
Emirates Healthcare

Emirates Healthcare Group Enhances 
Front-Line Patient Experiences  
with Avaya Technology 

© 2020 Avaya Inc. All Rights Reserved. 1

The healthcare group has consolidated its contact center 
infrastructure on a unified platform from Avaya resulting in 

improved customer service and agent efficiency.

United Arab Emirates

Emirates Healthcare Group has expedited the path to recovery for its patients by upgrading its contact center, 
based on Avaya technology, to enhance and streamline its customer service interactions. The group’s patients 
can now expect to be automatically identified, connected to an agent who speaks their preferred language, and 
receive a call-back in case their initial call goes unanswered as a result of all agents being engaged. Furthermore, 
the new system ensures that timely SMS reminders, with full appointment details, are sent to all patients. 

Emirates Healthcare Company is one of the largest healthcare providers in the region, with a network of over 50 
hospitals and clinics across the UAE and a headcount of almost 2,000 employees. According to Ziauddin Sayed, 
group IT director, Emirates Healthcare Group, the company’s ultimate goal is to provide a superior customer 
experience. “When a patient interacts with us, we make sure that they have a pleasant experience - the kind of 
experience that the patient would expect from a world-class facility,” he asserted. Communications is paramount 
to the success of this objective. “We therefore had to embark on a substantial upgrade to our  
communication system.”
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For over a year-and-a-half, the healthcare group 
has embarked on a modernization process for its 
contact center, picking Avaya for the significant 
upgrade. Working with Imperium Software 
Technologies, a tier-one systems integrator and 
development partner of Avaya, the company has 
deployed Avaya IP Office Server Edition, which 
provides IP Office telephony capabilities, unified 
communications, mobility and collaboration.

Avaya’s commitment to open standards-based 
technology has enabled Imperium to integrate the 
platform with the Emirates Healthcare’s Hospital 
Information Systems (HIS). This makes it possible 
for patients to be automatically identified by name, 
nationality and language preference, resulting 
in a more personalized experience. In addition, 
the system can identify the patient’s location so 
that they can be guided to the nearest Emirates 
Healthcare hospital.

Along with benefits to patients, the upgrade has 
brought significant conveniences to the group’s 
contact center agents, allowing them to do their 
jobs more efficiently. Sumedh Ganpate, midmarket 
practice lead for MEA, India, China, Russia & ANZ, 
Avaya, explained, “In the past, an agent would have 
to use up to three different screens and juggle 
between them. With Avaya IP Office, they can now 
work from a single interface to handle all customer 
interactions, whether these are coming in from 
voice, web or SMS channels. They do not even 
have to find and dial back missed calls - the system 
automatically dials that number for the agent. By 
unifying all these communication platforms, and 
introducing process automation we have improved 
the productivity of agents.”

Meanwhile, through its Remote Desktop Web 
Connection technology, the Avaya system enables 
agents to connect seamlessly irrespective of their 
location. “The agents can handle calls over the web 
on any browser using VoIP while also having access 
to the HIS. This means agents are still productive 
when away from the office environment,” said 
Sayed. “Whenever the agent is sitting, the caller will 
never tell the difference.”

Building on these successes, Emirates Healthcare 
Group intends to leverage the powerful capabilities 
of the Avaya platform to further improve customer 
experience over the coming years.  
 



About Avaya

Businesses are built on the experiences they provide and every day millions of those experiences are built by 
Avaya (NYSE:AVYA). For over one hundred years, we’ve enabled organizations around the globe to win—by 
creating intelligent communications experiences for customers and employees. Avaya builds open, converged 
and innovative solutions to enhance and simplify communications and collaboration—in the cloud, on premise, 
or a hybrid of both. To grow your business, we’re committed to innovation, partnership, and a relentless focus 
on what’s next. We’re the technology company you trust to help you deliver Experiences that Matter.  
Visit us at www.avaya.com. 

Cautionary Note Regarding Forward-Looking Statements
This document contains certain “forward-looking statements.” All statements other than statements of historical fact are “forward-looking” statements for purposes of the U.S. federal and state securities laws. These 
statements may be identified by the use of forward looking terminology such as "anticipate," "believe," "continue," "could," "estimate," "expect," "intend," "may," "might," “our vision,” "plan," "potential," "preliminary," 
"predict," "should," "will," or “would” or the negative thereof or other variations thereof or comparable terminology and include, but are not limited to, expected cash savings and statements about growth, exchange 
listing and improved operational metrics. The Company has based these forward-looking statements on its current expectations, assumptions, estimates and projections. While the Company believes these expectations, 
assumptions, estimates and projections are reasonable, such forward-looking statements are only predictions and involve known and unknown risks and uncertainties, many of which are beyond its control. The factors are 
discussed in the Company’s Registration Statement on Form 10 filed with the Securities and Exchange Commission, may cause its actual results, performance or achievements to differ materially from any future results, 
performance or achievements expressed or implied by these forward-looking statements. For a further list and description of such risks and uncertainties, please refer to the Company’s filings with the SEC that are 
available at www.sec.gov. The Company cautions you that the list of important factors included in the Company’s SEC filings may not contain all of the material factors that are important to you. In addition, considering 
these risks and uncertainties, the matters referred to in the forward-looking statements contained in this report may not in fact occur. The Company undertakes no obligation to publicly update or revise any forward-
looking statement as a result of new information, future events or otherwise, except as otherwise required by law.
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The Group intends to incorporate AI-based chatbots and is working with Avaya to add call functionality 
to its website, so patients can call directly on a softphone without leaving website. It is also exploring the 
possibility of enabling patients to utilize social media tools to communicate with its facilities.
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