
A CASE STUDY

The VOB MIS Dashboard 

for Apollo Hospitals

Our Goals.
Apollo Hospitals aimed to create a unified dashboard to efficiently manage and track support tickets across its multiple 

departments. The primary objective was to consolidate data from existing tools like Sapphire and NewGen into a single 

platform, streamlining ticket tracking and ensuring better oversight. By centralizing ticket management, the goal was to 

Enhance operational efficiency, improve monitoring capabilities, and simplify the process of tracking ticket statuses across 

departments. Additionally, the VOB MIS Dashboard was designed to provide visualized key metrics, empowering 

stakeholders with actionable insights to make informed, data-driven decisions.

1 Centralize Ticket ManagementCentralize Ticket Management

2 Consolidate Data from Multiple ToolsConsolidate Data from Multiple Tools

3 Enhance Efficiency in TrackingEnhance Efficiency in Tracking

4 Facilitate Informed Decision-MakingFacilitate Informed Decision-Making

Objectives.
Centralize ticket tracking for enhanced monitoring across departments

The dashboard consolidated data from the various ticketing systems into a single platform,  making it easier for staff to 

view, track, and manage support tickets from all departments in one  place.

Ensure SLA compliance and reduce response times for improved customer satisfaction

By centralizing ticketing data and providing actionable insights, the dashboard helped ensure that  support teams adhered 

to SLAs. This allows the managers to take proactive steps in addressing  any issues that could cause SLA breaches.

 Enable role-based access to ensure data security and relevance to users’ roles.

Enabling role-based access ensures that users can only access data and resources relevant to their  specific job functions, 

enhancing security by limiting exposure to information to their respective  unit levels. This approach helps maintain data 

integrity while ensuring that each user has the  appropriate level of access based on their role.
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1. Requirement Analysis
The team conducted a detailed analysis to understand Apollo Hospitals' needs, which included:

�  Stakeholder Meetings: Engaging with Apollo’s support and IT departments to document  requirements for ticket 

tracking, SLA compliance, and access controls.�

� Data Mapping: Outlining the data integration process between Sapphire, NewGen, and Power  BI.�

� Requirement Documentation: Defining key functional needs, including ticket sorting, SLA  tracking, and region-specific 

access.

2. Planning
Once the requirements were clarified, the team outlined the project plan:

� Milestone Setting: Defining timelines for design, data integration, testing, and deployment�

� Technology Stack Selection: Choosing Power BI for visualization, along with APIs for secure  data integration.

3.  Design
The design phase focused on creating an accessible and efficient dashboard. Key deliverables  included:

�  Data Model Design: Defining timelines for design, data integration, testing, and deployment�

� Power BI Dashboard: Choosing Power BI for visualization, along with APIs for secure  data integration�

� System Architecture: Creating API connections to integrate data from multiple tools into  Power BI.

4.  Development
In this phase, the team built the system according to design specifications:

� API Integration: Developing RESTful APIs to connect Power BI with external ticketing  systems like Sapphire and NewGen�

� Dashboard Creation:  Building interactive Power BI dashboards, including features like  filtering by ticket status, priority, 

and location. Show-casing of scorecards as per the Region and  Units along with inter-linked filters enhances the user 

experience. The data modeling and  transformation methods required us to ideate and implement new thoughts which 

we successfully  pulled through�

� Access Control Implementation: Enabling role-based access to ensure data relevance and  security based on user roles. 

The RBAC was implemented keeping “Security” in mind as the data  involves various Units and Regions, it was necessary 

to showcase only the relevant required  data.s

5.  Testing
The system was rigorously tested to meet Apollo’s requirements:

�  Unit Testing: Verifying individual modules, such as API integrations and dashboard  components, for accuracy�

�  Integration Testing: Ensuring smooth functionality across the API, database, and dashboard�

� User Acceptance Testing (UAT): Engaging Apollo’s representatives in testing to confirm that  the dashboard met user 

expectations.

6.  Deployment and Support
The deployment of the VOB MIS Dashboard on Apollo’s network marked a critical phase in the  project, where the 

system transitioned from development to live operation, with ongoing support  to address issues and accommodate 

updates based on feedback.



This step involved several stages to ensure smooth integration, functionality, and accessibility  within Apollo's existing 

infrastructure.
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Technical Stack.

1.  Data Integration
�  RESTful API: For data synchronization from external systems (Sapphire and NewGen).

2.  Dashboard and Visualization
� Power BI : Used for data visualization, creating a central, interactive dashboard with multiple  views and filters.

3.  User Access and Security
� Role-Based Access : Structured user roles (Admin, Regional Manager, Unit Manager, and  User) for secure and relevant 

data access�

� Azure AD Integration: Used for managing users and permissions.

This technical stack was selected for its capability to handle data from multiple sources, deliver  high-quality visualizations, and 

provide secure user access, aligning with the needs of Apollo’s  ticket management and tracking system.

Results
The VOB MIS Dashboard has met every objective and its purpose as follows:

Centralized Ticket Management Automated SLA Tracking

Enhanced Data Visualization Role-Based Access Control (RBAC)

�  The centralized data allowed teams to monitor ticket assignments effectively, escalations,  enhancing operational 

efficiency, leading to faster response times and more efficient task  allocation.

�  The dashboard implemented role-based access control (RBAC), which restricted data access  based on the user’s 

job role. Secure access based on user roles ensured that users only accessed  relevant data, supporting data 

privacy and compliance

� The VOB MIS Dashboard was integrated with Power BI, has enabled advanced data  visualization, reporting 

capabilities and empowering teams to identify recurring issues and track  performance metrics. The dashboard 

provided dynamic and interactive reports, offering teams at  Apollo Hospitals deep insights into their operational 

data.

�  One of the standout features of the dashboard was its automated SLA tracking capabilities.  The system helped 

reduce response times and has helped to ensure that all tickets were handled  within the specified timeframes, 

reducing the chances of SLA breaches and improving customer  service standards.


