsuite of solutions which caters to all the stages of communicationbetweenan organization a 'iﬁf.lojf‘?
a patient SOLLU
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Sollu -Communicate Anintelligent IVR System that is configurable and easy to use

Vo

SOLLY

Managed BySollu

Customer

Automatic Callrouting
Mobile Number — irrespective of location
or device

Agent 1

Agent 2

|

Admin Officer

=

Entire Conversation between the customer and the team will be recordedand stored thereby-
1. Helping the team improve customer call experience - Quality of the callcan be monitored

2. Better call tracking ( No missedcalls)



Sollu - Intelligent CustomizedCall Centre withindividuallogins for each agent,advancedcall analytics
Advanced CallCentre with deep insights intoagentperformances

Detailed
Analytics

Monitor Call
Backs

Advantages Of SolluCallCentre

1. Add as many agentsand connect them to the same number without any physical infrastructure
2. Log-infromany computerand start using the callcenter application
3. Setup your call center in under an Hour




Sollu - Intelligent : : :
Advanced CallCentre CallCenter has a very unique set of featurewhich has been illustrated below

Status
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Features of the CallCentreApplicationinclude

An always available or away status for each
individualagent

Asnapshot of each day’s missed calls and actions
taken against each of them

Outgoing Call Management Page - UniqueMissed
Calls updates with a Click bCallButton
Customized Pop-Up - For All incoming calls




Sollu - Intelligent Using our intelligent callcenter tool,get advanced insights into very specific call
Advanced CallCentre center metricsand also a very unique automatic calldistributionsystem

Abandonment Unique
Rate Callers

First Call
Resolution
Rate

Callers

Agent
Availability
Time




Each of the features has a lot of Sub-Features

) Track,Record andAnalyze all your incomingcalls

-Each and everyincoming callis trackedensuringyou never miss an opportunity to communicatewith
your customer

Greet your customersprofessionally

- Every customer will have a professionally recorded IVR message

Expand your lines as and when your business is expanding

-Adding new lines is very simple and takesonly a fewminutes to setup the systemfor a new centeror
branchandit will be up and running

Advanced Call Centre Management Features

-Incoming callpop-ups, Mini CRM engine, Outgoingcallmanagement and other highly customized
features




P
Sollu - Engage Automated Timelyand Personalized messages tailored to the patients condition willbe sentat a @
frequency pre-decided by thephysician. SOLLU

 Solluengageis built on a unique set of algorithms which enables physicians to create @Hi g h l y personalized ad
Tailored campaigns built to suit the need of a each individualpatient

» Acommon goalis identified by the physicianand a campaign is created targeting those individuals who have signed
up for the specific campaign built on the same set of goals

Stage 1

« |dentify the segment of the patientand theirend goal.
« Create a custom campaign based on outcomes.

Stage 2

« Timelyremindersare sent to the patients according to the frequency set.
» Campaignshave to be createdjustonceand canrun for a lifetime.

e

Stage 3

» Measure Health Outcomesbased on the goal set.
» Comparethe testset withthe control data.




Template Programs and Custom Programs -A few of our programs as part @
gage ,
of our engagementhas a mix of both custom and templateprograms soLL

+ Solluhas partnered with organizationssuch as MAMA; USAID and Johnson and Johnson to license their
award winning programs for pregnancy care and child nutrition

 Our existing template programsare:

» The pregnancy care program helps promote healthier pregnancies and has been proven for an Indian
Population



Reach out to yourpatients/customers with targeted automated text and * Q
voice broadcast and SMS platform S0LLY

Sl =) o))) - Q — - @

Blasted tomanyrecipients Recorded messageis played Recorded broadcast has an optionto Increased productivity and success
speak to a live agent allowing youto focuson callerswho
want to speak to you

Benefits :

*  Runninga campaignismadeeasyin justafewclicks
*  No bandwidthLimitations

Campaign targetedfor Using Our SMS platform, send your
CreateaMarketing b .
mm) 1. Existing Customers —> @ marketing messagesto more than a lakh

2. New Customers of people at the sametime

Benefits :
» Createyour ownSenderID andsend SMSes, allintegratedunder thesameplatform



Sollu - Market

Trackall your leads fromvarious forms of marketing and measure the success of each @
campaignwithROI
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Virtual Number

captures leads

from different
media

REFERRAGS

Various Forms of Advertisement

R
LEN

Measure ROI to analyse
success of campaignand

retargeting




SOLLY

Get feedback from exisiting customers using a 1. Tablet2. SMS withalink @

FEEDBACK IN-PATIENT ANALYTICS

e e = B

Via SMS

ViaTablet

Feedbackmanager- Easiest choicefor NABH accreditation ( Download report and print for NABH assessment)

All the feedbackis capturedand representedin the form of reports

Graphical andAanalytical representation of the feedbackis available for everysingle feedbackobtained

Aweightedaverage for eachquestion is calculatedand a patient score is obtained

Each poor response obtained is then highlightedseparately in another tabcalled as Root CauseAnalysis




Feedbackalso has a Root Cause Analysis tool whichenables allthe poor
feedbackto be actionedupon SOLL

« All the poor responses or ones that are deemed actionable as set by the organization are captured into a
separate tabcalled Root CauseAnalysis

« Allthe records which has a poor rating or below par ratinghas a red mark associated with it and it changes
into Yellowand subsequently greenonly after@  Thecause @ Action® UpdateBy @  Veified by
has all been filled for every suchquestion

« Attheend of every businessday or week the management canclearly see all the action that has been taken
against eachsuchquestion

' Floc n Ema Overa
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. A 0 ] )

Pop-Up that lists down action taken
when the question marked red is to be
actionedupon




TrackallNABH related quality indicators using our platform, the tool is highly customizable and
Sollu - NABH . :
adapts to the need of each individualhospital

 Create each department and their quality indicators, one department will have several quality indicators and sub
units aswell
 AFactorvalue for each quality indicator is also part of the customization option along withthe daterange

« The numerator and denominator values are also taken into consideration for each month and multiplied by the
respective factorvalue

 Aline chartand a bar chart represents the datain graphical form

 Also each quality indicator has a Root Cause Analysis tool, whereby if there is a dip in performances for any of the
indicators it automatically gets added to the RCA tool whereby the Root Cause, Status and Verified by are updated
and action has to be taken to ensure the color of the indicator changes form Red to Green



Case Studies- We have createdan everlastingfoot prints with our products

100 BeddedHospital

35% Reductionin
Missed Calls

Call Management system
implemented in the hospital
over a period of 6 months
showed dramatic
improvement in callanswered
rates

220 BeddedHospital

Rs.1,25,000 saved in
annual telephone bills

Reducing the existinglinesin
the hospitaland savingthem
the hospital money by
implementing our call
managementsystem

Leading Diagnostic Centre

60+ More
Appointments Booked
on a single day

Replaced an existing legacy
system with Sollucreatedan
immediate impact by
enabling better room
occupancy rates and more
appointments driving direct
revenues :: Happier Patients

Patient Engagement - Healthier

Pregnancies

1000+ Patient Enrolled

— Initiative towards
Healthier Pregnancies

Patient enrolled into a
pregnancy engagement
program®  More than 3%
of the woman enrolled have
reported healthier
pregnancies




Comparison, advantages of a cloud based communication system vs legacy communication system

Feature

CAPEX -Upfront CapitalCosts

ActivationTime

Maintenance
& Updates

Flexibility/ Physical Infra
S cilibe

i lﬂl:ﬂﬂl]i Multi Location

INDEPENDENT

ITKnow-How

DataAnalytics

Legacy CommunicationSystem

Very High - Outdatedafter only a few years

TBkesmore than 1 month for any activation
( Physical lines to be setup etc.)

Annual maintenance charges, every updateis charged
for an not

Rigidsystems with limited mobility, Highoverheads
incurred with physicalinfrastructure

Expensive IP-RABX systems have to be installed

Skilled engineers can only change or play around with
thesystem

Low level callanalytics

Cloud basedCommunication
No Upfront capital expenditure

Takesunder 20 Mins to setup theentire call flow and any
further changeshappens withina few minutesonly

No hidden costs and excitingnew features are free of cost

Highly mobile systems, NoPhysical infrastructure required

Location independent, addinga new location is very simple
and can be done withina matter of a fewminutes

Can change or updatethesystemwith least of ITKnow-How

Deep dive analysisfor each call ( Trackrecord and analyzeall
thecalls)




Client Testimonials
SOLLU



“Sollu is an amazing software. Our Hospital is doing extremely
well with this wonderful software. It’s very user friendly and
highly helpful in gathering all the analytics. | would also like to

add that it is very cost effective. | would definitely recommend
Sollu.

They are so prompt in their service. Being in the hospital
industry, we need their support late at night also and they have
been there for us anytime. Their follow up is so good and we
know where we stand because of Sollu. Thanks for making us
work even better with your software.”

- Nithya Shivakumar
Chief Operating Officer
Kumaran Hospitals

KUMARAN

HOSPITALS(P) LTD



“I have been using Sollu for the past 6 months. | am very happy
with the product. Also the customer support is very superb. | had
a bitter experience with another provider earlier. Now | am
happy with Sollu. | feel Sollu is professional and service oriented.
They are not money minded but customer and service oriented
that’s why they are able to serve the health care field where
service comes first.”

- Dr. Robin
Robin Hospitals
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Robin Hospitals



“The feedback module of Sollu has been very useful in assessing
the satisfaction of our patients. The root cause analysis (RCA) has
been helpful to improvise on our pitfalls. An awesome software!!
Kudos to Fathima and Team Sollu.”

& SugamHospital

- Dr. Immanuel Arunkumar Sugam Hospital



“Sollu has helped us to streamline the call centre system in our
centre . We have three branches which are well integrated in a
single portal and we have never missed our leads because of
missed call management facility and we are 100 % satisfied with
their service. Also special mentions about their best support
service. They are there whenever we need them!”

- Shabdham Hearing Aid Centre




“It was and is a pleasure working with the friendly folks at
Sollu. Right from the initial introduction of their call
monitoring application to being patient enough for us to test
out the application fully, the Sollu team has done a terrific
job. It has made our job of training & monitoring our
customer care executives relatively easy. If not for Sollu we
would been helpless. Keep up this good work”

- Avinash
CEO, Snapper




Sollu has been providing excellent backup and feedback on our
calling system. Their software is easy to use and is a
comprehensive tool to improve our patient telecall response.
They provide monthly reports and ensure the quality of calls is
also good.

They are very prompt and provide high quality service.
Definitely recommend.

- Dr.Shruti Nishanth

- Director, MN eye
Hositals




We signed up with Sollu as a pilot project and have been
using their services for over two years now. They are
proactive in getting the changes that we request as it takes a
few months to streamline the process to your business. Sollu
is a blessing in disguise for those who don't have a dedicate
tele caller. MI
Their monthly review reports are very helpful in improving

our internal follow up systems and they do it consistently
month on month. We are really happy with the way even the
missed calls returned can be tracked.

- Deepak Chander
- Partner
Jai Autos




The Sollu team not only provides technologically advanced solution
to the call management problem faced, the dedicated back end
team also checks to see if the software is being put to best use and
also has several suggestions to improve the patient’s experience.
These factors allow us to focus on how to serve effectively and
efficiently of our patient better.

Mr.Mithun Abraham Kurian
- MD, Joseph Hospitals



| was very skeptical about using call center services, Sollu
proved me wrong and | must say their turnaround time is the
best in the industry. Their reps are attentive to the queries,
passionate about the service, today we have successfully
handled all our communication services. Their services are
seamless, happy that we are associated with Sollu... These
services have helped us in our business development and the
front up has increased since we are able to track all the calls.

- Dr. Rinke Tiwari,

- Origin Fertility and Research Center.
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