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Disclaimer

This report sets forth our views based on the completeness and accuracy of the facts stated to CRISIL Limited
(impact assessment agency) and any assumptions that were included. If any of the facts and assumptions is
not complete or accurate, it is imperative that we be informed accordingly, as the inaccuracy or
incompleteness thereof could have a material effect on our conclusions.

While performing the work, we assumed the genuineness of all signatures and the authenticity of all original
documents. We have not independently verified the correctness or authenticity of the same.

We have not performed an audit and do not express an opinion or any other form of assurance. Further,
comments in our report are not intended, nor should they be interpreted to be legal advice or opinion.

While information obtained from the public domain or external sources has not been verified for
authenticity, accuracy or completeness, we have obtained information, as far as possible, from sources
generally considered to be reliable. We assume no responsibility for such information.

Our views are not binding on any person, entity, authority or Court, and hence, no assurance is given that a
position contrary to the opinions expressed herein will not be asserted by any person, entity, authority
and/or sustained by an appellate authority or a Court of law.

Performance of our work was based on information and explanations given to us by the Client. Neither
CRISIL Limited nor any of its partners, directors or employees undertake responsibility in any way
whatsoever to any person in respect of errors in this report, arising from incorrect information provided by
the Client.

Our report may make reference to ‘CRISIL Limited Analysis’; this indicates only that we have (where
specified) undertaken certain analytical activities on the underlying data to arrive at the information
presented; we do not accept responsibility for the veracity of the underlying data.

In accordance with its policy, CRISIL Limited advises that neither it nor any of its partner, director or
employee undertakes any responsibility arising in any way whatsoever, to any person other than Client in
respect of the matters dealt with in this report, including any errors or omissions therein, arising through
negligence or otherwise, howsoever caused.
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In connection with our report or any part thereof, CRISIL Limited does not owe duty of care (whether in
contract or in tort or under statute or otherwise) to any person or party to whom the report is circulated to
and CRISIL Limited shall not be liable to any party who uses or relies on this report. CRISIL thus disclaims all
responsibility or liability for any costs, damages, losses, liabilities, expenses incurred by such third party
arising out of or in connection with the report or any part thereof.

By reading our report, the reader of the report shall be deemed to have accepted the terms mentioned
here in above.

Ethical Consideration

Informed consent: The interviews were done after the respondents gave their consent. Even after the
interviews were completed, their permission was sought to proceed with their responses.

Confidentiality: The information provided by participants has been kept private. At no point were their data
or identities disclosed. The research findings have been quoted in a way that does not expose the
respondents' identities.

Comfort: The interviews were performed following the respondents' preferences. In addition, the interview
time was chosen in consultation with them. At each level, respondents' convenience and comfort were
considered.

Right to reject or withdraw: Respondents were guaranteed safety and allowed to refuse to answer questions
or withdraw during the study.
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Understanding the Context

The global healthcare landscape is characterized by significant disparities in access to quality medical care,
with low- and middle-income countries facing considerable challenges in providing adequate healthcare
services to their populations. The condition of global health-care infrastructure presents a mixed picture of
significant advances alongside persistent and serious gaps. On one hand, average life expectancy has
improved worldwide, reflecting overall health-system gains for example, the globally averaged period life
expectancy now exceeds 70 years, and substantial reductions in child and maternal mortality have been
achieved. On the other hand, infrastructure-related deficiencies remain acute, especially in low- and
middle-income countries around 1 in 4 health-care facilities globally lack even a basic water service, and 1
in 5 lacks basic sanitation, thereby impacting over 2 billion and 1.5 billion people respectivelyl. More
specifically, infrastructure-shortfalls extend beyond water and sanitation. In fragile contexts only 78% of
health facilities had a basic water service as of 2022—-2023, while only 19% had basic sanitation services in
2023 and around 46% had basic hygiene services?.

In India, the healthcare infrastructure has improved over recent years yet still falls short of many
benchmarks and faces significant regional and rural—-urban disparities. Rural and semi-urban areas, where
nearly 70% of the population reside, continue to struggle with inadequate access to quality healthcare due
to severe shortages of medical personnel, functional health facilities, access to essential services, shortage
of well-equipped hospitals, trained medical professionals, and essential diagnostic services leads to delayed
or insufficient treatment.

The healthcare infrastructure in India, particularly in Kolkata, faces numerous challenges, including a weak
primary care system, fragmented healthcare delivery, and workforce shortages. To address these issues, the
Government of India has launched several initiatives, such as Ayushman Bharat, which provides cashless
health insurance to poor households and aims to transform healthcare delivery through Health and
Wellness Centers and PM Jan Arogya Yojana (PM-JAY). Other initiatives include Pradhan Mantri Swasthya
Suraksha Yojana (PMSSY), Ayushman Bharat Digital Mission, National Urban Health Mission (NUHM), and
state-level schemes like Swasthya Sathi in West Bengal, which offer cashless hospitalization services and aim
to improve healthcare access and reduce out-of-pocket spending for vulnerable populations.

Addressing India's healthcare challenges requires a multi-faceted approach to provide affordable and
quality healthcare to all. While government initiatives are welcome, more needs to be done to tackle the
country's significant healthcare challenges and make healthcare more accessible, affordable, and equitable
for all.

11 in 4 health care facilities lacks basic water services, 2™ April 2019, UNICEF, WHO, https://www.unicef.org/press-releases/1-4-health-care-
facilities-lacks-basic-water-services-unicef-
who#:~:text=According%20t0%20a%20report%20by%20the%20World,segregation%20and%?20disposal%200f%20health%20care % 20waste
2 Wash in Healthcare Facilities, October 2024, UNICEF https://data.unicef.org/topic/water-and-sanitation/wash-in-health-care-
facilities/#:~:text=Globally%2C%2078%20per%20cent%200f,874%20million%20with%20n0%20service.
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https://www.unicef.org/press-releases/1-4-health-care-facilities-lacks-basic-water-services-unicef-who#:~:text=According%20to%20a%20report%20by%20the%20World,segregation%20and%20disposal%20of%20health%20care%20waste
https://www.unicef.org/press-releases/1-4-health-care-facilities-lacks-basic-water-services-unicef-who#:~:text=According%20to%20a%20report%20by%20the%20World,segregation%20and%20disposal%20of%20health%20care%20waste
https://data.unicef.org/topic/water-and-sanitation/wash-in-health-care-facilities/#:~:text=Globally%2C%2078%20per%20cent%20of,874%20million%20with%20no%20service
https://data.unicef.org/topic/water-and-sanitation/wash-in-health-care-facilities/#:~:text=Globally%2C%2078%20per%20cent%20of,874%20million%20with%20no%20service

Approach and Methodology

The evaluation employs concurrent mixed methods design, integrating both quantitative and qualitative
datasets from principal program stakeholders to construct a rigorous multi-dimensional impact evaluation.

Quantitative Insights - Measuring Program Efficacy: Quantitative evidence is acquired via a semi-
structured questionnaire administered directly to program beneficiaries. This instrument measures core
impact metrics and program effectiveness, leveraging structured scaling and closed-ended responses.

Qualitative Narratives - Capturing Stakeholder Perspectives: Qualitative data is collected through
in-depth key informant interviews with medical professionals and other pivotal stakeholders. These
interviews utilize open-ended probes to capture nuanced perspectives on program execution.

Convergent Evidence Mapping and Analysis: All findings are triaged using a formal convergence-
divergence analysis to identify corroborative and contradictory evidence streams across quantitative and
qualitative dimensions. Advanced triangulation increases validity and supports nuanced interpretation of
complex impact pathways.

Benchmarking Against Global Standards: OECD-DAC & SDG Focus: The evaluation maps the
impact of the program with the Organisation for Economic Co-operation and Development (OECD)
Development Assistance Committee (DAC) framework to determine the merit of an intervention on the basis
of six defined evaluation criteria — relevance, coherence, effectiveness, efficiency, impact and
sustainability. Additionally, outcomes are mapped to the UN SDGs for global alignment.

In addition to the above, the study also uses SWOT (Strengths, Weaknesses, Opportunities,

Threats) Analysis to systematically assess the program’s strengths, weaknesses, opportunities, and
threats, informing core evaluation and strategic recommendations.

Sampling framework

A sample of 30 patients has been selected to satisfy the conventional minimum of around 30 observations
required for the Central Limit Theorem to yield an approximately normal sampling distribution of the mean.

Key stakeholders Data collection tool Sample
Beneficiaries/ care givers Key informant interviews 30
Doctors Key informant interviews 4
Nurses and technicians Key informant interviews 4
Hospital Administrators Key informant interviews 2
EIHCRF officials Key informant interviews 2
KMBL CSR officials Key informant interviews 2
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About the Program and Primary Findings

KMBL202324036

1%t September 2023- 31t March 2024

(EIHCRF)

Eastern India Heart Care and Research Foundation

Kolkata, West Bengal

o

Limited access to
affordable
healthcare in
Kolkata leads to
delayed
treatment,
financial distress,
and poor health
outcomes.

A partnership
between Kotak
Mahindra Bank
Limited (KMBL) and
Eastern India Heart
Care and Research
Foundation (EIHCRF)
to provide medical
equipment,
strengthen
diagnostic capacity,
and improve
accessibility and
quality of care at HP
Ghosh Hospital.
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eligible cancer
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and decision-
making;
sanctioned

comprehensive

reduced approval
timelines;
continuous case
monitoring and
reporting;
strengthened
hospital-level
coordination for
patient support.

Improved access
to quality and
affordable
healthcare
services for
communities
served by HP
Ghosh Hospital;
reduced financial
stress and anxiety
among patients
and caregivers;
better treatment
adherence and

enhanced
efficiency and
transparency in
fund allocation;

clinical time.

completion rates;

optimized use of

Enhanced health
outcomes, financial
protection, and
ability to navigate
the healthcare
system; Improved
healthcare access,
reduced financial
burdens, and
increased patient
confidence;
Improved recovery
prospects; Reduced
financial stress
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Primary Key Findings — Patients

Demographic profile

The study covered 30 patients in West Bengal. Within the sample, 57% were male and 43% female. This
kind of classification was taken to get better perspective from both men and women in terms of healthcare
access and service utilisation.

Gender Caste Primary Occupation

73%

Daily wage worker _ 40%

43%

0, 0,
>7% 20% Private job | 0%
l
|
B Male General Scheduled Minority others [N 20%
B Female category/open Caste Groups

Figure 1: Demographic profile

The respondents primarily belonged to working-age groups managing both family and livelihood
responsibilities. With 40% engaged in daily wage labor and another 40% employed in private sector roles,
the sample reflects a mix of economically vulnerable and modest-income households. Despite the
occupational diversity, the healthcare facility remains accessible to patients across varied job-profiles,
including those with irregular or low-income employment arrangements.

The hospital’s concessional service rates, discounted diagnostic packages and integration with health
schemes such as Swasthya Sathi have been particularly beneficial for these households, enabling them
to access services that would otherwise be financially inaccessible.

An assessment of the income showed that the majority of the respondents fall within lower-income
brackets with 63% earning between INR 10,000-20,000. The remaining 37% reported their incomes
between INR 20,000-30,000, indicating that most families fall within modest earning categories with
limited financial cushioning. This highlights the critical importance of accessible, affordable medical care,
especially when advanced procedures or diagnostics are required.
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Monthly Income

Monthly Expense

67%

63%

30%

INR 10,001 - INR
20,000

37%

- -

INR 2,000 - INR 5,000
INR 20,001- INR 30,000

INR 5,001 - INR

INR 10,001- INR 20,000 10,000

Figure 2: Monthly income and expense of beneficiary households

Household expenditure patterns further emphasize the narrow financial margins within which families
operate. 67% reported monthly expenses of INR 5,000-10,000, while 30% spent between INR 10,001-
20,000, excluding major medical costs. For many, these expenses consume a larger share of their income,
leaving little room for unplanned health expenditures. The close alignment of income and expenditure
suggests that beneficiaries rely heavily on cost-efficient hospital services to avoid falling into medical debt
or delaying treatment. The hospital’s flexible registration fees and concessional pricing are well aligned
with the financial realities of these families.

The programme’s subsidized diagnostics and support in accessing government schemes help to mitigate
such vulnerabilities, ensuring that treatment does not lead to financial distress.

Access to affordable and quality healthcare is

strongly influenced by the availability and support
of government health schemes. Within the
sample, 93% of the respondents reported
holding a Swasthya Sathi card, while 3% were
covered under Ayushman Bharat.

The demographic profile of the respondents
highlights the type of households accessing care

Swasthya Sathi is a health insurance scheme of the -

Government of West Bengal that provides cashless
treatment up to X5 lakh per family per year in both
public and private hospitals.

It covers all residents of the state. The female head
of the family is the cardholder, ensuring gender

inclusivity.

and provides essential context for interpreting patterns in service utilisation, satisfaction, and healthcare
outcomes discussed further. By engaging people across social backgrounds, the programme demonstrates
success in making quality healthcare accessible to all, especially those from lower and middle-income
groups. By combining infrastructure development with concessional pricing and government scheme
integration, the initiative has ensured financial protection, improved access and enhanced equity in
healthcare delivery for the community.
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Hospital access and registration

The access and registration process at HP Ghosh Hospital is the first point of interaction between
beneficiaries and the healthcare system, reflecting the hospital’s commitment to efficiency, inclusivity, and
patient-centric care. The findings indicated that the hospital’s outreach and registration mechanisms are
functioning effectively, enabling patients to access services with ease and minimal delay.

Most patients learned about the hospital through formal medical referrals, with 87% reporting that they
were directed by a doctor, the rest of the 13% became aware through friends and relatives indicating
that the hospital has been able to provide quality healthcare services building the trust of the people.
The pattern suggests that the hospital is perceived as a specialized or reliable facility within the medical
network, with referrals playing a key role in patient inflow.

When it comes to general outpatient services, the hospital recorded the highest utlisation, with 80% of
respondents visiting for routine consultations and primary care needs. A smaller proportion (7%)
accessed dialysis services, indicating the facility’s ability to support more specialized treatments as well.

Awareness about HP Ghosh Hospital 80% Service availed

Friend/Relative . 9 9
/ 13% 7% 3% 3% 4% 3%
- | | [ | [ ]

General OPD Dialysis Emergency Neurology Cardiology MRI

Figure 3: Source of awareness about KMBL-EIHCRF intervention and services availed during primary visit

The utilisation of these services is also reinforced by the infrastructural upgrades. With the addition of
these new equipments, the daily testing capacity increased to 360-380 tests, a notable increase from the
previous 100 tests per day. These improvements likely contribute to greater patient confidence and higher
service uptake across both general and specialized departments. This accessibility to integrated care
within one facility has reduced patients’ travel and waiting times, improved early diagnosis and
enhanced continuity of care.

The registration process emerged as a well-organised component of the hospital’s service delivery, with all
respondents describing it as smooth, hassle-free, and easy to navigate. This indicates that patients
encountered no procedural barriers when visiting the facility.
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The registration turnaround time was reported to be efficient, with 77% of the patients completing the
process within 30 minutes and a further 23% within an hour. These findings demonstrate that the
hospital’s administrative systems are functioning effectively, enabling timely onboarding and contributing
positively to patient experience.

This underscores the initiative’s emphasis on patient-centric service delivery, courteous staff behavior and
streamlined administrative procedures.

o
100/) of participants reported their registration experience was smooth

and hassle-free reflecting efficient administrative flow and strong patient-

handling capacity.

93% of the respondents also stated that they did not have to leave their jobs for the treatment or to
accompany the patient for the treatment, highlighting that the location, timings, and process-efficiency
enable patients and caregivers to balance healthcare and work responsibilities.

Time taken to complete the registration
74%
100%

Beneficiary

23% Satisfaction
. Rate
3%
I
Less than 15 minutes 15- 30 minutes 30- 60 minutes

Figure 4: Time taken to complete the registration and the process satisfaction rate
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The foundation of high-quality patient care lies in effective clinical consultation and accurate diagnosis,

which facilitate the development of personalized treatment plans tailored to individual patient needs. A

thorough and well-conducted clinical consultation is essential for establishing trust and fostering a

collaborative patient-provider relationship, ultimately leading to improved health outcomes, enhanced

patient satisfaction, and increased treatment adherence. By prioritizing sound clinical consultation and

diagnosis, healthcare providers can optimize patient care, reduce healthcare costs, and promote positive

health outcomes, underscoring the critical importance of these essential components in delivering

exceptional patient care.

Patient feedback on the consultation and diagnostic experience was uniformly positive across all assessed

dimensions. All respondents reported high satisfaction with communication, explanation of medical

condition, and guidance on follow-up care.

Consultation experience

All  participants  expressed  high
satisfaction with the consultation, rating
it as excellent, demonstrating a strong
foundation of trust in the medical
team.

The interaction was characterized by the
participants as respectful, attentive, and
responsive, effectively addressing their
questions and concerns.

Diagnostic process and coordination

All participants confirmed that the
diagnostic process, including test
booking, coordination, and
communication of instructions, was
smooth and efficient.

Respondents noted minimal waiting
times and clear guidance at each step of
the diagnostic pathway.

100% of participants rated their
consultation experience as
excellent

100% of participants confirmed

that the diagnostic process,
including test booking,
communication and coordination,
was smooth and efficient

100% of the respondents
confirmed that their medical
condition and treatment plan were
clearly explained

100% of participants expressed
their satisfaction with the
diagnostic services and treatment
93% of participants rated their

experience during emergency
visits as excellent
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e Clarity of medical explanation ﬁ
e Every respondent reported that their medical condition and treatment plan were e f "
clearly explained in a way they could understand.

e Participants felt empowered to make informed decisions, with adequate time l )
given to clarify doubts. s 4 A -

The utilization pattern reveals a notable increase in the adoption of diagnostic and allied healthcare
services at HP Ghosh Hospital, thanks to the EIHCRF initiative. The high utilization rates of key services,
including Cath lab procedures, CT scan, X-ray (77%) as well as blood and urine tests (80%), demonstrate
that the upgraded facilities are being extensively utilized by the community, indicating a significant
strengthening of the hospital's diagnostic capabilities.

Services availed by the beneficiaries Time taken to avail the services within the
77% 80% hospital
0 Available with short wait
27% 20% .
O 7% 53%
[
Others (CathBlood / Urine ECG MRI Dialysis . . -
Lab, CT Tests Yes, immediate access 47%

Scan, X-ray)

Figure 5: Services availed and Time taken to avail those services

Service delivery within the hospital also reflects efficient operational flow. 53% reported that services
were available after a short waiting time, while 47% received services immediately, reflecting smooth
patient flow management and minimal delays at service points. Patients reported that the turnaround
time has reduced significantly, with reports now generated within an hour instead of a full day.

Testimonials from patients

“My kidney report came in just two hours. The doctor immediately changed my medication, and by the
next day, | was already feeling much better.”

“Dada, this happened so quickly. Earlier, it took the whole day for reports to come, and now | get them
within an hour. It’s a huge relief for us.”
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In terms of medication access, availability of prescribed medications withing the hospital premises was
reported as limited. Only 7% of the respondents were able to access all their medicines directly from the
hospital, while the majority (93%) indicated that although some medicines were available onsite, they
had to purchase additional items from external pharmacies. This pattern suggests that while the hospital
pharmacy supports part of prescription requirements, there remains a significant dependency on outside
sources for complete medication fulfiiment.

Satisfaction with the diagnostic capacity was exceptionally high. This
positive feedback reinforces the effectiveness of the advanced medical
equipment supplied through the program, demonstrating significant
strides in diagnostic readiness and patient experience.

Collectively, these findings highlight HP Ghosh Hospital’'s strong
performance in delivering patient-centered consultation and diagnostic
care, marked by clear communication, timely access and minimal

financial burden for beneficiaries.
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Post treatment follow-ups

The hospital demonstrated strong performance in managing chronic conditions and providing timely
emergency care to its beneficiaries.

Among those availing chronic care, the frequency of follow-up visits indicated that HP Ghosh Hospital has
established a flexible and patient-responsive model for long-term disease management. Follow-up
patterns varied with 40% visiting the hospital as required and the remaining patients following weekly
and bi-weekly schedules. The distribution suggests that the hospital accommodates both flexible and
structured follow-up models, enabling patients to access chronic care based on the required medical
needs.

Frequency of follow-ups for chronic care Satisfaction with provided chronic care support

Asrequired I o o
hi ‘ ié‘ l’.* ;‘
Monthly I 20% l ‘ NE }
Bi-weekly 20% 100% . { 1

Weekly I 20% - e

Figure 6: Frequency of follow-ups for chronic care and satisfaction of beneficiaries with support provided

The consistently positive response highlights the hospital’s ability to provide dependable, well-managed
long-term care for patients requiring continuous clinical oversight. Emergency care services were also
viewed favorably, with 93% of patients who visited during an emergency rating their experience as
excellent. This strong rating underscores the hospital’s readiness and responsiveness in heading urgent
medical cases, reinforcing in handling urgent medical cases, reinforcing its role as a reliable point of
emergency care within the community.
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Hospital infrastructure and cleanliness

A clean, well-maintained hospital environment plays a direct and measurable role in supporting faster and
safer patient recovery. Studies from India’s National Centre for Disease Control (NCDC) show that
effective infection-prevention practices including regular disinfection, proper waste management, and
maintaining hygienic wards can reduce hospital-acquired infections (HAIs) by up to 30%, significantly
improving recovery outcomes. Clean surroundings also lower patient anxiety and create a sense of safety,
which is known to positively influence healing and pain management. When patients feel the environment
is orderly and hygienic, their confidence in the treatment process increases, contributing to better overall
recovery experiences.

Hospital infrastructure such as adequate ventilation, natural light, spacious wards, and functional
equipment further enhances patient outcomes. Research published under the National Health Systems
Resource Centre (NHSRC) notes that improved ventilation alone can cut airborne infection transmission
by 20-25%. Similarly, studies in healing environments have found that patients in well-lit rooms report
lower stress levels and may experience shorter hospital stays. Together, strong infrastructure and a positive
physical environment create conditions that support both the clinical and emotional aspects of recovery,
helping patients heal more quickly and more comfortably.

Respondents’ satisfaction with the hospital infrastructure and cleanliness

OPD waiting areas, toilets and

washrooms, diagnostic center l‘

and patient rooms or wards. 100%

Seating arrangements, lighting, l‘
ventilation and drinking water 97%

Hospital environment-including
noise levels, crowd management l‘
and general cleanliness 97%
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The hospital’s infrastructure and environmental quality emerged as one of the strongest aspects of service
delivery. Respondents consistently highlighted the comfort, organization and upkeep of the facility,
indicating that the physical environment meaningfully supports both patients and caregivers during their
time at the hospital. The overall feedback reflects high levels of trust in the hospital’s ability to maintain a
clean, functional and patient-friendly space.

The consistently high satisfaction levels across all infrastructure and cleanliness indicators demonstrate a
well-managed facility where hygiene protocols are strong, amenities are adequate, and the environment
is conducive to recovery. These findings emphasize the hospital’s commitment to maintaining a safe,
organized and welcoming atmosphere — an essential foundation for effective medical care.
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Digital record-keeping and financial aspect

HP Ghosh Hospital has effectively integrated digital systems into its daily operations, with the respondents
noting the use of Hospital Information Systems (HIS) for registration, record management, and diagnostic
workflows. This demonstrates a strong institutional shift towards digital governance and streamlined fata
handling.

Studies show that healthcare delivery systems that incorporate
digital tools and structured processes achieve significant
improvements in overall service quality. These include shorter
patient waiting times, reductions in mortality rates, better
management of drug side effects, timely access to updated
patient information for healthcare providers, fewer medical
errors, and enhanced efficiency of care processes—improving
certain service metrics by up to 60%.

100% of the respondents noted that hospital staff
consistently used digital systems for registration,

records and diagnostics.

Patients also reported that the transition to digital tools has been really smooth. The majority (90%)
experienced no delays linked to staff unfamiliarity with new systems, indicating that the hospital has
invested sufficiently in staff training and operational readiness.

Cost communication practices at the hospital were viewed positively, with 90% of respondents confirming
that service charges were clearly explained before availing care. This highlights a transparent service
environment where patients are well-informed about financial implications in advance.

The billing process itself received particularly favourable feedback. Nearly all respondents (97%) found
the billing system easy to understand and transparent, suggesting that the hospital has established a
patient-friendly financial outflow with minimal confusion and ambiguity.
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Details of the software

HIS / Software Used

TrioTree

Modules Used

Registration, Consultation, IPD, Billing, etc.

Unique IDs Generated

Unique Hospital ID, IPD Number

Registration Details

INR 300 registration fee, lifetime validity

Patient Categories

Cash patients, Insurance patients, OPD, Emergency

Documents Collected

Aadhaar Card of patient, insurance documents (if applicable)

Data Types Stored

Patient details, consultation notes, diagnostic records

Insurance Workflow

Insurance document collection & verification with insurance partners

Admission Flow

Direct (via doctors or process) or emergency

Access & Roles

Reception and Admin Team enter details, doctors update details for
patients

Integrations

Lab, Billing, Diagnostic, MIS Reporting, Emergency etc.

Backup & Security

Secure database, backups

Reporting & Analytics

Daily/Real-time

Admin/IT
Real time

Responsible Team

Update Frequency

The hospital uses Tio Tree software to manage patient registration, admission, and record maintenance in
a systematic and efficient manner. Registration is mandatory for every patient visiting the hospital, for
which a registration fee of X300 is collected. This registration is valid for a lifetime, ensuring that returning
patients can continue to use their existing records without re-registering. During this process, the patient’s
Aadhaar card is collected as proof of identity and entered the system. Once registered, the patient
proceeds either for a consultation with a doctor (where a consultation fee is charged) or for diagnostic
tests, depending on their medical needs.

Hospital admissions can take place either directly through a doctor’s recommendation or in emergency
situations where immediate medical attention is required. In emergency cases, patients are categorized as
being under observation or critical care based on their condition. Patients are further classified as cash
patients or insurance patients. For insurance patients, all necessary insurance documents are collected and
verified before proceeding with admission. After all verification and admission procedures, a Unique
Hospital Identification Number (UH ID) is generated for each patient. In cases where the patient is
admitted, an In-Patient Department (IPD) number is also created, linking all medical records, diagnostic
results, and billing details to that unique ID. This structured digital process through Tio Tree software
ensures data accuracy, easy retrieval of patient records, smooth coordination among hospital departments,
and a transparent system for both patients and hospital administration.
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Impact of the intervention

KMBL's intervention at HP Ghosh Hospital had a positive impact on patients’ health outcomes, financial
protection and ability to navigate the healthcare system.

+* Improved healthcare access and timely recovery

The program has had a positive impact on the health and recovery trajectory of patients. Respondents
shared that their overall health status has improved after receiving support, reflecting the benefits of timely
access to upgrade medical equipment and smoother clinical processes.

The efficiency of treatment completion also strengthened under the programme, with beneficiaries noting
that the improved service readiness helped them adhere to their prescribed treatment timelines.

The programme also had a strong psychological and motivational impact. 100% of respondents felt that
their chances of recovery had increased, demonstrating renewed hope and confidence in the medical
care provided. This boost in optimism is closely tied to improved treatment processes, reliable equipment
and stronger patient engagement from hospital staff.

Additionally, the hospital demonstrated strong follow-up mechanism. Beneficiaries noted that the
institution made consistent efforts to stay connected and gather feedback after treatment.

94% of respondents reported 93% of respondents reported that the

improved health status and enhanced intervention helped them complete
recovery owing to the intervention their treatment in time

100% of respondents felt that their 100% of respondents mentioned that

chances of recovery had increased the hospital contacted them for
post the intervention feedback post treatment
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+ Strengthened financial protection

The programme played a significant role in easing the financial strain associated with accessing medical
care. Respondents shared that they consistently received discounts and subsidies under hospital schemes,
which reduced their immediate out-of-pocket expenditure and made access to enhanced medical services
more affordable. This ensured that beneficiaries could utilize critical diagnostic and surgical services without
experiencing major financial distress.

()
100A) of respondents reported receiving discounts or subsidies

through hospital schemes.

Financial stress was notably lower for most patients, with a large share reporting that the programme
reduced their burden compared to other healthcare facilities. These findings highlight the programme’s
contribution to affordability and equitable access, particularly for households with limited financial
flexibility.

The intervention also helped the beneficiaries in avoiding taking loans for treatment, while many were also
able to protect household items/assets often sold during medical crisis. This demonstrates the programme’s

"N
\

broader impact in preventing long-term financial destabilization.

i

<

ol .
1) . .

97% avoided taking loans for 87 % avoided selling jewelry/ 87% nad reduced dependencies on

treatment household assets local money lenders/ external charities

Dependency on informal borrowing and external charities also declined, with beneficiaries reporting lower
reliance on community lenders or support agencies. The shift reflects strengthened financial resilience
directly attributable to the intervention.
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+»+ Assessing impact on out-of-pocket expenditure (OOPE) and medical poverty risk

The initiative has significantly improved geographical access to healthcare by equipping HP Ghosh hospital
with essential medical infrastructure. This enhancement has allowed patients to receive timely diagnosis
and treatment closer to home, reducing both travel time and costs. By strengthening local service delivery,
the initiative has brought critical healthcare within physical reach for many who previously faced barriers
due to distance and mobility constraints.

Along with geographical access, the initiative has also focused on ensuring healthcare access for the
vulnerable population. In times of rising out-of-pocket healthcare expenditure, it is crucial that
interventions reduce financial burden so that patients can access timely and essential care without risking
debt or sacrificing basic needs. Lower financial barriers directly prevent families from skipping or delaying
treatment, thereby reducing immediate and long-term health risks for vulnerable populations. Within the
sample, all beneficiaries were able to manage the treatment related expenses including travel and medical
expenses on their own, without relying on loans or mortgages.

The cliche goes that a family is just one episode of serious illness away from poverty.

According to the National Health Accounts data, the total OOPE for hospitalizations in 2021-22 was
estimated at INR 4,368,000 crores, with the average expenditure per hospitalization at INR 21,985 -
substantially higher in private facilities compared with public ones. Moreover, the proportion of
households experiencing catastrophic health expenditures- that is, money spent exceeding 10% of
household income- was around 21.8%, with most of these costs incurred during private
hospitalization.

A similar story is laid out in Niti Ayog’s report ‘Health Insurance for India’s Middle Class’- 7% of India’s

population - about 10 crore people, are pushed into poverty every year owing to high healthcare

spends.

The program resulted in a substantial reduction in out-of-pocket spending for beneficiaries. 87% of the
respondents reported that a meaningful share of treatment costs — up to 25% for most respondents —is
now covered through the discounts and subsidized treatment options provided by the hospital, lowering
the financial burden borne directly by households.

Analysis of qualitative inputs from respondents reveals that geographic barriers and high transaction costs
led many patients to forgo diagnostic evaluations, resulting in latent demand and potential underestimation
of true health system costs from an allocative efficiency perspective.
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This reduction in personal spending translated into greater financial stability overall, as patients were able
to avoid borrowing, distress sales, and other steps commonly used to pay for healthcare. The programme’s
financial support not only reduced immediate expenses but also safeguarded long-term household
resources.

Financial stress can quickly accumulate during medical treatment, often compelling households to cut back
on essentials or seek external borrowing. The intervention helped ease this pressure by lowering out-of-
pocket costs for several beneficiaries. For instance, Taniya, a graduate employed in the private sector, saw
her monthly medical expenses reduce from INR 6,000 to INR 4500 — a shift that made her ongoing
treatment more manageable. Her experience demonstrates how even the modest cost reductions can
create meaningful financial relief for working families.

++ Enhanced System Navigation and Linkages

The intervention has significantly strengthened patients’ ability to connect with broader support systems.
Most beneficiaries (97%) reported that the programme enabled them to access relevant government
health schemes-expanding their entitlements and improving long-term coverage.

Linkages with NGOs and additional hospital support structures have also improved, with 97% noting
enhanced connection with different NGOs and hospital support structures. These linkages extend the
support ecosystem available to the patients beyond their immediate clinical needs.

The programme also fostered a greater sense of
Strengthened linkages to support networks autonomy among beneficiaries, with all the
97% 97% respondents acknowledging that they now feel
capable of navigating the health system by
themselves. This reflects improved awareness,
confidence, and understanding of healthcare

processes.

Connect with Government Connect with Other
Health Schemes NGOs/Hospital support

Figure 7: Strengthened linkages to support networks
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e Enhanced Patient Confidence and Trust

> 100% of respondents reported feeling significantly more confident in @

navigating the healthcare system independently.

> 100% of respondents also expressed their satisfaction with the facility and f \

indicated they would recommend it to others.

HP Ghosh Hospital delivers exceptionally high patient satisfaction through its upgraded
diagnostic and treatment services, translating into strong trust and advocacy among
beneficiaries.
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SWOT Analysis

SWOT analysis is a strategic planning technique used to identify and evaluate the strengths, weaknesses, opportunities, and threats of an
initiative. It is a framework that helps to assess the internal and external factors that can affect the impact and sustainability of a programme.
It helps in identifying potential risks and developing effective strategies for making informed decisions to enhance the impact and
sustainability of the program. It also supports streamlining the monitoring and evaluation process and improving accountability.

, STRENGTHS WEAKNESSES
+ Enhanced healthcare access » Partial availability of medicines
enabling delivery of advanced within hospital pharmacy.
diagnostic and treatment services » Minor delays experienced by a

under one roof
« Efficient registration process and
low turnaround time .
+ Affordable care with subsidies and
reduced financial burden
« Strengthened institutional capacity
to cater to diverse medical needs

small segment due to digital
transitions.

Limited community engagement
mechanisms for feedback.

U |
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STRENGTHS
l bl  OPPORTUNITIES THREATS
+ Expand community outreach and + Management and maintenance of
) WEAKNESSES . !
referral linkages equipment
' » Integration with existing public + Equipment downtime or technical
\ OPPORTUNITIES healthcare systems for advanced failures, potentially disrupting

THREATS

care
Expand diagnostic capacity further
with advanced testing options
Regular training and development
for hospital staff

service delivery.
Attrition of skilled medical and
technical personnel



Case Studies

Saheli Mishra*: service availed — X Ray

Saheli Mishra, a 39-year-old resident of Sector V, Kolkata, was struggling to manage her household budget
due to high medical expenses. She had been visiting various hospitals, but the costs were adding up, and
she was finding it difficult to make ends meet. That was until she discovered HP Ghosh Hospital, which
offered her a glimmer of hope.

Saheli's experience at the hospital was nothing short of exceptional. She was impressed by the smooth
registration process, which took barely 15-30 minutes. The hospital's staff were polite and attentive, and
the premises were clean and comfortable. She availed of services such as X-ray and was pleased with the
quality of care she received.

What struck Saheli most was the hospital's commitment to providing affordable healthcare. Her monthly
medical expenses reduced from INR 2000 to INR 1500, which was a significant relief. She was able to manage
her household budget better and was grateful for the hospital's affordable prices.

Saheli's story is a testament to the impact that HP Ghosh Hospital has had on her life. She is no longer
struggling to make ends meet and is able to focus on her health without worrying about the financial
burden. She has already recommended the hospital to her friends and family and looks forward to
continuing to receive quality care from the hospital in the future.

Ritu Das*; service availed — ECG Blood/Urine Test

Ritu Das, a 32-year-old resident of Karunamoyee, Kolkata, visited HP Ghosh Hospital with a mix of
expectations and apprehensions. She had heard about the hospital's reputation for providing quality care,
but she was also concerned about the cost and the quality of services.

To analyze Ritu's satisfaction with the hospital, we can look at various aspects of her experience. She
reported a smooth registration process, which took 15 minutes, and was pleased with the hospital's
emergency services, which were available 24/7. She availed of services such as ECG and Blood/urine test
and was satisfied with the quality of care she received.

Ritu's satisfaction can be measured on various parameters, including staff behavior, cleanliness, and quality
of care. She rated the hospital's staff behavior as excellent, citing their courtesy and helpfulness throughout
her visit. She also appreciated the hospital's cleanliness and the quality of care she received.
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In terms of cost, Ritu's monthly medical expenses reduced from INR 5000 to INR 4000, which was a
significant relief. She was able to manage her household budget better and was grateful for the hospital's
affordable prices.

Overall, Ritu's experience at HP Ghosh Hospital was positive, and she was satisfied with the quality of care
and services she received. She would definitely recommend the hospital to her friends and family

Anik Mukherjee*; service availed: Dialysis

Anik Mukherjee, a 35-year-old resident of Raja Bagan, Kolkata, is a patient who has been receiving Dialysis
treatment at HP Ghosh Hospital. His experience at the hospital has been marked by high-quality care and a
commitment to affordability.

Anik's treatment at the hospital has been comprehensive, with a focus on providing him with the best
possible care. The hospital's staff were courteous and helpful, and the premises have been clean and
comfortable. He has been pleased with the quality of care he has received, and the doctors have taken
the time to explain his reports and condition clearly.

One of the key aspects of Anik's experience at the hospital has been the affordability of the treatment. His
monthly medical expenses have remained the same at INR 5000, but the quality of care and services has
improved significantly. He has been able to manage his household budget better and is grateful for the
hospital's affordable prices.

Overall, Anik's experience at HP Ghosh Hospital has been positive, and he would recommend the hospital
to his friends and family. The hospital's commitment to providing high-quality, affordable care has made a
significant difference in his life, and he looks forward to continuing to receive treatment at the hospital in
the future.

* Names of the patients have been changed to protect identities
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Stakeholders Speak

Dr. Gargi Majumder, HP Ghosh Hospital
Experience: 14 years of overall experience, 5 years of experience with EIHCRF

Background and Infrastructure Upgrades: Dr. Gargi Majumder, a seasoned medical professional with 14
years of experience, including 5 years at EIHCRF, has been instrumental in shaping the cardiovascular care
services at EIHCRF. The hospital has recently upgraded its infrastructure, adding new equipment and
facilities, which have significantly improved patient care and outcomes. Dr. Majumder has been at the
forefront of leveraging these new facilities to enhance patient care and outcomes.

Service Delivery: The hospital's service delivery has improved significantly with the new infrastructure. Dr.
Majumder mentions that the new anaesthesia workstation, multipara monitors, and OT table have made
surgery very safe. The hospital now handles 10-12 major cases daily, with a significant increase in ICU
admissions (90-100 per month) and major surgeries (65-75 per month). The new equipment has also
enabled the hospital to handle complex cases, such as a recent 7-hour liver surgery, which was a success
due to the new monitors. The diagnostic support at the hospital has also improved, with the lab managing
the load efficiently. The number of tests has increased significantly, from around 100 per day to 360-380
per day.

Patient Care and Outcomes: The hospital's patient care and outcomes have also improved, with
approximately 1,300 patients using the new machines every month. The hospital has seen improved
outcomes, including faster recovery times and reduced deaths. Around 200 chronic patients come regularly
for check-up.

Staff Collaboration: Dr. Majumder emphasizes the importance of staff collaboration in providing quality
care. The hospital has daily morning meetings with nurses and doctors, and a WhatsApp group for urgent
matters, which facilitates collaboration. The pharmacy is also better now after 24-hour duty started.

Affordability and Access: In terms of affordability and access, most patients are from poor families, and the
hospital provides discounts based on income proof or BPL card. The hospital's packages are cheap, so
people come back on time.

Recommendations: However, Dr. Majumder identifies several challenges that need to be addressed. She
recommends acquiring additional resources, such as one more ventilator and a better hormone analyzer.
The hospital's HIS server needs an upgrade to improve efficiency. Dr. Majumder also suggests that a free
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pick-up van for very poor patients would help a lot, and monthly free check-up camps in nearby areas would
improve access to care.

Sustainability: In terms of sustainability, Dr. Majumder emphasizes the importance of securing long-term
operational grants and setting up an endowment fund to ensure financial sustainability. If external support
stops, charges will increase, and poor patients will not be able to access care.

Gaps in Care and Pressing Needs: Dr. Majumder also identifies gaps in high-quality, subsidized Oncology
(Cancer) care and Trauma/Emergency Stabilization services. She recommends expanding the hospital's
services to include these specialties and partnering with local NGOs to provide seamless referral and post-
discharge follow-up.

Diptanu Barman, Senior Nurse, HP Ghosh Hospital
Experience: 8 years of overall experience, 5 years of experience with EIHCRF

Patient Care and Experience: As a Senior Nurse with 8 years of experience, including 5 years at EIHCRF, Mr.
Barman has seen significant improvements in patient care. Previously, the hospital faced equipment
shortages, including old OT lights and only one working sterilizer, which often delayed or cancelled
surgeries. However, with KMBL's support, the new modular OT, LED lights, and sterilizer have resolved these
issues, enabling us to run two OTs simultaneously without concerns.

Impact on Patient Care: The new infrastructure upgrade has positively impacted patient care, allowing us
to perform critical procedures, such as endoscopy and neuro procedures, safely within the hospital. |
supervise the dialysis unit, ensuring that every machine is checked before use and monitoring patients
during treatment. The reduced service costs have encouraged patients to complete their treatment, with
almost everyone finishing their full course of dialysis.

Equipment and Training: They received comprehensive training on the new equipment from company
technicians, which has boosted my confidence in using advanced tools, such as monitors, diathermy, and
lab machines. His role involves preparing the OT, checking machines, assisting doctors during surgery, and
processing urgent samples in pathology.

Digital Record Keeping and Transparency: The hospital uses the Hospital Information System (HIS) for all
patient records, which has minimized errors and ensured transparent billing. Patients can see every charge
on their bill, promoting trust and accountability.

Patient Feedback and Experience: Patients have expressed satisfaction with the new facilities, feeling safe
and comfortable with the care provided. The hospital administration makes effort to explain procedures in
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Bengali, keep families updated, and provide emotional support to patients. One notable case was a daily-
wage worker who underwent a significant stomach operation at a minimal cost and returned after 3
months, expressing gratitude.

Staff Collaboration and Support: | work closely with doctors, conducting morning rounds and
communicating through WhatsApp. Junior staff are supportive, but we require additional permanent staff
for night duty. The administration is responsive to our needs, arranging urgent requests promptly.

Recommendations: KMBL's support has made advanced treatment accessible to low-income patients. To
further improve services, | suggest providing free transport assistance or partnering with local panchayats
to increase accessibility. Additional resources, such as a standby generator and multipara monitors, would
enhance our capacity to provide quality care.

Future Plans and Suggestions: To improve patient flow and experience, he recommends designating one
person for token and registration, streamlining the process, and adding more fans or coolers to the waiting
area during summer. These changes will further enhance the overall patient experience at EIHCRF.

Mr. Atul Mondal, Lab Technician, HP Ghosh Hospital

Experience: 5 years of overall experience, 2 years of experience with EIHCRF

Lab Operations and Equipment Utilization: Mr. Mondal, a Lab Technician with 5 years of experience in
healthcare administration, including 2 years at EIHCRF, oversees the lab's daily operations. The lab stays
busy almost every day, with a significant increase in patients since receiving new equipment from KMBL.
Four new machines were received, including two big analysers, one hematology, and one hormone
machine, which have enabled the lab to provide faster and more accurate test results. The lab utilization is

high, with machines running from morning till evening, and rarely idle.

Impact on Capacity, Waiting Time, and Quality of Care: The new equipment has significantly improved the
lab's capacity, allowing for same-day test results and reducing waiting times for patients. This has led to an
increase in patients opting to have their tests done at the lab. The quality of the equipment is rated as "Very
Good". Daily cleaning and calibration are performed, and a company engineer visits for service as needed.
This has ensured that the equipment is well-maintained and functioning optimally.

Pricing, Subsidy, and Patient Access: Patients appreciate the affordability of the lab services, which is
comparable to outside labs. Many patients receive concessions, although the exact process is not known.
Travel is a significant challenge for patients, but the affordable services have made it possible for them to
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access quality care. The lab conducts various tests, including kidney function, liver function, sugar, CBC, and
thyroid tests.

HIS, Staffing, Training, and Feedback: The Hospital Information System (HIS) is used to type reports, which
sometimes experiences slow network issues. However, the HIS has improved record-keeping and reduced
errors. The lab currently has only two technicians, which can lead to crowding during peak hours. However,
the company provided comprehensive training when the new machines arrived, which has enabled the
technicians to effectively utilize the equipment and provide quality services. The in-charge monitors daily
test counts, and patients occasionally provide feedback on the speed of report delivery.

Community Impact and Challenges: Faster test results have enabled doctors to start medication on the
same day, leading to quicker recovery for patients. Patients appreciate prompt service, with some
commenting on the speed of report delivery. The lab has made a significant impact on the community,
providing accessible and affordable lab services. However, power cuts are a significant challenge, and a
better UPS is recommended.

Sustainability: Kidney and liver patients are the most common at the lab, and smaller labs outside can't
perform proper tests. Continued support is essential to maintain the lab's operations and provide quality
care to patients. The lab relies on KMBL's support to maintain equipment and provide affordable services
to patients. If KMBL's support stops, the high cost of reagents may force poor patients to seek care at
government hospitals, leading to longer waiting times.
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Alignment with OECD DAC Framework

Evaluation Dimension Focus Areas

HP Ghosh Multispecialty Hospital serves a pressing need in underserved peri-

urban and semi-rural regions, offering comprehensive services at an affordable
Relevance price. Its patient-centric design and pricing strategy, including integration with
schemes like Swasthya Sathi, show that the program is well-attuned to the
healthcare realities of its target community

The program demonstrates strong internal and external coherence, with an
integrated design that connects infrastructure, digital systems, trained staff,
Coherence and pricing mechanisms. It also integrates well with state-run schemes and
collaborates with CSR partners, facilitating subsidized care for diverse patient
segments

The program at HP Ghosh Hospital has demonstrated exceptional
effectiveness in delivering patient-centered care, improving health outcomes,
] and enhancing financial protection for beneficiaries. The hospital's
Effectiveness i . .
strengthened infrastructure and streamlined clinical processes have resulted
in improved healthcare access, timely recovery, and increased patient

satisfaction.

The program uses resources efficiently, with strategic allocation of resources

Effici provided by KMBL towards purchasing advanced medical equipment. The
cienc

v partnership between KMBL and EIHCRF enables efficient use of resources,

leveraging the strengths of both organizations to achieve greater impact.

The program makes a significant difference in the lives of individuals by
| ¢ providing access to quality healthcare services, a fundamental human right. Its
mpac

P impact is evident in improved health outcomes and enhanced quality of life for

patients, as well as a strengthened healthcare system in Kolkata.

The program's long-term approach is evident in the establishment of advanced
medical facilities and enhancement of EIHCRF's capabilities, aiming for
sustained impact beyond the initial investment period. The partnership
L between KMBL and EIHCRF is designed to be enduring, prioritizing
Sustainability - . . — o
sustainability and creating lasting change.By prioritizing sustainability, the
program sets itself up for success and makes a meaningful contribution to the

development of the healthcare sector in India.
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Alignment with SDGs

SDG 1: No Poverty

By providing access to quality healthcare services, the initiative reduced the financial burden on individuals
and families, preventing poverty due to healthcare expenses. This contributes to poverty reduction and
substantial coverage of the poor and vulnerable.

SDG 3: Good Health and Well-being

By enhancing access to quality essential healthcare services and affordable medicines, the intervention
improved diagnostic and treatment capabilities, and reduced deaths and illnesses from environmental
pollution, ultimately leading to better patient outcomes and universal health coverage.

SDG 4: Quality Education

The program aligns with SDG 4, specifically target 4.7, by providing capacity-building for healthcare
professionals through advanced medical equipment and enhanced diagnostic and treatment capabilities,
ultimately contributing to inclusive and equitable quality education in the field of healthcare.

SDG 9: Industry, innovation and Infrastructure

The program supports SDG 9, target 9.1, by developing reliable and sustainable infrastructure to support
economic development and human well-being. The focus on advanced medical equipment and enhanced
diagnostic and treatment capabilities is essential for providing quality healthcare services.

SDG 10: Reduced Inequalities

The program aligns with SDG 10, target 10.2, by promoting greater equality of opportunity and outcome for
all. By providing access to quality healthcare services for the middle-class segment of society, the program
helps reduce health inequalities and promotes social inclusion.

SDG 16: Peace, Justice and Strong Institutions

The program supports SDG 16, target 16.3, by promoting the rule of law and equal access to justice for all.
Access to quality healthcare services can be seen as a form of access to justice, particularly for marginalized
and vulnerable populations.

SDG 17: Partnerships for the Goals

The program demonstrates a collaborative approach to achieving sustainable development goals through a
partnership between KMBL and EIHCRF. This partnership mobilizes resources and expertise to support the
achievement of sustainable development goals, aligning with target 17.17.
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Recommendations and Way forward

The Kotak Mahindra Bank Limited (KMBL), in collaboration with the EIHCRF initiative, has made notable
progress in increasing access to high-quality and affordable healthcare for communities in and around
Kolkata, West Bengal. As a result of the support, patients from diverse socio-economic backgrounds,
particularly those from lower- and middle-income groups who often face challenges in accessing specialized
medical services, have experienced improved diagnostic and treatment accessibility.

The intervention has substantially improved access to quality, affordable, and patient-centered healthcare
for communities served by the hospital. Upgraded medical infrastructure, strengthened diagnostic capacity,
and the adoption of digital systems have collectively enhanced the facility’s efficiency and responsiveness.
Patients reported marked improvements in health outcomes, timely completion of treatment, and
increased confidence in recovery, demonstrating the direct clinical benefits of the programme.

Financial protection emerged as one of the most significant areas of impact, with beneficiaries experiencing
reduced out-of-pocket expenditure, wider access to subsidies, and decreased reliance on high-risk coping
strategies such as borrowing or asset liquidation. The programme has also deepened patient linkages with
government schemes, support networks, and broader health systems, enabling greater navigational
confidence and long-term autonomy.

High levels of satisfaction across consultation quality, staff behavior, service availability, and emergency care
indicate strong trust in the hospital’s capabilities. The universal willingness to recommend the facility
reflects rising community confidence and reinforces the hospital’s role as a reliable and accessible
healthcare provider. Overall, the initiative has established a robust foundation for sustainable, equitable,
and patient-focused healthcare delivery.

e Streamline appointment scheduling and reduce waiting times: Implement an integrated scheduling
platform using EMR-linked digital queue management and staff allocation algorithms. This system
should automate patient appointments, optimise resource use during peak hours, and minimise
bottlenecks by dynamically adjusting staff rosters based on real-time patient flow and demand
forecasting

o Strengthen follow-up and chronic care management: Implement structured patient tracking
through digital health records, enabling proactive follow-up, medication adherence reminders, and
automated alerts for scheduled reviews of long-term patients

e Introduce continuous staff training and development programmes: Establish regular capacity-

building sessions, skill enhancement workshops, and digital learning modules to ensure up-to-date
clinical knowledge, improved service quality and better patient engagement
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o Implement real-time patient feedback and monitoring systems: Integrate digital kiosks, mobile
surveys, and manual feedback channels to capture patient satisfaction data in real time, enabling
rapid identification of service gaps and responsive corrective actions

e Optimise workforce efficiency and staffing allocation: Use predictive analytics to forecast peak-hour
patient loads, balance staff deployment, and improve nurse-to-patient ratios by recruiting additional
personnel and ensuring equitable workload distribution

By reinforcing these areas, the EIHCRF-KMBL initiative can evolve into a replicable and sustainable model
of community-centred healthcare, demonstrating how strategic CSR partnerships can strengthen local
health infrastructure, promote equity and deliver lasting social impact across underserved regions.
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About HP Ghosh Hospital — a unit of Eastern India Heart Care and Research
Foundation

HP Ghosh Hospital was initiated in 2023 and headquartered in Kolkata as a unit of Eastern India Heart Care
and Research Foundation. The hospital was established with a mission to enhance the well-being of our
community, working diligently towards their commitment to excellence, compassion, and innovation.
They are also one of the multi-specialty hospitals to bring together healthcare experts with extensive
experience in offering the best-in-class medical services and post-operative tertiary care with cutting-edge
technologies, and machines and making it affordable for all classes and sections. HP Ghosh Hospital has
put modern technology in the hands of renowned doctors to set new standards in healthcare. The medical
practices and procedures that are followed here are research-oriented and best. They provide top-notch
services like — an open patient-centric environment which is clubbed with affordability, and this has made
up one of the most revered hospitals among all. They are actively working towards building a future where
the best possible care is available to everyone.

Mission: Driven by passion, compassion, and an ethos of specialized experience, they are committed to
bring to people, a diversified team of health practitioners with relevant and strong experience. Through
world-class health solutions and technology, the aim is to drive patient-friendly holistic healthcare aimed
at promoting wellness and preventing illness, while making them accessible to all. The consistent focus
remains on treating disease with a culture of continuous collaboration, learning & innovation.

About the Program - Procurement of Medical Equipment

In a significant partnership, Kotak Mahindra Bank Limited (KMBL), through its Corporate Social
Responsibility (CSR) initiatives, collaborated with EIHCRF to address the pressing challenges of inadequate
healthcare infrastructure in Kolkata, the capital city of West Bengal, at its hospital and research center. As a
multi-specialty hospital, EIHCRF caters to patients across various medical departments, offering
comprehensive treatment that extends beyond cardiac and diabetic care.

The primary objectives of the program include provision of medical equipment, procuring and installing
essential diagnostic and monitoring equipment. Another key objective is to improve accessibility and quality
of care by enhancing medical infrastructure to ensure patients have access to quality care, diagnostic tools,
and treatment options. Additionally, the program aims to foster collaboration and support by partnering
with private entities and non-profit organizations to fill gaps in the healthcare system.

KMBL strengthened the hospital's clinical infrastructure by supplying a comprehensive range of medical and
diagnostic equipment, including OT sterilizers, modular operation theatre components, and pathology lab
machines. These additions have significantly enhanced the hospital's ability to conduct specialized
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procedures, improve diagnostic accuracy, and elevate the overall quality and efficiency of surgical and
laboratory services.

To ensure effective utilization, company technicians provided extensive hands-on training to hospital staff
on equipment operation, safety protocols, troubleshooting, and maintenance requirements. Following the
installation of the new equipment and training, the hospital observed a substantial increase in its diagnostic
capacity, with daily tests rising from 100 per day to 370 per day, serving approximately 1,250 patients each
month, reflecting increased service uptake and improved accessibility of essential diagnostic and OT
procedures.
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About Crisil

Crisil is a global, insights-driven analytics company. Our extraordinary domain expertise and analytical
rigour help clients make mission-critical decisions with confidence.

Large and highly respected firms partner with us for the most reliable opinions on risk in India, and for
uncovering powerful insights and turning risks into opportunities globally. We are integral to multiplying
their opportunities and success.

Headquartered in India, Crisil is majority owned by S&P Global.

Founded in 1987 as India’s first credit rating agency, our expertise today extends across businesses: Crisil
Ratings, Crisil Intelligence, Crisil Coalition Greenwich and Crisil Integral 1Q.

Our globally diverse workforce operates in the Americas, Asia-Pacific, Europe, Australia and the Middle
East, setting the standards by which industries are measured.

For more information, visit www.Crisil.com

Connect with us: LINKEDIN / Twitter,

https://www.linkedin.com/company/crisil/, https://x.com/CrisilLimited

About Crisil Intelligence (formerly Market Intelligence & Analytics)

Crisil Intelligence is a leading provider of research, consulting, risk solutions and advanced data analytics,
serving clients across government, private and public enterprises. We leverage our expertise in data-
driven insights and strong benchmarking capabilities to help clients navigate complex external
ecosystems, identify opportunities and mitigate risks. By combining cutting-edge analytics, machine
learning and Al capabilities with deep industry knowledge, we empower our clients to make informed
decisions, drive business growth and build resilient capacities.

For more information, visit https://intelligence.crisil.com/
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