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Welcome

Danette Wilkins (she/her & they/them)
Program Officer

Johns Hopkins Center for Communication 
Programs, Breakthrough ACTION

Alison Pack (she/her)
Program Officer

Johns Hopkins Center for Communication 
Programs, Breakthrough ACTION
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What?

Eight-year cooperative agreement funded by the United States Agency for 

International Development (USAID) to lead social and behavior change 

programming around the world.

Who?

Partnership led by Johns Hopkins Center for Communication Programs in 

collaboration with Save the Children, ThinkPlace, ideas42, Camber Collective, 

International Center for Research on Women, and Viamo.

When?

July 2017 to July 2025



4

Introductions

Please introduce yourself by sharing the following information:

• Full name

• Personal pronouns

• Organization

• Position
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Objectives

By the end of the workshop, participants will:

• Understand the purpose and content of Breakthrough ACTION’s 

Provider Behavior Ecosystem Map and Provider Behavior Change 

Toolkit for Family Planning

• Recognize the importance of applying an empathetic systems 

approach to provider behavior change

• Identify opportunities to share and apply tools to develop more 

effective provider behavior change interventions

https://breakthroughactionandresearch.org/provider-behavior-ecosystem-map/
https://breakthroughactionandresearch.org/provider-behavior-change-toolkit-for-family-planning/
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Expectations

Your Expectations

• What do you hope to get out of this workshop? 

Our Expectations

• Everyone is a learner in this space.

• Facilitators will answer questions and provide clarifications.

• Participants and facilitators will be present throughout the 

workshop.  
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Icebreaker

What do you think is the hardest part about being a provider?

[Answer this question as if you were a provider.]
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Team Assignment

Practical roles:

• Leader
• Timekeeper
• Notetaker
• Reporter 
• Back-up

Assign these roles!

Strategic roles: 

• Ministry of Health official
• Social and behavior change 

implementing partner
• Health facility manager
• Veteran provider
• New provider

Assign these roles too!
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Energizer



Key Concepts
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Outline

• What is provider behavior?

• What is provider behavior change (PBC)?

• Why PBC?

• PBC approaches

• About this Toolkit
– Guiding Principles
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What is Provider Behavior?

• What providers do and do not do in their professional capacity

• Includes behaviors before, during, or after an interaction with a client 

in the health facility.
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What is Provider Behavior Change?

Interventions that aim to influence provider behavior with the goal of:

• Improving service delivery and adherence to guidelines

• Improving the client experience and boosting trust in and demand 

for services

• Increasing the adoption or maintenance of desired behaviors among 

clients

• Improving health outcomes

• Increasing provider job satisfaction
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Why Provider Behavior Change?

• Health providers play a critical role in the health system given close, 
frequent interactions with clients

• Quality of provider-client interactions significantly impact client 
experiences of care and their perception of quality of care 

• Client experiences and perceptions have implications for continued 
use of healthcare services, likelihood that clients will adopt or 
maintain healthy behaviors, and likelihood of achieving desired 
health outcomes



1
5

Provider Behavior Change Approaches

PBC sees providers as both a channel and an audience in their own 

right:

• Providers as individuals who influence other providers (as well as 

clients)

• Providers as target audience for interventions
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Provider Behavior Change Approaches

PBC can employ a broad range of approaches:

• Educational: Training, continuing medical education

• Cues: Job aids, SMS reminders, point-of-service materials

• Managerial: Supervision, mentorship, changes in facility processes, 

staffing adjustments

• Group problem solving: Quality improvement

• Addressing biases, social norms, and workplace norms: Peer-to-peer, 

values clarification 

• Financial: Performance-based financing
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About This Toolkit

• Set of tools designed to support 

the design, implementation, and 

evaluation of more effective 

facility-based PBC interventions

• Focused on family planning and 

reproductive health (FP/RH) 

programs and services
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Guiding Principles

•  Keystone of this toolkit is empathy; providers are real people whose 

behavior is influenced by diverse factors, many of which are outside their 

control

•  Placing empathy at the center of this toolkit process enables users to 

appreciate how providers experience the world around them and 

generate solutions that are sensitive to their needs, desires, and realities

•  Providers should be seen, counted, and included as part of the solution
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Guiding Principles

• Applies a systems lens

• Utilizes a multi-level approach

• Encourages a supportive outlook

• Empowers providers and district health teams to understand and 

respond to provider behavior issues

• Uses a rapid and flexible process

• Complements existing data sources

• Encourages broader and more adaptive set of programmatic 

responses
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Let’s Dig in!

• Provider Behavior Ecosystem Map
– Visual tool that applies a systems lens to examine influences on provider behavior 

• Provider Behavior Change Toolkit for Family Planning
– Set of diagnostic and programmatic tools that build on the Provider Behavior Ecosystem
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1
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Provider Behavior Ecosystem Map

• Places the provider at the center
– Visually represents the provider’s 

ecosystem

• Many influence factors at 
different levels
– Relationships and interactions 

between factors

• Facilitates holistic thinking and 
planning
– Variety of approaches and strategies 

needed across system
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Provider Behavior Ecosystem Map 

A thinking tool to help social and behavior 

change and service delivery practitioners, 

researchers, and donors working in family 

planning/reproductive health and other health 

areas:

• Understand and consider diverse factors that 

influence facility-based provider behavior;

• Understand how factors relate to and interact 

with one another across a system;

• Think more holistically about provider 

behavior change; and 

• Design, implement, and evaluate more 

supportive, effective provider behavior 

change initiatives
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Provider Behavior Ecosystem Map 

http://www.youtube.com/watch?v=zL5b66-xLtE
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Use and Application

• Formative research

• Project design and 

implementation

• Monitoring and evaluation

• Advocacy and agenda-setting



2
6

Ecosystem Materials
Website, Guide, Brief
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Exercise

What influences provider behavior?
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Team Reflection

• Consider target provider behavior: postpartum family planning 
counseling inclusive of all methods

• Identify Key Actors and Entities, Influence Factors, Component 
Groupings, and Components that you think influence the target 
provider behavior

• Fill out the Provider Behavior Ecosystem Map Worksheet, selecting 
the Components that you think influence the target provider behavior 
most directly

Time: 15 minutes
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Plenary Discussion
Time: 15 minutes

• Take turns sharing observations regarding Key Actors and 
Entities, Influence Factors, Component Groupings, and 
Components that you think influence the target provider 
behavior 

• Questions to consider
– Where is there overlap? Why?
– Where is there not overlap? Why?
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Closing



Question & Answer

Key Concepts and Provider Behavior Ecosystem



Bio Break

Please take 5 minutes to… breathe, walk, stretch, etc.



Energizer





Tools review and co-design process revealed need for tools that:

•Empathize with providers and offer supportive solutions

•Increase understanding of and address root causes

•Look at provider behavior from systems lens

•Provide guidance on prioritization of factors to address

•Encourage local solutions

•Expand range of potential approaches and strategies

•Facilitate coordination between actors

•Measure provider beliefs, attitudes, and norms

Rationale for Toolkit
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PBC Toolkit Objectives

Support the design, implementation, and 
evaluation of effective facility-based 
provider behavior change (PBC) initiatives 
within reproductive health programs 

• Identify, understand, and prioritize 
factors influencing provider behavior

• Design and implement locally 
appropriate, supportive provider-
related initiatives that address root 
causes of behavior

© 2013 Joseph Eton for CapacityPlus and IntraHealth International, Courtesy of Photoshare
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Toolkit Overview

• Audience: Primarily for facility-based providers, but adaptations for 
community health workers

• Four-step process: Prepare, Inquire, Synthesize, Act

• Implementation: Multi-disciplinary core team

• Multi-level approach: Perspectives and input from various 
stakeholders throughout the process 

• Systems lens: Looks at what might be influencing provider behavior 
across the system, beyond individual and workplace factors



Instructions Booklet:

• Provides introduction to PBC 
Toolkit

• Helps users prepare to use the 
PBC Toolkit

• Walks users through each step 
of the process 

• Provides stepwise instructions 
for every tool

Steps:

• Prepare
• Inquire
• Synthesize
• Act

PBC Toolkit Components



Step 1: Prepare

Objective: To ensure familiarity with the toolkit and 
readiness to implement it. 

Outcomes: Build Core Implementation Team (CIT), assign 
roles/responsibilities, select samples, set 
schedule, identify prioritized behaviors 

Page 9 of the Instructions Booklet
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Prepare Tools and Guidance

1. Assemble Core Implementation Team
2. Choose focus behaviors
3. Select samples and participants
4. Create a schedule
5. Arrange logistics
6. Adapt the tools
7. Train the team
8. Submit IRB, as needed
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Prepare Tool

• Behavioral Mapping Worksheet (page 13)



Step 2: Inquire

Objective: Understand what is influencing provider behavior 
from multiple perspectives

Outcomes: Identify pain points, behavioral challenges, and 
opportunities

Page 22 of the Instructions Booklet
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Diagnostic Tools

• Client Scenario Tool

• Provider Behavioral Blueprint

• District Health Officer Behavioral Blueprint

• Facility Observation Guide
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Diagnostic Tools
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Team Exercise
Time: 40 minutes

Each group will work with the Provider Behavior Blueprint.

Individual Work: 5 minutes
1. Read through your group’s Behavioral Blueprint, both the Instructions 

and the Template. 
2. Record any questions or observations you have for these tools 

Group Work: 35 minutes
1. Share questions and observations from Individual Work
2. Select 1 category you would like to role play
3. Assign roles: Provider, facilitator, notetaker and observer
4. Conduct the role play by following the instructions on pages 32-

25
5. If you have time remaining, switch roles and practice using another 

category.

Find more instructions in your Instruction Booklet
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Behavioral Blueprint Template Debrief

Please share any questions you or your team had while 
reviewing the Behavioral Blueprint tools.

What did you find useful about these tool?

How does your team plan to use these tools?

15 minute plenary discussion



Step 3: Synthesize

Objective: Synthesize diagnostic lessons learned

Outcomes: Identify trends in pain points and challenges; 
prioritize factors to address; identify 
opportunities 

Page 42 of the Instructions Booklet
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Synthesis Tools

• Daily Synthesis Tool

• Global Synthesis Tool



Step 4: Act

Objective: Ideate solutions to prioritized challenges and take 
collective action

Outcomes: Generate solution set; identify implementers; 
identify resources; create coordination systems

Page 52 of the Instructions Booklet
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Programmatic Tools

• Ideation Tool

• Action Planning Tool



5
1

Top 5 Implementation Tips

1. Begin by tailoring the toolkit to the local context (adapting images, 
processes, etc.). 

2. Get buy-in from the MoH and get their input on where and how to 
implement the process.

3. The CIT should be representative of local needs and context, and team 
members’ strengths should be considered when assigning roles.  

4. Throughout the process, the CIT should ensure that empathy and a 
supportive lens is applied.

5. Establish a common vision and emphasize the supportive nature of the 
work, involving providers in the process from the beginning. 



Question & Answer

Provider Behavior Change Toolkit with Family Planning Focus
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Wrap Up

What surprised you about these tools?

What excites you the most about these tools?

How do you hope to support providers?

Final Thoughts - Take 5 minutes to reflect
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Thank you!

Alison Pack
Program Officer
apack@jhu.edu

Please contact us with any further comments 
or questions:

Danette Wilkins
Program Officer
danette.wilkins@jhu.edu
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