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Princess Alexandra Hospital (PAH), a key part of the NHS Trust in the The Al Avatar’s current placement near a human
UK, faced increasing pressures on its staff and services. Patients _ reception desk naturally impacts the number of
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population required multilingual assistance - placing additional strain on to support visitors effectively.
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The high demand on staff led to frequent delays for patients, negatively
affecting the overall patient experience. The lack of multilingual support
created communication barriers, further frustrating patients and
increasing the workload for clinical and support teams. These issues
resulted in inefficiencies that impacted the hospital both financially and
operationally.

RESOLUTION

By implementing the iHealthAssist Al Avatar Concierge, PAH offered
24/7 navigation support in five languages, including British Sign
Language. This innovative approach significantly reduced patient wait
times and improved communication -- all without requiring additional
staff or volunteers. The Al system also responded to patient queries even
when no staff were available.
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. BRIEF HISTORY m
2 incess AUSENGIR [fag PAH is located in Harlow, Essex, United The Princess Alexandra
- Kingdom, founded in 1965. Their staff of Hospital
3,700 serves a diverse population of “We are delighted to be able to NHS Trust
350,000 and consistently achieves high provide this fantastic technology to
patient satisfaction ratings. They are improve the experience for our
recognized for clinical excellence in patients and visitors.”
various medical specialties, including
maternity care, cancer treatments, and Phil Holland, Chief Information Officer

. The Princess Alexandra Hospital NHS Trust.
emergency services.
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