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Abstract

Background: The competition among medical services institutes aggravated after the
national health insurance was implemented in 1995. The tense medical services
environment made personnel leave and created a harsh operation situation for the
medical services institute. The health rights of citizens were also affected accordingly.
To improve the operation condition and boost the communication and relationship
between medical services institutes and patients, many startups stepped into the
business of helping hospitals and clinics digital transformation.

Objective: To investigate the reasons for the Line chatbot business of a digital health
startup and to describe the opportunities and challenges the startup faced when
conducting digital transformation projects.

Method: This study adopted the case study method. By accumulating open data of the
startup, including media reports and social media contents, this study sorted the
condition from the past history, present outcome and future plans of the company. In
addition, this study analyzed the opportunities and related challenges.

Results: With a limited budget, clinics had difficulties in marketing and operation. By
allocating chatbots and digital services, startup assisted clinics in making operation
efficient and communicating with patients smoothly. Clinics were unfamiliar with
digital tools. Thus, the tech implementation was very few. In recent years, medical
practitioners' operational ideas and business savvy have changed a lot. Under these
medical industry circumstances, the enterprise development of startups grew better
and better. In 2024, the startup will build its first foreign market, Japan.

Conclusion : With its software engineering capability, the startup assisted clinics in

patient-related services, such as administration, online registration and so forth. In
2024, the company conquered many obstacles and will broaden its business to Japan.

Keywords : chatbot, customer relationship management, doctor patient relationship,

clinic digital transformation
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