
EMI CASE STUDY
Creating a Remote Healthcare Solution for Better Patient Care

SoftwareONE helped Emi deliver healthcare services remotely based on an Azure-based portal to better  
serve its patients. With the outbreak of the COVID-19 pandemic in Colombia, the portal enabled Emi to 
ensure continuous patient care while healthcare professionals conducted remote examinations and  
medical consultations.



Summary 
As a leading home care company in Colombia, Emi 
wanted to improve its home healthcare services 
delivery. With many patients living across urban areas 
and metropolitan areas of major cities, it had been 
difficult to provide timely and appropriate medical 
consultation and examination. While patients faced 
long waiting times for home visits, medical staff were 
burdened with a high number of home visits and long 
travel times. 

To facilitate improved health services access, Emi 
teamed up with SoftwareONE to take advantage of 
Microsoft cloud technology and create an Azure- 
based online portal. Now, patients can easily sign 
in via Emi’s website or online application to get an 
immediate and professional response to their needs, 
via chat or video calls. 

The provision of these new 24/7 remote health services 
has helped Emi’s patients and medical staff to better 
cope with the impact of the COVID-19 pandemic. 

About the Customer
Emi Group is a major Latin American home care 
services company with more than 40 years of 
experience. Emi’s Comprehensive Quality Policy 
is designed to provide quality home health care, 
characterized by responsive patient services delivery. 

Emi's business model is based mainly on 
subscriptions. The company, which serves more than 
1,000,000 subscribers throughout Latin America, 
operates more than 400 ambulances and has 
approximately 4,000 employees, a comprehensive 
network of family doctors and ten medical clinics. 

Besides emergency medical and urgent care services, 
Emi provides home medical consultation, and 
care, nursery procedures, remote consultation and 
examination services via phone, online chat, and video 
calls.

Facilitating Access to Healthcare Services
SoftwareONE helped Emi to transform and expand its healthcare service 
delivery by providing remote services to its over 1 million members in Latin 
America. Care is easily accessible via online application or ’s website. During 
the COVID-19 pandemic, Emi’s remote services have become a high-value 
option for medical staff and patients enabling social distancing and reducing 
potentially infectious exposures.

The Challenge
Although telemedicine technology and its use are not new, widespread acceptance among healthcare 
professionals and patients had developed relatively slowly before 2020. This completely changed with the spread 
of the COVID-19 pandemic. However, in Colombia, telemedicine has been promoted by law since 2010, primarily to 
enable better care for patients in remote rural areas.

As one of the leading home care companies in Colombia, Emi has always been interested in enhancing the 
provision of its home care services to facilitate patient access. For more than 40 years, Emi has delivered mobile 
health services where customers phone for appointments, and doctors making home visits a few hours later. 

However, this business model was insufficient when patients needed faster care. Also, patients using online 
technologies to research doctors and medical facilities wanted on-demand healthcare that would accommodate 
busy schedules with immediate access to medical information. Often, people simply want to receive advice or a 
recommendation to know if they need to be personally visited or treated by a doctor.

“We wanted to improve patient care while increasing the efficiency 
of our services. The patient portal helps us to do both. SoftwareONE 
has helped us expand services and streamline access to care in ways 
that create a better patient experience.”

Yann Hedeoux, CEO,  
Emi Latin America



The Solution

Healthcare On-Demand:

Emi engaged SoftwareONE to help change how it interacts with patients and expand choices in how patients 
consume healthcare services. Emi intended to take advantage of cloud technology and create one central online 
portal that patients could easily access online to get an immediate and professional response to their needs, e.g., 
via chat or video calls. 

Emi’s online portal enables its patients to:

1. Manage their membership

2. Make an appointment for home healthcare services

3. Start a chat to ask medical questions

4. Make video calls to see a doctor in an online meeting

Emi’s patients can now book medical appointments and receive treatment remotely with online doctor 
consultations, visits to their homes, or access on-the-go. They can reach the right medical staff over chat to obtain 
medical advice immediately. Additionally, they can easily access and manage personal health care information, 
history, and treatment plans. All-new remote healthcare services are available 24x7 and can be used anywhere 
inside or outside Colombia, e.g., during business trips or vacation.

Emi’s Remote Healthcare Services were in place before COVID-19. Since the pandemic began, the remote 
capabilities have made an essential contribution to the continuing safe delivery of healthcare in Colombia. Not 
only do the services help to provide patients with quick and competent advice, they also make a significant 
contribution to reducing the potential exposure of both patients and medical staff to the virus.

Azure-based Technology:

Emi partnered with SoftwareONE to design and implement its cloud portal. Leveraging Application Services and 
long-standing Microsoft Azure Cloud expertise, SoftwareONE created the portal with mobile application and 
backend services using the Microsoft Azure platform. 

Xamarin was used for mobile application (iOS / Android) capabilities. Azure Active Directory for consumers (AD2C) 
was used to provide data security and authentication management. This ensures the protection of key storage and 
safeguards against attacks. 

Microsoft .NET over Azure's web application service is the foundation for the portal layer. Also, Azure's mobile 
application service provides the mobility backend. This takes advantage of automatic scaling facilities, direct 
integration with AD2C, SQL Azure, and service bus, data synchronization services, notification hub, and push 
messages.

With Microsoft Azure, Emi gains a flexible and scalable infrastructure, including enterprise-level management 
tools. These capabilities allow the Emi Group to monitor and analyze applications and enables planning for 
continuing modernization and expansion. 

The portal architecture allows the management of multiple tenants and can respond to managing services’ 
functional requirements for several countries. It gives Emi the potential to expand the solution geographically.



Benefits and Outcomes

With its Remote Healthcare Services, which are available to its patients 24x7, inside and 
outside Colombia, Emi has successfully expanded and transformed its Healthcare Service 
offering for its patients and members, thereby improving customer loyalty. While the 
proportion of remote services used was 19% in 2019, Emi expects it to increase to 35% in 2020.

With the new services, Emi has successfully adapted its offer to its patient’s needs and can 
provide each patient with immediate professional advice and care providers in real-time.

Access to Emi's Remote Healthcare Services via Emi's website or mobile app makes it much 
easier to quickly contact healthcare professionals, wherever patients are located and only 
limited medical care is available.

The channeling of patient wishes and requests through the new services relieves the 
medical staff and saves operational costs. Patients themselves take over tasks such as 
making online appointments or managing personal health care information, and staff can 
respond more precisely and efficiently to patient requests. The implementation of home 
visits can be decided and planned more carefully.

Emi's Remote Healthcare Services, especially since the spread of the COVID-19 pandemic, 
are a particularly valuable option for its patients to receive medical advice and examinations 
anytime, from home or on the road, securely and continuously. They help to reduce the risk 
of infection for both patients and medical staff.

With Microsoft Azure as the underlying technology of the online portal, Emi has gained 
a flexible and scalable infrastructure that enables planning for continuous application 
modernization and geographic expansion to additional countries. Having the right 
monitoring and management tools in place, Emi can easily monitor and analyze the 
applications in several countries simultaneously.
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Find out more at  
www.softwareone.com

or speak to one of our experts now:
SoftwareONE AG
Riedenmatt 4
CH-6370 Stans
T. +41 44 832 41 69
E. info@softwareone.com

CONTACT US 
TODAY


