SOLUTION OVERVIEW

Omnichannel self-service solution
for healthcare providers and health
insurance companies
Fast and Easy | Value from Day 1 | Affordable Subscription (SaaS)

Healthcare providers and health insurance companies struggle to
deliver high-quality customer experience coping with the growing
number of incoming calls. Customer frustration is increasing due to
long queues, and about 20% of the calls are lost.

driven by voice

Spitch is a leading provider of
highly accurate omnichannel
conversational platform and
self-service solutions for
a wide range of industries
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Your doctor advised me to
take a blood test. When can
I do it this week?

Fast time to market:
• Spitch solution is ‘Ready to Go’
with the relevant industry-specific
vocabularies in place.
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Self-services are available 24/7/365.
No calls are missed.
Calls are answered after the first ring tone.
Customer experience is greatly improved.
Cost-saving thanks to automation.

1 — https://www.gartner.com/doc/3970415

Such queries can be automated by voice
assistants, which can handle all routine
requests, e.g. scheduling appointments,
without involving human operators. In cases
where the requests are more complex,
the customer will be automatically and
immediately routed to the right contact
centre agent.
Further development potential:
• voice biometrics for customer
and agent identity verification;
• access to exam results;
• customer satisfaction analysis and
agent performance assessment
by speech analytics, and more;
• automatic reminder calls to minimize
no-show cases and save worktime of
the contact centre staff.
Solution:
Rapid Implementation
Easy integration with appointments
management, e-documentation, mobile
apps and telephony systems.
Easy support
No need for any specialised skills
for the IT team.

Perfect customer experience
Customers appreciate having access
via voice and text channels.

Please choose
Tuesday 7-8am or
Thursday 9-10am

Benefits:

• reserving a doctor appointment;
• clinic opening hours;
• queries about medical tests and
scheduling a medical exam;
• other routine but timeconsuming
issues.

Cost-effectiveness
Over 60% of incoming customer
queries can be processed
automatically.
Thanks. Tuesday,
7-8am suits me
perfectly.

• Spitch has pre-trained language models
and high-level, easy-to-use tools for
fine-tuning and customisation.

Between 40% and 80% of customer
queries in healthcare are typically:

Omar Lafi
CIO of
CASA della Salute

«The AI/NLP-based solution implemented by
Spitch and DotVocal helps our first line contact
centre staff by handling routine workload and
attending customers with no waiting time.
This is a move to the right direction as it helps
us grow without the need to add and train
additional operators»

Trusted by a wide range of partners and customers:

Spitch named
a ”Cool Vendor”
by Gartner
Spitch has been named a “Cool Vendor” by Gartner in
the “Cool Vendors in Speech and Natural Language”
report1, as one of only three innovative companies
that provide custom-made, highly performant speech
and natural language systems that move beyond
what standard API and cloud o
 fferings provide.
Disclaimer: Gartner, Cool Vendors in Speech and Natural Language, 17
October 2019. The GARTNER COOL VENDOR badge is a trademark and
service mark of Gartner, Inc., and/or its affiliates, and is used herein with
permission. All rights reserved. Gartner does not endorse any vendor,
product or service depicted in its research publications, and does not
advise technology users to select only those vendors with the highest
ratings or other designation. Gartner research publications consist of
the opinions of Gartner’s Research & Advisory organization and should
not be construed as statements of fact. Gartner disclaims all warranties,
expressed or implied, with respect to this research, including any
warranties of merchantability or fitness for a particular purpose.
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