
Changing the Behavior of Community Health 
Workers and Facility Based Providers 

August 2016 



2 

Table of Contents

USING SBCC TO CHANGE PROVIDER BEHAVIOR AND IMPROVE CLIENT OUTCOMES .......................... 4 

LEARN ABOUT PROVIDER BEHAVIOR CHANGE COMMUNICATION ............................................................ 6 

TYPES OF PROVIDERS ...................................................................................................................................................... 6 
FACTORS INFLUENCING PROVIDERS ............................................................................................................................... 9 
EFFORTS TO CHANGE PROVIDER BEHAVIOR ............................................................................................................... 11 
PROVIDER MOTIVATIONS ............................................................................................................................................. 12 
SBCC AND PROVIDER BEHAVIOR CHANGE ................................................................................................................. 23 

PROVIDER NEEDS ASSESSMENT FRAMEWORK AND TOOLS  ................................................................... 25 

THE NEEDS ANALYSIS FRAMEWORK ............................................................................................................................ 27 
STEP 1: IDENTIFY GOALS AND PERFORMERS .............................................................................................................. 32 
STEP 2: CREATE INVESTIGATIVE QUESTIONS .............................................................................................................. 34 
STEP 3A: DEVELOP A DATA COLLECTION PLAN .......................................................................................................... 36 
STEP 3B: ADAPTED SUCCESS CASE APPROACH ........................................................................................................ 38 
STEP 4A: CREATE DATA COLLECTION INSTRUMENTS ................................................................................................ 40 
STEP 4B: ADAPTED SUCCESS CASE APPROACH ........................................................................................................ 42 
STEP 5A: COLLECT DATA ............................................................................................................................................. 44 
STEP 5B: ADAPTED SUCCESS CASE APPROACH ........................................................................................................ 46 
STEP 6A: ANALYZE DATA AND IDENTIFY GAPS ............................................................................................................ 48 
STEP 6B: ADAPTED SUCCESS CASE APPROACH ........................................................................................................ 50 
STEP 7: SUMMARIZE FINDINGS & PRIORITIZE ACTIONS ............................................................................................. 52 

DETERMINE THE ROLE OF SBCC ......................................................................................................................... 54 

DESIGNING AN SBCC INTERVENTION FOR CHW BEHAVIOR CHANGE ..................................................... 55 

STEP 1:  ANALYZE THE SITUATION ............................................................................................................................... 56 
STEP 2: IDENTIFY THE CORE PROBLEM........................................................................................................................ 59 
STEP 3: DEFINE YOUR AUDIENCE ................................................................................................................................ 61 
STEP 4: DEVELOP COMMUNICATION OBJECTIVES ..................................................................................................... 68 
STEP 5: DETERMINE THE KEY PROMISE AND SUPPORT POINTS ................................................................................ 72 
STEP 6: DEFINE YOUR STRATEGIC APPROACH ........................................................................................................... 73 
STEP 7: MATCH COMMUNICATION APPROACH TO IDENTIFIED MOTIVATION BARRIER ............................................ 79 
STEP 8: DEVELOP AN IMPLEMENTATION PLAN ........................................................................................................... 91 
STEP 9: MONITOR AND EVALUATE .............................................................................................................................. 93 



3 

DESIGNING AN SBCC INTERVENTION FOR FBP BEHAVIOR CHANGE ....................................................... 97 

STEP 1: ANALYZE THE SITUATION ................................................................................................................................ 98 
STEP 2: IDENTIFY THE CORE PROBLEM..................................................................................................................... 101 
STEP 3: DEFINE YOUR AUDIENCE ............................................................................................................................. 103 
STEP 4: DEVELOP COMMUNICATION OBJECTIVES .................................................................................................. 110 
STEP 5: DETERMINE THE KEY PROMISE AND SUPPORT POINTS ............................................................................. 114 
STEP 6: DEFINE YOUR STRATEGIC APPROACH ........................................................................................................ 116 
STEP 7: MATCH COMMUNICATION APPROACH TO IDENTIFIED MOTIVATION BARRIER ......................................... 122 
STEP 8: DEVELOP AN IMPLEMENTATION PLAN ........................................................................................................ 133 
STEP 9: MONITOR AND EVALUATE ........................................................................................................................... 135 

APPENDICES ........................................................................................................................................................... 139 



4 

Using SBCC to Change Provider Behavior and 
Improve Client Outcomes 
Understand and prioritize barriers healthcare providers face; identify whether those barriers can 
be addressed by a social and behavior change communication (SBCC) approach; and develop an 
SBCC intervention to influence attitudes, beliefs and norms that undermine providers’ willingness 
and ability to perform their jobs well. 

What Is Provider Behavior Change? 
Providers play a crucial role in the health system, especially because of their regular interactions 
with clients. Provider behavior toward clients is influenced by many factors, such as values, 
social norms, supervision, skills, knowledge, and structural context. Provider Behavior Change 
seeks to positively influence provider behavior by addressing those factors and providing 
solutions for improvement. This I-Kit focuses on the role social and behavior change 
communication (SBCC) can play in changing provider behavior by placing providers as 
the audience for SBCC. 

What Is the Purpose of This I-Kit? 
This I-Kit provides step-by-step guidance on using SBCC to change provider behavior, and 
thereby improve client outcomes.  

The I-Kit is designed to help you understand factors that influence provider behavior, design an 
assessment to understand the specific barriers your providers face, and develop an SBCC 
intervention to address those barriers. 

Who Is This I-Kit for? 
The I-Kit is intended for anyone working with and interested in changing provider behavior and 
improving services. This may include service delivery and SBCC program managers and 
designers. 

How to Use This I-Kit 
This I-Kit is divided into four main sections: 

1. Learn

Review background and key concepts on providers, the factors that influence them and how 
SBCC can be used to address those factors. 
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2. Assess

Identify and prioritize barriers to quality service provision. Design a tailored assessment 
using the step-by-step process in the Provider Needs Assessment. Or, use data you have 
already collected and frame the results using the Needs Summary Table.  

3. Determine

Determine whether SBCC is appropriate for addressing the prioritized barriers. 

4. Design

Design an SBCC intervention to change provider behavior. Use the step-by-step SBCC 
strategy guidance to address the motivational factors identified. 




