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Introduction

The Standard Days Method® (SDM) is modern, effective fertility awareness-based method to avoid
pregnancy and is helping to meet the demand for family planning both in India and worldwide. In order
to increase awareness and practice of SDM amongst married couples, Georgetown University's
Institute for Reproductive Health (IRH) is undertaking product testing of CycleTel™, an interactive
voice Response (IVR) service designed to help women use SDM with aid from their mobile devices.

The SDM identifies a fixed fertile window in the menstrual cycle when pregnancy is most likely. To
prevent pregnancy, users avoid unprotected sex on days 8-19 of the woman’s menstrual cycle. It is
appropriate for women with cycles between 26 and 32 days long (approximately 80% of cycles).
Appeal that SDM may carry for couples who currently are not using any method, are relying on the
rhythm method or withdrawal, or are dissatisfied with their current method is being tapped through
various researches. Research results from India and around the world have indicated that SDM
introduction has a positive effect on family planning programs as it attracts new family planning users,
improves access to family planning methods, improves condom counseling, empowers women, and
involves men. For these reasons, SDM introduction is a strategy to expand choice and access to
family planning.

CycleTel was conceived as an alternate way to offer SDM that does not rely on the availability of a
commodity in order to expand access to this method. Given the growth of telecom in India with almost
894 million users of mobile phones, (as per TRAI, December 2011) CycleTel is an innovative method
to provide couples with standardized information through IVR on the fertile window in order to avoid
pregnancy.

CycleTel helps women keep track of the fertile window each menstrual cycle and thereby help them to
avoid pregnancy. CycleTel provides information on how to use a family planning method to couples,
thereby contributing in a significant, scalable and sustainable way to address unmet need for family
planning in India. CycleTel also empowers women to make reproductive health choices by offering
them an inexpensive and easy to use method of contraception.



Background

SDM is a contraceptive method that has been included in family planning
and reproductive health programs in numerous countries. Clinical studies
have shown it to be more than 95% effective with correct use and 88% with
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typical use. SDM is appropriate for women who usually have cycles between
26 and 32 days long (approximately 80% of cycles are in this range).
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SDM use is typically supported by CycleBeads®, a visual tool that helps /1
women track their cycle days and know when they are fertile, so they can
use a barrier method or abstain on fertile days to avoid pregnancy (see visual at right).

Clinical trials to determine method efficacy were conducted in Peru, Bolivia, and the Phillipines, during
which over 500 women used the method for a year. Results of the study showed that SDM appeals to
a range of women in different settings. Users of this method report abstaining or using condoms
during the fertile window. The typical use failure rate for pregnancy was 14.1, which occurred due to
couples taking the risks associated with having unprotected intercourse knowingly.

Current Context: Family Planning in India

Data shows that the unmet need for family planning in India is moderately higher in rural areas than in
urban areas. Although, it is important to note that the unmet need for family planning is quite high in
urban areas.

Table 1: Unmet need of Family planning in India

Indicator 1 2 3
Unmet need for family planning NFHS 3 2005-06 Urban Rural
Total unmet need (%) 12.8 9.7 141
For spacing (%) 6.2 45 6.9
For limiting (%) 6.6 5.2 7.2

Source NFHS 3: fact sheet

The current use of family planning in India for women who are currently married and in the age group
of 15 — 49 years is as below:

Table 2: Current use of Family Planning methods in India

Indicator 1 2 3
Current use of family planning NFHS 3 2005-06 Urban Rural
Any method (%) 56.3 64.0 53.0
Any modern method (%) 48.5 55.8 45.3
Female Sterilization (%) 37.3 37.8 37.1
Male Sterilization (%) 1.0 11 1.0
1UD (%) 1.7 3.2 1.1
Pill (%) 3.1 3.8 2.8
Condom (%) 5.2 9.8 3.2

Source NFHS 3: Fact sheet




Table 1 shows that the unmet need for family planning in urban India is 9.7 percent, while 64 percent
of women of reproductive age in urban India are using a method. The data shows that there is huge
gap between the people who access family planning services and modern and accessible
contraceptive methods.

According to the NFHS 3 fact sheet, SDM is currently not an option available in the basket of
contraceptives in India. CycleTel is a service by which SDM can be offered widely in India, thereby
increasing the family planning options available for couples and increasing contraceptive prevalence.



CycleTel IVR Product Testing: Approach

The product testing aimed to test if the target audience (married women between the ages 19 to 32
years) understands the flow of the voice version of CycleTel and understands the intent of each voice

clipping.

Objectives

The main objective of the product testing was to understand:
l. If women would be interested in a voice component/service for CycleTel;
Il If they would be able to interact and understand the interactive voice recording (IVR) flow;

1. If a voice service would be appropriate for less literate women.

Approach

e Study area

The product testing was carried out in the Gola block of Ramgarh district of Jharkhand state wherein,
25 participants were selected with support from IRH representatives.
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Figure 1: Study area

e Approach

Participants fulfilling the following sampling criteria formed the initial cohort of the product testing:

a. Married women in the age group of 19 to 32 years.

b. Women with literacy level between 6" to 9" grade.

c. Women familiar with family planning that are either a current user or previous user of family
planning methods.

d. Couples who have ever adopted traditional method, OR are newly married OR using
condoms inconsistently will be preferred.

e. Women who own a mobile phone and use it regularly.

The criteria for literacy (education level) in the participants profile were relaxed as participants
reported higher level of education. Other criteria’s were kept as per the TOR.



Consent was taken from the participants forming the cohort on a prescribed consent form.
The study encompassed the following activities:
Recruitment of Participants

The study participants were recruited with support from IRH representatives. The participants were
primarily screened based on the following criteria:

e Age

e Educational qualification

e Skills test to assess their ability to dial numbers and make a call using the mobile phone.
Thereafter, the respondents were also asked to dial a number wherein they can listen and
respond to a sample IVR. For this purpose the Indian railways enquiry number (139) was
used (see Figure 1).

Respondent
Listen to
ﬁ the IVR
Dial Yes \ Select Yes _
er 139 ] Hindi

ﬂvNo No

Discontinued '«

Figure 2: Process of skill test for recruitment of participants

The participants fulfilling the eligibility criteria and who passed the skills test were then admitted to test
the product.

Product Testing with Participants

In depth interviews using a structured questionnaire were administered to the participants by two
experts. The interviewer first read an informed consent form aloud to each of the study participants
and took their signed consent for the study.

Each interview was conducted in three steps, as follows:

e Section 1 - The participants were asked to interact with the IVR recording on the mobile
phone. The interviewers called the CycleTel IVR number and thereafter the participant
was asked to listen to and answer the probes.



The key purpose of this section was to observe each participant as she interacted with
the system. The interviewers made note of where she paused or seemed confused. Once
the participant completed the interaction, the interviewer asked her specific questions
based on the interview guide developed by IRH. The responses of the participant were
then recorded.

e Section 2 - In this section, the interviewer played the individual recordings of each voice
clipping with a voice recorder for the participant to listen to. The interviewer then asked
the participant a series of probes specific to each voice clipping.

The purpose of this section was to determine if participants were able to understand the
messages and identify “problematic” messages that participants tend to not understand.
The interviewer recorded each interviewee’s answers using a tape recorder and hand
written notes.

e Section 3 — In this section, the interviewer asked each participant three questions aloud
to get a sense of women’s preferences for receiving voice/text messages regarding
CycleTel.

The product testing was conducted in two phases. In the first phase, 9 interviews were conducted and
based on the feedback from the interviews; IRH considered making changes to the IVR recording and
individual message recordings. In the second phase, the remaining 16 interviews were conducted
using the revised recordings.



Findings

The total number of respondents screened for the product testing was 35. Among them, 25
respondents were interviewed.

Profile of Participants

A brief profile of the participants interviewed is given in the table below:

Table 3: Profile of participants

Respondent Details Family Planning Details
Respondent Age Educational FP method currently FP method used
Number (Years) Qualification using previously
Respondent 1 24 B.A. Part | Condom No
Respondent 2 19 12" pass Condom (Inconsistently) Condom
Respondent 3 21 4-5" pass Condom (consistently) condom
Respondent 4 23 12" pass ECP Cu-T
Respondent 5 22 12" pass No No
Respondent 6 22 12" pass No Condom
Respondent 7 28 8™ pass No No
Respondent 8 18 12" pass No No
Respondent 9 23 7" pass Condom Condom
PHASE 2
Responde Age d ationa P ethod e P ethod ed
be ea Qua atio 0 previo
Respondent 10 20 B.A. Part | No No
Respondent 11 20 10" pass No No
Respondent 12 20 9" pass No No
Respondent 13 19 No formal trgining but No Traditional Method
can sign

Respondent 14 22 9" pass Condom No
Respondent 15 20 10" pass No No
Respondent 16 22 12" pass No Pills
Respondent 17 20 8" pass No No
Respondent 18 20 12" pass No Pills
Respondent 19 22 8" pass No No
Respondent 20 16 8" pass No No
Respondent 21 19 8" pass No No
Respondent 22 22 7" pass Condom No
Respondent 23 21 12" pass Condom Condom
Respondent 24 23 10" pass Condom Condom
Respondent 25 19 10" pass No No

The age of respondents ranged from 16 to 28 years, among which the majority are of age 19-23 years
(84 percent). Regarding education level, most of them were eighth standard pass (20 percent),
matriculate (16 percent) or twelfth standard pass (32 percent).

Basic family planning history was sought from the respondents. Most of the women responded that
they are currently not using any family planning method, wherein 28 percent said that they are using



condoms. Among those who are currently not using any method, 4 percent (1 respondent) have used
a traditional method, while 8 percent have used pills and 4 percent have used condoms in the past.
The remaining 48 percent participants responded that they have never used any family planning
method (table below).

Table 4: Use of family planning methods among the participants

Family planning methods used by the Participants (n=25)

Methods Response
Currently using Condom 7 (28%)
Currently using Condom (Inconsistently) 1 (4%)
Currently taking ECP 1 (4%)
Currently not using, but have previously taken pills 2 (8%)
Currently not using, but have previously used condom 1 (4%)
%;rheonély not using, but have previously used traditional 1 (4%)
Never used any FP method 12 (48%)

Phase 1 Results (Respondent number 1 = 9)

Respondents’ Understanding of IVR Flow (Section 1)

e Handling keys of the phone and selection of language

All women were able to handle the phone properly while listening and responding to the IVR.
However one of the women showed slow response and was taking time in searching and pressing the
buttons of her mobile.

Eight of the respondents could select the preferred language (Hindi) without any difficulty. One
respondent mistakenly selected the English language. The call was reconnected and in the second
attempt, she could select the proffered language (Hindi).

e Listening, understanding and responding to the voice prompts in the menu information

The main purpose of this section was to assess if the participants could understand the messages in
the initial menu list (refer to text box below) and respond to the menu items, after selection of
language:



CycleTel mein panjikaran ke liye 1 dabayein (For registering to CycleTel,
Pressl)

CycleTel parivar niyojan ki vidhi ki adhik jaankaari ke liye 2 dabayein (For
more information on CycleTel as a family planning method, Press 2)

CycleTel ke sahi prayog ki jaankaari ke liye 3 dabayein (For correct use of
CycleTel, Press 3)

Hamare call centre pe baat karne ke liye 4 dabayein (To connect to the call
centre, Press 4)

Message dubara sun ne ke liye 8 dabayein (To listen to the message again,
Press b5)

Navigation: Among the nine respondents, six women were assisted by the interviewer to navigate
the menu options. The interviewer either helped them by reconnecting to the call (3 respondents) or
asked re-enforced that they should listen to the options carefully before choosing a desired button (3
respondents).

Listening to options: Out of the nine respondents, only four respondents listened to more than one
option in the menu list before pressing the button of their choice. The remaining five respondents did
not wait to hear the complete menu items and either randomly pressed a button or selected the first
option they heard on the IVR.

Initiating the registration process: The registration process was initiated by all of the nine
respondents interviewed. It was observed that majority of respondents faced difficulty in going back to
the main menu item and were repeatedly pressing the last option (Press 8 to listen to the message
again).Only one of the respondent understood the options and could easily go back to the main menu.

e Listening, understanding and responding to the voice prompts related to reqistration

The purpose of this section was to find if the respondents were able to understand and follow the
instructions related to the registering to CycleTel. The registration process begins after pressing the
button 1. Thereafter, messages on screening, registration, successful registration and ineligibility
follow.

Messages related to Screening Questions

Seven out of the nine respondents could follow all the instructions in the screening process. The
remaining two respondents could not understand the messages and therefore could not proceed with
the screening process. The major findings are:

e The 1 screening question related to use of a contraceptive pill or shot in the last 3 months
was understood and accordingly responded by all the seven respondents. One of the
respondents was taking Emergency Contraceptive pills and therefore could not proceed to
respond to the 2" screening question.



e The2™ screening question related to getting menstrual period regularity was answered by six
respondents. Among them, five respondents understood the message and responded
correctly.

e The 3" screening question related to management to unsafe days was understood and
responded correctly by all three respondents who heard the message. Rest of respondents
were ineligible on the second eligibility criteria and could not listen to the third screening
guestion.

Messages related to Sending the Period Date

Out of the three respondents who could reach the instruction to enter the period date, two
respondents entered the menstrual period month incorrectly. While two respondents could decipher
the process of entering dates by pressing the buttons, one of the respondents could not.

Messages related to successful registration

Only two among the nine respondents could reach the messages related to successful registration.
The remaining one respondent heard the ineligibility message.

Messages related to ineligibility

Overall six respondents heard the messages related to ineligibility at different levels during their
interaction with IVR. Only the last section of the message which gives an option to listen to the
message again was understood by all six respondents. Comprehension of the rest of message was
poor.

e Observation of interviewers on Specific probes:

Understanding of CycleTel

After the interaction with IVR, except one, all 8 respondents could not say anything properly about
what CycleTel is. One of these 8 said:

‘kuch nei bol raha hai. Sirf Cycle wala bol raha hai. Wo kya bol raha hai kuch samajh nei
aaraha hai”

Meaning “its not saying anything except cycle. I'm not able to understand what its saying”.

However, one respondent mentioned “CycleTel is the method that tells about the days when a couple
should practice abstinence”.

About the recording

Responses were sought on the ease of understanding the IVR. One respondent suggested lowering
the pace of the recording for better understanding of the messages. Another woman mentioned that
IVR would be understood by literate women only. One of the respondents also showed dissatisfaction
regarding the comprehensibility of the messages.



Also the respondents were probed on the likes/ dislikes about the recording. Some reported that IVR
being available in Hindi language is the most liked feature. Few suggested changes in length of the
recording for better understanding of the messages.

Problematic words

The table below gives a snapshot about the words which the respondents were unable to understand
or comprehend.

Table 5: Problematic words in section 1 of Phase 1 interviews

No. of respondents unable to

Words used English translation of words understand the words (n = 9)
Asurakshit Din Unsafe days 3 (33%)
Panijikaran Registration 3 (33%)
Sanyam Not having sex 2 (22%)
Mahavari Menstruation 2 (22%)
Mala chakra CycleBeads 2 (22%)

Respondents’ Understanding of Messages (Section 2)

All the messages were played individually on a voice recorder in order to assess comprehensibility of
the messages. Set probes were used after each message to seek responses.

e Comprehensibility of Message 1

Hindi Message - “CycleTel Tsh A5l ¥aT & [S@ehT Fee T 3T Ig SiTeT Tehcll ¢ T HAelol o dg hiT A
forst & ST 3Ty aT88-eTROT T Fehel 1 v it 3Ty amad-erRoT R Fehel! € 9 3T IR AT e el &
| 3R 3T 318 YROT & TI=AT Gl & Al Sof IRTETT Tl H TR HEAET & THY HSIH T TN ATl
g9 T Y HIH T@=AT glam!”

English Message* - CycleTel is a mobile phone service that helps you know which days during
the month you can get pregnant. The days you can get pregnant are called your “unsafe
days”. If you don’t want to get pregnant, you need to use a condom or not have sexual
relations on these days. | am going to ask you three questions to see if CycleTel will work for
you.

Only three out of nine respondents completely understood the message, while one respondent could
understand partially that unsafe days can be managed using condoms or abstinence. Rest of
respondents, could not understand the message even after listening to it multiple times. Three
respondents could decipher that CycleTel is a mobile service. Majority lacked understanding of what
are unsafe days.

Problematic words/ section

Three out of nine respondents did not understand the meaning of “Ashurakshit din” (unsafe days).
And one respondent found the word “Sanyam” (not have sex/ abstinence) difficult to understand.



e Comprehensibility of Message 2

Hindi Message - “&aT 39« UGel 3 AgAr # IRaR Ade &7 FIg TT-ToRIas aitelr a1 St
TIeT fHAT §2 3R A 37 A & Fis off /A yIer fHr § A 190 1 3PR 57 H ¥ s o [
ST el g dr 2 gar”

English Message* - Have you used a contraceptive pill or shot in the last 3 months? If yes,
press 1, if no, press 2.

One out of total nine respondents could not understand anything about the message even on listening
to the recordings for multiple times and therefore the interview was discontinued. Among the
remaining eight, four respondents understood this message; while the rest found the message to be
unclear.

Problematic words

There was confusion on the word “ pill”, “injection” with one of the respondents confusing the words
with iron tablets and injects given during antenatal care and immunization Comprehensibility of

e Comprehensibility of Message 3

Hindi Message - “CycleTel ael 37 AR & T HH AT § ST 2 ATGART H AT Th
HES T 37 BT &1 AT HTYhT ATGIRY ST379T Teh FHGlY & 37T U 3T §2 391 & ol 197 |

3PR AgT ar 2 game”

English Message* - CycleTel only works for women who usually get their menstrual periods
about a month apart. Do your menstrual periods come about a month apart? If yes, press 1, if
no, press 2.

This message was heard by eight respondents and five out of them clearly understood the message.
One of the participants partially understood it as, it was not clear to her that those women who gets
their period in a gap of more than a month, can’t use the service or not. The interviewer asked her
what should be done if she gets her period once or twice a month. To this, she replied that she would
not know how to respond because it was not addressed in the message.

One of the respondents comprehended the message as “if a female gets period in 1 month gap, she
has to pressl or if she gets twice a month, she has to press twice.” The interviewer asked if she gets
her period once in two months, then what should be done. She replied nothing was said about that.

Problematic words

One among the nine respondents could not understand the meaning of “Panjikaran” (registration),
while another respondent was unable to understood word “Mahavari” (menstruation).



e Comprehensibility of Message 4

Hindi Message - “IT8TeIR0T & §e=l & ToIv 3rERfaTT et & ar o Ssie YT e gram a1 fhe
HIH T@AT M AT 319 AR 39k gfy 3GRIETd feait & eheled &1 g2aer a1 of 69 3@ qIea!
39X & al 1 &aT¢ 309K 180 dr 2 gare”

English Message* - during unsafe days, you must use a condom or not have sex to prevent a

pregnancy. Can you and your husband use a condom or not have sex on the unsafe days? If
yes, press 1, if no, press 2.

This message was heard by eight respondents and among them, seven could understand the
message. The message was heard more than once by two respondents. Among them, one could
understand it in second attempt while the other could not.

Problematic words

Three respondents were not familiar with the term “Asurakshit din” (unsafe days).

e Comprehensibility of Message 5

Hindi Message - “CycleTel 3T9eh T Teh HeT fafer & Fdfeh 3TUeh! AGART ofaT$TT Ueh HEll o

3R Y 3Tl § 3R 39 9fy goelr rgeierd R & ar ar S8 @1 e s O R geH @

Fehall 3T 3787 F CycleTel & TN Y& FX Fehell & IR IR 3T §Tel & AT & Tgol e
&1 fafY e § 1 30R Al a1 § arl g, &gt are & o 2 e

English Message* - CycleTel can work well for you because you have monthly periods and you
can avoid unprotected sex with your partner on unsafe days. You can start using CycleTel if
you know the date you started your last menstrual period. Press 1 if you know the date, or
press 2 if you do not remember.

This message was heard by eight respondents. Out of these, five respondents understood this
message, while two respondents decipher it partially. Both the respondents could comprehend that
they will have to remember their periods date, but could not understand what she should press to
respond to the message.

Among the five respondents, two women heard the message twice, out of which one could
understand the message, while the other could not.

Problematic words

The meaning of the word “Panjikaran” (registration) was not understood by one respondent.

Suggestion/ feedback of respondents

One of the respondents commented on this length of the message and said that it is too long.



e Comprehensibility of Message 6

HindiMessage-“maaTq@rmﬁsvﬂ%‘lﬁ%Jm-gé‘a‘a’r1W&!mmmﬁﬁaﬁ
AL AF §F & A 2 EaTY! IR HIHT FAEIRY 2 AL Teel YF € ¢ 3 gae”

English Messsage *- Press 1 if you had your latest period this month. Press 2 if you had your
latest period in the previous month. Press 3 if you had your latest period two months back.

Five of the nine respondents understood this message; while one respondent could decipher it
partially. The respondent was asked that what she deciphered from the message. She said

“abhi agle masik me 1 mahina nei hua to 1 dabaye, 2 mahine hota to 2 dabaye”

She meant that if one month has not passed from her last LMP, she will have to press 1 and if she
gets her period in every 2 month, she has to press 2.

One respondent heard this message twice, but she could not comprehend the anything from the
message as she said that she doesn’t know what “Mahavari’” means.

Problematic words

One respondent was not clear with the term “Mahavari” (menstruation).

e Comprehensibility of Message 7

HindiMessage-“Elgq?IlTs}Ta'ng'Umﬁlﬂ??ﬁ%ﬁﬁﬁ@rﬁr@aﬁ2Hﬁﬁﬁaﬁ!m?%ﬁ'{
T IR 3R ATGARY AT AAF 4 TG HT YE &5 ¢ HIAT I Bl § 04 gare”

English Message* - Please enter the date of your last period in two digits. For example-if you
had your period on the 4™, please enter 04.

The comprehensibility of the message was very low. The interviewers tried to probe the respondents
by asking them to enter the date of their LMP in the mobile. The message was comprehended by only
one respondent and she could follow the process of entering a date. Other two respondents partially
understand the message. Among them one respondent felt difficulty in entering the single digit
number. The other respondent was when asked to enter the date; she entered the previous date of
her LMP (i.e. if her period started on 14, she felt that she has to enter 13). Some of the observations
related to comprehensibility of the message has been listed in the below mentioned text box.



e The interviewer said to one of the respondent that if the last date of her periods is 12 then

what she should press. To this, she replied that no option was given. She can press 04

only if the last date of her periods is 4th. Later she said that “kisi v date ko masik aaye to

04 dabana hai” (she has to press 04 irrespective of the date).

e One of the respondent said that “4 tarik ko hua hai to 4 dabana hai” dusra me hua to kya
dabana hai wo nei bataya (if gets period on 4™ then have to press 4. For other date,
nothing is mentioned). When she was asked how to press the date, she said “4 and then

0.

e One of the respondent comprehended the message as “4, 0 dabane ko bol raha hai agar
tithi yaad hai”, meaning has to press 4, 0 if doesn’t remember the date.

Four out of the total respondents heard this message more than once; in one case the message was
played three times and yet that respondent was not able to understand the process of entering date.

e Comprehensibility of Message 8

Hindi Message - “319a7 A% & fafY sd= & AT g=garg! CycleTel 3 39 g8 f&aT S 3ma
IFEURUT T Fehcll § 3T SMS & AT WM SMS & IRRIETT oot for@r Jmuam maeht I8
SMS 22 dAlcAsR ¥ 3 feaFax # fHcr”

English Message* - Thank you for sharing the date of your last menstrual period. CycleTel will
now send you an SMS alert on all of the days you could get pregnant. The message will say,

“unsafe day”. You will receive these messages on the 22" of November to the 3" of

December.

Comprehensibility of this message was very low as only one participant out of eight could understand
the message. She was able to understand the message after listening it twice. In the first attempt she
could remember only about the dates mention in the message. After listening to it for the second time,

she said that she will receive message on the mentioned dates. However, she was probed on what
information she will receive on the mentioned date. To this she replied that she will receive the unsafe

days.

This message was heard more than once by the majority
of the respondents (four respondents heard this message
three times and two respondents heard the message
twice) but they could not understand it (see adj. text box).

e Comprehensibility of Message 9

Hindi Message - “CycleTel 3Tde 3ERiEd o=t o
39T SMS E@RT i HIM TFUROT F o & v

The response of participant

regarding message 8

They said:

o If alady gets pregnant, she will receive
a message on that date.

e The message will be sent to them if she
is pregnant.



ool @t e el o) hste 1 gleT Y A1 A HIH @
(Feeer 9.1) - MFURTT & Tl & TAT 5o ol 3gRieicd el oy hst &1 galer & a1 o §IH W

(Feer 9.2) - Tl IRRfATd At ¥ e e & WAy Wl W AT ;Y UROT I FhA §

English Message* - CycleTel will send you SMS alerts on your unsafe days. Use a condom or
don’t have sex on all these days to keep from getting pregnant.

(Message 9.1) * - Use a condom or don’t have sex on all these days to keep from
getting pregnant

(Message 9.2) * - You can get pregnant if you have sex without using a condom on any
of these unsafe days

This message was heard by eight respondents, and four respondents heard this message more than
once. A total of five participants understood this message. All of them were able to comprehend that
they will receive SMS alerts and could also say what is to be done to avoid pregnancy. However, one
among these, respondents was unaware of the meaning of the word unsafe days. She had the notion
that it means the days of menstruation. So, she said that “she has will receive SMS alerts/ use
condom/ avoid having sex during menstruation period”.

Among those respondents who were not able to comprehend the message, one participant could say
that she will receive SMS alerts and use condom to avoid pregnancy. However, she could not say that
on which days she will receive the SMS.

Among the four respondents who understood the message, three preferred the message 9.1 over 9.2.

Problematic words

One of the respondents did not understand the term “Sanyam” (not having sex).

e Comprehensibility of Message 10

Hindi Message - “37sT 3MT9ehT 3ERTETT o 81 3R 9= 58 ATl & Tohall off 3rgeiaret ot e
FOIH & FFA-U IWT ¢ ol 81 Hehdl § 3T IFTUROT FX T gl 3PN IS Falel Yool a8 olf
AN Hiel FeT F3eTR Fl HieT Y

English Message *- You are on an unsafe day today. If you had sex without using a condom on
any unsafe day this month, there is a chance that you can be pregnant. Please call and talk to
our call centre counselor if you have any questions.

This message was heard by seven respondents. Comprehension was low as only two respondents
understood the message. while, one of the respondents could decipher it partially. She could
understand that why she might have got pregnant and said that if she has conceived, then she has to
call and talk to the call centre counselor. However, she could not understand the concept of unsafe
days. The remaining four participants could not understand this message even after hearing it more
than one time.



The respondents deciphered the message as

FE 13

“bina condom/ snayam k samband rakha hai to call karein call centre mein”, “agar mahila garv
dharan kar liya hai to call centre me baat karna chaheyea.”

This means “if she has had sex with her partner without condom/ abstinence then she has to call to
the call centre. If the woman has conceived, then she should call to the call centre

Problematic words

One respondent could not understand the meaning of Call center counselor.

e Comprehensibility of Message 11

Hindi Message - “3deh &8l 3RRTETTT fet iy 1w & 3R 39 3irel QI et & 81 30R 3maa

foel off 3rfata ot o) 9t &hsle & |eawtr T@r & ol 81 Hehall 3T9al 18 &R0 Y forar &7 |

3% SRR & T §AR Hich X HI3eUeR & a1 ! CycleTel & FINT & AT 39 3970l
HIRHR YE Elel TN 3T Tgel et HT Ay #sf

English Message* - All unsafe days have passed and you are currently on a safe day. If you had
sex without using a condom on any of your unsafe days, you might be pregnant. Please call
and talk to our call centre counselor if you have any questions. To continue using CycleTel,

send the date when your next period comes.

This message was heard by seven respondents. Out of them, only two participants could understand
it. This message was heard more than once by four out of seven respondents. One of the respondent
commented that it was difficult to understand the message as it was too lengthy.

The participants who could not understand the message comprehended it as:

‘“Kahin phone karne bola. Lekin samajh nei paye”, “Pura mahina condom istemaal karna hai.
Ek din nei kiya or garv theher gaya hai to phone karke bataye or condom nei istemaal karein”.

(Two of the respondents comprehended it as the she has to call to someone, but could not
understand. She further added that the message says about using condom throughout the month. In
case the woman has not used it for a day and she has conceived that she has to call and should stop
using condom.)

“Masik hone se pehele jo pichle mahine ki tithi hai wo bhejna hai”

(Meaning she has to send the date the date of her last periods before the next).

Suggestion/ feedback of respondents

Two respondents said that message was long and therefore they were unable to understand it.



e Comprehensibility of Message 12

Hindi Message - “CycleTel 3 Higen3il & v veh 3ugea fafer =gl & 5= AfRemsit & Woer 3

TN H S 77 fRerss Mol a1 SoierraT TAT HaAT &1 CycleTel 373 3mush T @wdr R_fy g

gl aRar fAaere & 3= faftat fr SRt & T 39 sidex & Al CycleTel 7 el FaY
& T 3MIsr Yegare”

English Message* - CycleTel does not work for women who have used the contraceptive pill or
shot in the last 3 months. CycleTel will not work for you at this time. Please contact your
health provider to discuss other family planning options. Thank you for calling CycleTel.

This message was heard by seven respondents. Only three of them understood this message. Two
respondents out of the eight heard the message more than once.

One of the respondent deciphered of the message as
“agar kisi ka masik ruk gaya hai to caller SMS karke jankari lega k masik kyo nei aaya”.

The respondent meant that if a woman is not getting her periods, then the caller will send SMS to get
information that why her period has

Suggestion/ feedback of respondents

One respondent said that the message was difficult to understand. It should be made easier for
women to understand, and the pace of the voice recording should be slower.

e Comprehensibility of Message 13

Hindi Message - “CycleTel 3 forv &gl fafer wigt § 4o 39 & & A8 H HaT 1 ATE
HT IR LT W@l g! INAR AT 7 37 [ g=er &= & fow a1 R 3% IR & fow
39a Sidey & fAel! CycleTel H il et & foIT IS Uadic”

English Message *- CycleTel will not work for you because your menstrual periods are not
about a month apart. Please contact your health provider to discuss other family planning
options. Thank you for calling CycleTel.

This message was heard by eight respondents. Three of them understood the message completely
while only respondent comprehended it partially. She was able to understand that CycleTel will not
work for her. But she could not decipher that why it won’t work for her. Four out of eight respondents
heard this message more than once.

One respondent was confused about “what the message is saying about 2 months”; while, another
respondent did not understand the ineligibility criteria. She said that if CycleTel is not appropriate
method for her, she has to meet the doctor and call CycleTel again later.



e Comprehensibility of Message 14

Hindi Message - “CycleTel 373 3mass fow @@y fafer sg 819! CycleTel 3=6r geufa & fow @dr
fafer & S aRiara =it & a1 o e &1 94T S0 I R G970 @ Fohill IRaR @er &
3T AT $r IFHRT & v 3Musr siger & Aol CycleTel # Fial A & AT 3UHI Yegdle”

English Message *- CycleTel will not work for you at this time. CycleTel works best for couples
who can use a condom or not have sex on unsafe days. Please contact your health provider to
discuss other family planning options. Thank you for calling CycleTel.

This message was heard by eight respondents. Four out of them could understand this message,
while one comprehended it partially. The message was played twice for one respondent.

Regarding the comprehensibility of the message, one respondent said that this method doesn’t work
for those who use injection or pills and that it will work for those who use condoms or don’t have sex
in the unsafe days.

e Comprehensibility of Message 15

Hindi Message - “CycleTel RaR fadlstel ATell =sh fafer ox 3MenRa &1 I8 Teh Wrehfash fafer §
ST AR A AFFRT AT § Hr ATRAH T H T T F A § 9 a8 797 gRoT = Fhell &
AA wh A Fo W T gid § S grfaTT g1 § e ueh Afgen 18T 4RoT A€l A Fohl 1Ay
& o ot 3R gld § 519 Teh Afgell IFUROT A Hehcll g ITURTT F 9 & v v
cufed 3GRTETT feail & a1 a1 3 FT AT A § AT T TIH TG 8! Al °sh A &1 R
W IS GRUTHTE gl BiaT ! I fafy AT qar a1 HIV & S=mg 787 Ll g7

English Message* - CycleTel is based on the Standard Days Method of family planning, a
natural method that helps a woman track her menstrual cycle to know when she can get
pregnant. During her menstrual cycle, there are safe days, which are the days when a woman
cannot get pregnant. There are also unsafe days, which are the days when a woman can get
pregnant. While using CycleTel, a couple uses condoms or does not have sex on unsafe days
to prevent a pregnancy. The Standard Days Method has no health side effects. The method
does not protect against sexually transmitted diseases or HIV.

Four out of eight respondents could clearly understand this message, while one could decipher it
partially. The message was heard more than once by two respondents.

One of the respondents didn’t know what HIV/AIDS is. Therefore, she said that CycleTel will protect
from HIV. Moreover, one of the respondents said that “Asurakshit din” (unsafe days) means when she
is menstruating and “Surakshit din” (safe days) means the days after her menstruation.

Problematic words

One respondent could not understand meaning of word “Asurkshit”.



e Comprehensibility of Message 16

Hindi Message - “CycleTel IRAR f@aAeer 1 T faf™r qv 3mena § st i 95% 3ReR &

English Message* - CycleTel is based on a method of family planning that is 95% effective.

This message was heard by eight respondents. Only one out of eight respondents understood this
message. She comprehended the message as

“95% faidemand hai — Puri tarah bach sakte hai”
which means “its 95% beneficial — it can completely protect”

Four out of eight heard this message more than once; but could not understand this message, even
after repeated hearing. The respondents were not able to comprehend the word “95% Asardaar”
(95% effective). One of the respondents comprehended it as “there is 95% chance of conceiving while
using CycleTel.”

e Comprehensibility of Message 17

Hindi Message - “CycleTel 3TU% HAIfA® Tsh T AT & I F Iarar & 3R et 39 &= &
SMS HSIdT & SIS 319 ITHUROT T Fehcll &1 Tg oot IRRIAIT feeT Fgelrad &1 TMHURoT § e &
forw 3mg 3R 3mass 9fd FF AT A HIH HT YIRT FEAT R AT TR FIH IW@aT 8191 | CycleTel
3T A T A1E feATar § T SIS e 3T AR Y gl W 3Her fafdy Sl g wry g
CycleTel §aT gary & =0t VAT 3R A1 7 FE 93T & F 36 & I # Y IdGw &7

English Message* - CycleTel helps you track the days in your menstrual cycle and sends you a
text message on the days when you can get pregnant. These days are called unsafe days, and
to prevent pregnancy, you and your husband need to use a condom or not have sex on these
days. CycleTel also sends you text messages to remind you to send in the date you start your
period, to tell you about certain features that the service offers, and to help you use the
service correctly.

*Note: English messages were not tested.

This message was heard by eight respondents. However, none of them were able to comprehend the
meaning.

One of the respondents deciphered the message as

“Is vidhi ka istemaaal karna hai to condom lagana hoga. SMS me jankari degi k sanyam rakhna
hai ya condom ka istemal karna hai”

The respondent meant that a woman has to use condom if she wants to use this method. She will get
SMS which will tell her that she has to use condom or not have sex.

Problematic words




One respondent could not understand the terms “Avadi” (tracking).

Suggestion/ feedback of respondents

According to one of the respondents, the message length should be shorter.

e Problematic words in Section 2

The table below summarizes the words which the participants found difficult to understand in section
2 of the interview:



Table 6: Problematic words of section 2 of Phase 1 interview

words

Total no. of respondents who
were unable to understand the
meaning of the words (n=9

Asurakshit Din Unsafe days 7 (78%)
Awadhi Tracking 1 (11%)
Call centre counselor Call centre counselor 2 (22%)
HIV HIV 2(22%)
Injection Injection 1 (11%)
Mahavari Menstruation 2 (22%)
Mala chakra CycleBeads 1 (11%)
Panjikaran Registration 1 (11%)
Sanyam Not having sex 3 (33%)
SMS SMS 1(11%)
gg) t? irllg?ita ST Call centre counselor 1 (11%)

Preferences of the respondents (Section 3)

Section three of the interview attempted to understand the preferences of the women for receiving or

sending voice/text messages regarding CycleTel. A total of eight respondents participated in this part

of the interview.

The table below summarizes the preferences of the women:

Table 7: Preferences of participants of Phase 1 interviews

Respondent Preference of the participants
No. Preference on getting a Preferences related to Preference on Reminders
message on unsafe sending period date every for sending the date of
month period
Text message Text message SMS+IVR
A phone call with Calling IVR Phone call with automated
automated recording recording reminder
3 Respondent did not participate in this section
4 A phone call with Calling IVR Text message
automated recording
5 A phone call with Calling IVR Text message
automated recording
6 A phone call with Call IVR Both phone call and Text
automated recording message.
7 A phone call with Calling the call centre Phone call with automated
automated recording counselor recording reminder
8 A phone call with Calling IVR Phone call with automated
automated recording recording reminder
9 A phone call with Calling IVR Phone call with automated
automated recording recording reminder

Changes made to the IVR Flow and messages:




Based on the findings from the first phase, required changes were made in the IVR to ensure better
comprehension by the respondents:

1. Changes made in the IVR flow:

- A new recording explaining about the CycleTel concept was added. After choosing the
language option, the caller will listen to this new section before she hears the various options
given to her as menu items

- Sequence of the various menu options was changed (see insert on page 24) The option for
registering to CycleTel was brought lower down in order and now falls on position 3 in the
revised IVR

- Change was made in the options given to a caller if she gets ineligible at any of the screening
questions. The older IVR flow didn’t have “Connect to a call centre “Option after the woman
hears that she is not eligible to use the service. The revised IVR flow gives this option to the
caller after she hears the ineligibility message.

2. Changes made in the messages:

Except Message No. 9 & 16 from the first phase, rest all 15 messages were revised and re-recorded
for the second phase of testing. The revisions were broadly made to tweak the problematic words or
sections in the message. (Refer to Phase I, section Il for revised messages)

Phase 2 Results (Respondent number 10 — 25)

Based on the findings of the first phase of the interview, changes were made in the messages and
IVR flow to make it more user-friendly.

Respondents’ Understanding of IVR Flow (Section 1)

e Handling keys of the phone and selection of lanquage

All the women who participated in the second phase of the interview could swiftly press the buttons of
the mobile while listening and responding to the IVR.

Fourteen respondents could select the preferred language (Hindi) without any difficulty. Two
respondents had difficulty. The call was reconnected and in the second attempt, both women could
select the preferred language (Hindi) with assistance from interviewer.

e Listening, understanding and responding to the voice prompts in the menu information

The main purpose of this section was to assess if the respondents could understand the messages in
the menu list (see text box below) after selection of language:



Parivaar niyojan ki vidhi CycleTe, ki adhik jankari k liye 1 dabayein (For more
information on family planning method CycleTel, Press 1)

CycleTel ke sahi prayog ki jaankaari ke liye 2 dabayein (For correct use of
CycleTel, press 2)

CycleTel me naam darj karane k liye ke liye 3 dabayein (For registering to
CycleTel, Press3)

Hamare call centre pe baat karne ke liye 4 dabayein (To connect to call centre,
Press 4)

Message dubara sun ne ke liye 8 dabayein (To listen to the message again,
Press 5)

During the second phase of the interview, fifteen of the respondents reacted immediately to the first
menu item listed by pressing “1” and did not listen to the entire menu list before selecting an option.
The remaining one respondent listened to the complete menu list three times. After assistance from
the interviewer, she was instructed to press 1 to continue to registration.

e Listening, understanding and responding to the voice prompts related to registration

As mentioned above, the respondents were unable to register without support from the interviewer.
The reason for this was that they were not listening to all the options in the menu list. Given this, the
interviewers were not able to analyze if the respondents were able to understand and respond to the
voice recordings related to registration process. Therefore, it was decided that the interviewers would
assist the participants in registering (based on discussion with IRH representatives). The interviewers
then asked the respondents to listen to the complete menu information and then select the required
registration option. In case the participants were still unable to register themselves, the interviewers
would directly tell them to press # 3 and initiate the registration process.

During this phase, a total of 13 respondents out of 16 required support of the interviewers to initiate
registration. Among them five respondents were provided low level of assistance, while eight
respondents required high level of assistance.

It was observed that many of the respondents (13) were unable to register themselves to CycleTel.
Therefore, all the 13 respondents were assisted by the interviewer wherein they were asked to try to
press/ listen to other options (apart from option 1). This was done to see if they were able to register
themselves after receiving assistance from the interviewer. However, few (six) respondents who were
still unable to register were asked to listen to the menu information and initiate registration by
pressing the correct option. While some (two) of the respondents were directly asked to press # 3 to
initiate the process. Surprisingly only six respondents were able to initiate the registration process (all
of them received high level of assistance from interviewer). Apart from them only one respondent
could proceed to register herself without any assistance from the interviewers.

Messages related to Screening Questions




It was observed that only seven respondents could follow the instructions in the screening process.
The major findings related to these findings are as follows:

e The 1% screening question related to use of a contraceptive pill or shot in the last 3 months
was understood and accordingly responded by all the seven respondents.

e The 2™ screening question related to getting menstrual periods about a month apart was
answered correctly by six respondents. While the remaining one respondent deciphered the
message as ‘“if she is two months pregnant?” She then pressed # 2 in place of # 1.
Thereafter, she pressed randomly pressed some numbers (both # 5 (call centre) and # 8
(repeating the message) together). When asked later, she said that she could not understand
what to do; therefore she randomly pressed the numbers. Among the six respondents of the
2" screening question, one became ineligible and could not proceed to hear the 3 screening
guestion. When asked later, she was able to comprehend that the product is not for her as
her date of periods is irregular.

e The 3" screening question related to using a condom or not having sex during unsafe days
was understood and responded correctly by four. Besides, one of the respondents mistakenly
pressed some wrong button. While another participant could not understand the meaning of
“Sanyaam” and therefore could not respond to the 3" screening question.

Messages related to Sending the menstrual period Date

A total of three respondents were able to listen to the messages related to sending the period dates.
Among these the call was reconnected to one of the respondents who understood the screening
guestions but could not pass the eligibility criteria in order to assess if the respondent was able to
understand and respond to the voice recordings related to registration. A total of two respondents
were able to enter the dates of their LMP, while one respondent could not decipher how to enter the
date.

Messages related to successful reqgistration

Two respondents were able to listen to the messages related to successful registration, meaning that
only two of the sixteen respondents in this phase were able to successfully register for CycleTel use.

e Listening, understanding and responding to the voice prompts in other items

Most (13 out of 16) of the respondents showed a tendency to press 1 immediately after listening to
the first option and therefore only listened to option 1 in the menu list. Among the remaining
respondents, fourteen of them could go back to the menu list by pressing the correct button, while the
other two could not do the same. Therefore they repeatedly pressed the button 8 and heard the same
message many times.

e Observation of interviewers

Understanding of respondents about CycleTel

After the interaction with IVR, none of the respondents could explain properly what CycleTel is. Only
two respondents were able to decipher it partially.



Problematic words

The table below gives a snapshot of the words which the respondents were unable to understand or
comprehend.

Table 8: Problematic words of section 1 in Phase 2 interviews

No. of respondents unable to

Words used English translation of words understand the words (n = 16)
Asurakshit Din Unsafe days 5 (31%)
Sanyam Not having sex 7 (44%)
Parivaar niyojan Family planning 1 (6%)

Respondents’ Understanding of Messages (Section 2)

e Comprehensibility of Message 1(New message added)

“CycleTel Ush A TAT g, S & IRAR HAIeT T v AT Arem T Af w 3meRa § | 3

fafer AfRer &1 I8 JIEFRT G § AT AAH I & a8 FT A T § T9 38" M g FohTl ¢!

Ig 1 SEXel drel et " IrgRiaT oot " ot ahgeltal 81 918t A 3e, SHeh fAT ufd-Teel S IRIATT

feal W IT A FHET YIRT A T TIA W CycleTel ar ARET FI 30F 77 g3 ared At W
SMS & A T § HT a8 38 IGRTAI feeT 81"

Out of the total 16, only two respondents understood this message and two comprehended it partially.
The message was played more than once for 10 respondents, yet most of them were unable to
understand what CycleTel is and what “asurakshit din” (unsafe days) means. Many of the
respondents said that “asurakshit din” (unsafe days) means the days when a woman menstruates.

Problematic words

Five respondents were unable to understand the meaning of “asurakshit din” (unsafe days), while two
respondents didn’t know the meaning of “sanyam” (not having sex).

e Comprehensibility of Message 2 (Revised Message)

“CycleTel 9RaR fdis= T veh fafer Arem =k fAfer o 3menRa &1 I8 o wrehfas fafer § o

AfgST & Ig A H AGE FAT & ol 38 AlAS Th & dg T U f&eT gd & 9 3G 797

SEX Hehell g1 AR sk & Foll faeil o 18y 76T ogx Hevcll 0O Fo &1 A g1 §, Si9 Afgenm

8T BEX Wehell g, Siee “IRRIATT a1 of gt &1 a7 Sgtel & §9a & AU veh afd-dealt 1 5

srgufard feat ox, a1 ot S &1 gAer e wIfev A1 Y HIH @ wfgu! Aven @ fafr @
AR TR IS GSATT =AgT gIclT 8! Tg fAfer et a1 AT HIV & Fara o1t et &1

Two among 16 respondents were able to comprehend the message completely. However, they all
heard the message more than once. Besides, five participants were able to understand the message



partially as they all could not understand the relation of CycleTel's inability to prevent HIV/ STI.
Among them, one respondent said that the days when a woman menstruates are safe days and
remaining other days are unsafe. This means that she could not comprehend the concept of safe and
unsafe days in a women’s cycle. Due to gap in knowledge, she was unable to say which days are
safe or unsafe for a woman. The other two respondents had no knowledge about HIV. Therefore,
they could not understand how CycleTel does not prevent HIV.

Problematic words

Five respondents did not know the meaning of “vidhi” (method), while, three respondents said that
they don’t know what HIV is. Two women could not understand the meaning of “sanyam” (not having
sex), while one participant was unaware of the word “dushprabhav” (ill effect). Among the
respondents, two could not understand what “asurakshit di” (unsafe days) means and another two
respondents said that “asurakshit din” means the days of menstruation.

e Comprehensibility of Message 3

Hindi Message - “CycleTel aRaR @dIei &1 v fAfr 9x 3menRa & St v 95% 3 ER &7

English Message - CycleTel is based on a method of family planning that is 95% effective.

The message was heard more than once by 15 respondents and among them only one woman could
comprehend the message. Initially she could not understand the message. The interviewer then
explained her meaning of the word “Asardaar” (effective). Thereafter using the word “Guarantee”
instead of “ Asardaar” was the suggestion used by the respondent.

Problematic words

Except one respondent, none could understand the meaning of the word “Asardaar” (effective).

e Comprehensibility of Message 4 (Revised Message)

“CycleTel ¥aT 3Mue AMAH b & I Splal dlel el W, 39! SMS ¥ FiAd T gl Tg 78

SeXel arel foeT, 3rgRiaTd feeT off shgend 819t & X, g8 T 39 ufdy weelt a1 o shste wier

Y I T §IH . CycleTel Har 39 SMS 8T &7 Ig ol e fearar & &7 39T g7 #Ager

39T AT YE gl T IHDT ARG ASTell g1 3R IhT AT <sh CycleTel Far & JANT o

T 3ugerd &€t & a9 81 CycleTel @aT MU SMS & GaRT FiAd M WY & CycleTel dar
$r AAYATT 3R FGT FT LT TART FH HY, TP a8 & Y SMS & SATPRT ST g!”

The message was heard by 14 respondents, and among them two participants could understand the
message completely, while two could understand partially. Among them one of the respondents was
able to understand that she will receive unsafe day SMS reminder and SMS on service features.
However, she could say that what a woman who us using CycleTel should do. Besides, another
respondent who comprehended the message partially said that the message tells about using
condom and that she has to send her menstruation date to CycleTel via SMS. However, she could not
say anything about the concept of receiving SMS from CycleTel.



Problematic words

Some of the women did not know what SMS meant. When it was explained to them, they preferred
using the word “mobile me message”. The word “parivaar niyojan” (family planning) was not
understood by one of the participants.

e Comprehensibility of Message 5 (Revised Message)

“CycleTel Ush FlaTsel AT &, ST Acg ¥ 3T Ig ST Tohall § P FALA & I8 Pl & T &
€ ST 3Mueht 8T SEX Hehcl g1 TS0t el 3MToehT 187 SEX Hehell &, 8 3MMUeh ERTATT feeT o
HEeTd 81 IR 3T =gl § 1 3Maehr 8T o SgX, ol 31 IRRIATT et & 39 gfd-ucely r Haver
& THT HEIH HI T FHIAT g AT dF FIH TG g9 39 fIT CycleTel e HE AT =78,
Ig Silelal & foIT g8 399 3 Farel q&an”

A total of four among fourteen respondents who heard the message were able to comprehend the
message. However, another four respondents were able to comprehend the message partially.
Among these, three participants were able to comprehend that a couple should use condom/ not have
sex during the unsafe days while one of the participants could say that one or two days after
menstruation are unsafe days. However, the concept of CycleTel and unsafe days were not clear to
them.

Problematic words

Two respondents said that they did not understand the meaning of “sanyam” (not having sex).

e Comprehensibility of Message 6 (Revised Message)

“FIT 397 o 3 7S & IRIR AT & AT 9% T @ arelr 7137 Ades aelr ar e
3 AR W T arell 187 AR Soiaa waeT fohar §7 3PR 187 faRigss avelr ar ey e
ST H A s o fAfr gater iy § O 1 Ea0! 3R 99T FEY Hr & ar 2 garel”

More than fifty percent of the respondents (eight out of fourteen) could comprehend the first screening
message and when asked, they could press the correct option on the mobile. One more respondent
could partially understand the message. She could not remember about injection, but she understood
what number she had to press if she takes pills.

e Comprehensibility of Message 7 (Revised Message)

“CycleTel &hdel 37 AR & AT A AT § HThT FAGANT AMHIT Th Agled b HR W
3T &1 FAT MU ATGIRT 9T Teh Heled & 3R W 3T §2 3PR &1 b 1 &aIv, 319K o8l ar 2
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The message related to the second screening question was understood completely by five
respondents, while another five could comprehend it partially. The respondents who comprehended



the message partially understood how to enter the months of their LMP. They did not understand that
this method works only for those who menstruate in an interval of one month.

e Comprehensibility of Message 8 (Revised Message)

‘a8 o Y, 38k fov el gferd feit & ar ar et @1 v WY AT Y EOE W@ @ 3
gfa-Ucalr 78T S arer At & s FT YT T 9Ivar JT aF HIH dG 9! 3PR &1 ar 1 garv!
VT AET X 91T o 2 garal”

Five respondents out of 14 were able to decipher the meaning of the message, while three other
respondents could understand it partially.

Problematic words

Two respondents said that they did not understand the meaning of “sanyam” (not having sex).

e Comprehensibility of Message 9 (Revised Message)

“CycleTel 3M9% fov ver wEr fafer § a=if 39l ATGARY SeTs9T Teh HEll & e 9 3T &

3R 3T 9fd-gestt a7 ¥t arel faell 9X A1 @ FHESA 1 G HET AT B FIH I@ Fhar! 31T

3180 & CycleTel & JGNT & FX Fehell §, TR IMUHT AT gTel H TS AGART & Ugel feet
afr@ a1g g 3PN a@ Ag & @ 1gaTt! 3PR aiE A1g A § ar 2 e

The message was played to eleven participants. The remaining interviews were discontinued
because the majority of the respondents could not comprehend the messages played.

Four respondents understood the message, while three could comprehend it partially. The
respondents could decipher that they have been asked about their LMP. But, they could not give the
reason why this method is correct for her and not for all.

Problematic words

One of the participants did not understand what the word “mahavari” (mensturation) means.

e Comprehensibility of Message 10 (Revised Message)

“3PR TSI AGART SH HAglel 3115 § ol 1 GaTU! 3R 39T ATGART Sl A 3T g ar 2
gl 3PN MY ATEAT &Y 3 2 AL @ T & ar 3 garil”

Among the eleven participants who heard the message, only three respondents were unable to
understand the message. The remaining eight participants understood the message. However, two
respondents could not comprehend what “mahina” is referring to in this message. One of them
thought that it is referring to the word “mahavari’, while the other felt that “mahina” one month from
the date of her LMP.



e Comprehensibility of Message 11 (Revised Message)

“ HUAT glel H 3MS AGART & gl o7 T AG HT 2 3hl & ST A S T 3R 39T
HAEARY 13 dI@ & 3MS & df 39 Bl & 1 gav 3R R 3 gard! a1 R 3PR 39T AgarT 4
dRIE & 3S & d 39l Bl & 0 gare 3R T 4 gamal”

The message was heard by eleven respondents. Out of them, no one understood the message and
could follow the process to enter the LMP. However, two respondents partially understood the
message. They were able to enter the dates with two digits, but could not do it for single digit
numbers.

Some of the responses of the participants have been quoted on the text box below.

The response of participant regarding message 11

e “1 tarik k baad masik hua to 1 or 3 dabana chaheyea. 4 tarik ko hua to 0 or 1 dabana chaheyea”.
(If date of periods is after 1%, then press 1 or 3. If gets periods on 4™ press 0 or 1)

e “13 se pehele mahin aaya to 1 or 3 dabana hai. 13 k baad aaya to 0 or 4 dabana hai” (if gets
periods before 13 then press 1 or 3)

e ‘pichle mahine me aaya to 123 dabayenge aur iss mahine me aaya to 04 dabayeng”. (if got
period in last month, then press 123 and if gets it in this month then press 04)

e “4 tarik ko aaya to 0 dabaye” (if gets periods on 4", then press 0)

e Comprehensibility of Message 12 (Revised Message)

“I9elT AT T TRW Fa & AT U=garg | CycleTel 31 37 @l At & S 3muehr 137 agx
HhdT &, ATl SMS & AT HM! YT Tg SMS 22 AleAst § 3 GaHFaw # fHAer

Among the total eleven, only one respondent could decipher the message (after listening twice). The
remaining respondents did not understand the message, and among them, two respondents did not
understand when they will receive SMS from CycleTel.

e Comprehensibility of Message 13

Hindi Message - “CycleTel 3T ERT&Id et 0X U SMS SaRT e e IMFUROT & Fele
& T g7 Fel IRRMETT el oY shsie &1 92T &Y a1 o d§ae W

(F=Ger 9.1) - IRV F T2t & TNV 3o7 FafY GRTEI Al IR hsTa sht Tilam vl 1 of I T

(TeCRT 9.2) - W IEXTAT &t 3 AT 3ot o Hoalrts TWet O 3T 737 RT3 Hahell &



English Message - CycleTel will send you SMS alerts on your unsafe days. Use a condom or
don’t have sex on all these days to keep from getting pregnant.

(Message 9.1) - Use a condom or don’t have sex on all these days to keep from getting
pregnant

(Message 9.2) - You can get pregnant if you have sex without using a condom on any
of these unsafe days

Among the eleven listeners, five participants understood the message completely and one could
comprehend it partially (she did not know what “SMS” means).

These six participants were then asked to listen to two messages and to say which one is easier to
understand. To this, all the six participants preferred the message 9.1 over 9.2.

e Comprehensibility of Message 14 (Revised)

“3ITTST 379 HATAS Tk FT 98 8T § ST U T 3§ Fohdl & | 30X 39 39 HEIT & fhar
o 18} SgXel arel INRIETT oot # 9 hele & Heaetr @M g, o 81 Hehell & TRl 17 SeX I
BN 3T Y BT ATt el & aN F 31T AT AT g dr AR 3YMITar Jar TSR @

el H”

* Kindly probe for the following 3 options:
Upbhogta seva adhikari

Grahak seva pratinidhi

Call centre counselor

The message was played to ten respondents, out of whom only one woman could comprehend the
message. However, among the remaining nine respondents, four women understood what the
message was trying to say. But none among them were familiar with the words like “Upbhogta seva
adhikari’’ “Grahak seva pratinidhi”/ Call centre counselor.

The other five respondents could not comprehend the message. But, one woman could decipher from
the message that: “Grahak seva pratinidhi” as “kuch hua or tab jisse pooch sakte hai wo hai
Grahak seva pratinidhi”. This means, that “Grahak Seva Pratinidhi” are the one whom we can
consult in case anything happens.

Problematic words

The meaning of the words “Upbhogta seva adhikari”’ “Grahak seva pratinidhi”/ Call centre counselor
were not understood by majority (six) of the respondents.

e Comprehensibility of Message 15 (Revised message)

“TH ATAS doh & dg T3 GT I 3MUehr 737 gL Fohdl AT, i 9T gl 3R 397 fhar off arey
Sedet ATl JTERTAT G WX el e & FFaey @M g, dl 81 Hehell § U 187 ST I gl



3R I3 g T el & IR 7 3P ARRT ST T, A gAR 3THETAT Far TSR T FHier
Eil
Apart from the word “Upbhogta seva adhikari” five respondents understood the message; two

respondents understood it partially, while the remaining three respondents did not understand the
message at all.

Problematic words

As mentioned in the message above, the word “Upbhogta seva adhikari” was not understood by the
respondents.

e Comprehensibility of Message 16 (Revised Message)

“CycleTel 37 Afgen3 & T va 3ugea fafy g1 ¢, ot Afgenstt o Vool 3 7 & 1S 97

fORIEe el AT a1 RS SoterereT w9 fhar g1 CycleTel 37t 3muss fow @gr f[Afer 780 gef

gRaR i &1 3eg aftar fr SR & T 39e sieex & f&e | CycleTel H Hid aa &
foT 39T Yegare!”

A total of four respondents understood the message out of ten. The remaining respondents could not
decipher what the message was trying to say.

Problematic words

One of the respondent said that she doesn’t know the meaning of “upyukt vidhi” (correct method).

e Comprehensibility of Message 17 (Revised Message)

“CycleTel 3mua fov @Er AfY o€t § F=f 3Maehr Al oersar Ueh FElT & 3R 9T 6T 37
¢! IRAR fodistet dr 3w _af g3 e & fow ar i #1fUs e & v 39e sleey &
fAel CycleTel & Ffad A & AT 3MIFHT YeTarE!”

The message was heard by nine respondents and among them only three respondents understood

the message. However, she could not understand that the message also talks about visiting a doctor
for advice on alternate family planning methods.

The participants’ responses to the message are quotes below:

“Doctor se salah leke CycleTel me call karna chaheyea” (call to the call centre after consulting
doctors)

“Mahavari sahi time pe nei aaya to doctor se milne k liye bola” (if doesn’t get periods in right
time, then has to meet doctor)

“Jinka 1 mahine me nei aata hai usko v accha se doctor ko dikhana chaheyea” (who did not get
periods in 1 month duration, they should consult doctors)



e Comprehensibility of Message 18 (Revised Message)

“CycleTel 373t 3mush fow Ty fafr a8t 8P CycleTel 38 ufd-ucer & foT @er [T & S v
¢RUT aTal feal O FelH &7 JART & T A1 T §9F 3@ Fohal! AR e & 3
AT $r IFIPRT & T 39 siFex T Aol CycleTel H il FA & AT U HgarG!”

The message was comprehended by three respondents while another three could understand it
partially as they could not understand why they have to visit a doctor.

e Problematic words in Section 2

The table below summarizes the words which the participants found difficult to understand in section
2 of the interview:

Table 9: Problematic words of section 2 in phase 2 interviews

Enalish translation of Total no. of respondents who
Words used 9 were unable to understand the
words . -
meaning of the words (n=16)

Asardaar Effective 9 (56%)
Asurakshit Din Unsafe days 7 (44%)
Call centre counsellor Call centre counselor 5 (31%)
Dushprabhav ill — effect 1 (6%)
Grahak Seva pratinidhi Call centre counselor 5 (31%)
HIV HIV 3 (19%)
Mahavari Menstruation 1 (6%)
Parivaar Niyojan Family Planning 1 (6%)
Sanyam Not having sex 7 (44%)
SMS SMS 4 (25%)
Upbhogta Seva adhikari Call centre counselor 6 (38%)
Upyukt Vidhi Appropriate method 1 (6%)
Vidhi Method 5 (31%)

Preferences of the respondents (Section 3)

Section three of the interview attempted to understand the preferences of the women for receiving or
sending voice/text messages regarding CycleTel. A total of 10 respondents participated in this part of
the interview.

The table below summarizes the preferences of the women:

Table 10: Preferences of the participants in phase 2 interview

Respondent Preference of the participants
ALk Preference on getting a Preferences related to Preference on Reminders
message on unsafe sending period date every for sending the date of
month period
10 Said both phone call and Calling the call centre Both phone call and Text
Text message. counselor message.

But prefer phone call

11 Respondent did not participate in this section
12 Text message in Hindi font | Calling IVR and Calling the call | Text message (it would be
centre counselor as well nice if we can send dates as

a reply to the same




message)

13 ondent did not participate in this section

14 A phone call with Calling the call centre Phone call with automated
automated recording counselor recording reminder

15 A phone call with Calling the call centre Both phone call and Text
automated recording counselor message.

16 A phone call with Calling IVR Both phone call and Text

automated recording message.

17 Respondent did not participate in this section |
18 Respondent did not participate in this section |

19 Both phone call and Text Calling IVR Both phone call and Text
message. message.
20 Both phone call and Text Text message Both phone call and Text
message. message.
21 Respondent did not participate in this section |
22 Text message Calling IVR Both phone call and Text
message.

23 Respondent did not participate in this section |

24 | Text message | Calling IVR | Text message
25 Respondent did not participate in this section |
26 Both phone call and Text Calling IVR Both phone call and Text
message. message.
Conclusion

It was observed during the interviews that the respondents had a tendency of not listening to the
entire message and they pressed the buttons as soon as they heard the options. Therefore majority of
the responds were able to initiate registration (1% option in menu item) process during the 1* phase of
the interview. They were also able to comprehend and respond to the screening questions during
interaction with IVR. However in the second phase of interview, the respondents mostly were unable
to initiate registration (3ml option in menu item). However, those who initiated the registration process,
were able to respond to the screening questions as well.

It was also observed that many of the respondents found it difficult to comprehend the procedure of
entering the date of their periods; though some of them were able to enter the double digit number,
but very few could enter the single digit numbers.

During interaction with the respondents on the section 2 of the interview, it was found that many of
them were able to comprehend the screening messages. However, the comprehensibility of the
respondents was found to be low for the message which tells about entering the dates and also
CycleTel product (Message 15, 16 & 17 in phase 1 and message 1, 2 & 3 in phase 2). Many of them
were also not able to comprehend the ineligibility messages as they could did not know the meaning
of call centre. So they were unable to comprehend the purpose of calling to the call centres.

The major cause for this could be the language spoken by the respondents. As a result, many of the
respondents were unable to comprehend the messages and therefore the interview had to be
discontinued. In the 1* phase of data collection, one interview out of nine was discontinued; while in



the 2™ phase, seven interviews out of 16 were put an end to. Besides, the respondents had a sub
optimal level of knowledge and awareness regarding the telecom services. The respondents were
found to be unaware about the terms like SMS (20%). When explained to them, it was found that they
called it “messages”. However, they said that they were not convenient with this service as mostly
English text is used. They either do not read the SMSs or get it read by other family members.

The respondents also had sub-optimal level of knowledge and awareness about family planning
methods. Though many of the respondents reported that they use the traditional method of family
planning, but they could not say anything about the methods being followed. They could just say that
they do not use family planning methods available in the market.

As per our understanding, the respondents had great difficulty in understanding the meaning of the
terms like “Asurakshit Din” [unsafe days] (56%). In the 1* phase of the data collection, seven out of
nine respondents did not know what “Asurakshit Din” means. Therefore they found it difficult to
comprehend the messages. In the 2 phase of the interview, the literal meaning of the term was
explained in most of the messages. However, seven respondents yet could not understand the
meaning as they were unaware that which days of their menstruation cycle were called “Asurakshit
Din”. Another word which was found to be difficult to understand for the respondents and affected the
comprehensibility of the messages was “Sanyam” [not having sex] (40%).

Suggestions

The CycleTel method has the potential to extend family planning services to the rural beneficiaries
who own a mobile phone. The most serious challenge for IVR in this context is the existing knowledge
and language barrier.

Our analysis of the existing data suggests that the there is an opportunities for further study of the
CycleTel IVR testing among the beneficiaries. India being a diverse country, it would be difficult to
comment on its feasibility o across the rural area of the country based on 25 interviews held.
Therefore it is suggested that a study based on larger sample would help in commenting about the
feasibility of the product.

The study can comprise of a sample population representing rural and tribal population (in case of
Jharkhand). If the product is to be tested in the northern region, then we can have a sample
representation from states like Rajasthan, Uttar Pradesh, Bihar, and Jharkhand. There is also a need
to strengthen the eligibility criteria of the study participants. The study can comprise of both qualitative
and quantitative research wherein we will be able to draw conclusion based on the knowledge
assessment of the study population, practices related to family planning and existing myths and
misconceptions related to family planning.



Appendix 1: Content Analysis table - Section 1 of Phase 1

Respondents No
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. . Attempt 1 -
I(I)Tne Itgte 19 min Attempt 1 - 8 min Attempt 1 - 2 min ﬁgzm % : Lmn 8 min 6 min 9 min 5 min 4 min
complet Attempt 2 - 4 min Attempt 2 - 6 min P Attempt 2 -
interaction 2.5min .
7 min
She heard
all the
Initially she could not :Esr;r:;:ntlons
decipher anything from menu. She
Heard the the message. Then the asked. the
message and respondent assisted her interviewer
in understanding the
Errissi‘z((jj 28 to CycleTel method and ght(iaotr:ef rgc(i ;hgf \évg%tosnt;ould Firstly listen
listen to the reconnected the call mF;in menu and Immediatel Then . to the
message She didn’t wait for She was unable to ressed button 2 ressed 1 t}c; ressed 1 to complete
Welcome again (%times) the IVR to complete press any button in the 'FI)'he call got " | Immediately | Immediately Fe ister Fe ister menu
message menu V\gl]ent back to the instructions and main menu. The call got disconne%:ted pressed 1 pressed 1 wi?hout' (w?th instructions.
choice (1, 2, 3, main menu immediately pressed | disconnected. Therefore thé and initiated | and initiated listening to all | assistance Repeated
4, or 5) with suoport button 1 for The call was connected call was ’ registration. | registration. the o ti% nsin | from the
from i registration. again. She then connected. She main IC;nenu interviewer) message
interviewer randomly pressed 1 and initiated ' ‘ The " | and pressed
Initiated followed the registration reqistration respondent 1 to register
registration b process. However she ’ didelot
rgssin 1 y could not understand select/
P 9 the messages and ress an
disconnected the call by Eutton y
saying “Samajh Gaye”. during the
process of
registration.
Ability to get to
screening Yes Yes No Yes Yes Yes Yes No Yes

questions




Answer to

Yes (could not

screening Yes Yes continue as she Yes Yes Yes Yes
question #1 had taken ECP.)
No (as she was in
LAM per).
t'?}eeps:rze:%&e;de 9 Yes (could Yes (could
Answer to times as she wasgnot not proceed | not proceed She could
screening Yes bl d d h d d Yes as her as her not proceed | Yes
uestion #2 able to understan S e could not procee periods was | periods was to listen to
q what should be done | to listen to the She could not not regular) not regular) the
after this as she screening question proceed to listen 9 9 screenin
could heard 8 as the to the screening uestiong
only option question q
h | She could She could not
Answer to She could not not_proceed proceed to
screenin Yes proceed to listen to Yes to listen to listen to the Yes
uestion?&S the 3rd screening the screenin
q question screening uestiong
guestion q
Note any
OIS No No No No No Yes Yes Yes No
repeat
messages
No She could She could not | She could
Succ_essful_ly (selected the She could not She could not proceed She could not not proceed | proceed to not proceed
sent in period proceed to enter the proceed to enter | No No
wronh month to enter the dates to enter the enter the to enter the
ees of her LMP) dates the dates dates dates dates
When call When she
She heard got heard t_he
S connected, screening
ineligibility .
message she was questions,
The respondent Sage unable to she asked
. ) she asked the again n again.
assisted her in ; ; . understand | the
Yes (Connected . interviewer if she The . . .
Yes once again because understanding the can press other interviewer and interviewer if
_Supp(_)rt from (pressong 0 to respondent was CycleTel method and buttons or not in No No assister her returned the | she hasto
interviewer go back to reconnected the call. phone to answer the
. unable to share . ) between and asked ;
main menu) ) The interviewer also C the questions.
experiece ) asked her to press communication her to hear interviewer The
) P with IVR. the complete T .
desired buttons. message and The interviewer
if an Oq[her interviewer clarified that
ny told her that | she just has
options
she can to press the

hear the

buttons after




messages
and
accordingly
press the
desired
buttons

hearing the
messages

Level of support
— high, low)

Low

Low

High

Low

No
assistance
provided

No
assistance
provided

High

High

Low




Appendix 2: Content Analysis table - Section 2 of Phase 1

Message #
RISSIHON PSS 1 2 3 4 5 6 7 8 9 9.1/9.2
Asurakshit
Problematic Words: Injection Din
Sanyam
No comment No comment No comment y(;)mment ?:mment No comment No comment ’(;I:mment ’c\lt?mment
. . was given by : . . was given by ) No comment -
#1 . _ was given by was given by the was given was given was given by the was given was given by was given
Satisfaction level: the respondent | the respondent by the by the the respondent by the the respondent by the
on the respondent on on ltohe respondent | respondent | respondent on on ltohe respondent on the Pnessa e respondent
message the message message on the on the the message message on the 9 | onthe
9 message message 9 message message
g‘;mrehens'o” No Yes No Yes No Yes No No Yes 9.1
Problematic Words: | Asurakshit Din Asurakshit Din
Sanyam
No comment No No
No comment . comment comment
. was given by - No comment -
_ _ o o o o o was given by the was given was given by was given
#2 | Satisfaction level: Satisfied Satisfied Satisfied Satisfied Satisfied the respondent by the the respondent by the
respondent on respondent respondent
on the on the message
the message on the on the
message
message message
Comprehensmn No Yes Yes Yes Partially No No No No no
(YIN): response
Problematic Words:
No comment
was given by
Satisfaction level: the respondent
#3
on the
message
Comprehension
(YIN): No
#4 | Problematic Words: | Mahavari | Mahavari




Said that
literate female

will be able to No comment No No No comment No No
No comment understand . comment comment No comment . comment comment
. was given by : . . was given by - No comment .
was given by the messages. the was given was given was given by the was given was given b was given
Satisfaction level: the respondent | However, it by the by the the by the 9 y by the
respondent respondent the respondent
on the would be respondent | respondent | respondent on respondent respondent
e on the on the on the message
message difficult for the on the on the the message on the on the
- message message
illiterate message message message message
female to
follow the IVR
She said that
Partially (could according to the
understand message, she
8 that during ves (but should use
Comprehension doesn’t
) unsafe days, No Yes Yes Yes No No condom/ 9.1
(YIN): . know about .
she either has abstinence
safe days) 8
to use condom during
or abstinence) menstruation
period.
Problematic Words:
No comment No No No comment T_he dr_;\tes No
No comment No comment . comment comment No comment . given in the comment
. . was given by . - . was given by No comment -
was given by was given by the was given was given was given by the message was aiven b was given
Satisfaction level: the respondent | the by the by the the (22 Nov— 9 y by the
#5 respondent respondent the respondent
on the respondent on respondent | respondent | respondent on 03 Dec) respondent
on the on the on the message
message the message on the on the the message created on the
message message -
message message confusion message
g(c;;;ln)prehensmn Yes No Yes Yes Yes Yes Yes No Yes 9.1
Problematic Words: Panjikaran SMS
No No No No
No comment No comment
No comment No comment . comment comment No comment . comment comment
. . was given by . . . was given by - No comment .
#6 _ _ was given by was given by the was given was given was given by the was given was given by was given
Satisfaction level: the respondent | the by the by the the by the by the
respondent respondent the respondent
on the respondent on respondent | respondent | respondent on respondent respondent
on the on the on the message
message the message on the on the the message on the on the
message message
message message message message




Partially (she
understood
how to enter

No (related Partially the date, but
this with iron (could was entering Could not
Comprehension understand previous understand
" No tablets and Yes Yes Yes Yes Yes
(YIN): only the last date of her any of the
other tablets , X L
L line of the LMP(like in messages
injections )
message) case her
LMP is 14,
she was
entering 13)
Problematic Words: | Asurakshit Din g?nurakshlt Sanyam
No comment No No No comment No No
No comment No comment . comment comment No comment . comment comment
. . was given by . - . was given by - No comment -
was given by was given by the was given was given was given by the was given was given b was given
Satisfaction level: the respondent | the respondent by the by the the respondent by the the rgs ond)ént by the
on the respondent on on ltohe respondent | respondent | respondent on on ltohe respondent on the Pnessa e respondent
#7 message the message message on the on the the message message on the 9 on the
9 message message 9 message message
Messages
skipped as
Gl EEEL Yes Yes No Yes Yes No No No No she could
(YIN): not
understand
message 9
Problematic Words: | Asurakshit Din
No No No
No comment No comment
No comment No comment . comment . No comment . comment comment
. . was given by . Said that . was given by . No comment .
was given by was given by the was given the was given by the was given was given b was given
Satisfaction level: the respondent | the by the the by the g y by the
respondent messages respondent the respondent
on the respondent on respondent respondent on respondent respondent
on the are too long on the on the message
message the message message on the the message message on the on the
#3 9 message 9 message message
Partially (She
. T Messages
is considering Kioped
. 1 month as a shlppe lgs
gc;lliln)prehensmn No No Yes No Yes menstruation No No No iof cou
’ cycle; not as
understand
Nov/ Dec as
message 9

individual




month.

#9

Problematic Words:

Asurakshit Din

No comment No No No comment No No
No comment No comment . comment comment No comment . comment comment
. . was given by . . . was given by . No comment .
was given by was given by the was given was given was given by the was given was aiven b was given
Satisfaction level: the respondent | the by the by the the by the g y by the
respondent respondent the respondent
on the respondent on respondent | respondent | respondent on respondent respondent
on the on the on the message
message the message on the on the the message on the on the
message message
message message message message
Partially (it
was not
clear to her Partially (she
that women was able to
. who gets enter double
Comprehensmn Yes Yes their periods | Yes Yes Yes digit number, | No Yes 9.2
(YIN): h
in a gap of but not the
more than a single digit
month, can't numbers)
use the

service)




Message #

RESPONDENTS 10 11 12 13 14 15 16 17
Problematic Words: Call centre
counselor
\',\'Vgscgr\ge& \’:‘vgscgircg:]eg;[/ \I,\lvgscgir\r/lge&t/ No comment was No comment was No comment was \’/\Ivgscgir\?gel?:/ \’/\Ivgscgir\?gel?:/
#1 | Satisfaction level: the the the respondent given by the given by the given by the the the
respondent on | respondent on | on the respondent on the respondent on the respondent on the respondent on | respondent on
message message message
the message the message message the message the message
gzm)p:)rehensmn Partially Yes Yes Yes Yes Yes No No
. . _ Asurakshit Din
Problematic Words: Malachakra Vidhi Sanyam
It language is . No comment was No comment was No cqmment No cqmment
changed to their local iven by the iven by the was given by | was given by
Satisfaction level: language, she will be g y 9 y the the
respondent on the respondent on the
able to understand message message respondent on | respondent on
#2 the messages 9 9 the message the message
Partially (understood
that CycleTel will not
Comprehension work for her. But
(Y/N): could not understand No No No
the reason why it
won’t work for her)
Problematic Words:
Satisfaction level:
#3 -
Comprehension
(Y/IN):
Asurakshit Din
Problematic Words: (according to her
these are the days of
menstruation)
No comment Sais that it No comment No comment No comment
#4 was given by was difficult to | was given by No comment was No comment was No comment was was given by | was given by
Satisfaction level: the understand it the respondent given by the given by the given by the the the
respondent on | asitwas very | onthe respondent on the respondent on the respondent on the respondent on | respondent on
message message message
the message long message | message the message the message
g(m)'?re“ens'o” No No Yes No Yes No No No
Asurakshit Din
#5 | Problematic Words: (according to her

these are the days of




menstruation)

Satisfaction level:

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

Said that the
message
should be easy
to understand,

No comment was
given by the
respondent on the

No comment was
given by the
respondent on the

No comment was
given by the
respondent on the

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

the message the message g|e0t \;av”iidp’)::g message message message the message the message
g(‘;lr\l")‘_"ehens'o” Yes Yes No No No Yes Yes No
Problematic Words:
No comment No comment No comment No comment No comment
was given by was given by was given by N.O comment was N.O comment was N.O comment was was given by was given by
Satisfaction level: the the the respondent given by the given by the given by the the the
#6 respondent on the respondent on the respondent on the
respondent on | respondent on | on the message message message respondent on | respondent on
the message the message message 9 9 9 the message the message
ggm)prehensmn No No No Yes Yes Yes No No
Doesn’t know which
Problematic Words: ggys are Asurakshit
in
HIV
No comment No comment No comment No comment No comment
. . . No comment was No comment was No comment was . .
was given by was given by was given by iven by the iven by the iven by the was given by | was given by
Satisfaction level: the the the respondent 9 y 9 y 9 y the the
respondent on the respondent on the respondent on the
respondent on | respondent on | on the message message message respondent on | respondent on
47 the message the message message 9 9 9 the message the message
Partially (Didn’t Partially (Didn’t
understand the understand the
ineligibility criteria. ineligibility criteria.
8 She comprehended She comprehended
g(c;;;ln)prehensmn No No No that CycleTel is that CycleTel is Yes No No
’ appropriate method appropriate method
for her, she has to for her, she has to
meet the doctor and meet the doctor and
call back to CycleTel) | call back to CycleTel)
Problematic Words: Call centre
counselor
No comment No comment No comment No comment
. . . No comment was No comment was No comment was . .
#8 was given by was given by was given by iven by the iven by the iven by the was given by She said
Satisfaction level: the the the respondent g y g Y 9 Y the message is
respondent on the respondent on the respondent on the
respondent on | respondent on | on the respondent on | too long

the message

the message

message

message

message

message

the message




Comprehension
(YIN):

No

No

No

No

No

Partially (she knows
SDM technique. She
knows when to use
condom and when
not to use. But could
not relate it to
CyclyTel. Doesn’t
know what HIV/AIDS
is.)

No

No

#9

Problematic Words:

Asurakshit Din
(according to her, this
means the
menstruation period)
HIV

Avadhi

Satisfaction level:

No comment
was given by
the
respondent on
the message

She felt that
message is
long, so was
unable to
understand

No comment
was given by
the respondent
on the
message

No comment was
given by the
respondent on the
message

No comment was
given by the
respondent on the
message

No comment was
given by the
respondent on the
message

No comment
was given by
the
respondent on
the message

No comment
was given by
the
respondent on
the message

Comprehension
(Y/IN):

Yes

No

Yes

Yes

Yes

No

No

No

Appendix 3: Content Analysis table - Section 1 of Phase 2

Respondents
10 11 12 13 14 15 16 17
. Attempt 1 - 14 .
Tlme to_complete 13 min min 13 min 8 min 12 min 7 min Attempt 1 - 3 min
interaction . Attempt 2 - 8 min
Attempt 2 - 6 min




Didn’t seem to
follow the
messages.
Pressed 1. She

She rushed to
press option 1
in main menu

Pressed button 1
immediately after
listening to the

could not go back a_md did not menu option. The
. listen to all the Heard all the call got
to main menu. ; - . ;
options. She . options in the disconnected. The
Heard the same Immediately -
She rushed to message again b could also o ressed 1. Then main menu (2 call was
She rushed to press option 1 in age ag Y| back to main p ) times). She connected again.
; . ; . pressing 8. The pressed 0 to go
press option 1 in main menu. She heard the main : . menu by . then randomly Repeatedly
; . interviewer helped . back to main ;
main menu. Did Heard the same menu message 3 . ; pressing 0. pressed some pressing button 1
. . . her in going back menu. Repeated
not wait to hear all | message several | times. Interviewer . Then she numbers and then 0. The
Welcome - . : to the main menu. . the same process . .
the options. times. asked her to listen to chose option 2 . : (10792812). interviewer asked
message menu The respondent three times. This .
. Rushed to press 8 | She then other messages. To . and returned to She could then her to listen to all
choice (1, 2, 3, 4, - . . A - asked if she has to . process was .
or 5) (first option she repeatedly heard | this, the interviewee ress all the main menu repeated twice hear the the options. Then
could hear) and the menu content. | pressed the button 1 Euttons The after listening ThF:an she ’ message in she pressed
repeatedly heard She did not press | and heard the same . S to the message option 2. Again | button 2, heard
. interviewer then ; pressed 3 and
the message any button (even message 5 times. explained her to by pressing 0. initiated the went back to the message and
several times. after assistance %P She repeated . . main menu. then came back to
: : listen to all the registration .
from interviewer). ; the same steps She pressed main menu. She
options and select : process :
X again and button 2 again repeated the
ant 1 from it and . A
. again. She and then 8. same action. She
not all. She did .
not listen and could not could not register
proceed to the herself even after
pressed 1 and . . -
registration assistance from
then 0 repeatedly . )
. process. interviewer
for 5 times.
Ability to get to
screening No No No No No Yes No No
questions
Answer to
screening question Yes

#1

Answer to
screening question
#2

Answer to
screening question
#3

She could not
proceed to listen to
the screening
guestion

She could not
proceed to listen
to the screening
guestion

She could not proceed
to listen to the
screening question

She could not
proceed to listen to
the screening
question

She could not
proceed to
listen to the
screening
question

Yes (Her periods
were not regular.
So she could not
continue).

She could not
proceed to listen
to the 3rd
screening
question

She could not
proceed to
listen to the
screening
guestion

She could not
proceed to listen
to the screening
guestion




Note any requests
to repeat
messages

No

No

No

No

No

No

No

No

Successfully sent
in period date

She could not
proceed to enter

She could not
proceed to enter

She could not proceed
to enter the dates

She could not
proceed to enter

She could not
proceed to

She could not
proceed to enter

She could not
proceed to

She could not
proceed to enter

the dates the dates the dates enter the dates | the dates enter the dates | the dates
The interviewer . . The interviewer
explained to her The |nterV|ewer helped her in going . . The interviewer
that she should explained to.her that back to the main The mtemewer asked respondent
Support from No listen to the entire she should listen to menu and asked had to give her No No to listen to other
interviewer the entire message respondent to a lead to initiate

message and
then press the
desired button.

and then press the
desired button.

listen to other
option and register
herself.

registration.

option and
register herself.

Level of support —
high, low)

No assistance
provided

Low

High

Low

Low

No assistance
provided

No assistance
provided

Low




Respondents

18 19 20 21 22 23 24 25
. . Attempt 1 - 10
ng:a::?iggmplete 37 min ﬁgzmp: ; %Zmrrnm 22 min 21 min min 14 min 6 min 8 min
P Attempt 2 - 4 min
Pressed button 1 Immedtljatlelyl_h Immed:jatleI{| |
immediately after pressed 1. Then pressed 1. Hear
listening to the pressed 0 to go Immediatel the same
menu og tion and back to main Immediatel Immediatel ressed 1 g message by Immediately
LOPlg menu. Repeated y y P ) pressing 8. Went pressed 1. Went
after listening the the same Drocess pressed 1. Heard pressed 1. Went Heard the back to main back to main
message, went several tin?es She the same message | back to main menu | message, went menu (with menu
Welcome message back to the menu then immedia.tel five times by and again pressed | back to main support from Then she
. 9 option. She y pressing 8. Went 1. This process menu. Repeated | . PO Pressed 3 to o
menu choice (1, 2, 3, pressed 2, when . interviewer). . initiated
4, or5) repeated the same she heard the back to main menu | was repeated same process. Pressed 2. Went register herself registration
' activity 4 times. ootion. The (with support from several times. She Then pressed 3 back to méin rgcess b
Repeated the same inFt)erviéwer asked interviewer). could not register to initiate menu (with Bressing 3y (with
interviewer. She listen to message ) interviewer interviewer). interviewer)
could not régister and register ’ Th_er_1_pressed 3
herself herself, she then to initiate
pressed 3. registration.
AIAGRIET No Yes Yes No Yes Yes Yes Yes
screening guestions
Answer to screening
question #1 Yes Yes Yes Yes Yes Yes
No (she deciphers
the message as if
she is two months
pregnant, she
pressed 2 in place
She could not g];elsggjnbsorlﬁ 5 She could not
roceed to listen to roceed to listen to
Answer to screening ?he screening (call ce_ntre) &8 tphe screening
(repeating the Yes Yes Yes Yes Yes

question #2

question

message). She
could not
understand what
to do; therefore
she randomly
pressed 5and then
8.)

Interviewer

guestion




reconnected the
call to see if she
understands

other questions

No (did not No (mistakenl

Answer to screening understand the y
. ; Yes Yes Yes pressed some No

question #3 meaning of other button)

Sanyaam.
e \o Yes Yes No Yes Yes No No
repeat messages
Successfully sent in She could not She could not She could not Yes (in 2nd She could not She could not

eriod datey proceed to enter proceed to enter No proceed to enter Yes attempt, not 1st) proceed to proceed to enter

P the dates the dates the dates PL enter the dates | the dates

The interviewer Interviewer helped

explained to the her to go back to The interviewer

respondent before | main menu by asked respondent

initiating the pressing 0. to listen to other The interviewer

process that she Besides, the option and register | . explained to the

. . ) . nterviewer
. . should listen to all | interviewer said herself. The . . respondent .
The interviewer . : Interviewer helped her twice C o Interviewer
asked respondent the option than_ her' several times respondent has to explained herto | in going back to before initiating explained her to

Support from only press desired | to listen to tell her to press 3 the process that

interviewer (Y/N)

to listen to other
option and register
herself.

button.
Interviewer asked
her to press 2 to
select Hindi
language.
Interviewer also

message and
register. The
respondent
couldn't. So the
interviewer had to
ask her to press 3

and got herself
registered.

Instead of repeated
assistance from the
interviewer she was
not able to follow

listen to other
option and then
register herself

the main menu
by pressing 0
and asked her to
register herself.

she should
listen to all the
option than only
press desired
button.

listen to other
option and then
register herself

helped in initiating | to initiate IVR.
registration. registration.
Lewz erelgsent = Low High High High High High High High

high, low)







Appendix 4: Content Analysis table - Section 2 of Phase 2

Message #

RESPONDENTS 1 5 3 2 5 6 7 8 9
Problematic i
Words: Asardaar Mahavari

No comment was | No comment was No comment was | No comment was No comment No comment No comment No comment No comment
iven by the iven by the iven by the iven by the was given by was given by was given by the was given by was given by
Satisfaction level: | ¢ y 9 y 9 y 9 y the the respondent 9 y the respondent | the

respondent on
the message

respondent on the
message

respondent on
the message

respondent on the
message

respondent on

on the

respondent on
the message

on the

respondent on

the message message message the message
Partially
inirsiood e e
#10 Yes (She woman as per the is for whom. She
understood the message (?0 to also understood
_ message, except avoid pre;;nancy that what kind of
Comprehension that she felt that she said she ! No SMS will be sent Yes Yes Yes Yes No
(YIN): she has to send should use to the eligible
messages to condom/ mala D in women. But could
CycleTel to get the unsafe period not understand
information.) . ' that what should a
Regarding
protection from woman do who
follows CycleTel
HIV, she was not
method.)
very clear.)
Problematic Sanyam,
Words: Asurakshit Din
No comment was | No comment was No comment was
#11 Satisfaction level: given by the given by the given by the
" | respondent on respondent on the | respondent on
the message message the message
. No (She could
(C\:((;m)[.)rehensmn No No understan_d anything
) and was silent.)
\I;’vr(())rpdlgnatlc Asurakshit Din ﬁlsvurakshlt Din Sanyaam
#12 No comment was | No comment was No commentwas | No commentwas | No comment No comment No comment No comment | No comment
Satisfaction level: | 91Ven by the given by the given by the given by the was given by was given by was given by was given by | was given
respondent on respondent on the | respondent on respondent on the | the the respondent | the the by the
the message message the message message respondent on | on the respondent on | respondent respondent




the message message the message on the on the
message message
Partially
(She
understood
whatever
the
message
COMEENETSCN No No No Yes Yes No Yes was saying
(YIN): about users,
but could
not
understand
anything
about the
dates)
Asurakshit Din
(She said that
the days when
Problematic she is I .
Words: menstruation are Vidhi Asardaar Mahavaari
safe days and all
other days are
unsafe days)
No comment No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was was given b was aiven b was given b was given by | was given
g 8 . | given by the given by the given by the given by the 9 y 9 y 9 y the by the
Satisfaction level: the the respondent | the
respondent on respondent on the | respondent on respondent on the respondent on | on the respondent on respondent respondent
#13 the message message the message message P P on the on the
the message message the message
message message
Partially (She No (She could
could comprehend
that condom use not understand
the message
can prevent .
pregnancy with reference
g(c;’r\ln)prehensmn No However, she No No No tsohceiyll(cée'tl'el. Partially Partially No
’ could not > KEp
talking about
understand the
relation of the methods of
S contraception
CycleTel’s inability (pills etc.))

to prevent HIV.)




Problematic
Words:

Vidhi

Asurakshit Din
(According to her
days when a
women is
menstruating are
unsafe days)

SMS

No comment No comment
No comment No comment No comment : .
No comment was | No comment was No comment was | No comment was . . . was given by | was given
. . . : was given by was given by was given by
. . . | given by the given by the given by the given by the the by the
Satisfaction level: the the respondent | the
respondent on respondent on the | respondent on respondent on the respondent respondent
respondent on | on the respondent on
the message message the message message the message message the messade on the on the
9 9 9 message message
No (She said
#14 _CycIeTeI_
jaanne k liye 3
sawal
poochenge.
She could
also say that .
No (She was the message Eg&?!};ﬂ(sg ?I
Comprehension only using her No No No says about about re};sin Yes Yes Yes
(Y/N): pre existing using condom P 9
. the numbers if
knowledge) in unsafe :
she takes pills)
days.
However, she
could not
decipher the
complete
meaning of
the message)
Problematic
Words: Asardaar Sanyaam
She used the No comment | No comment
« » No comment No comment No comment . .
No comment was | No comment was | word “guarantee ) . . : was given by | was given
. . She said thatthe | was given by was given by was given by
Sati ] . | given by the given by the as more the by the
atisfaction level: . message was a the the respondent | the
#15 respondent on respondent on the | comprehensible . respondent respondent
bit lengthy respondent on | on the respondent on
the message message fro the word on the on the
the message message the message
Asardaar message message
g Partially (She Partially (she Yes (interviewer
B oI I could not could not recall explained her Yes Yes Yes Yes No Yes

(Y/N):

understand the

the STI/ HIV

meaning of




product IVR related “Asardaar”. Then
CycleTel in information) she understood
totality) the message)
Problematic HIV S
Words: Vidhi anyaam
No comment No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was was given b was aiven b was given b was given by | was given
: " . | given by the given by the given by the given by the 9 y 9 Y 9 y the by the
#16 | Satisfaction level: the the respondent | the
respondent on respondent on the | respondent on respondent on the d h d respondent respondent
the message message the message message respondent on | on the respondent on on the on the
the message message the message
message message
g(‘m)‘_’rehens'o” No No No No No No No No Yes
Problematic Sanyam’”, Viidhi,
Words: Asurakshit Din
No comment was | No comment was
#17 Satisfaction level: | 9Ven by the given by the
" | respondent on respondent on the
the message message
Satisfaction level: | No No
#18 \I‘;‘\;grbo::rnatlc Dushprabhav Asardaar
No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was . b . b . b was given by
. . iven by the given by the given by the given by the was given by was given by was given by the
Satisfaction level: | 9 the the respondent | the
respondent on respondent on the | respondent on respondent on the respondent
respondent on | on the respondent on
the message message the message message on the
the message message the message
message
(C\:((;m)prehensmn No No No No No Partially No No
\ljvrgrbdlgnatlc SMS Asardaar Sanyaam
No comment No comment
No comment No comment No comment . .
No comment was | No comment was No comment was | No comment was . . . was given by | was given
. . : : was given by was given by was given by
Sati 8 . | given by the given by the given by the given by the the by the
atisfaction level: the the respondent | the
respondent on respondent on the | respondent on respondent on the respondent respondent
#19 respondent on | on the respondent on
the message message the message message on the on the
the message message the message
message message
Partially (She could No (She could
Comprehension No only understand No No understand Yes Yes No Yes

(Y/N):

about “Ashurakshit
Din”. She was not

only that 1 or
2 days are




able to respond to
any question. So
the interviewer
explained what
Cycletel is, she said
it can save from
HIV)

unsafe after
the
menstruation
period)

Problematic Asardaar
Words:
No comment No comment No comment No comment No Co.mme“‘
No comment was | No comment was No comment was | No comment was was given by was given by was given by was given by | was given
Satisfaction level: | 9iven by the given by the given by the given by the the the respondent | the the by the
respondent on respondent on the | respondent on respondent on the respondent on | on the respondent on respondent respondent
the message message the message message the message message the message on the on the
message message
Partially (she
Partially (Only understood thg
#20 thing she she has been
understood asked if she
was “pati patni remembers the
ko asurakshit date of her
Comprehensmn No Yes No No din me Yes Yes Yes LMP. But she
(YIN): sanyam could not
rakhna remember that
chaheyea, it can be used
condom only by those
istemaal karna who remembe
chaheyea”.) the dates of
their LMP)
Problematic Sanyaam Asardaar SMS
Words: Asurakshit Din Parivaar niyojan
N No comment No comment No comment No comment
o comment was | No comment was No comment was | No comment was . . . was given by
. . . . was given by was given by was given by
Satisfaction level: | 9'V€" by the given by the given by the given by the the the respondent | the the
respondent on respondent on the | respondent on respondent on the respondent on | on the respondent on respondent
#21 the message message the message message P P on the
the message message the message
message
No (She Partially (She
understood understood
Comprehension what what has to be
(Y/N): No No No No “asurakshit No pressed in No
din” is. But response to the
she did not message and




understand
which days
are
“asurakshit
din” and what
should be
done on those
days)

that CycleTel
works for those
whose periods
are not regular,
she said no.
But when she
was asked the
reason, she did
not respond.)

Problematic Sanyaam
Words: HIV Asardaar SMS
No comment No comment No comment No comment | No comment
No comment was | No comment was No comment was | No comment was . . . was given by | was given
. . . . was given by was given by was given by
Sati q . | given by the given by the given by the given by the the by the
atisfaction level: the the respondent | the
respondent on respondent on the | respondent on respondent on the respondent on | on the respondent on respondent respondent
#22 the message message the message message thepmessa o message thepmessa o on the on the
9 9 9 message message
Partially (when Partially (she
q interviewer could only
(C\:zm)prehensmn Partially Partially explained her the | No understand No Yes Yes No
’ meaning of that one has to
asardaar) use condom)
Problematic
Words:
No comment No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was . . . . .
_ _ iven by the given by the given by the given by the was given by was given by was given by | was given by | was given by
#23 | Satisfaction level: | 9 the the respondent | the the the
respondent on respondent on the | respondent on respondent on the
respondenton | on the respondent on |respondent on |respondent on
the message message the message message
the message message the message the message |the message
(CY(;m)prehensmn Yes No Yes Yes Yes Yes Partially Yes Yes
Vidhi
Problematic Sanvaam Asurakshit din Asardaar
Words: y (Days of
menstruation)
No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was . . . .
#24 was given by was given by was given by | was given by

Satisfaction level:

given by the
respondent on
the message

given by the
respondent on the
message

given by the
respondent on
the message

given by the
respondent on the
message

the
respondent on
the message

the respondent
on the
message

the
respondent on
the message

the
respondent on
the message

Comprehension
(YIN):

No

No

No

No

No

No

No

No




Problematic ,(ADs:rgkosfhlt din
Words: Y .
menstruation)
No comment No comment No comment No comment No comment
No comment was | No comment was No comment was | No comment was . . : was given by | was given
. . . . was given by was given by was given by
#25 . . . | given by the given by the given by the given by the the by the
sellieeen leve: respondent on respondent on the | respondent on respondent on the the the respondent | the respondent respondent
thepmessa e megsa e thepmessa e megsa e respondent on | on the respondent on on 'Phe on tphe
9 9 9 9 the message message the message
message message
g(c;m)prehensmn No Yes No Partially No Yes Partially Partially No
Message #
RESPONDENTS 10 11 12 13 9.1/9.2 14 15 16 17 18
Problematic
Words:
No comment No comment No comment No comment
. . ) . No comment
was given by was given by was given by was given by was given b
Satisfaction level: the respondent the the respondent | the respondent the regponde)r,u
#10 on the respondent on on the on the on the message
message the message message message
Messages
Comprehension skipped as she
F_) No No No No could not
(YIN):
understand
message 13
Problematic
Words:
#11 | Satisfaction level:
Comprehension
(Y/IN):
Problematic Upbhogta seva -
Words: adhikari Upyukt Vidhi
No comment | No comment | No comment | No comment
#12 No comment was No comment wasNo comment was No comment was | No comment was . b . b . b . b
. . iven by the given by the given by the given by the given by the was given by | was given by | was given by | was given by
Satisfaction level: 9 the the respondent the respondent the respondent
respondent on the | respondent on | respondent on | respondent on respondent on
respondent on on the on the on the
message the message the message the message the message
the message message message message




No (he said “13

se pehele Messages
. mahina aaya to 1 skipped as she
g((;'r\ln)prehensmn No or 3 dabana hai. No No could not No Yes No Yes Yes
’ 13 k baad aaya understand
to O or 4 dabana message 13
hai”.)
Problematic
Words:
No comment was | No comment No comment was No comment was |No comment was
. . . given by the  was given by the| given by the given by the given by the
Satisfaction level:
respondent on the | respondent on | respondent on | respondenton [respondent on the
#13 message the message the message the message message
Messages skipped
Comprehension as she could not
(YIN): No No No No understand
message 13
Problematic
Words:
No comment was | No comment No comment was No comment was |[No comment was No comment | No comment | No comment | No comment | No comment
iven by the  was given by the iven by the iven by the iven by the was given by | was given by | was given by | was given by | was given by
Satisfaction level: 9 y 9 y 9 y 9 y 9 y the respondent the respondent the respondent the respondent the respondent
respondent on the | respondent on | respondent on | respondent on [respondent on the
on the on the on the on the on the
#14 message the message the message the message message message message message message message
Messages skipped
Comprehension as she could not . . .
(Y/N): Yes No No No understand Partially partially No No Partially
message 13
Grahak Seva | Grahak Seva
. Pratinidhi Pratinidhi
\Ij\;g:a(jlgmatlc Upbhogta SevaUpbhogta Seva
' Adhikari Adhikari
Call centre Call centre
#15
No comment | No comment | No comment | No comment | No comment
No comment was No comment was No comment was No comment was |No comment was . . . . .
. . iven by the given by the given by the given by the given by the was given by | was given by | was given by | was given by | was given by
Satisfaction level: 9 the respondent the respondent the respondent the respondent the respondent
respondent on the | respondent on | respondent on | respondent on [respondent on the
on the on the on the on the on the
message the message the message the message message
message message message message message




Comprehension

(YIN): Yes No Yes Yes 9.1 Yes Yes Yes Yes Yes
Problematic
Words: SMS
No comment | No comment | No comment | No comment | No comment
No comment was| No comment No comment No comment | No comment was was given by | was given by | was given by | was given by | was given b
. . . given by the was given by |was given by the|was given by the given by the 9 y 9 y 9 Y 9 Y 9 y
#16 | Satisfaction level: the the the the the
respondent on | the respondent | respondenton | respondent on |respondent on the respondent on| respondent on | respondent on | respondent on | respondent on
the message |onthe message| the message the message message P P P P P
the message | the message | the message | the message | the message
Comprehensmn Yes No No No No No No No No No
(YIN):
Problematic
Words:
#17 | Satisfaction level:
Comprehension
(YIN):
Problematic
418 Words:
Satisfaction level:
Comprehension
(YIN):
Upbhokta sewa
. adhikari
Proble'matlc SMS Grahat sewa
Words: L
adhikari
call centre
No comment was No comment was No comment was No comment was |[No comment was | No comment | No comment | No comment | No comment | No comment
. . . given by the given by the given by the given by the given by the as given by thegvas given by thgvas given by thevas given by thevas given by thg
Satisfaction level:
#19 respondent on the | respondent on | respondent on | respondent on [respondent on the | respondent on|respondent on| respondent on| respondent on | respondent on
message the message the message the message message the message | the message | the message | the message | the message
Partially (She is
considering 1
Comprehensmn month_ asa No No Partially 9.1 No No No No No
(YIN): menstruation cycle
not as Nov/ Dec as
individual month.
Upbhokta sewa
. adhikari
#20 Problematlc SMS Grahat sewa
Words: P
adhikari

call centre




Satisfaction level:

No comment was
given by the
respondent on
the message

No comment
was given by
the respondent
on the message

No comment
was given by the
respondent on
the message

No comment
was given by the
respondent on
the message

No comment was
given by the
respondent on the
message

No comment
was given by
the
respondent on
the message

No comment
was given by
the
respondent on
the message

No comment
was given by
the
respondent on
the message

No comment
was given by
the
respondent on
the message

No comment
was given by
the
respondent on
the message

Partially (She

Messages skipped could not
Comprehension as she could not make out
(YIN): Yes No No No understand whom she No No No No
message 13 should be
calling.)
Problematic
Words:
#21 | Satisfaction level:
Comprehension
(YIN):
Upbhokta sewa
Problematic Grgggltksaerllva
Words: adhikari
call centre
#22 No comment was| No comment No comment No comment | No comment was xgscowér:‘eg ; xgscowé?,eg ; VNvgscowé?wth Vltllgscowgetr)lt wgscowgegt
. . . given by the was given by |was given by the|was given by the given by the g y g y 9 y 9 y 9 y
Satisfaction level: the the the the the
respondent on | the respondent | respondenton | respondent on |respondent on the respondent on | respondent on | respondent on| respondent on | respondent on
the message | on the message|  the message the message message the message | the message | the message | the message | the message
g((;m)prehensmn Yes Yes Yes Yes 9.1 Partially Partially No Yes Partially
Upbhokta sewe
Problematic Grgggltksag/va
Words: adhikari
call centre
No comment | No comment | No comment | No comment | No comment
#23 No comment was| No comment No comment No comment | No comment was was given by | was given by | was given by | was given by | was given b
. . . given by the was given by |was given by the|was given by the given by the g y g y 9 y 9 y 9 y
Satisfaction level: the the the the the
respondent on | the respondent | respondent on | respondent on |respondent on the respondent on| respondent on | respondent on | respondent on | respondent on
the message | on the message|  the message the message message the message | the message | the message | the message | the message
g((;m)prehensmn Yes Yes Yes Yes 9.1 Partially Yes Yes No Yes
#24 | Problematic




Words:

Satisfaction level:

Comprehension
(YIN):

#25

Problematic
Words:

Satisfaction level:

No comment was
given by the
respondent on

No comment
was given by
the respondent

No comment
was given by the
respondent on

No comment
was given by the
respondent on

No comment was
given by the

respondent on the

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

No comment
was given by
the
respondent on

the message | on the message | the message the message message the message | the message | the message | the message | the message
Partially (She
Comprehension Yes was not able to Partially Yes 9.1 Yes Yes Yes No No

(Y/N):

enter the single
digit no)







