
www.oneworld.net.in
owsa@oneworld.net

July 2012

Governance Knowledge Centre
Promoted by Department of Administrative Reforms 
and Public Grievances
Ministry of Personnel, Public Grievances and Pensions, 
Government of India
http://indiagovernance.gov.in/

Researched and Documented by

OneWorld Foundation India

Dr. SMS
Facilitating Healthcare through Mobile 
Technology



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

Table of Contents 
EXECUTIVE SUMMARY ................................

METHODOLOGY ................................

BACKGROUND ................................

PROJECT DESIGN ................................

Key Stakeholders................................

Work Flow ................................

Funding ................................

Monitoring and Evaluation

Enhancements................................

ACHIEVEMENTS ................................

CHALLENGES IN IMPLEMENTATION

POTENTIAL FOR REPLICATION

SUSTAINABILITY OF THE PROJECT

CONCLUSION ................................

REFERENCES ................................

APPENDIX A – INTERVIEW QUESTIONNAIRE

 

 

Transparency and Accountability

Governance Knowledge Centre 

Promoted by Department of Administrative Reforms and Public Grievances 

Ministry of Personnel, Public Grievances and Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

Dr. SMS: Facilitating health care 

mobile technology

................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................

................................................................................................

................................................................................................................................

................................................................................................................................

valuation ................................................................................................

................................................................................................

................................................................................................................................

CHALLENGES IN IMPLEMENTATION ................................................................

POTENTIAL FOR REPLICATION ................................................................................................

SUSTAINABILITY OF THE PROJECT ................................................................

................................................................................................................................

................................................................................................................................

INTERVIEW QUESTIONNAIRE ................................................................

 

Transparency and Accountability 

Case Study  
Health 

Dr. SMS: Facilitating health care through 

mobile technology 

 July 2012 

1 

......................................................... 2 

..................................... 3 

........................................ 3 

.................................................................... 4 

............................................................. 4 

....................................... 5 

............................................ 8 

........................................... 8 

.................................................................. 8 

..................................... 9 

............................................................ 10 

....................................... 11 

................................................................ 11 

........................................ 12 

.......................................... 13 

............................................. 14 



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

EXECUTIVE SUMMARY
Dr SMS is one of the pioneering projects of the Kerala State IT Mission (KSITM), a technology 

implementation wing of the Government of Kerala in India. It was launched on the 29th of 

May, 2008 as a pilot in the Kozhikode district of Kerala. Dr. SMS aimed a

health care resources through the simple and innovative use of mobile telephony. 

initiation of this project, the availability of reliable information about health facilities in the 

region was limited. It had imposed the 

effectively ensure the creation and dissemination of health care related information to the 

citizens in a timely manner. 

In order to effectively meet the paucity of health care related information, Kerala ha

develop a model of implementation that could render medical services at a citizen’s doorstep in 

real time. Dr. SMS has played a crucial role in improving the reach of health care services in the 

state of Kerala. Based on an innovative mobile

enabled an SMS gateway that helps citizens access essential information about medical services 

and facilities within a click of a button. The adoption of a mobile

relevant especially with almost 72 per cent of Kerala's population actively using mobile phones 

The service rendered under the project is based on open source software for its operations and 

the database is provided by National Rural Health Mission (NRHM). Introduced as a web page 

application by National Informatics Centre (NIC), the service was later developed into a SMS 

gateway to intensify its penetration into the region.

have to send a preformatted SMS to the short code number 537252 

SMS.  

 

Encouraged by its wide spread popularity, in less than a year of its launch, Dr SMS was 

inaugurated at the state level. This project is currently operational in 13 districts of Kerala and 

would soon be expanded to cover the entire state. 

per day. The widespread impact of the initiative has motivated other states to replicate a 

similar model of service delivery

 

The success of the project has been recognised nationally. Dr. SMS has earned the Kerala State 

IT Mission (KSITM), the Computer World Honour’s Program Laureate award 2011 in the 

category of health. The project was later integrated into Em

governance intervention with the objective of enhancing the scope of its service delivery.
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EXECUTIVE SUMMARY 
Dr SMS is one of the pioneering projects of the Kerala State IT Mission (KSITM), a technology 

implementation wing of the Government of Kerala in India. It was launched on the 29th of 

May, 2008 as a pilot in the Kozhikode district of Kerala. Dr. SMS aimed a

health care resources through the simple and innovative use of mobile telephony. 

initiation of this project, the availability of reliable information about health facilities in the 

region was limited. It had imposed the need for a service delivery mechanism that could 

effectively ensure the creation and dissemination of health care related information to the 

In order to effectively meet the paucity of health care related information, Kerala ha

develop a model of implementation that could render medical services at a citizen’s doorstep in 

Dr. SMS has played a crucial role in improving the reach of health care services in the 

innovative mobile-based information dissemination model, It has 

enabled an SMS gateway that helps citizens access essential information about medical services 

and facilities within a click of a button. The adoption of a mobile-based governance model was 

most 72 per cent of Kerala's population actively using mobile phones 

The service rendered under the project is based on open source software for its operations and 

the database is provided by National Rural Health Mission (NRHM). Introduced as a web page 

application by National Informatics Centre (NIC), the service was later developed into a SMS 

gateway to intensify its penetration into the region. In order to avail medical information, users 

have to send a preformatted SMS to the short code number 537252 at a minimal cost of Rs. 2 per 

Encouraged by its wide spread popularity, in less than a year of its launch, Dr SMS was 

inaugurated at the state level. This project is currently operational in 13 districts of Kerala and 

would soon be expanded to cover the entire state. On an average, Dr.SMS receives 1,500 hits 

The widespread impact of the initiative has motivated other states to replicate a 

similar model of service delivery 

The success of the project has been recognised nationally. Dr. SMS has earned the Kerala State 

(KSITM), the Computer World Honour’s Program Laureate award 2011 in the 

category of health. The project was later integrated into Em-power Kerala project, another m

governance intervention with the objective of enhancing the scope of its service delivery.
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Dr SMS is one of the pioneering projects of the Kerala State IT Mission (KSITM), a technology 

implementation wing of the Government of Kerala in India. It was launched on the 29th of 

May, 2008 as a pilot in the Kozhikode district of Kerala. Dr. SMS aimed at improving access to 

health care resources through the simple and innovative use of mobile telephony. Prior to the 

initiation of this project, the availability of reliable information about health facilities in the 

need for a service delivery mechanism that could 

effectively ensure the creation and dissemination of health care related information to the 

In order to effectively meet the paucity of health care related information, Kerala had to 

develop a model of implementation that could render medical services at a citizen’s doorstep in 

Dr. SMS has played a crucial role in improving the reach of health care services in the 

nformation dissemination model, It has 

enabled an SMS gateway that helps citizens access essential information about medical services 

based governance model was 

most 72 per cent of Kerala's population actively using mobile phones  

The service rendered under the project is based on open source software for its operations and 

the database is provided by National Rural Health Mission (NRHM). Introduced as a web page 

application by National Informatics Centre (NIC), the service was later developed into a SMS 

In order to avail medical information, users 

at a minimal cost of Rs. 2 per 

Encouraged by its wide spread popularity, in less than a year of its launch, Dr SMS was 

inaugurated at the state level. This project is currently operational in 13 districts of Kerala and 

SMS receives 1,500 hits 

The widespread impact of the initiative has motivated other states to replicate a 

The success of the project has been recognised nationally. Dr. SMS has earned the Kerala State 

(KSITM), the Computer World Honour’s Program Laureate award 2011 in the 

power Kerala project, another m- 

governance intervention with the objective of enhancing the scope of its service delivery. 
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METHODOLOGY 
The Governance Knowledge Centre (GKC) research team identified Dr. SMS as a best practice 

with the objective of documenting an innovative model of service delivery that leverages 

mobile technology to avail citizens’ authentic health care related informatio

 

The background study on the project was based on secondary research methods including web 

based information on the working design and impact of the initiative. The findings were 

verified through a telephonic interview with the Mission Co

Mr Sabarish K. The interview was based on a semi structured questionnaire. 

interview was conducted with the implementation agency only, instances of informational bias 

cannot be denied. 

BACKGROUND 
In spite of having a low per capita income, Kerala has managed to attain health indicators that 

are at par with the advanced countries of the world. According to the statistics presented in the 

Economic Review 2008 (State Planning Board, Trivandrum), Kerala fares bet

national average in terms lower death and infant mortality rates (IMR) and higher life 

expectancy at birth. The table below presents the overall performance of the state of Ker

against the national average:  

A comparative overview of the p

India 

Source: Economic Review 2011, State Planning Board, Trivandrum
 

Indicators Kerala

Crude Death 

Rate 

 

6.8%

Infant 

Mortality Rate 

 

12 

Life 

expectancy at 

birth 

Male

71.3

 

While the state has been able to outperform others regions in terms of securing improved 

health indicators, rising morbidity levels in 

years, “lifestyle diseases” such as diabetes, 

become highly prevalent in the region

Leptospirosis, Malaria, Chikungunya and Dengue
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The Governance Knowledge Centre (GKC) research team identified Dr. SMS as a best practice 

with the objective of documenting an innovative model of service delivery that leverages 

mobile technology to avail citizens’ authentic health care related informatio

The background study on the project was based on secondary research methods including web 

based information on the working design and impact of the initiative. The findings were 

verified through a telephonic interview with the Mission Co-ordinator, Kerala State IT Mission, 

Mr Sabarish K. The interview was based on a semi structured questionnaire. 

interview was conducted with the implementation agency only, instances of informational bias 

having a low per capita income, Kerala has managed to attain health indicators that 

are at par with the advanced countries of the world. According to the statistics presented in the 

Economic Review 2008 (State Planning Board, Trivandrum), Kerala fares bet

national average in terms lower death and infant mortality rates (IMR) and higher life 

The table below presents the overall performance of the state of Ker

  

A comparative overview of the primary health indicators of Kerala and 

Source: Economic Review 2011, State Planning Board, Trivandrum

Kerala India 

6.8% 

 

7.3% 

 

 

50 

Male Female Male Female

71.3 76.3% 62.3% 63.9%

While the state has been able to outperform others regions in terms of securing improved 

morbidity levels in Kerala is an emerging health concern  Over the 

“lifestyle diseases” such as diabetes, hypertension, heart diseases and cancer

become highly prevalent in the region. The intensity of the spread of contagious diseases like 

Chikungunya and Dengue has also increased.  
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The Governance Knowledge Centre (GKC) research team identified Dr. SMS as a best practice 

with the objective of documenting an innovative model of service delivery that leverages 

mobile technology to avail citizens’ authentic health care related information in real time.  

The background study on the project was based on secondary research methods including web 

based information on the working design and impact of the initiative. The findings were 

ordinator, Kerala State IT Mission, 

Mr Sabarish K. The interview was based on a semi structured questionnaire. Since the 

interview was conducted with the implementation agency only, instances of informational bias 

having a low per capita income, Kerala has managed to attain health indicators that 

are at par with the advanced countries of the world. According to the statistics presented in the 

Economic Review 2008 (State Planning Board, Trivandrum), Kerala fares better than the 

national average in terms lower death and infant mortality rates (IMR) and higher life 

The table below presents the overall performance of the state of Kerala 

rimary health indicators of Kerala and 

Source: Economic Review 2011, State Planning Board, Trivandrum 

Female 

63.9% 

While the state has been able to outperform others regions in terms of securing improved 

Kerala is an emerging health concern  Over the 

hypertension, heart diseases and cancer have 

ontagious diseases like 
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Improving citizens’ access to 

hour.  

To address this challenge, DR SMS was launched by the Kerala State Information 

Mission (KSITM) to avail the citizens

facilities based on an innovative SMS

the citizens, the major service receipts include 

centres, private hospitals and such others

A centralized facility for Dr SMS has also be

Trivandrum. Following the success of the pilot phase, Honourable Minister for Health and 

Family Welfare on 20th July 2009 

OBJECTIVE 
Dr.SMS initiative secures a comprehensive 

citizens of Kerala via SMS. The primary objectives of this project can be specified as the 

following;  
• Enhancing access to reliable information on health services 

• Disseminating information on local medical an

•  Spreading awareness regarding emerging diseases through regular SMS

informational alerts. 

PROJECT DESIGN 

Key Stakeholders 

• National Informatics Centre (NIC) 

• National Rural Health Mission (NRHM)

• Kerala State IT Mission (KSITM 

• State government of Kerala 

• Health care providers and users

blood banks etc. 
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 immediate and timely medical attention is a pressing need of the 

, DR SMS was launched by the Kerala State Information 

to avail the citizens of Kerala reliable information on medical and diagnostic 

innovative SMS-based model of information dissemination

the citizens, the major service receipts include blood banks, diagnostic centres, specia

centres, private hospitals and such others.  

A centralized facility for Dr SMS has also been established at the 

the success of the pilot phase, Honourable Minister for Health and 

Family Welfare on 20th July 2009 launched Dr. SMS at the state level.   

Dr.SMS initiative secures a comprehensive provision of health-related information to the 

citizens of Kerala via SMS. The primary objectives of this project can be specified as the 

Enhancing access to reliable information on health services  
Disseminating information on local medical and diagnostic facilities in real time.

Spreading awareness regarding emerging diseases through regular SMS

 

PROJECT DESIGN  

National Informatics Centre (NIC) developed the back end software

National Rural Health Mission (NRHM) 

Kerala State IT Mission (KSITM  

State government of Kerala  

Health care providers and users: Local beneficiaries such as hospitals, health centres, 
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is a pressing need of the 

, DR SMS was launched by the Kerala State Information Technology 

reliable information on medical and diagnostic 

based model of information dissemination. Apart from 

blood banks, diagnostic centres, specialty 

the State Data Centre, 

the success of the pilot phase, Honourable Minister for Health and 

related information to the 

citizens of Kerala via SMS. The primary objectives of this project can be specified as the 

d diagnostic facilities in real time. 

Spreading awareness regarding emerging diseases through regular SMS-based       

developed the back end software for Dr. SMS 

: Local beneficiaries such as hospitals, health centres, 
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Work Flow 

Under Dr.SMS, users can access a comprehensive list of medical facilities in a 

through an advanced SMS gateway. 

accessed via sending a simple SMS (short messaging service). The SMS is sent to a designated 

number 9495949000 within a prescribed format (HEALTH

The contents of the text message must include the pin code of the locality within which the 

medical service is to be accessed.

SMS service has been integrated

mobile operators.  

 

This message goes to the telecom operator server from where it is pushed to the KSITM SMS 

gateway. The required information is then extracted by the system from a database pr

the National Health Rural Mission. Appropriate URL’s are discharged containing the 

information in a SMS format and is transferred back to the sender in a reverse fashion. Within a 

matter of 2 seconds, a message containing the location details of 

by the user.  

 

The Dr SMS service can be availed across various media. A message sent to the aforementioned 

prescribed number, along with the pin

reply to the query. 

 

 

 

 

 

 

 

 

 

 

 

 

 Dr.SMS Inputs

1. Health<space><Pincode><space><facility>

 

Eg:Health  673004 heart 

 

2. Health<space><HospitalName>

 

 

Eg:Health    BABY  

3. Health<space><HospitalName><space><facility>

 

Eg:Health    BABY   eye 

                   Send SMS with above format
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users can access a comprehensive list of medical facilities in a 

through an advanced SMS gateway. Information regarding health related services can be 

accessed via sending a simple SMS (short messaging service). The SMS is sent to a designated 

number 9495949000 within a prescribed format (HEALTH <PIN CODE> <SPECIALISATION>

The contents of the text message must include the pin code of the locality within which the 

medical service is to be accessed. In order to avail citizens this facility in a unified fashion, the 

SMS service has been integrated with a unique short code-537252 which is available across all 

This message goes to the telecom operator server from where it is pushed to the KSITM SMS 

gateway. The required information is then extracted by the system from a database pr

the National Health Rural Mission. Appropriate URL’s are discharged containing the 

information in a SMS format and is transferred back to the sender in a reverse fashion. Within a 

matter of 2 seconds, a message containing the location details of the medical service is received 

The Dr SMS service can be availed across various media. A message sent to the aforementioned 

prescribed number, along with the pin-code and the user’s email ID generates a detailed email 

Dr.SMS FORMAT 

Dr.SMS Inputs Dr.SMS Outputs

Health<space><Pincode><space><facility> 

 

<Hospital Name> <Address> 

 

Baby Memorial Hospital, Indira Gandhi 

Road,  

Calicut,Tel:04952723270,Fax:495723484

HospitalName> <Hospital phone No> <Major 

Facilities> 

 

Tel:04952723270,Heart,eye,Child,skin 

Facilities available  

Health<space><HospitalName><space><facility> 

 

<Hospital phone No> <Facility Status>

 

Tel:04952723270,, Eye Facility Available

Send SMS with above format to mobile number 537252 

Source: Dr. SMS 
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users can access a comprehensive list of medical facilities in a given locality 

Information regarding health related services can be 

accessed via sending a simple SMS (short messaging service). The SMS is sent to a designated 

<SPECIALISATION> ). 

The contents of the text message must include the pin code of the locality within which the 

In order to avail citizens this facility in a unified fashion, the 

537252 which is available across all 

This message goes to the telecom operator server from where it is pushed to the KSITM SMS 

gateway. The required information is then extracted by the system from a database prepared by 

the National Health Rural Mission. Appropriate URL’s are discharged containing the 

information in a SMS format and is transferred back to the sender in a reverse fashion. Within a 

the medical service is received 

The Dr SMS service can be availed across various media. A message sent to the aforementioned 

code and the user’s email ID generates a detailed email 

Dr.SMS Outputs 

<Address>  <Phone> 

Baby Memorial Hospital, Indira Gandhi 

Calicut,Tel:04952723270,Fax:495723484  

<Hospital phone No> <Major 

Tel:04952723270,Heart,eye,Child,skin 

<Hospital phone No> <Facility Status> 

Tel:04952723270,, Eye Facility Available  
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This simple SMS process avails 

contact numbers, specialty and super specialty (eg. Cardiology, Pediatrics, and 

Ophthalmology) doctors and hospitals, ambulance services etc. within seconds. 

nominal charge of Rs.2 per SMS is incurred by the users whereas the cost of the return SMS is 

borne by the state government at 40 paise.

Apart from SMS’s, a web portal catering to the internet users has been prepared for delivering 

the Health infrastructure information and is available at the website 

This portal provides a Web

Information System (GIS) where a person can see the location of the health facility by clicking 

the 'Location' option in the portal. Identification is facilitated through features such as 

interactive maps, latitudes and longitudes describing t

mobiles with GPRS technology can receive the details and can function in a Location Based 

Service mode.  
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This simple SMS process avails citizens’ essential details regarding medical facilities including 

contact numbers, specialty and super specialty (eg. Cardiology, Pediatrics, and 

Ophthalmology) doctors and hospitals, ambulance services etc. within seconds. 

nominal charge of Rs.2 per SMS is incurred by the users whereas the cost of the return SMS is 

borne by the state government at 40 paise. 

Apart from SMS’s, a web portal catering to the internet users has been prepared for delivering 

rastructure information and is available at the website  www.drsms.kerala.gov.in

This portal provides a Web-based information mechanism enabled via the 

Information System (GIS) where a person can see the location of the health facility by clicking 

the 'Location' option in the portal. Identification is facilitated through features such as 

interactive maps, latitudes and longitudes describing the location of  health centres. High end 

mobiles with GPRS technology can receive the details and can function in a Location Based 
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essential details regarding medical facilities including 

contact numbers, specialty and super specialty (eg. Cardiology, Pediatrics, and 

Ophthalmology) doctors and hospitals, ambulance services etc. within seconds. A unified 

nominal charge of Rs.2 per SMS is incurred by the users whereas the cost of the return SMS is 

Apart from SMS’s, a web portal catering to the internet users has been prepared for delivering 

www.drsms.kerala.gov.in. 

based information mechanism enabled via the Geographical 

Information System (GIS) where a person can see the location of the health facility by clicking 

the 'Location' option in the portal. Identification is facilitated through features such as 

he location of  health centres. High end 

mobiles with GPRS technology can receive the details and can function in a Location Based 
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TECHNOLOGY  

 

 

 

 

 

 

 

Mobile 

9446460600 

Users send an SMS to 

9446460600 in a prescribed 

format which includes the 

user’s pin code.  

 

Eg: HEALTH <PIN 

CODE> <SPECIALISATION>  

 

(Health 695001 Heart and send 

SMS to 9664460600)  

 

Required information is 

extracted by the system 

from a database prepared 

by the government that 

has the district medical 

centre under it. 

Within a matter of 2 

seconds, a message 

containing the nearest 

hospital’s whereabouts is 

sent back to the user. 
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www.drsms.kerala.gov.in.537252 

Dr. SMS operates via 2 mediums 

It is a Web

information mechanism 

enabled via the 

Geographical 

Information System (GIS) 

where a person can see 

the location of the 

health facility by clicking 

the 'Location' option in 

the portal.

Users send an SMS to 

the number 537252. 

The SMS must include 

the Pin code of the 

locality that the user 

wants to have the 

information about the 

medical services. 

Identification on the web 

portal is facilitated 

through features such as 

interactive maps, 

latitudes and longitudes 

of the health centres. 

This message then 

goes to the telecom 

operator server from 

where it is pushed to 

KSITM SMS gateway.  

Appropriate URL’s are 

discharged from the 

gateway that 

expresses the 

information in SMS 

format and pushes it 

back to the sender in 

a reverse fashion. 
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Internet 

www.drsms.kerala.gov.in. 

 

It is a Web-based 

information mechanism 

enabled via the 

Geographical 

Information System (GIS) 

where a person can see 

the location of the 

health facility by clicking 

the 'Location' option in 

the portal. 
Identification on the web 

portal is facilitated 

through features such as 

interactive maps, 

latitudes and longitudes 

of the health centres.  
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Funding 

Dr. SMS project is funded by the Government of Kerala as part of the state plan. The initial cost 

of development including the setting up of databases and web based applications was around 4 

lakhs while the procurement of the server costed approximately 2.9 lakhs. Other major 

expenditures incurred were on digitization of data. The overall investments unde

state government for the effective implementation of the project was around 10 lakhs. 

The project is posited as a financially sustainable model as it does not incur daily operational 

costs. 

Monitoring and evaluation

The monitoring of the service is undertaken through a MI system (Management Information 

system). It assists to track the performance of the scheme as well as monitor service usage on a 

daily basis. 

Enhancements 

The Kerala IT Mission is undertaking steps to enhance the scope of the

Kerala. While the SMS service has gained tremendous popularity amongst the citizens, the 

implementation authority is planning to adopt other information distribution delivery outlets 

such as web portals. The integration of GIS, and

such as google maps is also under the pipeline.  In order to improve the sustainability of the 

services, KSITM is identifying an SMS aggregator that enables the user to access the services 

under any mobile service network.

Currently Dr SMS supplies information related to allopathic health centres and centres using 

modern medicines. However, information related to ayurvedic 

diagnostic centres are proposed to be included in the service. 

Other service enhancing innovations 

emergency such as “dengue or diarrhoea outbr

will route the call of a person in need of blood to a registered blood 

planning to upgrade Dr. SMS in to relevant database that addresses 
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Dr. SMS project is funded by the Government of Kerala as part of the state plan. The initial cost 

development including the setting up of databases and web based applications was around 4 

lakhs while the procurement of the server costed approximately 2.9 lakhs. Other major 

expenditures incurred were on digitization of data. The overall investments unde

state government for the effective implementation of the project was around 10 lakhs. 

The project is posited as a financially sustainable model as it does not incur daily operational 

oring and evaluation 

vice is undertaken through a MI system (Management Information 

system). It assists to track the performance of the scheme as well as monitor service usage on a 

The Kerala IT Mission is undertaking steps to enhance the scope of the 

Kerala. While the SMS service has gained tremendous popularity amongst the citizens, the 

implementation authority is planning to adopt other information distribution delivery outlets 

such as web portals. The integration of GIS, android application and location based services 

such as google maps is also under the pipeline.  In order to improve the sustainability of the 

services, KSITM is identifying an SMS aggregator that enables the user to access the services 

ce network. 

Currently Dr SMS supplies information related to allopathic health centres and centres using 

modern medicines. However, information related to ayurvedic -homeopathic and special 

diagnostic centres are proposed to be included in the service.  

innovations in consideration include health alerts in case of a health 

emergency such as “dengue or diarrhoea outbreaks” and voice-based calls such as those which 

route the call of a person in need of blood to a registered blood donor. 

planning to upgrade Dr. SMS in to relevant database that addresses localised health issues
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Dr. SMS project is funded by the Government of Kerala as part of the state plan. The initial cost 

development including the setting up of databases and web based applications was around 4 

lakhs while the procurement of the server costed approximately 2.9 lakhs. Other major 

expenditures incurred were on digitization of data. The overall investments undertaken by the 

state government for the effective implementation of the project was around 10 lakhs.  

The project is posited as a financially sustainable model as it does not incur daily operational 

vice is undertaken through a MI system (Management Information 

system). It assists to track the performance of the scheme as well as monitor service usage on a 

 service in the state of 

Kerala. While the SMS service has gained tremendous popularity amongst the citizens, the 

implementation authority is planning to adopt other information distribution delivery outlets 

roid application and location based services 

such as google maps is also under the pipeline.  In order to improve the sustainability of the 

services, KSITM is identifying an SMS aggregator that enables the user to access the services 

Currently Dr SMS supplies information related to allopathic health centres and centres using 

homeopathic and special 

health alerts in case of a health 

based calls such as those which 

donor. KSITM is also 

localised health issues. 
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ACHIEVEMENTS 
In less than a year after its implementation, Dr. SMS 

was launched across the entire state of Kerala in 2009. 

This was in recognition of significant achievements of 

the project in the field of health. 

Disseminating useful information 

The service provides health related information to the 

citizens, location hospitals, medical centres, facilities 

and doctors in a time effective manner. On an 

average, around 200 SMS transactions take place i

day.  

Cost affordability 

Dr SMS has been a widely used service 

and usefulness has made the service easily accessible even to the economically disadvantaged 

sections of society. The cost of procuring the desired information is 

whereas the cost of the return SMS

Beneficial for the tourists 

The project has assisted international tourists visiting K

struggle to locate medical facilities in local areas. Dr. SMS has gained popularity amongst them

in terms of providing tourists

services from any part of the region.

Emergency services 

With the help of the Dr. SMS service,

therefore providing them enough time to adopt 

cases effectively.  
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Dr. SMS is providing access to reliable 

health related information through 

mobile phones. Users do not require a 

computer, internet facility or any 

technical expertise to access the service. 

With the help of a simple mobile 

handset, citizens of Kerala avai

related information in a cost and time 

effective manner. 

 
In less than a year after its implementation, Dr. SMS 

was launched across the entire state of Kerala in 2009. 

This was in recognition of significant achievements of 

d of health.  

seful information  

The service provides health related information to the 

citizens, location hospitals, medical centres, facilities 

and doctors in a time effective manner. On an 

average, around 200 SMS transactions take place in a 

widely used service amongst the citizens of Kerala. 

has made the service easily accessible even to the economically disadvantaged 

. The cost of procuring the desired information is at a nominal rate of 

whereas the cost of the return SMS is borne by the Government of Kerala at 40 paisa per SMS

The project has assisted international tourists visiting Kerala in a significant way. They often 

struggle to locate medical facilities in local areas. Dr. SMS has gained popularity amongst them

ng tourists with reliable information about medical and emergency related 

services from any part of the region. 

With the help of the Dr. SMS service, hospital authorities receive emergency alerts in advance 

therefore providing them enough time to adopt pre-emptive measures to handle emergency 
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Dr. SMS is providing access to reliable 

health related information through 

mobile phones. Users do not require a 

computer, internet facility or any 

technical expertise to access the service. 

With the help of a simple mobile 

handset, citizens of Kerala avail health 

related information in a cost and time 

effective manner.  

citizens of Kerala.  Its cost affordability 

has made the service easily accessible even to the economically disadvantaged 

a nominal rate of Rs.2 

at 40 paisa per SMS. 

erala in a significant way. They often 

struggle to locate medical facilities in local areas. Dr. SMS has gained popularity amongst them 

reliable information about medical and emergency related 

receive emergency alerts in advance 

emptive measures to handle emergency 
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CHALLENGES IN IMPLEMENTATION 
Digitising data 

Converting existing information into a digital format was one of the major challenges that 

confronted the initiative.1 Most of the data on health facilities was available only in the form of 

paper records, books, and journals and were not very

operating on a large scale, the digitisation of huge volumes of data was of paramount 

importance. At the time of the initiation of this process, the apprehensiveness regarding the 

adoption of technology surfaced as a major concern. However, workshops were conducted 

with all key stakeholders including private hospitals and medical officials to fa

capacitate them in the use of technology. 

Technical issues with the GSM modem

Technical issues were faced during the use of GSM modem, a modified mobile connector used 

for receiving incoming and outgoing

handle the traffic during peak hours. As a consequence, KSITM decided to replace the modem 

with a more advanced technology to overcome this challenge.

Poor mobile connectivity 

Owing to the presence of a wide network of 

of services often surfaces as a challenge

available only to the BSNL subscriber base but later it became accessible across all the 

operators. However, the pro

concerns and enable a standardised mechanism for availing these services to the citizens

 

 

                        
1Digitisation is the process by which physical or manual records such as text, images, video, 

into digital forms. Digitised data offers benefits such as long term preservation of documents, easy and customized 

access to information, easy information dissemination through text, internet and mobile phones.
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CHALLENGES IN IMPLEMENTATION  

Converting existing information into a digital format was one of the major challenges that 

Most of the data on health facilities was available only in the form of 

, books, and journals and were not very handy or safe. Since the initiative was 

operating on a large scale, the digitisation of huge volumes of data was of paramount 

tance. At the time of the initiation of this process, the apprehensiveness regarding the 

adoption of technology surfaced as a major concern. However, workshops were conducted 

with all key stakeholders including private hospitals and medical officials to fa

capacitate them in the use of technology.  

GSM modem 

Technical issues were faced during the use of GSM modem, a modified mobile connector used 

incoming and outgoing messages. The modem was slow and coul

handle the traffic during peak hours. As a consequence, KSITM decided to replace the modem 

with a more advanced technology to overcome this challenge.  

wide network of mobile operators in the state, effective 

often surfaces as a challenge. During the initial years of this project, this facility was 

available only to the BSNL subscriber base but later it became accessible across all the 

However, the project is planning to adopt an SMS aggregator to address these 

concerns and enable a standardised mechanism for availing these services to the citizens

                         
Digitisation is the process by which physical or manual records such as text, images, video, 

into digital forms. Digitised data offers benefits such as long term preservation of documents, easy and customized 

access to information, easy information dissemination through text, internet and mobile phones.
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Converting existing information into a digital format was one of the major challenges that 

Most of the data on health facilities was available only in the form of 

. Since the initiative was 

operating on a large scale, the digitisation of huge volumes of data was of paramount 

tance. At the time of the initiation of this process, the apprehensiveness regarding the 

adoption of technology surfaced as a major concern. However, workshops were conducted 

with all key stakeholders including private hospitals and medical officials to familiarise and 

Technical issues were faced during the use of GSM modem, a modified mobile connector used 

messages. The modem was slow and could not effectively 

handle the traffic during peak hours. As a consequence, KSITM decided to replace the modem 

the state, effective transference 

. During the initial years of this project, this facility was 

available only to the BSNL subscriber base but later it became accessible across all the 

ject is planning to adopt an SMS aggregator to address these 

concerns and enable a standardised mechanism for availing these services to the citizens 

Digitisation is the process by which physical or manual records such as text, images, video, and audio are converted 

into digital forms. Digitised data offers benefits such as long term preservation of documents, easy and customized 

access to information, easy information dissemination through text, internet and mobile phones. 
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Unavailability of local language fonts in mobile handsets

Majority of the handsets that were sold in Keral

Malayalam Unicode because of which English was used as the only language to send messages. 

This posed problems since English was not the most widely spoken language in the region.

POTENTIAL FOR REPLICATION
With the global penetration of mobile phone networks, dominant patterns and practices of 

governance are increasingly adapting to the use of mobile technology to improve the delivery 

of public services. Easy access to low cost handsets and its widespread use has enab

to become an important means of knowledge sharing and communication. 

Integrating mobile technology into health has the potential of transform the way health services 

are accessed by the citizens including the socially and economically backward communities. 

One of major roadblocks to the percolation of essential medical serv

of adequate public health awareness and limited access to medical facilities and services in a 

time effective way.   

In this context, the use of mobile technology can play a crucial role. Many states in India have 

adopted mobile services to disseminate health related information to its citizens in real time. 

Mobile technology has been playing a crucial role in regulating maternal mortality, infant 

mortality, generating awareness about pre natal and ante natal care in states like

Uttar Pradesh. The widespread success that

reinforces the role of mobile technology in improving the delivery health care in India.  

SUSTAINABILITY OF THE PROJECT
Dr. SMS is a sustainable model of governance that renders services to citizen in a cost effective 

manner. The project incurs no daily operational costs and services are availed by the citizens at 

nominal charges, making the model financially sustainable. O

service has greatly benefited citizens. They can access authentic information related to all health 

services including the location of hospitals, blood banks, pharmaceuticals, etc. in real time. 

 

This model, being a unique initiative,

and private sector view and address health care

phones which are very common and spreading the outreach even to the poor sections of the 

society. 
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Unavailability of local language fonts in mobile handsets 

Majority of the handsets that were sold in Kerala were imported and could not support a 

Malayalam Unicode because of which English was used as the only language to send messages. 

This posed problems since English was not the most widely spoken language in the region.

POTENTIAL FOR REPLICATION 
lobal penetration of mobile phone networks, dominant patterns and practices of 

governance are increasingly adapting to the use of mobile technology to improve the delivery 

of public services. Easy access to low cost handsets and its widespread use has enab

to become an important means of knowledge sharing and communication. 

Integrating mobile technology into health has the potential of transform the way health services 

are accessed by the citizens including the socially and economically backward communities. 

One of major roadblocks to the percolation of essential medical services to the poor is the lack 

of adequate public health awareness and limited access to medical facilities and services in a 

In this context, the use of mobile technology can play a crucial role. Many states in India have 

e services to disseminate health related information to its citizens in real time. 

Mobile technology has been playing a crucial role in regulating maternal mortality, infant 

mortality, generating awareness about pre natal and ante natal care in states like

widespread success that ‘Dr SMS’ has experiences in the state of Kerala 

reinforces the role of mobile technology in improving the delivery health care in India.  

SUSTAINABILITY OF THE PROJECT 
Dr. SMS is a sustainable model of governance that renders services to citizen in a cost effective 

manner. The project incurs no daily operational costs and services are availed by the citizens at 

nominal charges, making the model financially sustainable. On the social front, this public 

service has greatly benefited citizens. They can access authentic information related to all health 

services including the location of hospitals, blood banks, pharmaceuticals, etc. in real time. 

initiative, has the potential to alter the way in which governments 

and private sector view and address health care by making it easily accessible  via mobile 

phones which are very common and spreading the outreach even to the poor sections of the 
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a were imported and could not support a 

Malayalam Unicode because of which English was used as the only language to send messages. 

This posed problems since English was not the most widely spoken language in the region. 

lobal penetration of mobile phone networks, dominant patterns and practices of 

governance are increasingly adapting to the use of mobile technology to improve the delivery 

of public services. Easy access to low cost handsets and its widespread use has enabled mobiles 

to become an important means of knowledge sharing and communication.  

Integrating mobile technology into health has the potential of transform the way health services 

are accessed by the citizens including the socially and economically backward communities. 

ices to the poor is the lack 

of adequate public health awareness and limited access to medical facilities and services in a 

In this context, the use of mobile technology can play a crucial role. Many states in India have 

e services to disseminate health related information to its citizens in real time. 

Mobile technology has been playing a crucial role in regulating maternal mortality, infant 

mortality, generating awareness about pre natal and ante natal care in states like Gujarat and 

has experiences in the state of Kerala 

reinforces the role of mobile technology in improving the delivery health care in India.   

Dr. SMS is a sustainable model of governance that renders services to citizen in a cost effective 

manner. The project incurs no daily operational costs and services are availed by the citizens at 

n the social front, this public 

service has greatly benefited citizens. They can access authentic information related to all health 

services including the location of hospitals, blood banks, pharmaceuticals, etc. in real time.  

has the potential to alter the way in which governments 

making it easily accessible  via mobile 

phones which are very common and spreading the outreach even to the poor sections of the 
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The sustainability of the mobile health projects greatly depends on concentrated efforts to 

expand the scope of the initiative. This may be facilitated through large scale funding, effective 

planning and implementation and active support of key stakehold

CONCLUSION 
Dr. SMS posits itself as innovative model of improving the delivery of health services using ICT 

in Kerala. The implementation of the project has had

appropriate and authentic information provided via this project, timely health care can be 

expedited contributing towards

inclusive health care. Using mobile phones as a means to

low affordable costs, Dr.SMS has gained widespread popularity and appreciation. 

Research was carried out by OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team.

For further information, please contact 
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The sustainability of the mobile health projects greatly depends on concentrated efforts to 

expand the scope of the initiative. This may be facilitated through large scale funding, effective 

planning and implementation and active support of key stakeholders. 

Dr. SMS posits itself as innovative model of improving the delivery of health services using ICT 

The implementation of the project has had a substantial role to play in state. Through 

and authentic information provided via this project, timely health care can be 

wards better disease control and management and eventually

Using mobile phones as a means to permeate health

low affordable costs, Dr.SMS has gained widespread popularity and appreciation. 

Research was carried out by OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team.

Documentation was created by Gamika Takkar 
For further information, please contact Rajiv Tikoo, Director, OWFI, at owsa@oneworld.net
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The sustainability of the mobile health projects greatly depends on concentrated efforts to 

expand the scope of the initiative. This may be facilitated through large scale funding, effective 

Dr. SMS posits itself as innovative model of improving the delivery of health services using ICT 

role to play in state. Through 

and authentic information provided via this project, timely health care can be 

better disease control and management and eventually to 

health-rated information at 

low affordable costs, Dr.SMS has gained widespread popularity and appreciation.  

Research was carried out by OneWorld Foundation India (OWFI), Governance Knowledge Centre (GKC) team. 

owsa@oneworld.net 
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APPENDIX A – INTERVIEW QUESTIONNAIRE
Background 

1. What was the motivation behind Dr.SMS initiative? How, where and by whom was the idea 

initiated? 

2. What was the rationale behind employing technology for providing healthcare related 

information to the citizens of Kerala? 

3. Who are the key stakeholders in 

4. What kind of facilities and services for providing information on health related resources 

existed in Kerala prior to the initiation of Dr.SMS? 

i. Was technology being used in any form?

5. How is Dr.SMS an improved delivery model over the hitherto existing ones?

6. In how many districts/blocks is the project currently operational? Has the project been 

expanded to any other Indian states?

i. How are the target areas identified?

7. Was a pilot project conducted 

about the pilot experimentation: duration, location, personnel involved, challenges faced, 

lessons learned for improvement in the model.

Programme Design 

Process components 

8. What is the organisational structure of this project? Please provide details on the human 

resources involved and their exact roles. 

9. Is any training provided for the employed personnel? 

10. Can the consumers send the SMS in any other language except English also? If not, then 

how was this initiative a success in rural areas where people’s familiarity with English is 

limited? 

11. Please explain the process flow of the project.

Technology 

12. Do you have any grievance cell/customer feedback centre? If yes, how is it run?

13. Is there any follow up mechanism on whether the customers get the desired information on 

time? 

14. What kind of software is used for this initiative? 

i. Was it developed specifically for this project? If yes, please provide details of the 

process of development. 
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INTERVIEW QUESTIONNAIRE

What was the motivation behind Dr.SMS initiative? How, where and by whom was the idea 

What was the rationale behind employing technology for providing healthcare related 

information to the citizens of Kerala?  

Who are the key stakeholders in the project and what are their roles and responsibilities?

What kind of facilities and services for providing information on health related resources 

existed in Kerala prior to the initiation of Dr.SMS?  

Was technology being used in any form? 

an improved delivery model over the hitherto existing ones?

In how many districts/blocks is the project currently operational? Has the project been 

expanded to any other Indian states? 

How are the target areas identified? 

Was a pilot project conducted before the launch of Dr.SMS? If yes, please provide details 

about the pilot experimentation: duration, location, personnel involved, challenges faced, 

lessons learned for improvement in the model. 

nal structure of this project? Please provide details on the human 

resources involved and their exact roles.  

Is any training provided for the employed personnel?  

Can the consumers send the SMS in any other language except English also? If not, then 

as this initiative a success in rural areas where people’s familiarity with English is 

Please explain the process flow of the project. 

Do you have any grievance cell/customer feedback centre? If yes, how is it run?

p mechanism on whether the customers get the desired information on 

What kind of software is used for this initiative?  

Was it developed specifically for this project? If yes, please provide details of the 

process of development.  
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INTERVIEW QUESTIONNAIRE 

What was the motivation behind Dr.SMS initiative? How, where and by whom was the idea 

What was the rationale behind employing technology for providing healthcare related 

the project and what are their roles and responsibilities? 

What kind of facilities and services for providing information on health related resources 

an improved delivery model over the hitherto existing ones? 

In how many districts/blocks is the project currently operational? Has the project been 

before the launch of Dr.SMS? If yes, please provide details 

about the pilot experimentation: duration, location, personnel involved, challenges faced, 

nal structure of this project? Please provide details on the human 

Can the consumers send the SMS in any other language except English also? If not, then 

as this initiative a success in rural areas where people’s familiarity with English is 

Do you have any grievance cell/customer feedback centre? If yes, how is it run? 

p mechanism on whether the customers get the desired information on 

Was it developed specifically for this project? If yes, please provide details of the 
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15. What is the architecture of the technology? Please provide details related to the central 

server: 

i. Storage of content 

ii. Collection and collation of information to be provided to the consumers

iii. What are the software used for front end and back end development?

16. How does mobile consultation function? 

i.  What are the charges that accrue to the user for SMSing on this number?

ii. Do the usage charges vary across different mobile service providers?

Awareness generation 

17. Does the project also involve sending out SMSs to users on regular 

service limited to provision of information on health

 Financial model 

18. Can you explain in detail the funding model (major heads of expenditure, daily operational 

costs, and costs of development) of the project?

19. Can you shed some light on the financial sustainability of the project? How are you able to 

offer these services at subsidised rates? 

20. Is there a revenue generating aspect of the project?

Monitoring and evaluation 

21. What metrics are used to assess the performance of the project? 

Impact  

Achievements 

22. What have been the most significant achievements of the project? 

i. How far has this service assisted patients in procuring efficient health care within 

time?  

23. On an average, how many messa

that it takes for the patients to receive a reply to their queries?

24. Please provide latest data on the following:

i. Number of users of these services

ii. The services for which maximum queries are received
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cture of the technology? Please provide details related to the central 

 

Collection and collation of information to be provided to the consumers

What are the software used for front end and back end development?

sultation function?  

What are the charges that accrue to the user for SMSing on this number?

Do the usage charges vary across different mobile service providers?

Does the project also involve sending out SMSs to users on regular health care issues? Is the 

service limited to provision of information on health-related resources?

Can you explain in detail the funding model (major heads of expenditure, daily operational 

costs, and costs of development) of the project? Who funds this project?

Can you shed some light on the financial sustainability of the project? How are you able to 

offer these services at subsidised rates?  

Is there a revenue generating aspect of the project? 

used to assess the performance of the project?  

What have been the most significant achievements of the project?  

How far has this service assisted patients in procuring efficient health care within 

On an average, how many messages do you receive in a day? What is the duration of time 

that it takes for the patients to receive a reply to their queries? 

Please provide latest data on the following: 

Number of users of these services 

The services for which maximum queries are received (please enlist the top five)
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cture of the technology? Please provide details related to the central 

Collection and collation of information to be provided to the consumers 

What are the software used for front end and back end development? 

What are the charges that accrue to the user for SMSing on this number? 

Do the usage charges vary across different mobile service providers? 

health care issues? Is the 

related resources? 

Can you explain in detail the funding model (major heads of expenditure, daily operational 

Who funds this project? 

Can you shed some light on the financial sustainability of the project? How are you able to 

How far has this service assisted patients in procuring efficient health care within 

ges do you receive in a day? What is the duration of time 

(please enlist the top five) 
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Challenges  

25. What were/are the major challenges faced in the implementation of this program and steps 

taken to mitigate them? 

26. Were people initially averse to the use of technology? How were they made comfortable on 

this front? 

27. What kind of infrastructural bottlenecks were faced and how were these overcome?

28. Are there any challenges faced in effective delivery of services under the project owing to 

varying mobile network connectivity through the state? 

Enhancements  

29. Have any enhancements been planned for inclusion in the project? 

i. How many more districts does Dr.SMS plan to cover? 

ii. Are there any other services planned for inclusion in the project?

30.  What do you think are the necessary preconditions for the success of such an initiative? 

Have any other states showed interest in replicating Dr.SMS?

31. Is there a timeline for this project?

32. In your opinion, is the project sustainable in the long run? 
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What were/are the major challenges faced in the implementation of this program and steps 

Were people initially averse to the use of technology? How were they made comfortable on 

What kind of infrastructural bottlenecks were faced and how were these overcome?

Are there any challenges faced in effective delivery of services under the project owing to 

varying mobile network connectivity through the state?  

ncements been planned for inclusion in the project?  

How many more districts does Dr.SMS plan to cover?  

Are there any other services planned for inclusion in the project?

What do you think are the necessary preconditions for the success of such an initiative? 

Have any other states showed interest in replicating Dr.SMS? 

Is there a timeline for this project? 

In your opinion, is the project sustainable in the long run?  
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What were/are the major challenges faced in the implementation of this program and steps 

Were people initially averse to the use of technology? How were they made comfortable on 

What kind of infrastructural bottlenecks were faced and how were these overcome? 

Are there any challenges faced in effective delivery of services under the project owing to 

Are there any other services planned for inclusion in the project? 

What do you think are the necessary preconditions for the success of such an initiative? 


