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Output-based approach (OBA) in
Uganda healthcare

• Steward: Uganda Ministry of Health

• Donors:

– Global Partnership on Output-Based Aid
(GPOBA, World Bank)

– German Development Bank (KFW)

• Program Management: Marie Stopes
International Uganda (MSIU)

• Providers: contracted clinics and hospitals



Service flow

• Goal: Change health-seeking
behavior

• Purchase Vouchers @ 3000
UGX from independent
distributors (e.g. pharmacies,
community workers)

• Qualified low-income mothers

Clients: Mothers and
Patients

• Provide treatment in exchange
for vouchers

• Submit claims forms to OBA
Management Agency

• About 100 providers as of
April 2010

Health Service
Providers • Reviews claims (Fraud

detection)

• Reimburses existing service
providers for services
rendered

• Payments made by electronic
funds transfer

Voucher
Management Agency

vouchers

claim forms

program management is
communications intensive!



Claims Submission Processing

• Common errors
– Written errors
– Invalid client-partner use
– Invalid treatment

• Submission delays
– Batched claims
– Transportation ($ + time)

• Processing delays
– Data entry
– Medical & technical review
– Reconciling partial

payments and rejections
– Payment
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Voucher Management
Agency (Marie Stopes)

Health Service Providers

prepare claims

batch claims

deliver claims data entry

approve claims

pay claims
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Providers travel
up to 3.5 hours
to submit claim

forms
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Information Constraints

4/12 didn’t know
how many claims

have been rejected

12/12 own a
mobile phone

4/12 have
computer
training

Sequential Rejections
“Cipro pricing b4 C[ontinuing] M[edical]
E[ducation]… All above denied b'cos rest of
P[atien]t mgt n[ot]. ethical”
Often an entire month’s worth of claims might
be rejected at once for the same error

Obscure and Infrequent Feedback
“I don’t know. I don’t know how we are
performing. I don’t know how we are faring…
and of course it takes a lot of time.

3/12 had not
gotten feedback

Providers often have questions
about claim summary reports



Communications is key

Management
Agency

Community
Based

Distributors

Health
Service

Providers

Sales Team

Head Office
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ICTs

Courier

PO Box

Bulk
SMS

In-
Person

Phone
(Voice)

E-mail

Radio

Linking Stakeholders Communications Media



59 providers from initial rollout of
maternal voucher “HealthyLife”

Paper
vs.

E-mail
vs.

SMS



Bulk SMS: Enabling Broadcast
Announcements

150 characters Addressed from MSIU
(on dominant carrier)

Two-Way
Communication

Automatic Archiving
of MessagesGroup Addressing

Template Support

SMS Forwarding



User login is from the homepage of the SMS
host provider



Archive of
sent and
received
messages
with
contact
details,
date,
message
content
and
delivery
status.







SMS messages are
purchased in bulk at the
beginning of the year from
Beyonic

(anonymized)









Technical Difficulties

• Carrier Dependence
– SMS service is on dominant carrier (Zain)
– Health service providers on other

carriers report that they failed to receive
SMS messages

• Phone Number management
– Wrong numbers
– Changed numbers
– Multiple numbers
– Swapped/shifted numbers in

spreadsheet

• Un-received Texts
– Health service providers in low coverage

areas
– Health service providers without

electricity (phones powered off)

• Duplicate and Delayed Texts



Next steps

• Stronger database management procedures
– Clean phone numbers

• Focus on managing contacts and contact groups
– Email reminders to providers to update their contact

information quarterly

– Ask providers to alert Marie Stopes when messages are
misdirected

• Consider expanding SMS database to voucher clients

• Develop M&E applications with short questionnaires
for client satisfaction, provider assessment,
distributor feedback
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