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COVID-19 took the entire world by surprise in 
early 2020. It has created urgent issues for the 
healthcare systems globally; challenging standard 
operational protocols, disrupting the medical 
supply chain and causing critical supply shortages 
across the value chain. COVID-19 pandemic has 
necessitated the health industry’s accelerated 
adoption of virtual care and enabled a digital care 
transformation. 

Though at one end, the pandemic has exposed 
the fragilities of public health system but at the 
other end, it has also led to collaborative efforts 
between life sciences companies, and between 
industry and regulatory authorities. The industry 
has responded with agility across the globe – from 
sequencing the virus to discovering the vaccine 
within a year which could be possible due to 
extraordinary collaboration efforts amongst the 
industry stakeholders. 

India made immense contribution by supplying 
drugs and vaccines to several countries during 
the COVID-19 pandemic. India has once again 
reinforced its image as “Pharmacy of the world’’. 
Further, Government’s “Make in India”  initiatives 
such as Production Linked Incentive Scheme 
(PLI) to boost domestic manufacturing of Active 
Pharmaceutical Ingredients (APIs) combined 
with recent teleconsulting guidelines released 
by the Medical Council of India (MCI) to spur 
digital adoption in healthcare are further likely 
to accelerate  the industry progress towards  Life 
Sciences 4.0. 

Sriram Shrinivasan
EY India Life Sciences Leader, Global 
Emerging Markets Life Sciences Leader,
Global Generics Pharmaceutical Leader

COVID-19 is making fundamental changes to 
the world. Indian life sciences and healthcare 
industry is not going to be immune to the broader 
emerging trends including digital care, data driven 
connected healthcare ecosystem, supply chain 
consolidation, R&D innovation etc. Reframing the 
future and creating competitiveness would entail 
understanding socio economic factors, technology 
forces, capital efficiency frameworks and 
outcome-based customer centric new business 
and operating models. To emerge as a winner in 
the post-pandemic world, the industry needs to 
continue building on its strength and at the same 
time make a giant leap towards innovation.

Therefore, it is imperative that India reevaluate 
its current role within the global life sciences 
industry, explore possibilities to consolidate and 
strengthen its positioning considering geopolitical 
and economic shifts, attain self-sufficiency as 
a globally competitive pharmaceutical industry 
with innovation as a guiding principle for future 
growth. As the Indian life sciences industry 
develops its future growth strategy, it is the right 
time to assess our current position globally and 
identify key focus areas. This report explores 
industry’s current and future potential and aims to 
identify areas where we need to ‘Move the Needle’ 
immediately.

Indian life sciences industry is already at 
the cusp of transformation. Navigating the 
transformational path may be challenging for 
the stakeholders but the actions accomplished 
today have the potential of transforming the life 
sciences industry of tomorrow.
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With the outbreak of COVID-19, the Life Sciences 
sector globally is at an inflection point. To deal 
with the pandemic and prepare for the future, 
companies globally are looking for new ways of 
creating value to cope-up with the pandemic. 
Globally, the sector has collectively worked 
on developing vaccines and treatments, and 
ramping up the production of new diagnostic 
devices, ventilators and pumps. Indian life 
sciences industry has been exploring, revising and 
upending business models to accelerate service 
innovation. Telangana, also known as the “vaccine 
capital of the world” is contributing significantly 
to the global vaccine output during the pandemic 
time and  aims to further scale up its current 
capabilities to create a network of infrastructure, 
stakeholders, skilled workforce and efficient 
processes in life sciences industry. Our primary 
goal is to navigate through the recovery phase 
and adapt to build future resilience.  

With the objective of promoting human health 
through advances in Science & Technology, 
Government of Telangana organizes the annual 
flagship convention called BioAsia each year. 

It in this context, Government of Telangana 
has partnered with EY to organize the 18th 
edition of its flagship international convention 
– BioAsia, from 22-23 February 2021, with the 
theme of “Move the Needle” to give a platform 
to the industry to deliberate on key challenges 
and opportunities that need to immediately 
addressed. BioAsia has evolved over the years 
as a preeminent global meeting for researchers, 
academia, industry, healthcare providers 
and policy makers to discuss collaborative 
opportunities. This year too, BioAsia will bring 
together a galaxy of established industrial and 
scientific leaders through a virtual conference. 
The event is seen widely as a catalyst for the life 
sciences industry, providing a platform for B2B 
meetings, advocating policies and discussing the 
road map for the industry. The report provides 
some unique insights on key priorities of how 
life sciences industry to prepare for new realities 
in post pandemic world by understanding the 
changing care needs of the patients / consumers 
by building collaborative solutions with other 
stakeholders including Government. 
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1 Life sciences industry – 
Next and Beyond
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Today every industry is having to reframe its 
future at speed. Given its huge significance to 
health care – and hence society at large – the 
biopharmaceutical industry must adapt and 
reframe its future at an even faster rate than 
other industries.

Published by Pamela Spence, EY’s Global Health Sciences & Wellness Leader on 22 September 2020

1 How can biopharmas reframe their future 
to drive competitive advantage from their 
business models?

The heroic and combined efforts of scientists, industry 
professionals, the medical community, clinical trial participants 
and regulators has increased the power and value of science. 
This is what led to the Emergency Use Authorization and similar 
market authorizations for three COVID-19 vaccines to date 
(as of 12 Feb 2021) in the US and Europe, in a quarter of the 
time it would normally take. Some say this kind of innovation 
is helping to restore faith in science and by extension, the 
biopharmaceutical industry. What best practices could be 
garnered from the COVID-19 experience now, to strengthen 
both innovation and innovators’ reputations post-pandemic?

The 2021 Edelman Trust Barometer reported that for the 
majority of survey participants (61%), “Business has emerged 
as the most trusted institution, having seized the high ground 
by proactively developing vaccines in record time and finding 
new ways to work.” It’s true that biopharmas stepped up in 
unprecedented ways, from atypical partnerships and redirected 
resources to risky investments and seemingly impossible 
timelines.

But as history has shown, the pendulum can easily swing the 
other way, especially as the industry is often blamed for the 
cost of drugs. The Davos Agenda, which took place in January 
this year (2021), responded to the worldwide calamitous 
economic and social events of the previous 12 months with the 
theme, “The Great Reset: A Crucial Year to Rebuild Trust.”

Even before COVID-19 struck, we were on the verge of a 
wellness revolution, driven by changing consumer expectations 
and technological advances. The pandemic has served to 
unleash that revolution in earnest by acting as a ‘hinge 
moment’ for the health care industry. In particular, it has 
transformed the expectations of patient-consumers who are 
driving the rapid uptake of virtual care and increasingly expect 
to own their health data and access it through secure platforms.

Amid this wholesale transformation, biopharmas are rightly 
questioning their assumptions about the future and their role 
in delivering health and wellness benefits, both to individual 
patients-consumers and to society more broadly. Four main 
drivers are triggering a shift in the traditional models of 
the biopharmaceutical industry, a shift that is only likely to 
accelerate in the wake of COVID-19. These four drivers are:

1. Socio-economic forces
Chronic non-communicable diseases, such as cancer and 
diabetes, will cost the world US$30 trillion by 2030, according 
to the World Economic Forum. As a result, health care will 
continue to consume an ever-larger share of countries’ 
GDP. While governments are under pressure to control their 
spending, there is also greater awareness around comorbidities 
and health inequities. For biopharmas, that awareness will 
require greater proof of value.

2. Technological forces
There will be 41 billion devices on the internet of things (IoT) 
by 2027, according to Business Insider. This is significant since 
the combination of IoT, artificial intelligence (AI), sensors, 
platforms, cheap computing and storage will enable the 
development of personalized and preventative virtual care 
models. For biopharmas, moving to these models will require 
the integration of new technological capabilities.

3. Required capital efficiency
Health systems are wasting an estimated 20%-40% globally in 
people, equipment, supplies and processes, according to the 
World Health Organization. In response to these efficiency 
and productivity challenges, biopharmas can modernize their 
infrastructure and switch to more focused business models. 
Achieving this will require constant productivity assessments.

4. Customer centricity
Going forward, there will be greater emphasis on assessing 
and pre-empting individual health risks using clinical, genetic, 
diagnostic and behavioral tools. At the same time, consumers’ 
willingness to receive care via smart devices will reshape care 
delivery and redefine health outcomes, value and service. For 
biopharmas, this will require a change in business model.
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Hypotheses for future competitive advantage

When the pandemic struck this year, biopharmas immediately 
responded to the crisis. Next, they focused on adapting their 
operations and boosting their resilience. Now, they need to 
reframe their futures beyond the pandemic by anticipating what 
will be expected of them in the evolving “New Normal” and 
adjusting their business models accordingly.

To drive future competitive advantage from their business 
models, biopharmas should consider several important 
hypotheses. For example, to be a high performer, they might 
have to share data with competitors. Separately, there could 
be an acceleration in the use of value-based reimbursement 
for products, with value defined across a number of clinical, 
societal and consumer reported measures. Global trade models 
could be displaced by localized manufacturing with highly 
transparent supply chains. Furthermore, success is likely to 
depend on their effectiveness at shifting seamlessly between 
remote and physical environments.

To address these hypotheses and others, there are four key 
questions that every biopharma should be asking right now. 
These are:

• • How can we develop integrated solutions that help patients, 
providers and payers to manage disease?

• • How can we help to develop and scale outcomes-based 
payment models?

• • How can we adopt analytics for end-to-end supply chain 
visibility?

• • How can we pursue virtualization across the value chain?

Reframing the future will undoubtedly be a challenge for 
biopharmas. It will also be an exciting opportunity — an 
opportunity for them to deliver even more life-changing 
outcomes, both for individual patients-consumers and society 
as a whole.
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Published by Peter Behner, Global Health Science & Wellness Strategy and Transactions Leader at EY, on 21 September 2020

2 How can unprecedented times now create 
unprecedented opportunities for what’s next?

The COVID-19 crisis – and governments’ responses to it — has 
affected the industry’s supply chain operations. The industry 
can take many positive learnings from the tumultuous events of 
2020. 

Coming through the COVID-19 “stress test”

The pandemic has seen manufacturing sites closed, clinical 
trials delayed or even cancelled, and global trade logistics, 
including shipping and flights, impeded as governments toy 
with export bans imposed on active pharmaceutical ingredients 
(APIs), finished drugs or protective gear. Yet in many ways, 
the industry’s supply chain operations have come quite 
convincingly through this severe “stress test”. Operations have 
proved “pretty resilient” during the crisis, and the industry has 
gained a lot of recognition as a very fast responder and been 
able to demonstrate the short-term scalability of its supply 
chain operations. Industry employees “have shown outstanding 
commitment,” with participants reporting a rise in production 
output and a simultaneous fall in accidents and production 
deviations over recent months despite the operational 
difficulties.

Moreover, the COVID-19 pandemic has given the industry 
a platform from which to address the “huge lack of 
understanding” among politicians and governments 
and educate these policymakers on the question of risk. 
Stakeholders are now beginning to recognize the strategic 
necessity of supply chain planning, and to understand the 
benefits of long-term investment in the supply chain. When it 
comes to safeguarding the supply chain, “this topic is on the 
table” now.

Amid concerns that governments worldwide may pursue 
nationalistic policies as a knee-jerk response to the COVID-19 
crisis, including measures such as localization of supply chains, 
the increased dialogue between industry and policymakers 
is a positive sign. The conversation with governments is 
now moving away from localization and toward alternative 
routes, such as inventory management. If governments can 
be encouraged to build redundancy through stockpiling, for 
example, this may prove more cost-effective than trying to 
unravel and reconstruct supply chains currently distributed 
across the globe — as well as causing far less disruption to 
industry.

 

The need for improved visibility

Yet, while these aspects of the discussions provided grounds 
for optimism, some areas in the industry have faced tougher 
challenges. Above all, the crisis has shown the need for 
companies to build end-to-end supply chain visibility. 
Traditionally, pharma companies lack visibility on how products 
move through the supply chain. While in the automobile 
industry, for example, vendor-managed inventory is now the 
norm, the pharmaceutical industry at present is nowhere near 
this level.

Digital technologies and data, which have already proved their 
worth during the crisis in areas such as helping to protect 
workforces by enabling remote working, can help address 
the industry’s supply chain visibility gap. Better tracking 
and oversight of supply, combined with improved predictive 
analytics to better forecast demand and triage competing 
logistical needs, offers a powerful template for greater future 
resilience. Building this more resilient future working model will 
also require the industry to strengthen its collaborations with 
ecosystem partners.

 
The case for collaboration

The global supply chain networks the pharmaceutical industry 
has built over the past decades were a game-changer when 
they emerged, increasing access to the market by allowing the 
industry to standardize technology and sourcing. To emerge 
from the present crisis, we need to focus not on reinforcing 
the boundaries to international trade, but on reinforcing global 
connectivity and collaboration.

The imperative to build and instrumentalize global networks 
is particularly urgent now in the light of regulators’ and 
governments’ current willingness to permit increased 
collaboration. The current relaxation of, for example, antitrust 
restrictions, gives companies an unusual freedom to share 
capabilities and capacities. We should be using this freedom 
to help address the crisis, rather than thinking in terms of 
imposing greater constraints on global cooperation.

Strengthening the framework for collaboration, including 
winning greater buy-in from governments, will be one aspect 
of making industry supply chains more resilient against future 
disruption. More generally, responding more effectively to 
future crises will require companies to honestly audit the efforts 
they’ve made in 2020, and consider where the continuity plans 
in place before the COVID-19 pandemic have proven effective 
and where, by contrast, they have failed.
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Published by Sriram Shrinivasan, Global Emerging Markets Leader & National Health Services Sector Leader at EY, on 17 February 2020

3 Reinventing the Indian pharma business is no 
longer a choice but an imperative

Technology is altering the way health care is imagined 
and delivered. The accelerated technology and scientific 
advancement is changing the traditional model of health. 
The combination of smart devices and sophisticated AI-based 
algorithms has made it possible to remotely diagnose, monitor 
and treat disease, leading to a shift in health care delivery 

Figure 1: Traditional model of health is evolving rapidly

Point of care Hospitals
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Home Care delivered in homes via telehealth 
and Internet of Things-enabled devices

Consumers own their health data and 
can access it through secure platforms

Treatment is personalized to drive 
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data to take control of their health

Big data give insights to consumers and 
care teams to drive behavior change

Institutions Consumers

Tomorrow

Population Individual
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Data analysis

 • Increasing costs

 • Regulatory pressures

 • Empowered patients

 • Sensors, 5G and AI*

*AI: artificial intelligence 
Source: EY analysis

from hospitals and clinics to patients’ homes. People are now 
comfortable using wearables and sensors to track their health 
and fitness. Data generated from these devices empowers 
individuals to make their own health choices and fuels a shift 
from disease treatment to better management, and ultimately 
disease prevention.

With the increasing focus on personalization, there is a shift 
from a one-size-fits-all model of care, where treatments are 
developed for the entire population, to tailored interventions. 
This is becoming the reality in the oncology and rare disease 
space, where individualized cell and gene therapies (ICGT) are 
manufactured from a patient’s own tissue. 

The COVID-19 pandemic has further provided the burning 
platform for transformation of the biopharma industry. Much 
of this transition was already underway, albeit at a slower 
pace. The industry has an opportunity now to re-evaluate its 
operating and business models and adapt them to the changing 
needs and expectations of their key customers.

 
Need to adopt digital

As Indian life sciences companies move from supplying 
commodities to supplying innovations and shift from one stage 

of business maturity to another, they need to ensure they have 
the right capabilities and infrastructure. 

Executives in most of the companies understand the urgent 
need to embrace digital. Those that differentially invest in data-
centric technologies and change management to accelerate the 
business impact will be best positioned to reap reward. Most of 
the biopharma companies have accelerated their digitalization 
efforts in response to the changes brought about by COVID-19. 
But the new reality will require them to build or strengthen their 
capabilities, specifically around data and analytics, develop 
integrated services and pursue virtualization across the value 
chain

As organizations plan their digital agendas, it is important 
to bridge the gap between a technology’s potential and its 
successful delivery. Companies need to develop an exponential 
mindset that leverages technology for business model 
reinvention and empowering the workforce.
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Potential of digital and data to reinvent the entire 
business value chain

The evolving health care ecosystem is creating new 
opportunities for life sciences companies to capture future 
value through the development of personalized products and 
services and end-to-end solutions. 

As life sciences companies prepare to launch new business 
models, the core expectations of each business function 

continue to shift. Each business function should operate at 
optimal efficiency and quality today and should be competent 
to enable the future growth of the organization. Additionally, 
all business functions should be integrated with each other 
to allow real-time sharing of data and insights. Digital 
technologies, such as artificial intelligence, augmented reality/
virtual reality (AR/VR), wearables and sensors, blockchain, etc., 
have the potential to transform all business functions.

Figure 2: Role of technologies across the value chain
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Generic drug manufacturers can leverage new technologies 
such as robotics process automation (RPA), artificial 
intelligence (AI), blockchain, etc. to build more efficient, 
integrated, automated and compliant manufacturing and 
supply chain systems that meet global quality and regulatory 
requirements. Biosimilars and specialist drug producers can 
leverage new technologies to bring more efficiencies in the R&D 
function, starting from drug discovery to conducting clinical 
trials. Marketers of drugs for chronic diseases can differentiate 
themselves by providing customized solutions for patients 
to enable more effective disease diagnosis, treatment, and 

management. With the increasing heath awareness in the 
Indian population, we are witnessing a new breed of companies 
–Lifestyle managers — that go far beyond disease and focus on 
prevention. These companies can leverage new technologies 
and behavioral science to launch personalized solutions that 
make people want to stay involved in their own care.

Life sciences companies have taken the first steps in adopting 
digital. India can finally bring together its traditional strengths 
in IT and Pharma and script the next chapter in global health 
care.
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4 Medtech industry during COVID 19

Confronted with the advance of this major pandemic, medtech 
has stepped up to the clinical front line and played a critical 
role in the attempts to defuse the crisis. From mass-producing 
ventilators, sterilizing equipment, face masks and other 
protective personal equipment, to inventing and distributing 
the rapidly expanding range of diagnostic tests now reaching 
the market, the industry has achieved an incredible amount in 
the first half of 2020. Medtech’s work has saved lives, allowed 
medical facilities to keep running, enabled patients to be 
treated in hospitals or at home, and overall made it possible for 
normal operations to be maintained, while simultaneously also 
helping health systems, governments and the general public 
wage a global health battle on a scale not previously seen this 
century.

Opportunities from the crisis: where medtech is 
heading in the Next and Beyond

The COVID-19 crisis will help illuminate the way for to a 
brighter future for the industry, by demonstrating the need to 
futureproof business models, strengthen supply chains and 
ecosystem relationships, and accelerate the progress of digital 
technology and data. The pandemic has shown us that we can 
accelerate progress in all of these areas and that by delivering 
innovation through the use of data and digital technology, we 
will secure the future of this industry, and our community.

This evolution is not solely a result of the COVID-19 crisis; 
on the contrary, the underlying drivers for medtech’s 
transformation have been increasingly evident in recent 
years. The rise of connected devices is drawing medtech into 
the internet of things and opening up new opportunities for 
data-driven improvements in clinical outcomes; growing cost 
constraints on health care systems; establishing the impetus for 
providers to assist medtech in reshaping its business models 
and ecosystem relationships; and seeing patient-consumers’ 
increasing demands for a more customer-centered health care 
experience.

These drivers of change were all recognized by the medtech 
industry prior to 2020. However, COVID-19 has increased 
the urgency for medtech to respond to these drivers and to 
accelerate its transformation. The challenge of the COVID-19 
pandemic has highlighted the room for improvement in 
medtech’s business models, supply chain systems, regulatory 
relationships, and deployment of digital and data tools. The 
industry now has the chance to address these limitations and 
place itself in a better position to thrive in the next and the 
beyond.

EY report “Pulse of the industry: Medical technology report 2020”
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2 Health care – traditional to 
smart delivery
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In the smart health system of the future beyond the COVID-19 
pandemic, a focus on improving the health care that consumers 
and workforces experience will be key. Technologies that uplift 
the end-to-end experience and remove silos by connecting the 
care continuum are just one part of the solution. The other is 
systematically paying attention to getting the experience right.

 
People at the center

Paying attention to the customer makes sound clinical and 
commercial sense. As health care moves toward a smart 
and interconnected ecosystem, what stakeholders need to 
understand are the benefits to be gained from improving the 
end-to-end experience in a holistic health care journey, for 
consumers and the health workforce.

Getting the experience right means understanding and valuing 
people for who they are, as well as the unique set of needs that 
are specific to each individual’s health and wellness journey. 
For consumers, this means treating people as individuals 
through highly personalized care tailored to their needs – 
often referred to as the “N of 1” — and for the workforce, a 

meaningful engagement with their work in a low- friction, highly 
modernized and inspirational environment.

The future of consumer health care

The route to better health is through individualized and 
targeted treatments rather than a one-size-fits- all approach. A 
human-centered design puts people at the center of problem-
solving by developing a deep appreciation for their needs, 
motivations and context. Through this, we can frame and 
develop solutions more conducive to unleashing the potential 
of humans. This means understanding what they really desire in 
tandem with knowing what is technologically feasible and truly 
viable.

Good consumer experiences can result in better workforce 
experiences and vice versa. Both experiences are good for 
business and should subsequently be a top priority for all 
health care organizations. The bottom line is that health care 
organizations need an enterprise-wide perspective that includes 
people on both sides of the care delivery equation to enable the 
best and most efficient care at both the right place and at the 
right time.

Published by Aloha McBridge, Global Health Sector Leader at EY, on 9 February 2021

1 Why focusing on what matters to consumers 
and your people matters most
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What does a smart hospital look like. At one level, the answer to 
this question is quite simple: a smart hospital is one that brings 
together the virtual and the physical in a care environment. 
People, the environment, and systems are connected in real 

time, and the data generated is used in intelligent ways. It 
is part of a larger smart health ecosystem and enabled by 
interconnecting platforms.

Published by Aloha McBride, Global Health Sector Leader at EY, on 6 January 2021

Figure 3: Decentralized anywhere, anytime care
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2 How do you know a hospital is smart?
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Smart hospitals combine state-of-the art hospital design with 
the latest virtual care technology, AI-driven decision support, 
connected internet-of-things (IoT) sensors, and robotics, all 
interconnected by digital platforms to fundamentally reengineer 
how care is delivered across a health ecosystem. This redefines 
the way patients consume care — from their smartphones to a 
smart hospital — and beyond.

And while intuitively appealing, becoming smart is a 
complex undertaking. This is because it means engaging in 
a transformational journey that requires not only rethinking 
people, technologies and processes, but demands a shift 
in perspective. This shift is toward creating a “return on 
experience” or improving the value for consumers based upon 
fundamental principles of being patient-centered in a highly 
connected and flexible healing environment. Transforming to be 
a smart hospital goes beyond creating incredible new hospitals 
fit for the 21st century, it supports the creation of a connected, 
intelligent and personalized model of care. 

The routes to becoming a smart service are varied. For 
greenfields or new-build hospital developments, opportunities 
exist to pursue a new, future-oriented and agile design 
approach that provides relevance over the next 20 years and 
beyond. Examples of hospitals of the future that are using 
innovative technologies and flexible design to improve care 
quality and patient and workforce experience can be found in 
the Netherlands, California and Canada. For existing hospitals, 
an incrementally phased transition to new technologies, 
redesign of care models, partnerships with others (including 
providers, community organizations and tech companies), and 
the automation of many operational activities and processes 
will be more likely.

While advanced technology is the key enabler, developing a 
smart hospital is not just a technology project. Embarking on 
a smart health journey requires thoughtful consideration of 
known challenges, strong change management and executive 
leadership. It involves participation of all stakeholders — 
patients, care givers, management, physicians, nurses, staff, 
and ecosystem partners.
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3 The changing paradigm of access to health in 
the new normal

IPA and EY report “Healthcare goes mobile: Evolution of teleconsultation and e-pharmacy in new Normal”

Teleconsultation has always been a quick and simple way to 
reach your doctor. Most individuals can recount consulting 
their doctor on a phone, or using a network or video link 
like Facetime, WhatsApp or Zoom at some point. It has been 
prevalent since a while now and is not a new concept in India.

The ‘Now’ has witnessed a massive expansion of tele–consulting 
as doctors and patients are restricted to interact in person. 
Most patients have refrained from getting in-person doctor 
consultations for acute ailments due to the lockdown and 
risk of infection. They mostly relied on self–medication/self–
diagnostic apps. Some even took medical consultations with 
general practitioners or family doctors on calls/virtual tools 
during the first few months of the pandemic. However, with the 
pandemic extending beyond a few months, patients were forced 
to explore new channels for reliable acute care. Patients with 
chronic ailments, such as diabetes, are identified as a high–risk 
group, resulting in an increase in adoption of digital channels 
for disease management and control for such chronic diseases. 

Healthcare providers, such as hospitals and e–pharmacies, 
have integrated teleconsultation platforms and scaled–up their 
existing digital offerings. Teleconsultation and e–pharmacy 
platforms have showed a steep growth in adoption by both, 
doctors as well as patients. For example, Fortis Healthcare 
has witnessed the shift in the outpatient department (OPD) 
consultation with 10%³ of the pre–COVID-19 consultations 
moving to the teleconsultation platform.

In response to the growing need for teleconsultation, 
pharmaceutical companies are also proactively engaging with 
teleconsultation platform providers to establish a connect 
between the doctors and the patients. EY surveyed the 
top 12 pharmaceutical companies in India in 2020. It was 
found that 80% have tied–up with one or more marketplace 
teleconsultation platforms, 8% have launched its own 
platform while rest are evaluating different means to adopt 
teleconsultation. 

As one of the key pillars of the health ecosystem, 
pharmaceutical companies have a strong and significant 
influence on shaping the teleconsultation maturity cycle. They 
may engage with teleconsultation platform providers initially 
for developing a connect with the doctors and to help patients 
reach doctors through an alternate channel, but in the long run, 
benefits of transaction data and analysis will help in fostering 
revenue growth.

The pandemic has highlighted the need to build a simplified 
and holistic teleconsultation platform encompassing all key 
stakeholders. With the current levels of adoption by the patient–
consumers and doctors, along with emerging teleconsultation 
platforms, India has commenced its teleconsultation journey.

 
Virtual care: market opportunities in India

There is a need for a paradigm shift in the healthcare delivery 
system in India. The World Health Organization prescribed 
doctor–patient ratio in India doesn’t suffice as a metric to 
describe the readiness and robustness of the healthcare 
system. The parity of healthcare, in terms of infrastructure 
and quality of care, across metros, tier–1 and tier–2 cities 
and beyond and rural areas needs to be achieved. About 75% 
of India’s population living outside urban cities has access to 
only 31.5% hospitals and 16% hospital beds. Such disparity 
has compelled India to neglect preventive, rehabilitative and 
public health measures. This, among other aspects related 
to the pandemic, has pushed the country into the current 
state marked by limited access to healthcare in a mass health 
exigency. Teleconsultation shows the promise to bridge this gap 
in the future by removing many infrastructural challenges and 
reducing the time taken by a patient in getting consultations.

Lack of mobility has led to change in consumer behavior, with 
digital consumption becoming an integral part of it. A holistic 
teleconsultation platform may become the fabric of healthcare 
in India and may evolve to integrate with the broader healthcare 
system.
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Figure 4: Willingness to book telehealth visits 
(by age group)

Source: EY–Parthenon’s Life after COVID–19 Survey, 2020
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*AI: artificial intelligence 
Source: EY analysis

Figure 5: New normal in evolving clinical pathway
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The Indian healthcare consumer looks for dual benefit of price 
and convenience. Online health-tech. businesses are trying to 
refine their business models around this value proposition. It 
is the promise of delivery that has enabled online healthcare 
models to receive steady funding since their inception in the 
early–2000s. With COVID-19 further highlighting this need in 
healthcare delivery, e–pharmacies and health–tech firms are 
attracting investors interest. The industry may see further 
refinement and simplification of business models and may 
eventually lead to consolidation and growth.

 
Digital healthcare ecosystem in India: a need 
pronounced by the current crisis

Clinical pathway is journey of a patient–consumer from 
preventive wellbeing management, primary care, secondary to 
tertiary and quaternary care. Each step may include additional 
pathways such as diagnostics, medicines and follow–up. 
Historically, there has not been much integration between each 

step. Moreover, there has been disparity in the quality of care 
as well. To bridge this gap, the then government used digital 
technologies and launched a virtual healthcare initiative, Social 
Endeavour for Health and Telemedicine (SEHAT) in 2015. It 
aimed to connect 60,000 health service centers pan-India to 
provide quality healthcare service.

E-pharmacies, hospitals, etc. have also tried to digitize parts 
of their value chain. Some steps were fulfilled online, while 
others were completed offline. While the idea to address the 
disparity in quality healthcare through digital is pertinent, the 
progress was made in silos and hence the required scale was 
never achieved. The COVID-19 pandemic has brought out 
the need for integrating all the steps in the clinical pathway 
digitally. Hence, the value lies in creating an ecosystem that 
can integrating all the stakeholders from doctors, caregivers, 
diagnostic labs and pharmacies to patients and insurance 
companies to enable an end-to-end customer journey.
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