




Ayushman Bharat scheme is for the poor, the
middle class and common families. 

We have adopted a holistic approach in our
healthcare system. Today our focus is not only on
health but equally on wellness.

—Hon’ble Prime Minister Shri Narendra Modi 
April 30, 2022
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Ayushman Bharat 
Health and Wellness Centres (AB-HWC): 
Success Stories from the Field

Two major path-breaking initiatives were launched in the health sector as part of 
the Ayushman Bharat Programme for Universal Health Coverage and to address 
health holistically — in primary, secondary and tertiary healthcare systems — 
Ayushman Bharat – Health and Wellness Centres (AB-HWCs) and Pradhan Mantri 
Jan Arogya Yojana (PMJAY).

A positive change in the healthcare system of India has been observed since the 
Government of India announced the ambitious Ayushman Bharat Programme 
on 1st February 2018. A change in people’s expectations, in the way healthcare 
services are being delivered, in the organization and capacity building of human 
resources in Health, and in the way resources are being made available at 
every level.

The design and resource allocation of the Ayushman Bharat Programme truly 
reflects India's resolution towards achieving Universal Health Coverage (UHC) and 
making a tangible change in the country’s healthcare system. Through unique 
policies, commitment and institutional mechanisms, we have come quite far in this 
journey of UHC as there are 1,60,002 AB-HWCs in India with 1,77,40,71,781 footfalls 
as on 30th June 2023. 

The Ayushman Bharat programme has been designed keeping in mind there is no 
‘one-size-fits-all’ strategy as far as Health Systems are concerned. The programme 
covered every Indian citizen under its umbrella and its unique interventions are 
directed towards increasing coverage and access to healthcare services. This 
initiative has been designed to meet Sustainable Development Goals (SDGs) and 
its underlying commitment to "leave no one behind." The programme is a way 
to move from a sectoral and segmented approach to health service delivery to a 

INTRODUCTION
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comprehensive need-based healthcare service. The aim is to provide essential 
health services across the country, through the four pillars of this programme:

8 Ayushman Bharat - Health and Wellness Centres (AB-HWCs)
8 Pradhan Mantri Jan Arogya Yojana (PM-JAY)
8 Ayushman Bharat Digital Mission (ABDM)
8 Pradhan Mantri-Ayushman Bharat Health Infrastructure  

Mission (PM-ABHIM)

Ayushman Bharat has been a landmark event in the country’s healthcare reforms 
through which all the vertical National Health Programmes are connected. 
Ayushman Bharat is a platform through which every national and state health 
scheme is connected, implemented and traced back. The primary healthcare 
teams have now found a ‘way’ to connect, mentor and promote each other while 
communities can now have ownership of healthcare facilities.

In this case series, we provide a narrative analysis of the perspectives of people 
connected with or who are stakeholders of Ayushman Bharat Health and Wellness 
Centres (AB-HWCs). These include Comprehensive Primary Health Care team 
members, beneficiaries, community members, etc. They all have elaborated on 
their experiences, implementation challenges and how did they overcome those 
and most importantly, the positive ‘change’ that they have noticed with the launch 
of the Ayushman Bharat Programme.
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Data were collected through an unstructured discussion tool, basically developed 
to obtain relevant information as participants describe their experiences, 
implementation challenges or roadblocks they encountered during their journey 
with AB-HWCs.

Teams of health system researchers from NHSRC trained in key-informant 
interviews visited various states across the country to collect necessary information 
from respondents. Two independent researchers were responsible for the collation 
of interviews, review of information and quality control. Broad themes of the 
interviews were collated before the team visited the states.

The information collected was structured and analyzed around the domains of 
service delivery, activities carried out at AB-HWCs, care provided, accessibility 
and availability of health services, drugs and diagnostics available, client/
patient satisfaction, and outcomes. To present a detailed and holistic view of 
the responses, each of the key informants gave a narrative overview of their 
experience with AB-HWCs, and related verbatims have also been provided.

METHODS
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In another example, it was observed that the tribal population sought services 
from traditional providers referred to as the ‘Sirha or the Guniya.’ For being able 
to relate with the traditional providers, the tribal communities preferred them 
over modern and Indian medicine practitioners. Limited service provision at SHC 
added to this reason and also the traditional providers were able to deliver services 
closer to their homes. Since the operationalization of AB-HWC, not only the service 
provision has enhanced to promote an expanded range of care but also the access 
to care has improved with services delivery getting closer to the community. 
Several testimonials from the HWC catchment population reflect their satisfaction. 

One such testimonial shared by a community member during the discussion is 
as follow:

“There is a good improvement since the CHO joined here. Now we are getting 
more services near our homes and medicines are available at the facility. There is 
no need to go to a higher centre (for minor ailments).”

—Ms. Ramvati (HWC Beneficiary)

An interesting experience was shared by a community member who had been 
availing services from the facility for the past two and a half years:

“…We used the VHND (Village Health and Nutrition Day) sessions and health 
camps as platforms to promote and communicate about the HWC services (to the 
community). Eventually, they started trusting us and began visiting the facility 
for their illness after they got the message that we provide them completely free 
treatments for their illnesses.”

—Deepika Yadav (Community Health Officer)
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As a step towards quality assurance, the CHO decided to transform the SC-HWC 
to meet the Kayakalp standards. He took the initiative to gather information 
on the Kayakalp standards and shared his vision with the PHC-MO and the 
District Quality Assurance Medical Officer. With support from the PHC team and 
district administration, the CHO engaged the SC-HWC team in this endeavour. 
Although there was some initial hesitation, the CHO successfully persuaded the 
SC-HWC team to pursue the Kayakalp standards and garnered their enthusiastic 
participation throughout the entire process. Eventually, the team achieved the 
Kayakalp standards, which boosted their confidence.

Meanwhile, the NQAS guidelines for SC-HWC were released, and the motivated 
Dokelav HWC team took on the challenge of becoming India's first NQAS-certified 
SC-HWC. This endeavour was a collaborative team effort, receiving support from 
the dedicated PHC team, district team, and state team. The CHO ensured that each 
staff member received the necessary training for NQAS certification. Subsequently, 
as part of this journey, he took the lead in ensuring that necessary staff training 
was completed, necessary equipment was procured, policy guidelines were 
referred to and informational materials in local language were procured and 
displayed.

During this process, the HWC team designed an excel sheet for scoring, which is 
now being used across the state, and they also conducted internal scoring activities 
for NQAS. Based on the results of the internal scoring activity, a gap analysis was 
conducted, and necessary improvement actions were planned and implemented. 
Throughout this process, the SC-HWC team received support from the PHC team, 
district administration, and guidance from the state quality cell.

Finally, the team applied for NQAS certification, and after undergoing the necessary 
assessment processes, the Dokelav SC-HWC became the first quality-certified 
SC-HWC, scoring 82% marks. Thus fulfilling the government’s vision of providing 
accessible, affordable and quality healthcare services closer to the community.
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However, with perseverance and his proactive engagement, these problems 
were resolved over time and now, he has the full support of the SHC-HWC team. 
Emphasizing the importance of follow-up with patients, he motivates ASHAs and 
ANMs to undertake timely follow-ups to ensure adherence to treatment protocols 
and get their feedback to improve the quality of healthcare services.

Fostering the positive team dynamics among the healthcare functionaries, Dr. Wani 
says: 
“a collaborative approach towards working and taking the team together is the 
key to achieving intended outputs and outcomes. I have always acknowledged the 
experience of ANMs and worked together with them and because of this only I 
am able to lead the team of ASHAs and ANMs effectively. We help each other in 
improving our performances through constructive criticism of each other”. 

—Dr. Shabahat Wani (CHO-HWC)

His attitude towards the team is also evident from the fact that he seeks help from 
District Program Officer and PHC MO for his team’s grievances; he provides an 
orientation to new CHOs in the block. His passion and determination to understand 
the needs of community members, and to deal with NHM officials - helped in 
mobilizing support and resources for the provision of quality healthcare services.

“The team is excellent at this SHC-HWC – it has experienced staff members. With 
appropriate support from the District and State level, we can do much more than 
the current outputs.”

—Dr. Shabahat Wani (CHO-HWC)

The three challenges that he has overcome over the last 3 years of service were: 
building a separate OPD room to ensure patient confidentiality; facilitating the 
availability of doctors on the e-Sanjeevani hub; and the most important was gaining 
community’s acceptance and trust. The third major achievement was the most 
critical one as the community members earlier relied on the Medical Officer at the 
Primary Health Centre (PHC) for any medical issue, even though it meant travelling 
long distances in cold weather.

All these efforts resulted in favourable outcomes at facility and minimization 
of waiting time, availability of teleconsultation in the health facility, and increase 
in the footfalls at the SHC-HWC. Dr. Shabahat Wani demonstrates what a self-
motivated and passionate CHO can do. His journey as a CHO continues to inspire 
many healthcare functionaries in the block and he along with his team aspires to 
accomplish more in the near future. 
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to restart the treatment and the medicines were delivered by ASHA to his house. 
Dayaram-ji is now on a multidrug therapy without incurring any cost and the case 
is closely monitored by the healthcare team. He was recovering and expressed his 
relief as he reported that his skin lesions were healing and was gradually gaining 
the sensations back on his left leg. He was grateful for the supportive care of the 
health care team and also for the free access of medicines which has relieved the 
family from the financial burden of managing the condition. 

I do not have to spend any money on the treatment, I receive good care and the 
necessary medicines at my doorstep.

—Dayaram Ji (HWC Beneficiary)
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“I get all medicines free of cost every month for 30 days. I am also happy that the CHO 
gives attention, checks my BP, sugar and other vitals …. counsels me to follow a healthy 
lifestyle. A lot of myths in my mind about diet and exercise have been answered by her. I 
also share this information with my family members and friends. “The staff at the centre 
are welcoming and supportive. They have a humble demeanour and guide us in every 
possible way.”

—Mr. Chibait Syngkon (HWC Beneficiary)

He expressed his gratitude to Government of India for coming up with the 
transformative idea of Ayushman Bharat - Health and Wellness Centres.

Yoga and Wellness for All

Mrs. Prithinia Dohling is a resident of East Khasi Hills of Meghalaya. She earns her 
livelihood by working as a housemaid in her locality. Her work is extremely tedious, 
but she barely earns her bread and butter. She faces difficulty in meeting her basic 
life necessities. She has two sons who are married but both have abandoned her. 

Mrs. Dohling was suffering from severe chronic backache which she ignored 
for many years as she could not afford treatment at a private facility. During the 
initial stages, she tried all possible home remedies to get relief from back pain, 
but nothing worked. When she discussed this issue with ASHA during her home 
visits, she suggested her to visit the nearby SHC-HWC and explained the services 
available at the facility. 

“When I visited Lawsohtun centre, the CHO explained to me that the pain relief 
medications provide temporary relief. Regular practice of Yoga would help in relieving 
back pain. CHO demonstrated few Yoga postures too!” 

—Mrs. Prithinia Dohling (HWC Beneficiary)

Mrs. Dohling followed CHO’s advice and started regularly attending Yoga sessions 
at the facility. After practising yoga for a few days, the back pain reduced to a great 
extent, and she started feeling better. In a month, her condition was substantially 
better. “Considering the long-term and substantial preventive and curative benefits, 
Yoga should be an integral part of all people’s lives. Yoga has become part of my 
life now”.

—Mrs. Prithinia Dohling (HWC Beneficiary)

Mrs. Prithinia Dohling has started motivating others at home and village to practice 
Yoga if they have similar backache and as a preventive measure for those who do 
not have such pain.
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Belonging to different parts of the country, these people shared their varied 
experiences of interaction with the HWCs near their place of residence. The 
positivity, relief and trust brought more people to AB-HWCs, not just for illness but 
also for general well-being. ‘Prevention’ and ‘Wellness’ are now becoming important 
for Indian citizens – through Ayushman Bharat Programme. The ‘trust’ and 
‘positive perception’ regarding public healthcare facilities – are the most important 
component of delivering quality healthcare services to people. Ayushman Bharat 
Programme has been successful in decreasing catastrophic expenditure on health 
and has built an assurance that they will get quality services at public healthcare 
facilities. The next steps are to further improve the quality of healthcare services, 
availability of medicines and diagnostics, and promoting the ownership of 
healthcare facilities by community members.

CONCLUSION
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