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Foreword 
With the increased number of players in the health sector, 
the interest for different types of health program communi-
cation strategies continues to grow. To address key factors 
related to the health of the population, the Federal Minis-
try of Health developed the Health Sector Transformation 
Plan, which emphasizes health literacy and health system 
literacy of citizens. Additionally, tremendous changes have 
occurred in the health system infrastructure as well as in 
electronic and print media. In line with the Health Sector 
Transformation Plan, emphasis has shifted from individual 
behavior changes to social changes that can affect health at 
household, community, and environment levels. Accordingly, 
the National Health Promotion and Communication Strategy 
has been revised, and the Health Communication Material 
Development Guideline has become one of the key imple-
mentation guideline. These guideline  were produced to im-
prove the production quality of both printed and audio-visual 
communication material; however, no standards were set to 
guarantee the quality of design and implementation. 

To that end, these Quality Assurance Guideline were devel-
oped to ensure the quality application and implementation 
of social and behavior change communication interventions. 
These guideline support standardized design, implementa-
tion, monitoring and evaluation, and improvement of SBCC 
interventions at all levels. It is intended to serve various 
stakeholders at different levels and capacities, including Fed-
eral Ministry of Health, regional health bureaus, zonal health 
departments, woreda health offices, and primary health care 
units. In addition, the guideline can be used by nongovern-
mental organizations, faith-based organizations, civil society 
organizations, academia and research institutions, media, 
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donor agencies, and other relevant entities. Therefore, I would 
like to request that experts at all levels and our partners use 
these guideline when they manage and implement social and 
behavior change communication interventions in their respec-
tive organizations.

                  

  

Temesgen Ayehu (BSC, MPH)
Health Extension Program and Primary Health Care 

Directorate Director

Federal Ministry of Health
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Acronyms 

FMOH Federal Ministry of Health
GALIDRAA Greeting, Ask, Listening, Identify the Problems, 

Discussion, Recommendation, Ask Agreement, 
Appointment

GOE Government of Ethiopia
HCMDG Health Communication Material Development Guideline
HSTP Health Sector Transformation Plan
M&E Monitoring and Evaluation
NHPCS National Health Promotion and Communication Strategy
PHCU Primary Health Care Unit
QAG Quality Assurance Guideline
RHB Regional Health Bureau
SBCC Social and Behavior Change Communication
WOHO Woreda Health Office
ZHD Zonal Health Department
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Definition of Terms
 Terms Definitions
Audience Analysis A process used to identify and understand the 

priority and to influence audiences for a social 
and behavioral change communication (SBCC) 
strategy.

Audience Insight In-depth understanding of the problem, the 
people, and existing policies and programs.

Audience Segmen-
tation

The process of dividing a large audience into 
smaller groups of people or segments that 
have similar needs, values, or characteristics. 

Channel Analysis Part of the process of developing a channel mix 
plan is assessing what channels are available to 
the priority audiences and how effectively the 
channels can reach these audiences.

Channel Mix The use of different communication channels 
to maximize the effectiveness of SBCC pro-
grams.

Channels Instruments serving as modes of transmission 
to enable messages to be exchanged between 
“senders” and “receivers.”

Create and Test A communication process used to design, 
test, revise, and produce final communication 
products including materials, activities, and 
processes.

Creative Brief A short written document used by project 
managers and creative professionals to guide 
the development of creative materials that sets 
the direction, defines the audiences, focuses 
on the key messages, and presents the desired 
results for an SBCC interventions or materials
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Design Strategy Design strategy incorporates what has been 
learned during step 12 (Inquire) and uses 
the information to develop a strategic plan 
for reaching program objectives. It focuses 
on developing the communication strategy, 
which includes information from the situation 
analysis, communication objectives, audience 
segmentation, program approaches, a work 
plan, and a plan for monitoring and evaluation.

Evaluate and Evolve The communication process that evaluates a 
program and uses lessons learned to inform 
development of upcoming programs. 

Indicators Tools that were designed to measure SBCC 
program progress.

Inquire A situation analysis based on available coun-
try-level research data and evidence for gaining 
a deeper understanding of the SBCC challenge 
within a specific context and of the social and 
behavioral drivers that facilitate or act as barri-
ers to uptake of desired behaviors. 

Key Promise The core information to be conveyed in all 
messages and activities. It is the basis of the 
actual messages.

Logic Model/Theo-
ry of Change

Logic models are program planning tools that 
define the inputs, outputs, and outcomes of 
a program in order to explain the thinking 
behind program design and show how specific 
program activities lead to desired results. 
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Materials The primary means by which health programs 
deliver SBCC messages. There are many types 
of SBCC materials, including printed brochures, 
scripts for television advertisements, and 
guides for facilitating group discussions, Face-
book pages, and internet-based games.

Message In SBCC, a message is a statement containing 
key points of information that a program is 
intended to communicate to an audience to 
encourage behavior change.

Partners/Partner-
ships

Organizations that are working to advance the 
same health or social issue. Partners could 
include various government ministries; local 
nongovernmental, community, or civic or-
ganizations; international nongovernmental 
organizations; foundations; and private sector 
companies.

Positioning State-
ment

Positioning is a way to make an issue, such as 
breastfeeding, occupy a particular space in the 
audience’s mind. It makes the issue stand out 
and presents how the program wants people 
to see and feel about the issue. A positioning 
statement is one sentence that captures what 
the program’s behavior, product, or service 
represents in the mind of the audience.

Pretest Pretesting measures the reaction of the se-
lected group of individuals for a certain health 
learning material to determine whether the 
priority audience will find the components—
usually draft materials—understandable, 
believable, and appealing.
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Primary Audience A group of people whose behavior must 
change in order to improve the health situation

Program Theory A program’s explanation of why it thinks its 
intended audience acts the way it does and its 
assumptions on how it will behave or change 
through exposure to the SBCC program

Secondary Audi-
ence

Those who influence the primary audience 
either directly or indirectly

Stakeholders Those who are affected by, have a direct 
interest in, or are somehow involved with the 
problem identified during the situation analysis

Support Statement Information that supports the key benefit

7 Cs The 7 Cs of effective communication form a 
checklist that helps ensure that messages are 
interesting, clear, and effective in reaching 
the audience: command attention, clarify the 
message, communicate a benefit, consistency 
counts, create trust, cater to the heart and 
head, and call to action.
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Introduction
Cognizant of the contribution of social and behavioral change 
communication (SBCC) toward attaining national development goals, 
Government of Ethiopia’s (GOE) focus on disease prevention, the 
growing demand for health information, and the ever-increasing 
number and type of players in the health and/or communication 
sector, the Health Sector Transformation Plan and the National Health 
Promotion and Communication Strategy (NHPCS) have emphasized 
health and health system literacy and behavior change communication 
as strategic focus areas. Recent evidence in SBCC has resulted in GOE’s 
shift from health communication focused on individual behavior to 
more holistic interventions that strive to influence not only individuals 
but also the various health behavior determinants at play in their 
context/ecology. SBCC context analysis also shows the tremendous 
changes in the health system infrastructure, number and type of 
stakeholders, communication technologies, and other factors. 

Federal Ministry of Health (FMOH) has accomplished structural-level 
activities to expand on the opportunities and developments discussed 
above. The revision of the NHPCS with the active engagement 
of stakeholders is a key milestone and provides a guide for all 
health-related SBCC activities. Furthermore, the National Health 
Communication Material Development Guideline  (HCMDG) and the 
Message Harmonization Guide for different health problems were 
developed to support GOE and its health partners in creating impactful 
SBCC programming and implementation. 

In spite of the above achievements, however, FMOH and SBCC actors 
continue to face challenges in ensuring the design and implementation 
of quality SBCC programs and activities. These challenges are mainly 
due to the absence of quality standards and quality assurance 
mechanisms needed to guarantee the optimal utilization of the HCMDG 
at all levels. 

Therefore, these quality assurance guideline (QAG) was developed 
to ensure high-quality application and implementation of SBCC 
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interventions and activities. This document guides all health SBCC 
actors toward a systematic quality assurance process during the 
design, implementation, and monitoring and evaluation (M&E) of 
SBCC programs and improvement of SBCC activities at all levels. Thus, 
these guideline serve various actors at different levels and capacities 
within the GOE health system (FMOH, regional health bureaus [RHBs], 
zonal health departments [ZHDs], woreda health offices [WOHOs], and 
primary health care units [PHCUs]) as well as civil society organizations, 
academia and research institutions, media, donor agencies, and other 
relevant entities.

These guideline encompasses key objectives, key considerations and 
guiding principles, and quality assurance framework and tools. It 
also addresses the roles and responsibilities of SBCC stakeholders at 
different levels and capacities.

Objectives of the Guideline 
The objective of this guide is to ensure the quality of SBCC 
interventions at all levels through set standards accompanied by 
capacity enhancement.

Quality Assurance Model
In the context of these guidelines, quality refers to the degree to which 
different SBCC programs/interventions and activities measure against 
established standards. Quality assurance thus refers to the continuous 
systematic approach employed by FMOH to ensure that predefined 
standards (measures) are met in the design, implementation, and M&E 
of SBCC programs and/or specific activities by all actors. The diagram in 
Figure 1 portrays the conceptual foundation of this QAG. As indicated, 
FMOH aims to attain the objective of this QAG through a continuous 
strategic approach that integrates three key interdependent pillars/
dimensions of quality assurance. 
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Figure 1. SBCC Quality Assurance Conceptual Model

Pillar 1. Setting standards, tools, and procedures: This pillar represents 
the first critical component of any quality assurance initiative and 
focuses on the process of exploring SBCC interventions and activities to 

•	 Identify critical aspects/elements of SBCC that require quality 
assurance

•	 Define required quality standards for each of the identified 
elements

•	 Develop quality measurement tools to be utilized
•	 Define the procedures/processes to be followed in measuring 

performance, communicating feedback, and improving quality of 
the SBCC intervention or activity assessed
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Pillar 2. Measuring quality: This pillar represents one of the central 
aspects of quality assurance and refers to the continuous process of 
quality inspection/measurement at different levels. The effectiveness 
of this pillar depends on the quality of tools and procedures generated 
from the first pillar. Thus, Pillar 1 also depends on the feedback 
from assurance practitioners in their efforts to periodically improve 
the tools and procedures. Quality measurement can be initiated 
proactively by stakeholders to ensure that they adhere to the expected 
quality standards. It can also be done by entities that carry out 
structured supervision/monitoring and SBCC program appraisal and 
evaluation during the course of implementation. This step demands 
the documentation and timely communication (feedback) of the 
measurement results/findings to the relevant entity.

Pillar 3. Improving quality: This element of the quality assurance 
model refers to the actions that will be taken by the measured agency 
or team or individual to take corrective action per the feedback 
received. This dimension also gives insight regarding the effectiveness 
of the other two pillars and what needs further refinement to achieve 
the objectives of this QAG. 

Guiding Principles and Considerations
P-Process 
Consistent with the NHPCS and HCMDG, this SBCC quality assurance 
guide was designed considering key steps and elements in strategic 
behavioral change communication programming (P-Process).

Guiding Principles
•	 Systematic processes: Quality assurance requires a systematic and 

purposeful process to ensure effectiveness in delivering the desired 
quality and commitment of all those engaged. 

•	 Participatory/team approach: Quality assurance activities should 
be done with the engagement of the implementer and members 
tasked with the execution of quality assurance under a shared goal 
to achieve at the end of the exercise. 
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•	 Timely and focused feedback: At the end of the assessment of 
adherence to quality standards set in this guide, the assessor is 
required to give accurate and timely feedback that leads to prompt 
corrective action when needed.

•	 Evidence-based: Throughout the quality assurance process, 
assessment, feedback, and improvement actions will be based 
on the evidence generated in the process. This process may also 
include feedback to improve the standards, tools, and processes 
followed for quality assurance.

•	 Culture of quality: This guide is envisaged as building a culture 
of quality in SBCC. Actors are encouraged to proactively utilize it 
as a preventive tool and during implementation to enable timely 
corrective action.

Quality Assurance for Social and Behavior Change 
Program Interventions 
The quality assurance tools assist all SBCC program implementers 
in Ethiopia in understanding and applying the quality performance 
standards incorporated in this document during their SBCC program 
interventions. The tools focus on improving the quality of their SBCC 
programs—their planning and design, implementation, and M&E. 

The quality checks for an SBCC program include three checklists and a 
template for actionable recommendations. The checklists can be used 
in any health area, and they have a particular focus on the planning, 
design, implementation, and M&E of SBCC programs. These checklists 
can also be used during field visits and supportive supervisions in which 
team members ask questions and fill out the checklist based on the 
responses from the implementers. Afterward, the team can discuss the 
findings and note recommendations for further strengthening their 
respective SBCC programs.

The standards and indicators that are indicated in the scoring sheet 
below are taken from the Health Communication Capacity Collabora-
tive website developed to set quality standards for social and behavior 
change programs. 
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How to Use the Checklists 
The program implementers should take the following steps to check 
the quality of their SBCC interventions in their respective program 
interventions:

•	 In each section, a list of standards is provided. Review available 
documents and interview team members to determine if each 
standard is met. Use the comments section (below each table) to 
document the rationale for specific scores. 

•	 Write a score of zero if the standard is not met at all; that is, the 
stated standard is not true. For example, “Each person has a clear 
job description” is not true if no one has a clear job description. 
The score should be zero.

•	 Write a score of one if the standard is partially met; that is part 
of the stated standard is true, but another part is not. A score of 
one is also appropriate if meeting the standard is in progress. For 
example, “Program theory is applied and referred to routinely” 
is partially true if the team used a theory for message design but 
does not use the theory in the evaluation plan. The score should 
be one. As another example, “The team has forms in place for 
reporting progress” is in progress if program implementers have 
created forms for reporting progress but they are not yet in use. 
The score should be one.

•	 Write a score of two if the standard is fully met; that is the stated 
standard is entirely true. For example, “Indicators are valid, reli-
able, specific, sensitive, and operational” is entirely true if each 
indicator meets all these conditions. The score should be two. 

•	 After completing a section, add all the points for the section score 
and refer to the color-coded interpretations. 

•	 A space is provided for noting areas of strength, areas of weak-
ness, a list of actions for improvement, and the date of the next 
check-in. The SBCC improvement committee should schedule 
another check-in immediately after executing each improvement 
action.
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•	 Standards marked with an asterisk (*) can be used by M&E 
officers to track research efforts. Bolded words are defined in the 
definition of terms.

Checklist of Quality Standard for SBCC Programs
SBCC program implementers or related professionals should use the 
following checklists to design, implement, monitor, and evaluate their 
SBCC programs.
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Quality Assurance for Health Communication 
Materials
Health communication materials are teaching aids that give 
information and instruction about health and are specifically directed 
to a clearly defined group or audience. The health communication 
materials that can be used in health education and promotion activities 
are usually broadly classified into four categories: printed materials, 
visual materials, audio materials, and audio-visual materials. 

All SBCC program implementers need to evaluate their health 
communication materials to determine their effectiveness in reaching 
their target audiences and changing their behaviors accordingly. The 
effectiveness of these materials depends on many criteria, which are 
described in the following tables. To help the implementers, a checklist 
for different health learning materials has been developed. This 
checklist provides a set of criteria for evaluating the materials as well 
as ensuring their quality and consistency throughout the design and 
development process. 

In the following checklists, the implementers use the boxes on the 
right-hand side to rate the response to each question from zero to 
two. Implementers use a score of zero if the standard is not met at 
all. A score of one means that it is partially met; that is, a part of the 
stated standard is true, but a part of it is not. A score of one is also 
appropriate if meeting the standard is in progress. Lastly, a score of 
two is given if the standard is fully met. 

After completing a section, all points for the section score are added 
and the color-coded interpretations should be checked. A space is 
provided for noting areas of strength, areas of weakness, a list of 
actions for improvement, and the date for the next check-in. 

Note: Each criterion in the table has two points and an asterisk (*) 
indicates criteria that must be met during design and implementation 
of SBCC activities. 
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Roles and Responsibilities
Below is list of stakeholders’ respective roles and responsibilities on 
implementing the QAG.

Federal Ministry of Health
•	 Introduce and promote the QAG to RHBs, ZHDs, WOHOs, and 

their partners and stakeholders.
•	 Support SBCC professionals in the region in the use of the 

SBCC QAG and other SBCC-related guideline. 
•	 Ensure proper application of SBCC QAG by all stakeholders/

RHBs, ZHDs, WOHOs, and partners who have engaged in 
health promotion and communication interventions. 

•	 Assess the applicability and effectiveness QAG and update as 
necessary.

•	 Support respective RHBs, ZHDs, and stakeholders who need 
assistance in using the guideline. 

•	 Avail and create access to the SBCC QAG (hard and electronic 
copy) and corresponding tools for respective RHBs, ZHDs, 
and national as well as regional partners who work on health 
promotion and communication. 

•	 Monitor and evaluate the quality of SBCC interventions at all 
levels against the standard.

Regional Health Bureaus
•	 Plan, monitor, and evaluate the implementation of QAG at 

regional, zonal, and woreda level.
•	 Support SBCC professionals in the region in the use of the 

SBCC QAG and other SBCC-related guideline. 
•	 Coordinate the implementation of QAG at regional, zonal, and 

woreda levels.
•	 Provide technical assistance and guidance for the 

implementation of quality SBCC interventions in the region, 
including at zonal, woreda, and PHCU levels.
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•	 Ensure application of the SBCC QAG in the development of any 
materials and campaigns such as visual, audio-visual, print, 
and audio as well as event organization, advocacy, community 
and social mobilization, and other activities in the region by 
different organizations.

•	 Ensure utilization of the SBCC QAG by different organizations 
working on SBCC at regional, zonal, and woreda levels.

Zonal Health Departments and Woreda Health 
Offices

•	 Plan, monitor, and evaluate the implementation of QAG at 
zonal level or woreda level.

•	 Coordinate the implementation of QAG at zonal, woreda, 
PHCU, and health post/kebele levels.

•	 Collaborate with local partners to develop culturally relevant 
health communication program interventions.

•	 Utilize the SBCC QAG to enhance behavioral change.
•	 Provide support to WOHOs, PHCUs, and other sector offices 

to adopt and implement the SBCC QAG according to the set 
standards.

Implementing Partners and Stakeholders
•	 Participate in planning, monitoring, and evaluation of the 

implementation of QAG.
•	 Provide technical and financial support for FMOH, RHBs, 

WOHOs, and PHCUs for the implementation, monitoring, and 
evaluation of the guideline.

•	 Apply the SBCC QAG during development of any SBCC 
materials, campaigns, and events.
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