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Introduction 
IQVIA APAC recently hosted a webinar, bringing together key IQVIA experts to 
highlight how COVID-19 has impacted the hospital landscape in Indonesia—
and how enhanced technology solutions can improve patient care and 
healthcare operations. This report highlights the key findings and solutions. 

Current landscape:  
COVID-19 impact on hospitals
Indonesia has been hit hard by COVID-19 in 2021. 
Having had relatively low numbers of cases early in 
the crisis, Indonesia was reporting more COVID-19 
cases per million people than any other Southeast 
Asian country, at any point in the pandemic, by mid-
July 1. COVID-19 deaths per million people across the 
whole pandemic are now higher in Indonesia than in 
neighboring countries 2. 

The pandemic has disrupted the traditional patient 
journey and caused a significant decline in the 
volumes of patients visiting Indonesian hospitals. 
Compared to pre-lockdown volumes, the average 
in-patient load per month fell 54% as COVID-19 cases 
surged in 2021. The sharp fall, which was seen to a 
lesser extent during lockdown and the rest of 2021, 
reflects the unwillingness of patients to go to hospital 
for elective procedures at a time of high levels of viral 
transmission.

In contrast, out-patient volumes, after falling 
during lockdown, rose during 2021 as patients used 
the lifting of restrictions to engage in necessary 
consultations and collect prescriptions. The roughly 
30% jump in out-patient load in 2021 also reflects 
increased patient consultations for mild flu or fever 
due to fear of COVID-19.

Figure 1: Indonesia daily new cases, mid-2021

Source: Our World in Data, June 2021 

#
 o

f 
ca

se
s

0

3000

6000

9000

12000

15000

Jan Feb Mar Apr May Jun Jul

Indonesia

Malaysia

Thailand

Philippines

Vietnam

Singapore

Compared to pre-lockdown 
volumes, the average in-patient 
load per month fell 54% as 
COVID-19 cases surged in 2021

jump in out-patient 
load in 2021 

30%



4  | Overcoming Hospital Challenges with Enhanced Technology Solutions in Indonesia

The disruption to the traditional patient journey has 
accelerated the adoption of digital technology. Healthcare 
professionals reported a three-fold increase in remote 
consultations during lockdowns to curb the spread 
of the COVID-19. Healthcare professionals working 
in all areas, with the exception of cardiologists, 
reported increased use of telemedicine during the 
crisis. Generalists, pediatricians, endocrinologists and 
pulmonologists used telemedicine in particularly large 
numbers. Pre-pandemic, 17% of consumers were seen 
via telemedicine. That figure has now risen to 27%.

The gains appear to be permanent. Use of remote 
consultations remained elevated after the lifting of 
restrictions on face-to-face interactions. Forty percent 
of consumers showed a high willingness to engage with 
healthcare professionals remotely. Of the healthcare 
professionals who have used telemedicine, 83% are willing 
to continue using the technology after the crisis abates.

IT solutions to drive  
evolving models of care
Adopting digital services makes it easier and quicker 
to triage patients, thereby accelerating access to 
healthcare, while also sparing consumers from the 
risks associated with visiting facilities in person. At 
the same time, telemedicine, remote care and digital 
health can play a critical role in the shift away from 
provider-centered care and toward a healthcare 
ecosystem focused on the patient.

However, there are challenges to technology 
enablement, such as interconnectedness and 
scalability which will need to be overcome.

The data providers generate by connecting with 
patients digitally complements the financial, clinical, 
social structure and wellness data gathered by other 
parts of the consumer-centered ecosystem.  

Figure 2: Average in-patient load per month1

Source: IQVIA Indonesia WellTrack Report, May 2021; IQVIA analysis
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By combining the data with advanced analytics, 
hospitals can improve patient care and the services 
they provide.

In the new ecosystem, having a sophisticated information 
technology is critical. Having started out using simple 

client server patient registry and billing systems, hospitals 
have embarked on a digital transformation that has 
seen them adopt mobile and cloud computing and now 
intelligent tech and internet of things devices. COVID-19 
further emphasized the need for healthcare to embrace 
technology driven, non-traditional models of care.

Figure 3: The future of the health system 
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Challenges to adopting a  
new healthcare ecosystem
However, there are challenges to technology 
enablement across Southeast Asia, as well as 
Indonesia, which will need to be overcome.

INTERCONNECTEDNESS - Systems for virtual 
care management, clinical mobility, AI-driven 
automation and at-home healthcare today are 
largely siloed, and will need to be connected 
in a live, continuously updated ecosystem.

DATA SHARING - Data sharing is inefficient 
and held back by concerns over privacy.  
The situation can be improved by re-educating 
users on ecosystem changes.

LEGACY SYSTEMS - Old systems are ill 
suited to the new healthcare environment, 
in part because they are made for single 
stakeholders. Gaps in internet and mobile 
penetration are also causing scalability issues.

COST - The cost of product ownership is 
rising in relation to enhancements, changes, 
configurations and interfaces. Amid high 
costs for creating user-friendly ecosystems, 
all stakeholders will need to agree on the 
investment.

FLEXIBILITY - Legacy systems lack the 
flexibility to receive new updates. Some 
stakeholders lack the flexibility to move to 
new systems. Both problems are hindering 
the move to a new healthcare ecosystem.



 iqvia.com  |  7

Key areas of healthcare 
transformation
Indonesaian hospitals need new technology to adopt 
the non-traditional models of healthcare delivery that 
will extend the provision of care beyond their brick-
and-mortar facilities. 

VIRTUAL CARE MANAGEMENT
Done well, virtual care management boosts 
patient engagement and ensures timely 

access to care. Hospitals need to do more than just offer 
teleconsultations. True virtual care management is more 
about how patients are monitored remotely and how 
continuity of care is achieved as patients are discharged 
and treated at home. Integrated systems that ensure 
continuity of care from in-patient to out-patient, and 
home care to virtual care, are the future of healthcare.  

CLINICAL MOBILITY
Healthcare professionals want to access 
information anytime, from anywhere. Ready 

access to data increases the productivity of care teams 
and improves response times. Yet, information is still 
often shared via handwritten notes, SMS or WhatsApp 

messages, communication mediums that do not give 
anytime, anywhere access and have privacy issues. 
Switching to a secure environment will give teams 
clinical mobility and reduce redundant paperwork. 

AT-HOME HEALTHCARE
Providing hospital-level care at home will 
bring multiple benefits. At-home healthcare 

could reduce falls and re-admissions, drive efficiency 
with skill-based planning and utilize spare staff capacity 
with intelligent scheduling. Delivering that vision will 
require robust technology to manage your skill set 
versus the services that are offered to the patient. 

AI-DRIVEN AUTOMATION
Growth in computing capabilities and 
healthcare databases are creating 

opportunities to intelligently automate healthcare. 
How do we use artificial intelligence to identify patients 
in need? How can we use predictive analytics and 
process automation to find and manage bottlenecks 
in the patient journey? Hospitals that answer those 
questions stand to improve the patient experience and 
other aspects of their operations. 
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Choosing the right solutions for your needs
Vendors have developed hundreds of solutions to address specific aspects of the transformation of healthcare. 
The challenge for hospitals is to identify the right solutions for their needs. In trying to meet that challenge, 
hospitals can look to three principles 

Technology should help solve a 
problem. Identifying solutions that 
are already solving the problems 
you face in similar care settings 

increases the chances of choosing 
an effective technology. 

You may already have the basis 
of the right solution. Enhancing 

what you already have, rather than 
starting from scratch, results in 

faster, cheaper and more effective 
technology deployments.

Impactful rollouts are just as 
important as the software itself. 

Factor the pedigree of the vendor 
and their ability to support the 
deployment of technology into 

decisions about which solution to use. 

Proven solutions
work better

Enhance 
what works

It’s a partnership, 
not just software
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Conclusion
COVID-19 has reshaped the provision of healthcare 
in Indonesia. The near-term consequences of the 
pandemic are challenging for hospitals, but the 
crisis has also shown the path to a new, better way 
of providing care to patients. At IQVIA, we believe 
in an intelligent, workflow driven care management 
solutions enabling care beyond boundaries. 
Technology has a critical role to play in connecting 
the circle of care and empowering patients to take 
an active role in managing their health, supporting 
improved outcomes and reducing care delivery 
costs. Challenges and limitations to implementing 
hospital technology can be overcome with the right 
partnership. 
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