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St. James Hospital Virtual Assistant 
takes on up to 40% of  patient call 
volume per month
Jamie is the custom-built AI-powered Virtual Assistant for St. James Hospital, the largest private hospital in Malta with over 

200,000 appointments booked per year. Jamie took on a workload equivalent to almost 5 customer care agents. This equalled to a 

€100,000 workforce cost saving per year so ROI was achieved in well under 6 months.

Apart from providing excellent technical 
expertise, EBO has consistently supported, 
trained, and maintained a close relationship 
with all our team whilst overseeing the 
development, deployment, and the 
successful marketing of our AI platform.

– Jean Claude Muscat,

CEO Saint James Hospital Group

“Such support is unique and provides us with the confidence 
and motivation to further develop this exciting Artificial 
Intelligence revolution together with EBO in being able to 
provide a holistic and efficient experience to our clients”.
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EBO’s AI-Powered Patient Engagement 
Solution and Applicable Use Cases

Automated Waiting List 
Validation

Smart booking of 
Cancelled Slots

Two-way Conversation 
based PIFU

Appointments 
Management

Broadcast

Management

Patient Self Assessment

and Engagement

Admin

Management

Staff/Contractor 
Engagement

Multi-Lingual


Third Party Engagement Theatres Integrating Processes
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Benefits Realisation with EBO's

Patient Engagement Solution

Reduces call volume and call waiting times immediately takes up 10% of calls and up to 30% within 6 months.

Scales instantly contact centre capacity in line with increased demand.

Reduces time spent on clinical admin for PROMS, PREMS, Consent forms freeing up time to care.

Records directly into the EPR appointment bookings, wait status and assessments.

Saves time and reduces human error as there’s no need for manual upload of forms.

Reduces high volume low complexity calls such as confirming appointment details and FAQs.

Enables easier tracking and planning of consent and outcome forms completed

Reduces calls for information and complaints by keeping patients informed and engaged

Automates waiting list validation reducing lists by 10% without the need for additional staff 1

Releases 4,000 slots for an average Acute Trust equivalent to an efficiency saving of £480k 2

Saves 10,000 hours of admin time for every validation cycle, equal to £125k 3

Enables two-way communication and assessments with patients on PIFU lists.

Reduces DNAs and increases surgical utilisation by immediately offering cancelled slots to patients.

1. Bowers, F. 2019. Thousands removed from hospital waiting lists by validation process, RTE Ireland’s National Public Service Media [online] Available at:


2. Cost for a Band 4 administrator to carry out a telephone call plus data entry at 15 mins each for 40,000 patients.


3. Based on 4,000 (10% of 40,000) slots costing £120 for an outpatient appointment.

https://www.rte.ie/news/health/2019/1015/1083512-hospital-waiting-lists/ 
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Project Planning with a Strong and 
Continuous Benefits Realisation Cycle

� Use case and scope 
definitio�

� Discovery workshop�
� Adoption and benefits 

planning

� Dialog creatio�
� Integratio�
� Data captur�
� Workflow design

� Solution testin�
� Interface testin�
� Data testin�
� User acceptance testing

� Chat component on 
websit�

� Other channel�
� Begin Revie�
� Benefits plan

� Weekly reporting and 
optimizatio�

� Adoption activitie�
� Benefits monitoring

Planning Testing
Continuous


Improvement

Design Deployment

Choose how EBO’s solution is 
delivered, and our team will support 
you at every step

With over 100 years of collective experience in NHS 
operational roles and digital project delivery, we know 
that implementing digital transformation projects can 
be tricky. 

This is why our solution comes with a strong 
implementation and service component built-in.

We offer complete project management and benefits 
realisation services, so you can rest assured of your 
projects’ success.

Our conversation design expertise and continuous 
improvement process do not stop at Go Live - rather 
optimisation is ongoing throughout the life of the 
product.

or

Standalone mode
with no integration for quicker deployment 

Fully integrated

with you EPR system for maximum benefits

The EBO solution can be 
delivered in two ways:

“The EBO Virtual Assistant is new technology for us 
with great potential as it integrates directly with our 
Electronic Patient Record. We initiated a pilot with 
EBO on e-Consent and are already lined up for rolling 
out pre-assessment and appointments modules”.

– Andy I’Anson,

IT Programme Manager

Working with EBO is like ‘a breath of 

fresh air’. They have a deep-seated 

‘can-do’ ethos to delivering successful 

solutions and our collaboration 

functions as a true partnership. 
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EPR integration


System agnostic with different levels of 

integration available from CSV and HL7/

FHIR to full integration using APIs. 

Fully Automated


Different levels of automation available 

with data entered directly into EPR. 

Chat and social messaging platforms 



Possibility to place the Virtual Assistant on 

a website and/or commonly used Social 

Messaging platforms.


Healthcare specific AI training models


Tuned to understanding patients and 

providing the necessary responses 

according to the use case deployed.. 


Tailored Conversation Design



Custom conversation and algorithms 

designed to replicate complex business 

rules. Conversation hand-offs  or callback 

requests built in. 


Conversation Management Portal 



A back office solution used to manage, 

and take over conversations between the 

Virtual Assistant and patients. Also 

manages scheduling patient notifications.


Accurate AI based sentiment analysis  



Interprets intents and matches responses 

that meet patient requirements. Achieves 

the goal of human-like, effective 

communication. 


Digitally inclusive 


Easy to use for patients                            

with limited   digital skills.

Continuous improvement



Specialist dialogue consultants continually 

optimize the Virtual Assistant during the 

life of the product. 


Security and Governance Compliance  


As the protection of data is a key 

consideration for any healthcare IT 

deployment,  security is built into the 

architecture of how data and data 

processing is managed. Deployed 

within secure Microsoft Data Centres 

within the UK and using Key Vault 

technologies, the data within EBO’s 

Virtual Assistant is secured during 

transit and encrypted at rest.

Advanced Technology Assurance
The EBO solution boasts a standardised, open interoperability layer to integrate with any hospital’s EPR or PAS and so ensures that 

all patient data ultimately resides within the main data repository. Nevertheless, the solution is also available as a ‘stand-alone’ 

configuration which does not depend on close coupling with such systems. EBO’s Solution is GDPR ready, and based on a secure 

Microsoft Azure infrastructure trusted by many NHS Trusts and health providers around the world. The solution boasts:

EBO is a trusted partner of 
Microsoft because  a lot of 
what we see with thousands 
of customers that we work 
around the world, is very 
much aligned with EBO’s 
mission and vision. 

– Ruthy Kaidar, Director,

Healthcare Industry Sector, Microsoft

“They empower caregivers; they empower administrative staff, and 
they empower patients to have information more accessible. 84% 
of Healthcare Executives believe that AI will revolutionise the way 
we obtain information”.

www.ebo.ai hello@ebo.ai EBO.ai

http://www.ebo.ai
mailto:hello@ebo.ai
https://www.linkedin.com/company/ebo-ai/


Contact us for a free consultation

Neil Taylor

Senior Healthcare Consultant


+44 (0)7966 541 308

+44 (0)1875 825 841

neil.taylor@ebo.ai

www.ebo.ai
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© 2022 EBO. All rights reserved. EBO refers to the company registered in Malta, EBO Ltd. and in the UK as EBO.ai (UK) Ltd. You are not permitted to use or 
distribute the contents of this document without the written consent of EBO. This document has been prepared for general guidance on matters of interest 
and does not constitute professional advice, hence no representation or warranty is given as to the accuracy or completeness of the information. Whilst 
every care is taken in the preparation of this document and the information contained in it, we cannot and do not accept any responsibility and/or liability for 
loss that may occur by reliance on it, howsoever arising. Nothing in this document shall create any binding obligation on EBO unless specified through an 
explicit contract of service. 



