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1. [bookmark: _Toc216115627]Introduction 
The British Swedish multinational biopharmaceutical business AstraZeneca plc conducts research, develops, and markets prescription medications for several serious illness categories, such as respiratory, cardiovascular, renal, metabolic, and cancer disorders. The company was founded in 1999 because of the merger between Zeneca Group plc of the United Kingdom and Astra AB of Sweden. Its headquarters are in Cambridge, United Kingdom. AstraZeneca employs over 83,500 people, works in more than 100 countries, and provides its medications to more than 200 million patients annually worldwide, according to its Annual Report 2024 (AstraZeneca, 2024).
The company's focus is on science-led innovation, which uses advanced research and teamwork to find and provide medicines that can change people's lives. Rare diseases, oncology, and biopharmaceuticals make up its three main business divisions. By acquiring Alexion Pharmaceuticals in 2021, AstraZeneca increased its research capabilities in immune-related and uncommon diseases, bolstering its position in the worldwide market and diversifying its research (EvaluatePharma, 2024). The Cambridge Biomedical Campus, a globally recognized life-science hub that facilitates strong collaboration with academic institutions, hospitals, and technological partners, is where its headquarters are ideally situated in Cambridge (PwC, 2023).
AstraZeneca is one of the most powerful healthcare companies in the world thanks to its solid scientific base, digital innovation, and sustainability strategy. Its mission to "push the boundaries of science to deliver life-changing medicines" is supported by its ongoing investments in technology and research (AstraZeneca, 2024). The organization is a perfect model for analysing how design thinking and innovation contribute to long-term value creation in the pharmaceutical industry because of its global reach, collaborative culture, and ethical orientation.
2. [bookmark: _Toc216115628]Key consumers and industry trends
2.1 [bookmark: _Toc216115629]Key consumers
Healthcare professionals, hospitals and clinics, government health authorities, and strategic partners within international healthcare systems are among its customers in addition to traditional patients (AstraZeneca, 2024). While patients are the final consumers of AstraZeneca's medications, the company also must satisfy the demands of regulators, physicians, and institutional buyers who have an impact on product approval, cost, and availability. 
Healthcare workers are an important consumer group in addition to patients. For evidence-based information, clinical trial outcomes, and continuing education regarding new treatments, doctors, pharmacists, and nurses rely on AstraZeneca. The organization uses virtual medical conferences and online learning platforms, which have grown significantly since the pandemic, to interact with these specialists (McKinsey & Company, 2023). 
Digital health and technology partners, businesses that work together to incorporate wearable data, machine learning, and artificial intelligence (AI) into patient care are now among AstraZeneca's customers. This expanding consumer-partner ecosystem is best illustrated by the company's collaboration with Microsoft UK to create the AI Factory for Health (Microsoft UK, 2023). 
2.2 [bookmark: _Toc216115630]Changes in customer behaviour
Due to factors including digitalization, increased health consciousness, and post-pandemic demands for accessibility and openness, customer behaviour in the pharmaceutical and healthcare industries has changed dramatically over the last five years. As a result of this shift, pharmaceutical businesses must embrace technology-enabled, human-centred engagement tactics in addition to traditional marketing (Deloitte, 2024).
The rising need for remote and digital healthcare solutions is one of the most obvious behavioural changes. The World Economic Forum (2024) reports that between 2020 and 2024, the use of digital health apps and telemedicine grew by over 70% worldwide. Customers now demand healthcare experiences to be both accessible and emotionally comforting, which reflects the emergence of "digital empathy."
The emergence of patient empowerment and transparency demands represents a second behavioural shift. Patients today demand open access to health data and actively participate in treatment decisions rather than being passive recipients of medical advice. More than 60% of European patients increasingly independently study treatment choices before speaking with medical specialists, according to a McKinsey & Company (2023) analysis. 
At the same time, the digital transformation is causing a change in the behaviours of healthcare personnel. Virtual learning, data-driven insights, and AI-enabled decision-support technologies are becoming increasingly popular among clinicians (Statista, 2024). 
2.3 [bookmark: _Toc216115631]Industry trends affecting AstraZeneca
The use of sophisticated analytics and artificial intelligence (AI) in medication discovery, production, and patient interaction is a popular trend. More than 80% of global life-science businesses are investing in AI-based solutions to speed up research and development, save operating expenses, and customize patient care, according to (Deloitte 2025). 
Consumers are expecting more holistic wellbeing than reactive treatment, which is a second major trend in patient-centric and preventative healthcare. According to (Mintel 2024), 62% of UK customers are looking for goods or services that assist prevent sickness rather than treat it, indicating that proactive health management is becoming more important to them. 
Environmental responsibility and sustainability are now essential components of the pharmaceutical value chain. 76% of global healthcare investors now take environmental, social, and governance measures into account when assessing a company's performance, according to the (PwC Next in Pharma 2025) report. The strategic priorities of AstraZeneca are directly impacted by this change. 
The diversity and globalization of pharmaceutical supply chains is another significant development. The risks of centralized manufacturing strategies were made clear by the COVID-19 pandemic. According to (ZS Associates 2025), over 50% of major pharmaceutical companies are investing in supply-chain resilience and regionalizing manufacturing through digital logistics systems and local partnerships. 
[bookmark: _Toc216115632]Part 1: 3. Innovation Ambition Matrix
Organizational innovation is divided into three levels by the Innovation Ambition Matrix (Nagji and Tuff, 2012): core, adjacent, and transformational. By using this methodology, AstraZeneca can identify innovation possibilities and conduct an organized assessment of its present innovation portfolio and the design-thinking concepts that underpin these endeavours. Clear connections between AstraZeneca's innovation efforts, changing customer behaviour, and more general industry trends are also highlighted by this investigation.
	Innovation Category
	Astra-Zeneca Innovations

	Core Innovations
	• Improvements to established medicines (Tagrisso, Symbicort, Farxiga) 
• AI-assisted molecule screening 
• Digital automation in manufacturing 
• Enhanced clinical trial efficiency using real-world data

	Adjacent Innovations
	• Apps for treatment assistance, Care+, and other digital health resources
• Acquisition of Alexion to expand into rare diseases. 
• Collaborations with IT companies for cloud analytics and artificial intelligence.
 • Digital patient education and hybrid support initiatives

	Transformational Innovations
	• AI-enabled personalized treatment pathways. 
• Digital biomarkers and wearable-integrated monitoring.
• Sustainability-led innovation (Ambition Zero Carbon).
• Precision medicine through genetics and biomarker research



[bookmark: _Toc216115633]3.1 Core Innovations
AstraZeneca's core innovations concentrate on making small adjustments to its current medications, technologies, and procedures. These developments are intended to improve the functionality, usability, and accessibility of well-known products that serve as the foundation of the company's commercial portfolio, such as Tagrisso, Imfinzi, Farxiga, and Symbicort. The AstraZeneca Annual Report (2024) states that the company continuously makes investments to enhance medication formulations, expand indications, and streamline delivery methods to promote clinical outcomes and patient experience.
AstraZeneca's main innovation capabilities include the utilization of digital automation and AI-assisted molecular screening in production. AI-driven automation has become crucial for pharmaceutical production, according to Gartner (2024), since it allows for better supply reliability, decreased waste, and enhanced precision. These developments directly address both the industry's tendency toward more economical, technologically improved operations and current consumer expectations for reliable access to medications.
Additionally, core innovations are in line with changing consumer behaviour, especially regarding the need for better adherence assistance and more lucid treatment information. According to EY (2023), patients are placing a higher value on treatment simplicity, openness, and ongoing support during their medical journey. AstraZeneca's continuous enhancements to its clinical trial procedures, which make use of empirical data and patient feedback, exhibit a design-thinking methodology based on empathy and iterative development.
[bookmark: _Toc216115634]3.2 Adjacent Innovations
Adjacent innovations enable AstraZeneca to enter new but related fields in addition to its current products and markets. After acquiring Alexion Pharmaceuticals, the company entered the field of uncommon and immune-mediated disorders, which is a significant adjacent innovation. In line with worldwide trends toward individualized and precision-based healthcare, this change puts AstraZeneca in a position to offer new patient populations with highly specialized treatment needs.
The adjacent innovations of digital health platforms, such as treatment-support applications, prescription reminders, patient education materials, and online portals, is another significant related invention. According to IQVIA (2023), patients now anticipate hybrid care models that combine digital tools with clinical support, making digital engagement a defining characteristic of contemporary healthcare. This change is reflected in AstraZeneca's digital solutions, which directly address customer demands for easily accessible information, remote monitoring, and tailored interaction.
AstraZeneca's partnerships with IT companies, where cloud computing, AI analytics, and digital trial platforms improve its operational and research capabilities, are another example of adjacent innovation. According to the Financial Times (2024), collaborations between pharmaceutical and technology firms are now crucial for boosting innovation and enhancing patient care. The design-thinking concepts of co-creation, interdisciplinary issue solving, and iterative experimentation are reflected in these partnerships.
[bookmark: _Toc216115635]3.3 Transformational Innovations
Redefining AstraZeneca's long-term strategic direction and reshaping the larger healthcare ecosystem are the goals of transformational innovations. The organization's investment in precision medicine, which is bolstered by genome sequencing, biomarker research, and AI-driven diagnostic insights, is a key transformational focus. According to Nature Medicine (2022), one of the biggest changes in contemporary healthcare is precision medicine, which allows for treatments that are customized to each patient's unique biological traits. AstraZeneca is at the forefront of upcoming therapeutic models thanks to its leadership in this area.
AstraZeneca's dedication to healthcare redesign driven by sustainability through its Ambition Zero Carbon program is another game-changing breakthrough. The plan calls for a carbon-negative value chain by 2030 and carbon-neutral operations by 2025 (AstraZeneca, 2024). According to KPMG (2024), investors and healthcare systems now use sustainability as a primary evaluation criterion, which makes AstraZeneca's environmental advances a crucial source of competitive difference.
Additionally, AstraZeneca is investigating wearable-integrated monitoring, digital biomarkers, and predictive analytics, all of which could revolutionize patient-clinician communication. The growing need for proactive, real-time health monitoring systems that facilitate early intervention, and long-term self-management is highlighted by the OECD (2022). Deeper consumer movements toward empowerment, preventive, and digital health knowledge are reflected in these advances.
4. [bookmark: _Toc216115636]Links between Innovations, Consumers Behaviour and Industry Trends
The innovation portfolio of AstraZeneca closely corresponds with the previously mentioned consumer and industrial trends.
Core Innovations- represent standards for dependability, security, quicker treatment access, and clear information (EY, 2023).
Adjacent Innovations- adapt to patient empowerment, growing digital adoption, and the need for individualized instruction and hybrid support (IQVIA, 2023; Financial Times, 2024).
Transformational Innovations- conform to the worldwide trend of proactive, real-time health management, precision healthcare, and sustainability (KPMG, 2024; OECD, 2022).
AstraZeneca's application of design-thinking concepts, including as empathy, co-creation, iterative improvement, and user-centred problem-solving, is demonstrated by this integration.
5. [bookmark: _Toc216115637]New Innovations Opportunities
AstraZeneca could investigate the following innovation gaps identified by the analysis:
-AI-powered diagnostic tools to lower diagnostic uncertainty and wait times
-Cutting-edge wearable technology for predictive health alarms and remote monitoring
-Increased access to digital learning resources catered to various patient literacy levels
-Models of low-carbon clinical trials to improve leadership in sustainability
-Integrated patient-data ecosystems that connect treatment response, lifestyle data, and genomics
These opportunities show where unmet demands still exist throughout the care pathway and directly contribute to the customer journey analysis.
The basis for charting AstraZeneca's customer journey is the Innovation Ambition Matrix. Pain points, gain points, and possibilities for digital innovation at every stage of the journey can be identified by knowing where core, adjacent, and transformative innovations support or fail to support the patient experience.
6. [bookmark: _Toc216115638]Customer Journey Map
Evaluating how AstraZeneca supports patients throughout the course of treatment requires an understanding of the customer journey. By charting the present path from first awareness to long-term follow-up, it is feasible to pinpoint the chances for digital innovation, gain spots, and pain points that influence the patient experience. AstraZeneca's present service environment is reflected in the analysis that follows, which also identifies areas that could be improved through innovation and design-thinking techniques.
[image: A table of medical information

AI-generated content may be incorrect.]
	 Visualised customer journey map, highlighting the stages of the patient pathway and the associated pain points, gain points and digital innovation opportunities.
7. [bookmark: _Toc216115639]Proposed Digital Transformational Innovations
This portfolio suggests creating an AI-Enabled Personalized Patient Support Platform for AstraZeneca based on the analysis in Part 1. The platform would operate as a safe digital ecosystem (web site and mobile application, with optional wearable connectivity) intended to assist patients with diagnosis, treatment, adherence, and long-term follow-up from the time they become aware of their ailment. It directly addresses the main issues found in the current customer journey, such as unclear information at the awareness stage, anxiety and delays during diagnosis, a lack of individualized guidance when starting treatment, poor adherence in chronic conditions, and a lack of long-term, comprehensive support.
In partnership with healthcare providers, AstraZeneca would co-develop and promote the suggested platform, which would function as a single digital companion. The application would offer customized instruction depending on patient characteristics, literacy level, and disease kind during the awareness and diagnosis stages. It might provide symptom checklists, highlight when professional assistance should be sought, and translate clinical information into easily understood language using AI-driven recommendation engines. This reduces the confusion and anxiety found in the current path and is consistent with the growing usage of digital self-assessment and education reported in international digital-health surveys (e.g. OECD, 2023; WHO, 2023).
The platform would assist patients with structured onboarding for AstraZeneca drugs during the start of treatment. This might contain interactive checklists, commonly asked questions, step-by-step instructions on how to take medications correctly, and tailored side-effect information based on empirical data. Patients would feel supported rather than overburdened by features like automatic prompts to record side effects, chat-based support (either human or AI-assisted), and in-app messaging with nurses or pharmacists. By focusing the solution on patient requirements, these elements mirror design-thinking concepts of empathy and co-creation and immediately address the pain points of limited guidance and fear of side effects mentioned in Part 1 (Brown, 2021).
During the adherence stage, behavioural support would be the platform's key value. Patients might get encouraging messages connected to their success and symptom patterns, as well as intelligent medicine dosage reminders tailored to their daily schedules. Passive tracking of movement, sleep, or other pertinent factors would be made possible by integration with wearable technology or smartphone sensors, producing visual feedback on how adherence affects health outcomes. When paired with individualized feedback and clinical supervision, evidence from digital-health analytics indicates that these tools can greatly increase adherence in chronic illnesses (IQVIA, 2023; EY, 2023). This would lessen non-adherence, which is a significant obstacle to medication efficacy and revenue realization for AstraZeneca.
The platform would evolve into a long-term self-management and monitoring tool during the ongoing support phase. While the system use predictive analytics to detect decline or risk patterns, patients could keep recording their symptoms, quality-of-life metrics, and lifestyle objectives. When thresholds are achieved, alerts could be given to care teams or doctors, allowing for proactive interventions as opposed to reactive crisis management. This approach satisfies customer demands for ongoing rather than sporadic support and is consistent with industry trends toward proactive, data-driven healthcare and precision treatment (Nature treatment, 2022; KPMG, 2024).
Iterative co-design involving patients, clinicians, and digital partners would be used to build the project from a design-thinking standpoint. AstraZeneca might conduct trials in important therapeutic domains (such as cardiovascular, respiratory, and oncology) and improve the platform in response to user feedback. In keeping with the empathy-driven philosophy emphasized in contemporary health-innovation practice, features like language options, accessibility tools, and customizable notification preferences would guarantee inclusivity for a variety of patient groups (Brown, 2021).
Importantly, this digital transformation project is a strategic extension of AstraZeneca's value proposition rather than just a marketing tool. It shifts the company's focus from making pharmaceuticals to offering integrated, digitally enabled care experiences. By doing this, it directly addresses the consumer and industry trends noted in Part 1: the need for hybrid models of care, the normalization of digital health, the shift towards patient empowerment, and the significance of real-world data for clinical and business decision-making (OECD, 2022; Gartner, 2024).
7.1 [bookmark: _Toc216115640]Customer Journey Map
The patient experience is drastically changed at every point of the customer journey with the launch of AstraZeneca's AI-Enabled Personalized Patient Support Platform. The improved journey produces a more individualized, proactive, and integrated care pathway by resolving the issues mentioned in Part 1 and coordinating with important consumer and industry trends. 
[image: A table of medical procedures
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An improved customer journey map that shows how the AI-powered personalized support platform strengthens gain points, addresses pain points, and adds additional digital touchpoints throughout the patient pathway.
7.2 [bookmark: _Toc216115641]Organisational Impact of the Proposed Digital Transformational Initiative
AstraZeneca would gain a great deal from the deployment of the AI-Enabled Personalized Patient Support Platform in terms of clinical, operational, and strategic aspects. The program improves AstraZeneca's standing in the increasingly cutthroat and technologically advanced pharmaceutical industry by directly addressing the main issues mentioned in Part 1.
1. Improved Results and Experience for Patients
By providing individualized instruction, real-time support, and ongoing monitoring throughout the whole process, the platform enhances the overall patient experience. At the awareness stage, patients receive more precise information; during diagnosis, they receive more transparent preparation; and during therapy, they receive individualized coaching. Global health surveys show that when digital technologies offer proactive support and easily accessible, personalized information, the patient experience is greatly improved (OECD, 2023; WHO, 2023). In keeping with design-thinking concepts that emphasize empathy and user-centricity, the platform also improves patient empowerment and emotional reassurance (Brown, 2021).
2. Enhanced Compliance with Medication and Efficiency of Treatment
Improved treatment adherence is one of the biggest organizational effects. Digital solutions that offer behavioural nudges, reminders, and personalized feedback have a quantifiable positive impact on adherence rates in chronic illnesses, as noted by EY (2023) and IQVIA (2023). Better adherence results in the following for AstraZeneca:
-improved clinical results
-enhanced continuity of treatment
-less waste of medications
-greater sustained patient involvement
High rates of non-adherence are linked to decreased therapeutic value and lower real-world performance of AstraZeneca's medications, which has a direct commercial impact.
3. Enhanced Capabilities for Data and Evidence Generation
AstraZeneca can collect important real-world evidence (RWE) using wearable data, patient-reported outcomes, adherence patterns, and symptom logs thanks to the digital platform. These databases provide evidence for:
-surveillance after marketing
-safety surveillance
-submissions for regulations
-evaluations of health technology
-design of upcoming clinical trials


The ability to provide continuous RWE becomes a crucial competitive advantage as the pharmaceutical sector focuses more on high-quality data to prove value and obtain reimbursement (Gartner, 2024; KPMG, 2024).
4. Efficiency in Operations and Decreased Healthcare Costs
By combining patient data, providing AI-driven deterioration alerts, and cutting down on pointless sessions, the project helps physicians. Healthcare systems, which increasingly depend on digital solutions to optimize workflow and lessen administrative burden, become more efficient as a result (Gartner, 2024). AstraZeneca is a more beneficial long-term partner for healthcare organizations looking for digitally enabled service models because improved information flow and proactive monitoring reduce delays and fragmentation (KPMG, 2024).
5. Differentiating Yourself Strategically in a Competitive Market
In the global pharmaceutical industry, digital transformation is now a crucial differentiation. Businesses that provide comprehensive digital health solutions in addition to medications build better bonds with patients, medical professionals, and healthcare systems. AstraZeneca advances toward a "beyond the pill" business model by providing a customized support platform, strengthening its competitive edge in fields like cardiovascular care, oncology, and respiratory illness. According to the OECD (2023) and Nature Medicine (2022), this is consistent with broader industry shifts toward hybrid care and digital therapies.
6. Contribution to Long-Term Strategy and Sustainability
By lowering needless travel, facilitating hybrid treatment pathways, and increasing the effectiveness of illness management, the platform helps AstraZeneca achieve its sustainability objectives. It has been demonstrated that digital health models lessen their negative effects on the environment and promote more sustainable service delivery in healthcare systems (OECD, 2023). This promotes worldwide trends that emphasize environmentally responsible innovation in pharmaceuticals and is consistent with AstraZeneca's Ambition Zero Carbon objective (KPMG, 2024).
7. Enhanced Cross-Sector Partnership and Innovation Culture
AstraZeneca must work with technology companies, medical professionals, and patient organizations to develop the platform, strengthening an innovative culture. The importance of these cross-sector collaborations in promoting digital health and producing scalable healthcare solutions is becoming more widely acknowledged (EY, 2023; IQVIA, 2023). In line with the design-thinking concepts discussed in Part 1, AstraZeneca enhances its organizational capacity and establishes itself as a pioneer in digital health transformation by embracing co-creation, iteration, and interdisciplinary cooperation (Brown, 2021).
AstraZeneca's clinical value, operational effectiveness, market competitiveness, sustainability performance, and patient outcomes are all improved by the suggested digital effort. The platform assists AstraZeneca in reducing new risks and opening new business and strategic opportunities by addressing both consumer and industry trends. It presents the company as an integrated digital health partner promoting long-term patient care change in addition to being a pharmaceutical maker.
7.3 [bookmark: _Toc216115642]Measuring the Success of the Initiative
Several quantifiable performance measures covering clinical results, patient engagement, organizational efficiency, and strategic value generation can be used to assess the efficacy of AstraZeneca's AI-Enabled Personalized Patient Support Platform. In addition to proving the platform's influence, measuring performance is essential for promoting ongoing development and conforming to industry standards for evidence-based digital transformation (OECD, 2023; Gartner, 2024).
1. Metrics for Patient Engagement and Adoption
The rate at which patients use the platform and engage with it on a regular basis is the first measure of success. Important metrics consist of:
-The quantity of active users
-Regularity of app usage
-Onboarding module completion rates
-Use of educational resources and symptom monitoring
High adoption shows that the platform fulfils customer expectations for easily available, customized digital health products and offers significant value (WHO, 2023).
2. Enhancement of Patient Confidence and Health Literacy
Improvements in patient comprehension, confidence, and satisfaction will be crucial evaluation criteria because the platform tackles early-stage confusion and fear. This can be quantified by:
-Surveys of patient opinions
-Confidence scores as indicated by oneself 
-Decrease in uncertainty about early-stage help-seeking
The success of the design-thinking emphasis on empathy and clarity is reflected in improved literacy (Brown, 2021).
3. Indicators of Diagnostic Efficiency
AstraZeneca can monitor the following since the platform facilitates the diagnosis journey with preparatory tools and timetable transparency:
-Decrease in the time it takes to diagnose
-Reduced number of unneeded or missed appointments
-Enhanced readiness of patients for examinations and consultations with specialists
The global health system's aims for increased diagnostic efficiency are supported by these results (OECD, 2023).
4. Treatment Persistence and Medication Adherence
Improving adherence is one of the key success elements. AstraZeneca is able to gauge:
-Percentage growth in adherence rates
-Decrease in missed doses
-Persistence of treatment at intervals of three, six, and twelve months
-Reduction in treatment discontinuation due to miscommunication or anxiety
When individualized feedback and monitoring are offered, digital adherence solutions have been demonstrated to dramatically increase long-term therapy success (IQVIA, 2023; EY, 2023).
5. Measures of Clinical Outcomes
Clinical advancements like these can also be used to gauge the initiative's success:
-Improved management of symptoms
-Decrease in adverse occurrences because of early discovery
-Enhanced stability in the management of disease
-Improved results as reported by patients
According to real-world evidence priorities, these metrics demonstrate how the digital platform helps both the clinical and emotional aspects of treatment (Gartner, 2024).
6. Cost Impact and Organizational Efficiency
Internal efficiency gains are another important area for evaluation, according to AstraZeneca. KPIs that are pertinent include:
-Decrease in patient inquiries that call for manual assistance
-More effective delivery of instructional and onboarding resources
-Reduced expenses related to non-adherence
-Healthcare partners' resource savings as a result of fewer unnecessary appointments
It has been demonstrated that digital transformation in the healthcare industry reduces operational inefficiencies and promotes more sustainable service delivery (KPMG, 2024).
7. Healthcare Partnerships' Strength
Additionally, the program strengthens AstraZeneca's ties to national health systems, hospitals, and physicians. Among the measurements are:
-The quantity of healthcare professionals using the platform
-The calibre and regularity of partnerships involving data sharing
-Clinicians' opinions about less work or better decision support
-Increased use of AstraZeneca treatments linked to better patient outcomes
The industrial trend toward hybrid digital-clinical care models is supported by these partnership initiatives (OECD, 2023).
8. Impact on Strategy and Competition
Lastly, AstraZeneca can gauge its long-term strategic success by:
-Enhanced brand perception and market differentiation
-Enhanced leadership in the field of digital health innovation
-Increased production of empirical evidence
-Improved sustainability outcomes by cutting down on travel and pointless appointments
These long-term indicators show how well the company can maintain its competitiveness in the quickly digitizing pharmaceutical sector (Gartner, 2024).
8 [bookmark: _Toc216115643]Conclusion
This portfolio investigated AstraZeneca's innovation environment and the issues influencing its present customer experience. In addition to highlighting the company's core, adjacent, and transformative innovations' alignment with significant consumer and industry trends, Part 1 identified specific pain areas related to awareness, diagnosis, treatment, adherence, and long-term support.
To fill these deficiencies, Part 2 suggested an AI-Enabled Personalized Patient Support Platform. The improved path map illustrated how the program promotes treatment onboarding, lowers diagnostic ambiguity, increases patient clarity, encourages adherence, and permits continuous care. By enhancing practical results, assisting in the creation of evidence, boosting operational effectiveness, and bolstering AstraZeneca's competitive position, the suggested solution also provides organizational value.
All things considered, the program improves AstraZeneca's capacity to provide patient-centred, technologically enabled, and sustainable healthcare services.
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support, complicated of interaction, data not unclear dosing, and fear of  dosages, and not knowing  assistance and disconnected
information, and low communicated between  adverse effects. what to do next. communication.
awareness. doctors.

Digital Multilingual patient guides,  Al-powered diagnostic tools,  Interactive treatment Al emotional nudges, Al symptom tracking,
interactive educational films, virtual consultation dashboards and mobile wearable health trackers,  telemedicine follow-up, and

Innovation  andanAlchatbot for assistance, and digital health  adherence remindersvia  and interactive progress  customized patient
frequently asked questions.  record integration. virtual nurse chatbots. tracking . dashboards.

Opportunities
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Stage

Customer Actions

Pain Points

Customer Experience

Gain Points

Digital Touchpoints

Awareness

«Makes use of a
platform to guide
symptoms

« Perceives personal
data

« Less anxiety
« No more unclear
information

e-e

* Reliable information
« Prompt direction

* Al checker for
symptoms

* Personalized
instruction

« Uses the app checklist
to get ready.
* Gets test results.

« Shorter wait times
because of precise
deadlines

* Less uncertainty

@&

« Openness
« Quicker
comprehension

* Timeline tracker for
diagnosis
« Digital prioritization

Treatment

+ Adheres to onboarding
procedures

* Records symptoms in
the application

* Questions are
addressed in-app
* Clear instructions
lessen fear

RIS

« Individualized
onboarding
* Instant assistance

* Modules for
onboarding

* Al support for side
effects

Adherence

« Getsintelligent
reminders.

* Wearable data is
synchronized.

« Adecrease in missed
doses
« Increased drive

e-e

« Tools for forming
habits

« Observable
advancement

* Syncing wearables
* Astute reminders

« Employs telehealth
* Monitors long-term
health

* Constant connectivity
« Improved
communication

R34

« Predictive assistance
* Long-term assurance

* Dashboards and
telehealth
* Analytical prediction




