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1. EXECUTIVE SUMMARY

BACKGROUND AND CONTEXT

NICHE is a programme that links recipients of existing cash transfer programmes under the National
Safety Net Programmes to nutrition, social and child protection to address malnutrition and improve
well-being and household resilience among households living in poverty. Specifically, the
programme targets NSNP beneficiary households with a child under 36 months or a pregnant or
breastfeeding woman and provides them with a cash top-up, intensive nutrition counselling through
the Baby-Friendly Community Initiative and, as a pilot in Kilifi, and positive parenting training with
a focus on foster families.

NICHE is one of the three components of the Kenya Socio-Economic Inclusion Program (KSEIP), an
initiative launched by the government of Kenya to strengthen delivery systems for enhanced access
to social and economic inclusion services within safety nets for poor and vulnerable households.
KSEIP is co-financed by the World Bank and FCDO and with UNICEF, providing technical assistance
in the implementation of various aspects, including the nutrition and parenting counselling
component, the NICHE MIS, On Demand Registration MIS and mass/on-demand registration.

The programme is currently being implemented in five counties (Kitui, Kilifi, Marsabit, Turkana and
West Pokot), though there is interest in expanding to other counties. NICHE's implementation is being
led by the Department of Children Services (DCS) within the State Department of Social Protection,
Ministry of Labour and Social Protection (MoLSP), in collaboration with the Ministry of Health (MoH)
and relevant county authorities.

UNICEF is providing technical support to GoK in the scale-up of NICHE through the provision of
comprehensive technical assistance, capacity development, systems strengthening support, financial
oversight, monitoring, and quality control.

The registration of beneficiaries follows two approaches that include mass registration and on
demand registration. The adoption of on-demand registration is critical to ensuring the continuous
flow of beneficiaries into the programme, given the expected exits. However, this approach to
registration, despite having the potential for significant resource savings, has run into challenges
that then necessitated the simplification of the ODR process and the development of separate ODR
MIS that would be complimentary to the existing NICHE MIS to facilitate seamless beneficiaries
onboarding.

Rationale for the simplification of the On-Demand Registration system and mobile-based
application for registration.

There have been various challenges related to the efficiency and sustainability of the approach of
the current on-demand registration process. The challenges largely emanated from the initial lack
of leveraging on technology. However, there has also been a need to improve the efficiency of the
registration process more broadly by looking at each of the steps in the process. With this
background and considering various contextual and capacity realities, a revision to the ODR
workflow was necessary to particularly apply full-stack mobile technology besides ensuring that a



comprehensive review of the past implementation covers suggestions of how the registration process
would not heavily rely on resource allocations (e.g. currently, all registration forms are printed at
the national level and distributed to counties with immense delays). The review and
recommendations ensured that broader considerations for other social assistance programmes that
ought to adopt ODR systems were reflected and linked to the current NICHE operations. That means
that NICHE ODR will set the pace for adoption in the other various Social Assistance programmes
currently in Kenya and that there is a possibility of these systems' interoperability. The aim was then
to achieve better efficiency and effectiveness in the continued rollout of ODR within NICHE and
beyond.

PURPOSE OF THE MIS FOR ODR

e Human-centered Design: Adopt a Human-centered Design approach to increase access
and utilization of technology for ODR.

e Industry Practice: Incorporate global experiences, lessons, and best practices in the build
of workflows that lead to efficient self-registration.

e Efficiency and Effectiveness: Simplify the current workflows of ODR to enable efficient
(self)registration and reduce resource implications for the GOK.

e The Structures: Utilize existing government and community structures to facilitate beneficiary
registration.

® Leveraging Technology: Leverage mobile phone technology to facilitate (low-cost) self-
registration of beneficiaries into the NICHE Programme.

OVERVIEW OF THE FIELD-BASED TESTING

The NICHE ODR MIS field-based testing was implemented to validate the system's performance,
identify technical issues, and gather feedback for future improvements. This was against the
backdrop of the need to streamline the registration process for NICHE beneficiaries. The system,
designed with recommendations from Human-Centred Design (HCD) research, incorporated three
different interfaces: Unstructured Supplementary Service Data (USSD), a Mobile Application, and
Web Interfaces. The field activities were conducted in Turkana and Kilifi counties from July 17-19,
2024, involving county, sub-county staff, and the community.

OBJECTIVES OF THE FIELD-BASED TESTING

The specific objectives of the field-based testing exercise were to:

i.  Validate the ODR solutions (USSD, mobile, and web applications) in real operational
environments.
ii.  Identify and resolve any technical or operational issues encountered during the pilot.
iii.  Gather feedback from beneficiaries and stakeholders to inform future system enhancements.
iv. Ensure the ODR solutions meet business requirements and user expectations.



FIELD-BASED TESTING ACTIVITIES AND PARTICIPATION

The field-based testing involved several key activities, including mobilizing beneficiaries, orienting
the NICHE County Steering Committee on the NICHE ODR MIS, and practical testing of the system
within the communities. The county and sub-county staff were trained on all interfaces and later
used these tools to simulate the registration process. Community members, primarily using feature
phones, were trained and given the opportunity to register using the USSD interface.

KEY FINDINGS

i.  USSD Platform Usage:
Out of 650 USSD requests, 380 were successful (58%), 235 were incomplete, and
35 failed. The total USSD requests for the three-day field-testing period were 309.
57% were beneficiaries, while 43% represented other user groups.
ii.  USSD Usage Performance:
67% of the total successful registrations occurred within the first 50 seconds,
indicating this as the optimal time duration for user engagement with the system. The
average time for a successful registration was 41.7 seconds. Incomplete attempts
averaged 11.4 seconds, and the failed attempts at 1 second.
iii.  Mobile Application Usage:
There was a total of 195 mobile app installations, peaking on July 20, 2024. The
field-based testing saw a total of 34 successful installations on that date. Total
registrations through the mobile application were 28 with 65% of these being
female while 36% were female.
iv.  Web Interface Usage:
There was one registration done using the web interface in Kilifi County. This was
done on 18 July 2024, which was an assisted registration for a female beneficiary.
This was likely due to network challenges in rural areas.
v. User Feedback and Satisfaction:
Beneficiaries in both Kilifi and Turkana found both the USSD and mobile applications
easy to navigate and use. Adequate support was provided, contributing to the
successful execution of the field-based testing. Support needs to be a continuous
process.
vi.  System Performance:
The system maintained a 99% uptime, demonstrating reliability during the field-
based testing. Average listing time reduced considerably. The average time for
successful attempts was noted at 33.8 seconds, while 50 seconds was noted to be
the optimal time required by most users for a successful entry.
vii.  Challenges Identified:
Users faced challenges accessing the web interface in areas with poor network
coverage. Minor issues with the mobile application were reported and resolved
during the field-based testing.
viii.  Usability Concerns:
Language and literacy issues affected some users' ability to navigate the system
effectively.



RECOMMENDATIONS AND FUTURE ENHANCEMENTS

= Given the widespread access to feature phones and USSD familiarity, this method should
be prioritized.

=  Enhance awareness campaigns using trusted community figures and local media, with a
particular focus on underserved regions like Turkana.

= Future improvements should include SMS-based tracking for registration status, the inclusion
of disability categories, and integration with grievance mechanisms.

= Adequate system support during and after rollout would be key to making sure that the
systems remain up, and wherever there are bugs or any issues, then they can be resolved
in record time.

= During the rollout, it would be important to ensure that USSD platforms do not charge users
any fees, as this would be a potential exclusion factor.

= Before enhancements are made to cover for the problem of potential language barriers, it
would be key that at the point of sensitization, users are encouraged to seek help from,
others whenever they face difficulties trying to navigate the questionnaires.

Further, the following future enhancements have been proposed both to the NICHE ODR MIS and
the primary NICHE MIS as relevant:

® |Include Disability Status: Enhance the system to capture disability status for beneficiaries.

= Data Source Column: Add a column in the primary NICHE MIS to indicate whether data was
collected through ODR or mass registration.

®  Notification System: Implement notifications for rejected registrations, detailing actions
required and SLA durations.

"  Tracking Mechanism: Provide beneficiaries with a tracking number for self-tracking and
uploading necessary documents.

= SMS Integration: Introduce SMS functionalities to improve communication with beneficiaries,
particularly in areas with poor network coverage.

CONCLUSION

The NICHE ODR MIS field-based testing demonstrated the effectiveness of the system, particularly
the USSD interface, in streamlining the registration process. The field-based testing activity was
successful, with 58% of USSD requests completed on the first attempt. However, the findings also
highlighted areas for improvement, such as enhancing usability and providing continuous support to
users. The identified future enhancements will be crucial in ensuring the system's scalability and
effectiveness as it moves toward full implementation.
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2. PROCESS OF MIS DEVELOPMENT

The process of MIS development followed an eight-step approach which is discussed below and
further illustrated as per the infographic.

2. SYSTEM DESIGN/SYSTEM . PILOTING/USER 6. PERFORMANCE 8. SUPPORT AND WARRANTY.
REQUIREMENT SPECIFICATIONS.  ACCEPTANCE TESTING. MONITORING.
Service Level Agreement for
Develop a detailed system Alpha and Beta testing Continuous Evaluation of Beta user support and system
Architecture based on the gathered  of the system among users system's performance using warranty post deployment - to
requirements, creating wireframes and incorporating established KPIs for ensure long term systems
and iterative designs based on feedback responsiveness, accuracy and sustainability and capacity
stakeholder feedback. user satisfaction. building for GoK staff.

1=e¢ ;;

1. NEEDS ASSESSMENT. 3. PROTOTYPING. USER MANUALS & CAPACITY PNALIZATION OF ODR 5.
Use of HCD Approach to gather Development of USSD, DEVELOPMENT. Address issues identified across the
criical beneficiary and stakeholder  Web-based, and Android- Development of user manuals and  SPectrum of MIS development & optimize
perspectives. based Applications for ODR training of select GoK staff as performance for higher functionality,
MIS. ToTs. reliability and user friendliness.

a. Step 1- Needs Assessment: Involved the use of a Human-Centered Design (HCD) approach
to gather crucial insights from beneficiaries and stakeholders. This phase ensured that the
needs and expectations of the end users are properly understood and incorporated during
MIS development.

b. Step 2- System Design/System Requirement Specifications: Once the needs were clear, a
detailed system architecture was developed. This involved creating wireframes and
iterative designs based on feedback from stakeholders. The aim here was to structure the
system around the gathered requirements.

c. Step 3- Prototyping: In this phase, prototypes of the system were developed, including USSD
(Unstructured Supplementary Service Data), web-based, and Android applications. These
prototypes provide a tangible demonstration of how the different access interfaces of the
system would function at roll-out.

d. Step 4- Piloting/User Acceptance Testing: Alpha and beta versions of the system were then
tested with real users. The goal was to evaluate the system’s usability and gather feedback
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that can be incorporated into its further development. This step sought to ensure the system
met user needs and expectations before a full rollout.

Step 5- User Manuals and Capacity Development: Training materials and user manuals
were developed and Trainers of Trainers (ToTs) from GoK trained. This ensures that key
personnel are well-prepared to train others and facilitate the system’s adoption.

Step 6- Performance Monitoring: After deployment, the system's performance is
continuously monitored. Key Performance Indicators (KPIs) are used to evaluate the system’s
responsiveness, accuracy, and user satisfaction. This ongoing assessment ensures that the
system meefs its infended obijectives.

Step 7- Finalization of ODR MIS: Based on the performance monitoring and user feedback,
any issues with the system are addressed. The system is optimized for functionality,
reliability, and user-friendliness, ensuring it operates at the highest level before its official
release.

Step 8- Support and Warranty: Finally, a Service Level Agreement (SLA) is put in place to
ensure ongoing user support and system warranty after deployment. This phase focuses on
the system's sustainability and the capacity-building of GoK staff to ensure long-term
success.
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3. HUMAN-CENTERED DESIGN

3.1. OVERVIEW OF HCD APPROACH

The adoption and implementation of an HCD approach in the development of the ODR MIS was a
critical component in ensuring that the MIS was built with utmost considerations for user needs,
preferences and contexts. The HCD approach had eight distinct steps which are as described below.

i. User Research

The user research phase focused on understanding the needs and pain points of users who would
use the ODR application. This was achieved by conducting interviews, surveys, and usability testing
to gather insights into what motivates users to register for the NICHE programme through on-
demand mechanisms, their preferences regarding registration processes, and any challenges they
face.

ii. Definition of the Problem

Based on the user research, the main problems users encounter when registering for the NICHE
programme on demand were determined. Some of these would include difficulty in accessing
registration centers, long turnaround times, stringent requirements on hard copy documentation,
security concerns and many more.

iii.  Ideation And Conceptualization of the Solutions

At this stage, we brainstormed with a multidisciplinary team of government and UNICEF to generate
ideas for simplifying the registration process while ensuring security and transparency. Features
and progress indicators that will help guide users through the ODR process were considered.

iv. Prototyping

Involved the creation of low-fidelity prototypes of the application's registration flow, incorporating
the ideas generated during the ideation phase above and using wireframes or mockups to visualize
the user journey from initial sign-up to completion of registration.

v.  Testing with Users

Th testing phase involved having users to interact with the prototypes and provide feedback on the
registration process. This also provided an opportunity to observe how they navigate through the
app, where they encounter difficulties, and what aspects of the registration flow they find intuitive
or confusing. This stage in involved both the user acceptance tests and field-based testing activities.

vi. lteration and Refinement

Refining the design of the registration flow to address any usability issues or concerns raised by
users, iterate on the prototypes, make adjustments to improve the user experience and make the
registration process more seamless. Feedback received from the UAT, and piloting phase would
then be considered and used to finetune the system for further alignment with user needs.

vii.  Implementation and Launching
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The development of the finalized versions of the on-demand registration applications, incorporating
the refined design features and ensuring that the application is user-friendly, intuitive, and meets
the security standards necessary to protect users' personal information. The implementation and
launching phase will also include documentation, training and rollout.

viii.  Evaluation and Learning

The evaluation and learning phase would be the last step in the HCD process and it i9nvoves both
performance monitoring and support and warranty. Key Performance Indicators (KPls) will be
established to measure the beta system responsiveness, data accuracy, and user satisfaction. We
shall then commit to an agreed-upon Service Level Agreement (SLA) for the provision of user support
and system warranty for the first 12 months post-deployment.

3.2.  FINDINGS FROM THE HCD CONSULTATIONS

The findings of the user research phase as an integral part of the HCD approach process can be
summarized as follows.

3.2.1. Access to Mobile-Phone Technology

The majority of the community members interviewed, were upbeat and embraced the possible use
of mobile phones for On-Demand Registration (ODR) due to its perceived efficiency, ease of reach
and cost-effectiveness. It was also noted that while a majority of the respondents had mobile
phones, some did not have and would have to depend on phones from relatives, friends and/or
neighbors to undertake self-registration for NICHE whenever they became eligible. This was noted
to have been common practice across the communities, even for other programmes that had similar
requirements.

NICHE Beneficiaries have knowledge of the presence and use of zero-tariff USSDs. Most
beneficiaries were familiar with the use of *222# code — even though they cite the absence of a
tracking mechanism (for complaints and requests) as the greatest challenge.

The USSD option for registration into the NICHE programme came out as the most popular interface,
given it would allow access to a large majority of the community members. This is mainly because
a large percentage of phone owners do not have smartphones and would thus have significant
difficulties accessing the Mobile Application and Web interface. USSD is, however, noted to be
universal due to its non-reliance on internet connectivity.

The importance of ensuring the availability of the registration tools in local languages was also
raised to address possible language barriers and improve the overall user experience. Further, the
counties were noted to have pockets of locations that do not have reliable mobile phone network
coverage. Examples include Ngerenya in Kilifi and Lobei in Turkana, amongst other smaller geographic
pockets.

Access to mobile phone technology was above average and varied for the respective counties.
Mobile phone penetration amongst NICHE beneficiaries was established to be 67.5%. The lowest
access value registered in Turkana County (60%) against 75% registered in Kilifi County.
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3.2.2. Computer Usage
None of the beneficiaries interviewed across the board had personal computers within their homes.
Those living within urban centers, however, reported the ability to access cybercafes for computer
services. Suffice to note is that this would come at a cost to the users seeking such services from
vendors.

3.2.3. Community Engagement and Sensitization
Beneficiaries preferred to receive information through trusted community figures/ structures and
local communication channels. Chiefs, village elders, barazas (community meetings), public address
systems, and local radio stations were said to be the most effective means for disseminating
information about programs like NICHE.
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Health facilities, and Chief's camps are major sites of community convergence that could be utilized
for sensitization — through community meetings or information posters. Further, the levels of
awareness of NICHE program were significantly higher in Kilifi North compared to Turkana Central
- possibly attributed to the timelines within which mass registration was undertaken.

Sensitization can play a critical role in dissuading cultural beliefs and practices that are barriers to
uptake. Beliefs such as the reluctance to disclose pregnancy information until after childbirth, or
sending away teenage mothers to their aunties, are major hindrances to registration for nutrition
programs.

Finally, it was determined that gender and age dynamics are an important consideration during
community engagement. Gender-based groups/caucusing is a predominant practice.

3.3. ANALYSIS OF THE ODR HCD RESEARCH FINDINGS BY
LOCATION

The analysis of the findings is graphically presented below:

3.3.1. KILIFI COUNTY
o Kilifi Township

Among 11 interviewed beneficiaries, 64% owned feature phones, and 36% did not have phones
but could borrow from family, relatives, or friends.

Percentage of Respondents With Cell Phones
70% 64%
60%
50%

36%

40%
30%
20%
10%

0%
Yes No

e Takaungu
Out of 12 beneficiaries interviewed, 67% had feature phones, while 33% did not own phones
but could borrow them.

Percentage of Respondents With Cell Phones
80%
67%
60%
40% 33%

20%

0% 16
Yes No



e Tezo

All 11 beneficiaries interviewed in Tezo location owned feature phones, translating to 100%
ownership.

e Ngerenya

Out of 31 beneficiaries interviewed, 74% owned feature phones, and 26% relied on borrowing
phones.

Percentage of Respondents With Cell
Phones

mYes mNo

3.3.2. TURKANA COUNTY
¢ Kanamkemer

Out of the 12 respondents engaged in Kanamkemer location, 25% did not have mobile phones,
while the remaining 75% had cell phones.

Percentage of Respondents With Cell Phones

1 h
0% 10% 20% 30% 40% 50% 60% 70% 80%

mNo mYes
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e Nawoitorong
Of the 20 community members engaged in Nawoitorong, 65% had mobile phones with them,
while the other 35% did not have mobile phone ownership.

Percentage of Respondents With Cell Phones
120%
100% 35%

80% ‘
65%

60%

40%

20%

0%
Yes No

e Township
In the Township location, nine persons were engaged in a focus group discussion. Out of these
numbers, 78% had cell phones, while the other 22% did not have cell phones.

Percentage of Respondents With Cell Phones

HmYes mNo

e Kawalase
In Kawalase, five respondents were interviewed during the focus group, and all of them had
mobile phones. This also translates to 100% phone ownership.

In general, these specific findings speak to the fact that the majority of persons in Kilifi and Turkana
have cell phones, in most cases more than 60%, while there is still a number who do not own phones.
However, based on the engagements with the communities, it was noted that the practice of
borrowing phones whenever one had immediate and important use for it was common among these
communities.
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3.4. RECOMMENDATIONS FROM THE ODR HCD RESEARCH

Some of the recommendations that then would need to be considered following the findings of the
user research report include.

.
I.

™
1.

Given the widespread familiarity and accessibility of USSD codes, implement a USSD-
based registration system. This would ensure inclusivity as most community members own
feature phones rather than smartphones.

On sensitization, use trusted and effective community structures like NGAO, CHPs, CPVs,
Barazas as well as radio stations to disseminate information about the NICHE program.
This approach ensures information reaches the community through trusted and familiar
sources.

Increase efforts to raise awareness about the NICHE program, particularly in regions
where mass registration was done a while ago, through targeted campaigns and
continuous community engagement. The role of intensified sensitization would be
undertaken collaboratively by actors that include DCS, DSD, MoH, NDMA, NGAO and
other community structures like CHPs, CPVs, and BWCs.

The need for officers to be actively involved in the planning, validation, pilot testing,
and rollout of the ODR MIS.

Streamline processes by integrating Grievance and Case Management (GCM)
mechanisms with the Electronic Community Health Information System (E-CHIS), enhancing
system efficiency and improving beneficiary information management. The SDSP would
ordinarily take lead in effecting such changes with support from strategic pariners like
UNICEF, FCDO, the World Bank.
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4. FIELD-BASED TESTING OF ODR
PROTOTYPES

4.1.  OVERVIEW THE FIELD-TESTING EXERCISE

The purpose of implementing the NICHE ODR MIS was to streamline the registration process for
NICHE beneficiaries, providing a user-friendly interface, robust security, and seamless integration
with external systems. By leveraging modern technologies and best practices in system design, the
application aims to improve accessibility, efficiency, and transparency in social protection
programs.

The NICHE ODR MIS has been designed and developed to use three different interfaces available
for NICHE applicant registration. These include Unstructured Supplementary Service Data (USSD),
Mobile Application and Web Interfaces, as shown in the diagram below:

USSD Gateway NICHE MIS

USSD PHONE
Vs 0 e \
)

& o ©
# O

NSP MIS SERVERS

Web and Mobile Application Access
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4.1.1. USSD - Unstructured Supplementary Service Data.
Available for public use by the applicants or those supporting the applicants during registration.
Accessed via *449*1#. Attached are screenshots of various options that users interact with in
attempting to utilize the USSD service for self-registration.

Welcome to NICHE ODR Service.
1).Search by Household Head or
Caregiver National ID

2).Search by Household Head or
Caregiver Phone Number

3).Quit Enter the Household Head National ID

45638297

Cancel

© ® 0 @ 45638297

PEESOSSHEEE i i 1B &3 =) (E) & B e e

r
c = L B There is no household found with the

provided search details. Please confirm the
Household Head National ID or Phone
Number and try again...

flaif alsla] i laln]

guguwE < | E B4 iE i Bl E @

OK

Englsh (UK) e 1#1 English (UK)

Welcome to NICHE ODR Service.
1).Search by Household Head or
Caregiver National ID

2).Search by Household Head or
Caregiver Phone Number
3).Quit

Cancel

Does the household have children
under the age of 36 months?
1).Yes

2).No

3).Quit

1

Cancel

15th 10k

Household Head: SYLIVIA AKAI
LOPEYOK

County: TURKANA

Location: KALOKOL

Sub Location: KALOKOL

Village: NAPETET VILLAGE

Does the household have a Pregnant
98:MORE

98|

Cancel

@ 98 58 000 28th

21 151 123 153 161 B 18 1) ha

Enter the number of children under the
age of 36 months

1

2] 12) 1) 151 16 i 81 1) 2

1 15th 10k

21 2 i1 &5 16 &4 kB 2 Lo

Woman?
1).Yes
2)No
3).Quit
0:BACK

©

il

2

Cancel

1 15th 10k
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) B fEN B RIS B RO

H fal (6] I [ A
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Thank you

Enter the number of Pregnant Women
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4.1.2. Mobile Application

The mobile application will be available for public download online by those supporting the
applicant during registration. Accessed on Play Store
https:/ /play.google.com/store /apps/details2id=com.Niche ODR.Mobile&hl=en-US . The
screenshots below are a representation of some of the options and screens that users of the Mobile
Application would interact with in attempting a registration process.

20 7:43

741 var
€ Search for a household < Search for a household

“ I e “ E Search by Household Head National ID Search by Household Head National ID
National ID National ID

3661820

Sign in with your National 1D No. n n

National ID No.

PIN Search by Household Head Phone No. Search by Household Head Phone No.
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https://play.google.com/store/apps/details?id=com.NicheODR.Mobile&hl=en-US

4.1.3. Web Interface
This will be used in areas where the applicants have access to internet facilities either in Huduma Centers,
Cyber Cafes or using Smart Phones. Accessed via https: //niche.inuajamii.qo.ke:2992 /. The screenshots
below provide a comprehensive overview of the screens that users would interact with in
undertaking the registration process via the web interface.
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https://niche.inuajamii.go.ke:2992/

Ministry of Labour and Social Protection
State Department for Social Protection and Senior Citizen Affairs
Directorate of Childrens Services
Nutition Improvement through Cash and Health Education (NICHE)

Member's Details - 2/ 2

Member Type
Child

Main Phone Number
0700000000

Alternate Phone Number (Optional)
eg.0722000111

Name *

John John

Child's Gender
Male

Date Of 8irth * Mother Name *
2024-09-02 Ann doe

Mother DOB * Hou is the child related to Household Head *
1998-01-07 Grandchild

Chil's weight at Birth(in Kgs) *
3

Has birth certificate?* Supporting Document Type

Yes Birth certificate

Birth certificate number * Supporting Document (photo of the birth certificate, birth notification, etc ™

999999 Choose File  desktopini

Thank you for your registration.

Ministry of Labour and Social Protection
State Department for Social Protection and Senior Citizen Affairs
Directorate of Children's Services
Nutrtion Improvement through Cash and Health Education (NICHE)

Members 2/ 2
Household Head Member Type Name ionshi i Has National ID? National ID Number Edit  Delete
37033 Pregnant Woman Jane Doe Daughter 02/01/1996 Yes 34467888 Edit  Delete
37033 child John John Grandehild 02/09/2024 Edit | Delete




4.2. OBJECTIVES OF THE FIELD-BASED TESTING

The objective of the field testing of the developed ODR MIS three options (USSD, Mobile and web
applications) were as follows:

. To validate the ODR solutions (USSD, mobile and web application) performance in a real
environment (counties) where they will be operationalized.
ll.  Toidentify and resolve any technical or operational issues encountered by the ODR solutions
(USSD, mobile and web application) in the real operational environment.
lll.  To gather beneficiaries' and other stakeholders' feedback on the developed ODR solutions
(USSD, mobile and web application) for future system improvements.
IV.  To ensure the developed ODR solutions (USSD, mobile and web application) meet business
requirements and user expectations.

4.3. NICHE MIS ODR FIELD-BASED TESTING ACTIVITIES

The NICHE ODR MIS field activities that were planned and implemented in Turkana and Kilifi
counties were mainly based on active participation by the county, sub-counties staff and the
community (NICHE and NSNP Programme beneficiaries).

4.3.1. Fieldwork Days

Fieldwork activities were carried out simultaneously across the two counties and sub-counties and
were led by Government staff and supported by the CHASP teams. The team composition
comprised both genders in equal proportion in each of the sub-counties to be able to take care of
gender sensitivities. The field activities happened between 17th July 2024 to 19th July 2024.

4.3.2. Field-based testing planning
The following were the key activities during the NICHE ODR field-based testing in Turkana and
Kilifi:

Activity Date Required Support

Mobilization of Beneficiaries at | Before the start of County and Sub-County coordination to
the Community level by County | the field-based mobilize beneficiaries to participate in the
and Sub County levels testing pilot.

Orientation of the NICHE 17t July 2024 DCS to mobilize members of the county
County steering committee on (Wednesday) NICHE steering committee

the MIS

Field testing of the developed 18t and 19t July Mobilization of community members for
NICHE ODR MIS (Prototypes 2024 (Thursday and | piloting and accompanying CHASP teams
within the communities) Friday) to the field for these activities.

4.3.3. Field-based testing participation

The field testing was conducted both in the counties, sub-counties and community level and it involved
practical use of the NICHE ODR MIS at these different levels. At the county level, the county and
sub-county staff were trained on the first day on how to use the USSD, Mobile Application and the
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Web Interface and afterwards, the staff were given the opportunity to practically use all these
interfaces as they had access to smartphones and computers for testing.

At the community level, the community members were trained in how to use the USSD ODR MIS
feature and given an opportunity to practically register using their feature phones. This was based
on the findings of the user research phase, which revealed that most community members would
have feature phones. The community members brought in their own phones, and those who did not
have were also given the opportunity to practically experience the use of USSD by borrowing
phones from those who brought their own phones.
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5. FINDINGS OF THE FIELD-BASED
TESTING

5.1. USSD PLATFORM USAGE

The total number of USSD requests for the internal testing and pilot period was 650. Out of which,

380 were successful (58%), 235 were incomplete, and 35 failed.

The total USSD requests for the three-day field-testing period were 309. 57% were beneficiaries,

while 43% represented other user groups.

Below is the statistics in graphical format for the three pilot days:

Total number of request Sent (3 days)
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Others

80%

70%
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20%

10%
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Others

19t July 2024

67%

33%

Beneficiaries Others

The graphical representation, as shown, indicates that the majority of users of the USSD platform
were non-beneficiaries/community members. This was expected as the activities on the first day of
the field testing activity focused more on government officials and building their capacity to support
field testing at the community level. For the subsequent two days, more beneficiaries than other user
groups tested the system in the proportions presented above.
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5.1.1. Breakdown of USSD Attempts

Of the total USSD attempts, 30% were incomplete, 60% succeeded, and 10% failed. For attempts that
were made by beneficiaries, 40% were incomplete, 55% succeeded, and 5% failed. This is an illustration
that the cases of success were the highest for both user groups, while failed cases were very few, averaging
less than 10 percent.

The analysis also revealed that of all the USSD attempts, 67.9% were made by females, while the other
32.1% were made by males.

Breakdown of Total USSD Breakdown of Beneficiary USSD

Attempts Attempts
)0/
70% 60% 550
60%
0,
60% 50%
50% 40%
40%
40%
30% 30%
30%
20%
20% ’
10%
10% 10% 5%
N [ ] N M
Incomplete Success Failed Incomplete Success Failed

Breakdown of Total Successful USSD Listings by
Sex

67.9%

32.1%

Female Male
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5.2. USSD USAGE PERFORMANCE

67% of the total successful registrations occurred within the first 50 seconds, indicating this as the optimal
time duration for user engagement with the system.

The average time for a successful registration was 41.7 seconds. Incomplete attempts averaged 11.4
seconds, and the failed attempts at 1 second.

Average time (in seconds) spent on USSD Attempts

Success

Incomplete

Failed 1

5.2.1. Average Time Taken to Use USSD Service

The time taken by community members to navigate the system to complete registration is a key
measure of the potential success of the MIS upon rollout. The table below provides a representation
of the average time taken by community members to use the USSD services across the categories
of those who were successful, those who had incomplete attempts and those who failed totally.

Requests Average Time Taken In Remarks
Seconds
Successful 33.8 Community members who successfully made

USSD Requests spent an average of 33.8
seconds completing the task.

Incomplete 9.8 Community members who made incomplete
USSD requests spent an average of 9.8
seconds on the MIS.

Failed 2.08 Community members who had failed attempts
spent an average of 2.08 seconds on the MIS.

Average Time Spent 15.2 The average time spent by everyone engaged
in the field-based testing of the USSD
interface was 15.2 seconds.
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5.2.2. Detailed Statistics of Time Taken for All the Requests
The graphs below are a representation of the details of successful, incomplete and failed USSD

request numbers grouped by time.

Successful Requests Numbers by Grouped by Time
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From the three graphs above, it is observable that for the successful registration attempts, the
majority of these happened within the first 50 seconds of logging into the USDD interface. This could
point to the fact that 50 seconds is the optimal time that an average community member could spent
to successfully list themselves for NICHE through the USSD interface.

Further, the majority of the failed attempts (94.3%) occurred within the first second of trying. This
points to potential interruptions of community members either by other users or technical issues like
network errors.

Finally, for those who had incomplete attempts, again most of these (75.3%) happened within the
first five seconds of attempting. This again speaks to the fact that the first few seconds are the most
challenging for beneficiaries and once they get going, the chances of achieving success greatly
improve.

5.3. MOBILE APPLICATION STATISTICS

There was a total of 195 mobile app installations during the entire testing period. The total number
of installations during the field testing was 18. Seven in Kilifi (17% July) and 11 in Turkana (18"
July).

The number of installations of the mobile application per day is presented in the table below.

Date Install base
Jul 15, 2024 10
Jul 16, 2024 14
Jul 17, 2024 19
Jul 18, 2024 30
Jul 19, 2024 28
Jul 20, 2024 34
Jul 21, 2024 29
Jul 22, 2024 31

5.3.1. Total Registrations

The total number of successful registrations through the mobile application was realized on the
second and third day of the field-based testing period, as illustrated below. This is the period
during which the testing was being implemented at the community level.

Date No. of Households Registered
18-07-2024 10
19-07-2024 18
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Of the total registration realized via mobile application, 64% represented the female gender,
while 36% were made up of males. This is a common trend as the NICGHE programme is known to
target more females than males as beneficiaries.

Total Registration By Sex

0% 10% 20% 30% 40% 50% 60% 70%

5.4. WEB INTERFACE USAGE

There was one registration done using the web interface in Kilifi County. This was done on 18 July
2024, which was an assisted registration for a female beneficiary.

5.5. KEY FINDINGS AND RECOMMENDATIONS

Based on the data derived from engagement of users at the county, sub-county and community
level, prototype usage statistics (presented above), and back-end monitoring of the system, below
are some of the inferences on the system's fit for purpose.

Findings Remarks
User Satisfaction e Ease of Use: Beneficiaries in both Kilifi and Turkana found
both the USSD and mobile applications easy to navigate
and use.

e Support: Adequate support was provided, contributing to
the successful execution of the field-based testing. Support
needs to be a continuous process.

System Performance and Operational | ¢ Uptime: The system maintained a 99% uptime,

Efficiency demonstrating reliability during the field-based testing.

o Listing Time: Average listing time reduced considerably.
The average time for successful attempts was noted at
33.8 seconds while 50 seconds was noted to be the
optimal time required by most users for a successful entry.

o Cost Savings: The average cost of USSD requests was
KES 1 per request, which was only charged on the first
day of the field-based testing before a waiver was
applied.
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The DCS to ensure the adoption of a USSD code for the
roll out of the USSD registration interface to communities.

System Issues Raised

Internet Connectivity: Users faced challenges accessing
the web interface in areas with poor network coverage.
Charges on USSD: Initially, USSD charges posed a barrier
to some beneficiaries, which was later resolved by
configuring the USSD platform to be free of charge.
Technical Issues: Minor issues with the mobile application
were reported and resolved during the field-based
testing.

Usability

Language Barriers: Language and literacy issues affected
some users' ability to navigate the system effectively.

Operation Assistance

Since most of the beneficiaries are aged, it posed some
challenges in literacy, i.e., comprehending the questions
and responding accurately, running risks of time-out and
errors. It will be, therefore important to ensure communities
are cognizant of the need to seek assistance from younger
or more literate community members whenever they want
to register themselves into the NICHE programme.

System Scaling:

Prepare for full-scale implementation by addressing peak
usage issues. This will be implemented by the technical
teams developing the ODR MIS.

Continuvous Training:

Offer ongoing training and support to ensure all users are
comfortable with the system. Strategic partners to support
the government to roll out continuous training of MIS users.

Feedback Mechanism:

Establish a robust mechanism for ongoing user feedback
and rapid integration of improvements. The DCS to
implement with support of strategic partners.

Error encountered by users when
testing Mobile Application described
below

| tried a few options. 1) HH with a
child @ went well for 2nd ID number
but 2) When | chose that there is a
pregnant woman in the HH, the app
popped a message to say | am not
qualified for registration. | tried with
other ID but still the same message
came back and | was redirected to the
first page.

This was resolved by updating the mobile application to
make both the "Pregnant Woman" and "Children"
questions mandatory, aligning with the requirements of
NICHE MIS.

Another error encountered by users is
as described below:

This was also resolved, and the updated Mobile
Application was uploaded to the Google Play Store.
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"I got some crushes when | tried to
enter MCH booklet information and
also took a scan of the picture. "

. Error while downloading Mobile
Application from Google Play Store:
Some users got this error when
downloading the Mobile Application
from play store "This item is not
available in your country" as shown
below.

This was resolved by the technical team and users were
able to download the Mobile Application from the Google
Play store after the error was fixed.
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6. FUTURE ENHANCEMENTS

Some of the future enhancements that could be effected to either the ODR prototype or the primary
NICHE MIS for more operational efficiency and to make it more useful to the users in the future
would be as follows;

1.

Include disability status for both profiles. This would be based on the different categories
of disabilities as would be advised by the government.

In the primary NICHE MIS, a column to show the source of data (either ODR or Mass
Registration) needs to be added.

When a registration is rejected in NICHE MIS, notification for actions to be taken and SLA
duration to be added.

Need to give beneficiaries a printout for self-tracking on the web MIS. This tracking number
will allow beneficiaries to edit and upload supporting documents or any other issues that
may have occasioned the rejection of the registrations.

Subsequent changes of beneficiaries' details in a household will be treated as updates using
the ODR process.

Future enhancements can put in considerations introducing a Short Messaging Service (SMS),
which can provide functionalities like:

i. ~ Communicate to the beneficiaries on the next steps once they have submitted their
listing information.

ii.  Inform beneficiaries on the progress of their registration process.

iii.  Schedule SMS messages to be sent to the beneficiaries as a reminder on scheduled
activities and submission of required programme documentation, e.g. birth
certificates, Birth Notifications, and Mother Child Health (MCH) booklets at a
specified date and time intervals.

iv.  Sensitization and information sharing on the NICHE Programme using bulk messaging
services.

v.  Explore the use of the USSD service via SMS prompts. SMS can be used to store-
and-forward service that allows sending and receiving text messages between
mobile devices. Unlike USSD, SMS is not session-based, and messages are stored
until delivered thus will reduce the issue of time-out while used by beneficiaries.
Some of the advantages that may come with the use of USSD via SMS Prompts are:

= Accessibility: This will allow beneficiaries who are more comfortable with SMS or
lack USSD dialing knowledge to access USSD services.

=  Convenience: Beneficiaries can initiate services without needing to remember
complex USSD codes.

= Offline Capability: SMS prompts can be sent even when beneficiaries are in areas
with poor network coverage, and the responses can be received once connectivity
is restored.

= Integration: This can be easily integrated with existing SMS-based customer service
platforms.
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7. CONCLUSION

Based on the analysis of the HCD research done in Kilifi and Turkana counties between 8™ May
2024 to 10" May 2024, the findings indicated that most beneficiaries in Kilifi and Turkana have
or own cell phones (mostly feature phones), translating to more than 60% of the beneficiaries
engaged.

While there was still a number of beneficiaries who did not own or have phones, based on the
engagements with the communities, it was noted that the practice of borrowing phones from family
members, relatives, neighbors or friends whenever one had immediate and important use for it was
common among these communities.

This was evident during the field-based testing that took place in Kilifi and Turkana between 17th
and 19th July 2024, where the data analysis shows that 58% successfully completed the listing
using the USSD. 195 persons at the National, County and Sub-county level successfully downloaded
and installed the ODR mobile app, and 15 accessed the web solution via various options at
National, County and Sub-county. The reported positive experience with the USSD option, mobile
application and then web interface suggesting that the design and usability met the expectations
of beneficiaries. Furthermore, 309 of the USSD sessions by beneficiaries were processed on the
first attempt, indicating a high level of reliability and efficiency in the system's core functionalities.

However, the analysis also indicates that 42% of the USSD requests by beneficiaries were
unsuccessful, which might have been as a result of session time-outs due to poor network connectivity
in some locations or other challenges. This suggests that while the USSD option performed well under
normal conditions, there may be a need to optimize performance to handle higher loads effectively.
Exploring the use of USSD service via SMS prompts in future will also help address the issue of time-
out.

In conclusion, the statistical analysis confirms that the USSD option for the ODR was the most
preferred option by the beneficiaries due to its listed advantages. Nevertheless, the identified
areas of future enhancements, as highlighted above, need to be considered as plans are put in
place for the rollout to realize the return on the investment made by having the ODR utilized.
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