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Kinvey Chat Enables Deeper 
Patient Engagement at 
Dr. Shterev Hospital

INDUSTRY

Healthcare

PRODUCTS

Progress Kinvey Chat

SUMMARY
With a chatbot developed  with 
Progress Kinvey Chat, Dr. Shterev 
Hospital reduced the workload of 

through the automation of repetitive 
tasks. This enabled the team to 
spend more time on patient calls 
that require deeper engagement. 
The result: improved customer 
satisfaction ratings.

Challenge

Dr. Shterev Hospital is a state of the art medical facility, where the foundation 
of modern reproductive medicine in Bulgaria was laid by the introduction of the 
most innovative medical technologies and methods. With its 30-year successful 
history in the field of assisted reproduction, the team at the clinic has helped 
thousands of Bulgarian women and families complete their dream for a child.

The facility’s contact center serves between 300 and 500 customer calls daily, 
along with numerous emails and questions on social media. About 50-60% of the 
calls are related to booking appointments or checking schedules. This volume 
results in 150-250 daily phone calls that are taking a significant amount of the 
contact center’s capacity with repetitive tasks that could benefit from chatbot 
automation.

Solution

Dr. Shterev’s Hospital’s goal for the chatbot was to make three major 
improvements on top of its existing process. First, the clinic expected that 
the capacity of the chatbot would o�load calls to live operators by 49%, 
which is the time currently used to answer phone calls and inquiries about a 
doctor’s schedule and appointments. This will empower the contact center 
team to answer more patient calls that require deeper engagement and have 
a bigger impact on customer quality scores. Also, patients that want to book 
an appointment during peak hours of operations won’t have to wait on hold 
until the contact center is able to respond. The third goal is to increase reach 
to patients. Based on experience in the reproductive medicine sector, and the 
specific type of health services the facility provides, many patients prefer online 
communication, rather than direct voice calls.
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“Enabling our patients to book 
appointments using a chatbot developed 
with Kinvey Chat on social media is an 
excellent addition to our strategy for 
improving the healthcare experience.”

Ivan Todorov, Marketing Director, Dr. Shterev Hospital

Results

With a chatbot developed with Progress® Kinvey Chat, 
an artificial intelligence platform to create and 
deploy conversational chatbots, Dr. Shterev Hospital 
achieved its goal of reducing the workload of contact 
center sta� by its target of 49% by automating 
repetitive tasks, freeing up operator time for issues 
that require deeper patient engagement. In addition, 
because chatbots developed with Kinvey Chat can be 
trained like a person with a set of goals, examples 
and data that follow a natural conversation flow, 
engagement with the bot is exceeding expectations. 

As Ivan Todorov, Marketing Director for Dr. Shterev 
Hospital summed up, “Enabling our patients to 
book appointments using a chatbot developed with 
Kinvey Chat on social media is an excellent addition 
to our strategy for improving the healthcare 
experience.”
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About Progress 

Progress (NASDAQ: PRGS) offers the leading platform for developing and deploying mission-critical business applications. 
Progress empowers enterprises and ISVs to build and deliver cognitive-first applications that harness big data to derive 
business insights and competitive advantage. Progress offers leading technologies for easily building powerful user 
interfaces across any type of device, a reliable, scalable and secure backend platform to deploy modern applications, 
leading data connectivity to all sources and award-winning predictive analytics that brings the power of machine learning 
to any organization. Over 1,700 independent software vendors, 100,000 enterprise customers and 2 million developers 
rely on Progress to power their applications. Learn about Progress at www.progress.com or +1-800-477-6473.

©
 2

01
8 

Pr
og

re
ss

. A
ll 

R
ig

ht
s 

R
es

er
ve

d.

 

Discover AI-powered self-service 
chatbots


