From Inquiry to Care: Al-Powered CRM

Transformation at BMH Group
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Dynamic Form Builder for Lead Capture Forms

Details:

i "
Select Field Type Version

Please select the type of field you want to add: Provide a unique version number for this form.

A Textinput Form Fields:
Field Title:
12 Numeric Input
Procedure

Textarea
Field Placeholder [ Help Text:

+» Dropdown Procedure for which the patient has enquired

Text Input:

2 Doctor List
User will enter text here

B Remove Field

Field Title:
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Lead Funnel Builder

Funnel Stages

Search:
Stage
Order Linked Linked Auto
~ Name Description Department Disposition(s) Priority Initial? Final? Success? Failure? Escalation? Closure? Active? Actions
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Intelligent Lead Follow-up Prioritization

@ BIA

£ I'm BIA, BMH Intelligent Assistant. | can review your department's lead pipeline to help you prioritize your work.

Suggested Tasks:4341
Which of the following would you like to focus on now?

You've got 136 follow-ups waiting for you today. Together, they already represent about

{1 Today's Reminders (136) i L
- ¥1,09,77,382 in opportunities.

You've got 420 overdue follow-ups that slipped through earlier. They're currently worth

A Overdue Reminders (420)
about €4,26,16,223.

Of your overdue reminders, 1 were due yesterday (these are not counted separately in the task

Overdue Yesterday (1
"D Ovwverdue Yesterday (1) wtal).

1leads don't have a follow-up date set. Adding reminders will make sure none of them
quietly slip away.

¥\ Missing Reminder Dates (1)

0 leads don't have an estimated value recorded yet. Based on similar leads, these could add

(® Missing Est. Amounts (0) L
value of around %0 to ¥O to the potential pipeline.

@) Click on any of the options above to proceed.

o
w
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Privilege Card Generator

Edit Card Type Layout (Fron
CRM - Privilege Cards - Edit Layout (Front )
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Analytics Hub

Hospital Analytics Hub

Navigate all CRM dashboards and reports for your hospital in one place. Pin your most-used reports for quick access.

s’ Favourites

Agents -‘.‘é Enquiries E Enquiries :?a Leads Q
Agent Performance Matrix Enquiry Report Doctor Consultations Lead Report
Compare productivity across enquiries, leads, All enquiries with filters by service, type, and Consultation list for tracking CRM compliance. Filterable list of all captured leads.
and activity. puUrpose.
You can pin more reports below — or unpin existing ones anytime using the % icon.
Lead Overview & Funnels 2e3 Agent Performance & Activity
Detailed reporting insights and analysis. Detailed reporting insights and analysis.
@ Hospital Lead Dashboard 5 &5 Agent Performance Matrix 5
Overall lead funnel, performance, and trends. Compare productivity across enquiries, leads, and activity.
=} Lead Report 5 = Lead Task Dashboard 5
Filterable list of all captured leads. Track pending follow-up tasks.
B Lead Detailed Report N = Lead Task History Report >
Deep-dive view of all leads. Timeline of stage movements done by each user.
B8 Lead Conversion Matrix 5 o Lead Interaction Report 5
Conversion performance across stages and depariments. Report of interactions recorded by each user.
4 Lead Status Matrix 5
Snapshot of leads across departments and funnel stages.
[+ ]
© Lead Failure Matrix N !
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Lead Priority Dashboard

Lead Priority Dashboard

CRM - Leads - Lead Priority Dashboard

e~

& e

This Month Last Month Year to Date By Department By Funnel
e V4

{

1-

16853 14612
——— 1

1500 s 1917

Total Leads In Pipeline Priority Not Set Converted

i Leads by Department - BMH Kozhikode Rangps: Jan. 1, 2026 — Jan. 12, 2026

DEPARTMENT TOTAL IN PIPELINE HOT WARM coLD NOT SET CONVERTED LOST
Total (BMH Kozhikode)
i — No Department —
5 ADMISSION DESK CALICUT
«h BUSINESS OFFICE CALIC...
«h CALL CENTER CALICUT
s ADMISSION/ COUNSELLI
& RADIOLOGY CALICUT
&4 Marketing Calicut
5 INSURANCE CALICUT
«h OPS CALICUT
h MVT Calicut
«l» ONCOLOGY CALICUT
| &4 TEMPORARY DEPT FORC...
-’ e
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Lead Status Analytics

Funnel View Mode

. IP CALICUT v Department ®* Doctor R
Lead Status Matrix L= Hide empty rows

Export to Excel

Search:
CASH- LEAD FOR CHECK SECOND
ESTIMATED MARK AS FIRST FOLLOW ADMISSION INSURAMNCE INSURAMNCE- ESTIMATE TO FOLLOW UP TO THIRD FOLLOW ADMITTED LOST CONVERTED CONV LOST LOST
DUPLICATE COUMNSELING ESTIMATED COST BE GIVEN UP TO BE DONE LEAD % %
CLINICAL DEPARTMENT COST upP STATUS EE DOME
MEDICAL 14 13 30 g 5 0 0 12 7 70 0 70 A4% 0 0% 90
GASTROEMNTERDLOGY
OBSTETRICS & 8 3 16 1 6 0 0 22 12 50 0 50 42% 0 0% 68
GYMAECOLOGY
MEDICAL ONCOLOGY 3 4 16 0 1 0 0 6 0 44 0 44 59% 0 0% 30
PAEDIATRICS 2 2 2 0 2 ) 0 13 0 18 2 18 A1% 2 5% 24
PULMONOLOGY 0 1 2 0 0 0 0 2 3 15 0 15 65% 0 0% 8
ORTHOPAEDICS 12 3 =] 1 3 0 4 a3 [+ 14 0 14 16% 0 0% 71
GEMERAL MEDICINE 2 1 ] 0 4 0 0 7 1 14 0 14 35% 0 0% 26
UROLOGY 15 3 9 0 8 0 2 9 2 n 0 1 19% 0 0% 48
SURGICAL 7 2 9 0 4 0 1 8 2 10 0 10 24% 0 0% 3
GASTROENTEROLOGY
PLASTIC & 17 8 4 i 0 0 0 1 3 10 0 10 19% 0 0% 43
RECOMSTRUCTIVE
SURGERY
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Al Call Intelligence

Sruthi IQ (Grou .
Qf p) Sruthi Analytics m = Comparison Dashboard Filter
Group Analytics - Sruthi lQ

13017 11273 74.6% 2831 62.5% Positive

Calls Analyzed Potential Leads Lead Action Rate Missed Opportunities Avg QA Score Sentiment

Opportunity Capture Revenue Leakage

Service Departments ‘ e =] L~ Top Services ‘ = ’ @ F g Query Types

Non-Clinical l Others
Radiology and Imaging I HR
IP services I Other Radiology Investigations
Laboratory ' Surgery or Admission
Homecare Lab Investigations
. FEEScan @ Business @ Non-Business () Service
O P N P P PP Health Checks
i B ©- -2 AD- AL
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Call Quality Analytics

— S  Inbound Lead Actioned
>,
“
N P
8 12430 2026,0701AM @ 855 @ M

95% @ Positive 100

© Lead Intelligence Recording Summary & Actions
Lis .',‘ S |
A‘pﬁt;i;;ment 00:00 85s The caller requested to book an appointment with Dr. Abdullatheef for
January 14th. The agent successfully confirmed the doctor's availability
and booked the appointment for 11:10 AM after verifying patient details.
¥ Agent Actioned this Lead ADENT

MAMROMo EBIIBH0S eNnd)oad)a] Oa03q] @).

Extracted Details

CUSTOMER
OoPD
BRSO lall (UGN &MY 6UYHE 12 1QIB GOUETR) Agent Performance
OP Consultation ANE IO Al ML I,
Tone Empathy Professional
Business
AGENT
y Purpos Request for Appointment S Active Listening High
BIMETI0)EE) CIYEREMO?
Clear Communication °
CUSTOMER
-
LTIV W ey Professional Closing °
SINEOTMEHNL! 14th,
tment € GENERAL MEDICINE
Solution Orientation Proactiva
ent 14 Jan 2024 @ 170 AN AGENT
Professional Greeti
\ BI8E6., BMOOH HEALINUING @Ge:? ™ °
I Hent Nam Hold Procedure Foliowed Nona
CUSTOMER
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Gain deep insights into call quality for assessment and training of call centre executives ¢,
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WhatsApp Chat Analytics

Group Analytics Dashboard
Chat - Group Analytics

3218

Total Sessions

1677

New Sessions

1500

Cold Sessions

390

Escalated

Unciassified: 1344 New: 284 Hot:159

Warm: 122

Daily Trends

Total Sessions by Hospital @

1,200
1,000 937
800
600

520

400

1482

Al Engaged

3168

Al Handover

1662

Enquiries Generated

New: 1675 5+ Msgs: 1058

468

Proactive Template
Outreach

1474

Proactive Al Outreach

274

Al Winback

Hot: 287 Warm: 589 Hot: 81 Warm: 166

Hot: 1 Warm: 24

New Sessions by Hospital @

983
K 452

400

300
248

200

635 1033

Hot Sessions

New: 381 New: 560

67

Template Winback

Hot: 11  Warm: 24

Warm Sessions

240,311

Est. Net Savings
FTE Equiv: 63.0

All By Hospital

By Account

Escalated Sessions by Hospital @

160
140
120 111
100
80 74
60 56

40

143
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Landing Page Builder

. Call Now

Leading SCOIiosis & BookaF:':ceutreefﬁf::zoggn:vsultation
Spine Care Services at

Full Name

BMH Kannur, Kerala

: Mobile Number (10 digits)
Free Consultation

Minimally invasive and endoscopic spine procedures.
World-class treatment at affordable rates.

North Malabar’s Only Full-Time Spine Center

Affordable, Accessible and Quality Services to All.

| consent to the processing of my personal data for the purpose of addressing
this enquiry and authorize you to contact me via Phone, SMS or WhatsApp. |
agree to the Privacy Policy.

& Your information is safe with us.

2 1000+ 24]7 99%

SPINE SPECIALISTS SUCCESSFUL CASES EMERGENCY SUPPORT PATIENT SATISFACTION
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