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The healthcare industry is an industry where there can be no compromises. 

The ultimate goal of this industry is to provide round-the-clock availability of 

health services at the patient's doorstep. Still, it is a perception among patients 

that healthcare organizations have failed to consider their needs in the overall 

picture. The fact seems true in the wake of the Covid-19 pandemic that resulted 

in a declined patient satisfaction. Lack of proper communication left them 

stranded, with patients struggling to get even a single response from their 

healthcare providers. 

Introduction

While companies like

and others have been on their toes to provide impeccable 

customer experience, the healthcare space has lagged 

collectively. Their adoption of digital technologies has been 

disappointing so far. However, the increasing popularity of 

omnichannel communication strategy across all industries 

provides healthcare businesses with a unique opportunity to 

make amends.



The Problem Statement

Organizations were obsessed with traditional communication 

channels like phones and SMS. But when multiple channels emerged, 

they tried to hop on to as many of them as possible. 

This process was a shift to a multichannel communication strategy.

Multichannel communications: In this approach, there are multiple 

disconnected communication channels between the organization 

and the customer.

Soon organizations realized the drawbacks of having multiple 

disconnected channels, and they tried to patch it up with cross 

channel communication strategy.

Cross channel communications: In cross channel communications, 

there are multiple connected communication channels. But this 

connection is somewhat restricted by limited data access across 

various channels. 

Even though communication is essential in the healthcare industry, it 

is challenging to maintain a good communication channel. When 

people get in touch with a healthcare organization, they are already in 

an anxious state. Even a hint of lack of empathy can be disastrous for 

the customer experience. It was assumed that bringing in Electronic 

Record Systems would improve that experience, but nothing much 

changed due to the fragmented approach to data storage and 

communication.



Over the years, this business-centric approach has created more problems 
than it has solved. Some of the reasons for customer dissatisfaction are:

Bad User Experience : Overall, all of these problems end up creating a terrible user experience 

for the patients.

Lack of empathetic communication : Patients often complain about ignorant marketing 

outreaches by the healthcare institutions.

Unavailability : With the increasing number of patients using digital channels to get in touch with 

their healthcare providers, availability becomes a big issue. The Covid-19 pandemic has seen a surge in 

such patients who couldn't get a proper response from healthcare institutions.

Inefficiencies leading to unaffordability :  Inefficiencies in storing data and the operations 

followed often end up creating situations where businesses fail to serve their patients most efficiently. 

It results in pseudo-employed resources and thus increased costs for the patients.

Less than optimal treatment : Generally, patients have to visit more than one doctor for their 

overall healthcare. But due to fragmented data access, both doctors are unable to get a complete picture 

of the patient's health. It results in treatment complications at later stages if not handled with care.



What Do the Patients Expect?

There has been a generational shift in the consumers for every industry. The same goes for the healthcare 

industry; changing consumer expectations have become evident. Various surveys being done around the 

world bring up the following picture:

A Trusted doctor remains the top priority of people while deciding on a healthcare institution. 

After the Covid-19 pandemic, patients are using more telemedicine, a trend that will only 

increase in the future. There is faster adoption of digital technology towards this end.

Many Healthcare consumers are proactively engaged in understanding more about their 

health issues. They are collecting information on their own through the internet and then asking 

their doctors informed questions.



Essentials of a Good Communication Strategy

The essential elements of a good communication strategy can be 
summed up as the 5Cs of Communication:

Clarity
The goal of any communication is clarity. Before any 

communication is made to the patient, the healthcare 

institution must know the whys and whats of the communication 

being made. “Whys” of the communication determine the goals 

of the communication being made, while “whats” determine the 

content of the communication. Combined, these two bring the 

much-needed clarity that gets the message through.

Conciseness
If you are saying something, say it fast. It is a fast-moving 

world, and people don't like to stop at one place for eternity. 

Organizations need to come up with communications that 

are short and yet deliver the complete information.

Context
Communication made without context can do more harm 

than good. Before knowing what to say, the healthcare 

provider must have a customer journey map, along with their 

details like health history and current state of health. Only 

after bringing it in this context can the communication be 

made more personalized and useful.

Content-Rich 
It is not just about sending a message to the consumer but 

communicating with them in a manner that engages. 

Businesses can achieve that with the help of data-driven 

dynamic communications like dynamic video, dynamic SMS, 

dynamic purl, and others. Such content can be displayed 

correctly over a range of communication channels. 

Creative
The design of the communication should be creative. In the 

healthcare industry, even the design needs to show empathy. 

Content must be designed to be creatively rich even while 

being responsive to various communication channels being 

used. 



Omnichannel is a business strategy of being available for the customers round the 

clock seamlessly through a communication channel of their preference. It is a 

consumer-centric approach where businesses adapt their operations to serve the 

customer better.

Consistent

Connected

Frictionless

Hyper Personalized
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4.

It provides a 
digital customer 

experience 
that is: 

What is an Omnichannel Customer Experience?



 Proactive Communication: Omnichannel approach enables businesses to be proactive in their                   

reach-out. They provide critical information to their customers with regular communication. Patients 

proactively receive information like doctor's availability, appointment dates, plan renewals, legit 

information regarding health risks, and regular health checkup reminders. It makes patients more 

informed about their health needs, preventing them from the dangers of late discovery of life-threatening 

diseases.

 

 Meets Customer Expectations: The new age of digitalization has created a new set of users demanding a 

better digital experience. They want their complete healthcare portfolio to be available online. And they 

should be able to access it whenever they want, through whatever channels they prefer. Omnichannel 

communication helps institutions meet these customer expectations of breaking through the barriers of 

patchy solutions to the problems haunting the healthcare industry.

 

 Increased Efficiency: Once organizations become innovative, they can address their inefficiencies in 

many different ways. Omnichannel deployment helps businesses to design and implement their 

workflows in the most efficient manner through data-driven solutions. It has the potential of making 

healthcare services more affordable for people. 

 More Personal Empathetic: Using Omnichannel communication can free up many resources. It can 

address the bottlenecks created due to overburdened resources. One such bottleneck is the lack of 

personal touch in the communication with the patients. Patients often complain about the lack of 

empathy in the reach-outs made by institutions.

Benefits of Omnichannel Communications in the Healthcare Space



 

 Service Personalization: Omnichannel support deployment which saves complete user profiles in one 

place. It takes note of the customer's behavior and preferences from all of the communication channels. 

Organizations use such data to personalize services for the users and give better product 

recommendations. Better product recommendations help them in upselling and cross-selling their 

products as well.

 Customer Journey Mapping: With integrated communication channels, it becomes easier for 

organizations to map their customer's journeys. It enables them to handhold the customer at each step 

and improves their experience. Organizations specifically target customers at every stage of the customer 

journey, nudging them towards favorable action.

 Higher Customer Satisfaction: When organizations take time to understand their customers, they deliver 

what customers want. This is bound to have a positive effect on customer satisfaction for such an 

organization. The omnichannel strategy offers to make the healthcare industry more efficient, more 

affordable, and more empathetic. By doing so, it addresses most of the pain points of the patients.

 Leverage Advanced Technology: If technology is advancing, it is only natural for people and businesses 

alike to take advantage of them. It is better to evolve every day than waking up to a world far ahead of 

oneself. Omnichannel strategies take advantage of the latest techs like Big data, IoT, and AI, to name a few.



Omnichannel communication is not a single solution but a strategy. Before it can be applied, it 

needs to be adapted for the specific business needs of the industry we are dealing with. 

Organizations need to know for themselves the kind of user experience they are trying to 

achieve. Then, they need to integrate that CX strategy with the services it offers. However, there 

are a few general features every Omnichannel deployment ought to have.

Essential features of omnichannel adaptation :
 

 Consistent Presentation : When users interact with an organization, there should 

be a continuity of presentation in the communication channels. A brand 

representing cheerfulness should deliver a similar feel across all the reach-out 

channels. Responsive Interface designs that can respond to changing screen sizes 

have become quite popular to achieve this goal of a consistent presentation.

 

 Unified Access : Communication channels should give users equal access to all 

the services offered by an organization. It is achieved with the help of a business API 

that can provide similar services on various channels like smartphones, web, 

physical stores, gaming consoles, kiosks, smart TVs. It depends on creating a simple 

yet complete self-service portal that is available across all the channels.

 

 Unified View of the Customer :  It is better if organizations have a complete view 

of the customer instead of a partial or incomplete view. This helps them understand 

their customer better as an individual who takes a set of different services. This helps 

in faster resolution of problems as customer support providers have complete 

information to establish cause-effect relations in various scenarios.

 

 Data Science : One of the most significant advantages of adapting to omnichannel 

solutions is better data collection. Using modern data technologies to leverage this 

data can enable organizations to improve customer experience. Using data 

efficiently becomes the basis of personalized customer communication like 

personalized email, personalized purl, personalized chatbot, and others.

Realizing Omnichannel Experience
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Self-service portals with integrated healthcare 

services options.

Assimilation of data from every touchpoint at a 

single location.

Changing organizational structure to 

consumer-centric.

 Having a team to drive and manage the shift.

 Simple interfaces to compare plans, order 

demos (if applicable), and make purchases.

Using advanced technologies like IoT for better 

data collection, VR for ease of access, and AI for 

better prediction and increased efficiency.

What healthcare organizations need 
to do to make this shift 



Customer Communication Management 

Customer Communication Management, or CCM, is a strategy that enables an organization to 

centrally design, manage, deliver and track high-volume personalized data. These interactions 

can occur through any or all channels available for communication. CCM helps by improving 

the quality and quantity of such communications. It is done by streamlining the content 

creation and editing processes undertaken by these organizations.

As the name suggests, these 

communications are made in 

batches and thus are large in 

volume. These are general 

periodical communications 

which are sent to the customers 

all the time. Ex. Statements, 

Circulars, and Dunning.

These communications are 

created by putting user data in a 

pre-set structure. Ex. Promotions, 

Sales communication, and 

Renewal reminders.

These communications are 

generated in response to the 

queries raised by the users. 

Ex. Duplicate statements, 

Charge-off, and Legal letters.

Structured / Batch 
communication: 

Interactive / Ad Hoc 
communications: 

On-Demand 
communications: 



Businesses have often faced issues with creating communication that is real-time, visually 

appealing, and is monitored and controlled efficiently. FCI has a CCM solution that enables 

healthcare institutions to address these issues and do much more.

Make Your Healthcare Business Go Omnichannel

promises to:

Increase 
Customer 

Engagement

Uplift 
Efficiency

Uplift 
Revenue

Create 
Agile 

Workspace

Create 
Future-Ready 

communi-
cations

A

B

C

D

E



By creating 
communications 

that are: 

Hyper 

Personalized

Periodic, On-demand, 

and Ad Hoc

Guided by Customer 

Journey Mapping

Real-time
Compliant with the 

Regulations

The content so generated is :
Deliverable across all the channels

Governed by an approval process



Faster Time-to-Market

Modular Solution, pick only what you need

Standardization and Compliance

Empower business to reduce dependence on IT

Optimize investments with SaaS offering

Why choose FCI over others?

Managed by the business users 

themselves, better communication 

leads to a better user experience at 

all the touchpoints, including: 

Forms

Service 
Communication

Policies, 
Statements, 

Bills, 
and Letters

Web and 
Mobile Content



Healthcare delivery in the future will change in a lot of ways. Health awareness and 

technology will become two major driving factors of the change. 

 

Some changes expected in the near future :

 

 With the increased use of advanced technologies like IoT and AI, the 

healthcare industry will take a leap. IoT will facilitate holistic data collection 

of the patient, making early diagnosis of the underlying issues easier than 

before. AI will make use of this data to make an accurate diagnosis and 

prescribe medicines. 

 

 Everyone's health data would be stored in standard formats in interoperable 

platforms. Thus, health data will become so fluid that it will become easier for 

patients to get treated in any corner of the world. It will also facilitate better 

outcomes for patients opting for telemedicine.

 

 With increasing literacy and awareness, people will become more engaged 

with their health issues. They would want to know more about their health 

and have control over what happens to them. Thus, a reactive approach 

towards health would give way to proactive healthcare.

 

Considering how the future is about to play out, it would be the right choice for 

serious healthcare contenders to go omnichannel before they get left behind.

The Future of Healthcare 

1. 

2. 

3. 



Conclusion
The healthcare industry is trying to adapt to newer technologies to 

improve its services. However, it has failed to communicate well with 

its customers leading to a lack of mutual understanding. Now it needs 

to make the omnichannel shift if it intends to improve its services and 

develop a better customer-service provider relationship.
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