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About Organization

Red Ambulance is India’s largest ambulance network with more than

5000 Ambulances in Pan India location.

The Stanplus understand the grave importance of time and quality

medical care during an emergency.
In most cases, these are the factors that can make or break a case.

Stanplus provide the most professional & technologically advanced
medical care & ambulance services that are catered providing swift &

world-class healthcare services at the time of dire consequence.
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Key Learnings

24/7 Emergency Helpline

L Call 1800 121911 911

* Ensure the satisfactory resolution of client queries and concerns
* Enhance the productivity of Hospital managers, and Fleet managers in the respective zone @

* Daily interaction with City managers for updates on products/services provided, revenue,
training, and support

* Ensure the proper collection of payment from customers, operators, and clients
* Ensure Zero- leakage from respective hospitals and clinics
* Interact with some customers for service feedback

* Increase morale in the team during meetings and in batch-wise sessions and maintain
discipline and decorum in the team

* Validate the feedback and data collected by regional Hospital managers & the team

* Train the team regularly on new and existing services
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“Review of RED ambulance services and its providers in Hospitals of Bangalore”

Introduction

« After establishing a great network in Hyderabad, Stanplus
are now expanding its services in Bengaluru city.

« To improve the service delivery & smooth flow of

expansion, Stanplus interested to review the services of RED 24/7 Emergency Helpline
Red Ambulance in their collaborated hospitals. ‘.‘ Anbunes Sp—
| | 11800 121911911

« The review will help the Stanplus to identify the service
status and issues need to be strengthen along with the .
existing gaps in the Red Ambulance services in Bengaluru S22 ({x\\
city. |



Research Question-

What are the gaps in the service delivery and the status of service provider of Red
Ambulance in various hospitals of Bangalore and their scope of improvement?

Objectives

+* General Objective- To identify the service gaps in Red Ambulance service catering to

*

different hospitals of Bengaluru.

+* Specific Objective-

e To assess the nature of the work done by the Relationship Manager.

e To identify gaps in the Red Ambulance (internal & external).

e To assess the challenges faced by the Pilots, RMs and SRMs in providing the service.



O Study design
A descriptive cross-sectional study was conducted in various
hospitals in Bangalore city, which are collaborated with Stan
plus Technologies from.

O Study population
Red Ambulance, Ambulances of other organizations, teamwork
of HMs or RM’s, Operation Manager, our customers and other
StanPlus manpower connected to hospitals of Bengaluru.

O Study tools:

= Daily report of RMs and SRMs
= End-of-Day Google form
= Feedback form to be filled in by RMs and SRMs

» Feedback form for the Discharged patients who opted for the
Red Ambulance service.

= Feedback form to be filled by Pilots




Methodology

e Duration of study-
= This study is conducted in Two and half months from 18 April 2022- 30 Jun 2022.

e Sample size-
Convenient and Purposive sample of 22 RMs and 48 Pilots and the feedback form from patients in the month of April and

May and June 2022.

e Data collection Procedures:
» Primary data is collected and questionnaire is prepared with the help of my supervisor. For the questionnaire google

form is prepared which contains the end of the day data. Daily report of Relationship Manager and Senior Relationship
Manager is taken. Feedback forms is filled by Relationship Manager and Senior relationship Manager. And also, the
feedback forms are to be filled by Discharged Patients who opted the Red Ambulance Service.

= The Questionnaire is to be prepared in the native language and collected through Google forms.



Results




Customers Feedback

Comments by Customers

Affordable Cost

Helpful Driver

Fast Service
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Area of Improvements

Tips by Drivers- Out of 58 Feedback forms, five of the customers complaints that drivers asked them for the tips or the extra
money from them.

In-sufficient Medical Consumables- 3 of the patient complaints that there were not sufficient medical consumables and equipment
in the ambulance.

Improper condition of Stretcher- 2 of the customers stated that the condition of the stretcher was not proper.

AC not Working- From 58 customers responses, we found that 6 of them stated that AC was not working in their ambulance.

Route is unknown by Driver- 4 feedbacks stated that driver was unknown about the route.

Unprofessional behaviour of driver- We got 3 complaint against the driver that his behaviour was not proper.

Representative not clear about the requirement- We got 3 feedbacks from the customers that representative was not clear about
the requirement of the patient.

Wrong price quote- 4 complaints were regarding the wrong price quote.

Wrong pickup and Drop Location- 2 complains were regarding the wrong price pickup and drop location.

Rash Driving by the Driver- Out of 58 feedback forms by customers, only 5 customers complained that driver was driving rashly.
12



. . . ) Ambulance Rating
Sufficient Medical Equipments and Consumables in

Ambulance

Comments Regarding Representatives

Easy Billing and Regarding Payment

NO INVOICE

EXPENSIVE

EXTRA CHARGE

= No follow-up Not clear about Requirement = Wrong price quoted

Wrong Pickup and drop = No invoice issued
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Feedbacks From Relationship Managers

e Competitors

e Internal Leakages

e External Leakages

e Qutdated Equipment

e Unacceptance by the hospitals
e Un-cooperation by Drivers

e No working spaces

e \Wallet Issues




Feedback From Pilots

e Physical Problems

e Personal Life

e Low Salary

e Prone to Infectious Diseases

e Lack of GPS Device

e Lack of Personal Damage Insurance
e No increments in Salary

e Un-stability in job
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Recommendations
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e GPS Device in Ambulances for Map route
e CCTV in Ambulances

e Personal Damage Insurance for Drivers
e Increment in Salary

e Regular Check-up

e Proper Schedule Plan for Drivers

e Proper Training for Relationship Managers
e Electronic Display in Ambulances

e RED Cabs

e Standees in every collaborated hospital
e 3-digit number for Ambulance

e Help Desk for Relationship Managers
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Conclusion

We cannot solve the problems what we have found in our
organization all at once but we can and we are taking a
step ahead to solve maximum problems as early as
possible.

As Stanplus is a startup and we are improving day by day
by knowing about the problem and solving them in the
best way possible.

In this study, we mentioned about what barriers and
challenges our drivers and relationship managers face in
their daily duty hours and also about the problems or
Inconvenience our customers had.

Each startup has to cross rough paths on their way ahead
but crossing the path sooner and in the most efficient way
IS what matters.
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Thank you

https://www.stanplus.com/

Call for Help:
1800-121-911-911
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