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Introduction 
• The routine client satisfaction initiative aims at engaging 

clients as key stakeholders in the management of health 
services.

• Through the initiative, feedback on the quality of health 
services provided is obtained,  gaps are identified,  and 
addressed to improve service quality

• A routine client satisfaction feedback tool was developed 
to enable the clients  assess key aspects of healthcare 
service delivery.

• Using the tool ensures that emerging issues are 
addressed and services are responsive to 
expectations/needs of the clients. 

• Routine client satisfaction feedback is currently part of 
the integrated service delivery package 
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Implementation of the routine client feedback tool 

Implementation is based on the Routine 
Client Satisfaction Feedback 
Implementation Guidelines. 

Implementation occurs  all levels of the 
health system: National, Regional, 
District, Facility, and community. 

Implementation is integrated into 
routine health service delivery (it’s not 
a survey)

All client feedback is visualized in form 
of an auto dashboard highlighting 
positive feedback and gaps for the 
facility teams to act 
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Administration of the routine client 
satisfaction feedback tool

Methods  for c lient feedback

• Scanning a QR code displayed at a readily accessible location 
(e.g. ,  notice board) 

• Self-administered approach (clients are provided with the 
routine client satisfaction tool to fill by themselves)

• Interviewer administered approach (Designated person 
interviews the client)

Two sys tems  exis t

• Paper-based tool

• Electronic/digital tool

The tool is  administered individually,  in privacy and clients are 
not  discriminated for services on the account of their views.

Patients in critical condition, or those unable to engage in 
conversation, and those who decline to share their experiences 
are excluded 
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Routine Client Satisfaction Hard copy tools 
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Demons tration of the C SF tool

Acces s ing the C SF tool via 
link

https://tinyurl.com/4s7bxens 

Acces s ing the C S F das h board

https://tinyurl.com/2vjmsa7x 

https://tinyurl.com/4s7bxens
https://tinyurl.com/2vjmsa7x
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Results from the use of the tool
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