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Abstract : This study was conducted at Tata Memorial Hospital (TMH), Mumbai, India. The study was to evaluate the impact
of adapting Smart Card (SC) for clinical and business transactions in order to reduce Lead times and to enforce business rules
of the hospital. The objective for implementing the Smart Card was to improve the patient perception of quality in terms of
structures process and outcomes and also to improve the productivity of the Institution. The Smart Card was implemented in
phases from 2011 and integrated with the Hospital Information System (HIS/EMR). The implementation was a learning curve
for all the stake holders as software obviated the need to use hardcopies of transactions. The acceptability to the stake holders
was challenge in change management. The study assessed the impact 3 years into the implementation and the observed trends
have suggested that it has decreased the lead times for services and increased the no of transactions and thereby the
productivity. Patients who used to complain of multiple queues and cumbersome transactions now compliment the
administration for effective use of Information and Communication Technology.
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