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Background



Introduction

• Globally, cell phone ownership & network coverage are 
expanding rapidly

• Digital tools such as chatbots increasingly offer a way to support family 
planning (FP) decision-making & method uptake

• Digital chatbots could increase users’ understanding by 
offering information aligned to potential user’s priorities

• Information architecture & chatbot algorithms can be leveraged to 
improve understanding, relevance, and retention of information

• Evidence limited about users likes/dislikes in interacting with 
chatbots, & perceptions of impacts on FP intentions



Introduction: Counseling 
for Choice (C4C) Chatbot

3 components

Users navigate through the chatbot content and the three 
components by asking and responding to questions via 
Gabi, the chatbot avatar. 

Menstrual Health 
Information

Information on 
FP Methods

Method 
Recommendations 

& Referrals



Research Objectives

User 
Characteristics

-Why individuals 
used chatbot
-How they 
learned of it 
-What attracted 
their attention
-Motivations for 
accessing it

Chatbot Use & 
Usability

FP-Related Self-
Efficacy

-Who accessed 
each component

-Trajectories 
through 
algorithm

-Chatbot 
usability, content, 
& relevance

-Chatbot’s effect 
on FP-related 
self-efficacy 
-Behavioral 
intentions 
-FP-related 
actions

Interest in FP Self-
Care

-Users’ interest 
in other forms of 
self-care
-Interest in self-
directed info. 
about fertility & 
FP self-care 
products

Sub-analysis looking at these outcomes for C4C branch in particular



Methods



Quantitative Data
eSurvey with users

• Structured online survey 
with convenience sample 
of chatbot users (N=280)

• Link to survey embedded in 
chatbot

• Data collection over 5 months

• Demand creation 
campaign driving traffic 
to bot during study period

Qualitative Data
In-depth interviews 
(IDIs) with users

• Telephone IDIs with female 
respondents (n=28) in 3 sub-
groups:

• Interacted with 
informational 
components only

• Users who visited (but did 
not complete) the 
“Recommended 
Methods” (C4C) section

• Users who visited the C4C 
section and were 
provided with a list of 2-3 
recommended methods



Results



User Characteristics: Demographics

Variable Total (N=280)
Age (Mean, SD) 22.3 4

N %
Female 268 96%
Highest level of education

Primary or Less 7 3%
Secondary 87 33%

University/Technical 159 61%
Other 9 3%

Paid work 62 24%
Marital status

Living with partner 44 17%
In relationship but not 

cohabitating 76 29%

Single/not in a relationship 141 54%
Reside in Abidjan 187 71%
Ever been pregnant 115 46%
Ever used FP 181 69%
Currently using FP 118 45%

eSurvey

90.0

2.5

3.3

2.5

0.4

1.3

How did you learn of the chatbot? 
(N=280), %

Facebook Instagram WhatsApp

Friend/relative Boyfriend/spouse Other

Majority (>85%) were first-time 
chatbot users



eSurvey
User Characteristics: Reasons for using chatbot
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1.8
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Just curious

Information for
myself

Information for
someone else

Used it with
someone else

Other reason

%

Why did you use the 
chatbot? (N=280)

15.9

57.3

25.6

1.2

0 50 100

Just curious

To better
understand

menstrual cycle

I have irregular
periods or
menstrual
problems

Other

%

Why did you want to learn 
about periods (N=82)

19.4

46.8

8.1

24.2

1.6

0.0

0 50 100

Just curious

I plan to use a FP
method

I want to choose a
FP method to start

using

I want to know
more abou the

method that I/my…

I plan to change my
method

Other

%

Why did you want to learn 
more about FP methods? 

(N=62)



Use & Usability: Branches visited
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"I was looking for a 
contraceptive method and I 
didn't know which one to take 
and I saw this as an 
opportunity to get all the 
information that would allow 
me to change my mind."
- 22 year-old woman

"It was just to get information 
about menstruation... 
information about regular 
and irregular periods...and 
how to calculate them."
-25 year-old woman

eSurvey & IDIs



Chatbot Use & Usability: 
User flow
eSurvey Participants
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Used 
chatbot 
(N=280)

Received list of 
recommended 
methods 
(N=112)

Received a 
referral code 
for FP 
services 
(N=41)

Used the 
referral code 
(N=5)

Have not 
used code 
but plan to 
(N=27)

Not sure yet 
(N=6)

Don't plan to 
use code 
(N=3)

Did not 
receive a 
referral code 
(N=71)

Did not receive 
method 
recommendations 
(N=168)



Use & Usability: User perceptions of chatbot 
& chatbot interaction among C4C users
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How much do you agree with the following statements about the chatbot? (N=159)

-5.7

65.2

30.6

4.4

7.6

28.9

-15.2

27.0

25.3

22.6

35.7

-26.1

65.4

-15.2

65.4

70.9

73.0

61.2

-35.7

-80% -60% -40% -20% 0% 20% 40% 60% 80% 100%

It was easy to use the Gabi chatbot

The chatbot took too long

I learned something new from the chatbot

The chatbot information was easy to understand

The chatbot information was useful to me

The chatbot information was accurate/reliable

I needed other information from the chatbot

Strongly disagree Somewhat disagree Somewhat agree Strongly agree

35.7

15.2

5.7

26.1

15.2

[80%]      [60%]      [40%] [20%]



Use & Usability: Information still 
desired after using the chatbot
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eSurvey & IDIs

I didn’t know how to calculate the period of ovulation on my period, 
but what I was looking for was how to calm the pain I feel during 
my period.
- 19 year-old woman

37%

28% 25%
34%

24%

7%

44%
36%

31%

42%

28%

7%

41% 43% 44%
52%

43%

8%

58%

25% 24%

39%

23%

12%

0%

10%

20%

30%

40%

50%

60%

70%

Menstruation Types of FP methods
available

How to use FP
methods

FP method side
effects

Where to get FP Something else

I needed more information about: 

Overall (N=280) C4C Branch (N=176) Method Information Branch (N=63) Period Branch (N=83)



FP-Related Self-Efficacy: Level of confidence with SRH 
decisions after interacting with C4C branch
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71.6
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(11.4)

(4.6)
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(1.9)

(4.7)

(1.9)

(1.9)

(3.9)

(2.0)

(3.1)
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Discuss family size with partner/husband (N=105)

Discuss when to get pregnant with partner/husband (N=109)

Discuss specific FP methods with partner/husband (N=112)

Discuss FP methods that work for you with partner/husband (N=107)

Discuss FP with healthcare provider (N=106)

Ask healthcare provider to clarify something about FP if you're not sure you
understood (N=105)

Tell a healthcare provider what is important to you in choosing a FP method? (N=106)

Get the FP method you want, if you want one? (N=102)

Get another FP method if the one you want is unavailable? (N=102)

Stop using FP and get pregnant if/when you want? (N=96)

Among C4C Branch Users: How did Interacting with the Chatbot Change your Certainty to…

No Change Less certain More Certain Uncertain



IDI findings

Yes, I can [discuss with health providers] …during my following appointment, I
told to the midwife that I wanted to stop the injectables. She asked me why? I
told her…I didn’t have this information [when choosing injectables], so I want
to change [my] method. Thanks to Gaby, I understood that it was injectables
that were disturbing my menses so I told her… ’well I want to change, because
it is disturbing my menses.’ – 26 year-old woman

Well, on Gabi I learned that...[the implant] is not like the injection or the pill...as soon
as you have put it, it is there and protects you until you remove it. It was this
information that prompted me to put the implant…. the duration, .. Me, it is really the

duration that pushed me to go for the implant. - 24 year-old woman

FP-Related Self-Efficacy: Confidence in 
discussing FP-related topics after interacting 
with chatbot



Interest in FP Self-Care

• Respondents also 
interested in 
questions they 
could use to:
• Confirm 

pregnancy (90%)
• Know when they 

could get 
pregnant (93%)

• Know which days 
they were fertile 
on (92%)

84.1%

70.1%

75.7%

71.8%

50.7%

50.6%

8.9%

19.5%

15.1%

13.5%

21.4%

21.2%

7.0%

10.4%

9.2%

14.7%

27.9%

28.2%

-60% -40% -20% 0% 20% 40% 60% 80% 100%

Home pregnancy test

FAM

Emergency contraceptive pills

Condoms

Oral contraceptive pills

Self-Injection/DMPA-SC SI

Would you be willing to use the following self-care 
products/methods?

Yes Not sure No

eSurvey



Content

- Broaden the topics addressed by the 
chatbot, including other questions 
related to sexual and reproductive health

- Give chatbot users the opportunity to 
ask questions and get answers directly 
related to their concerns

- Add a list of midwives or gynecologists 
in the application and a way to contact 
them to ensure regular follow-up of users

Ease of use

- Create an application for the 
chatbot

- Use simpler, colloquial language 
that will be understandable by 
people who do not have a high level 
of education

- Add a user guide on the platform 
that will tell users how to navigate 
in the chatbot

Suggestions to improve the chatbot
IDIs



Conclusion



Key Insights

Chatbot 
largely 

reached young 
women in 

Abidjan
Tended to be single 
and well-educated

Method 
Recom-

mendations
(C4C) branch 

popular 
among users

Most found it easy to 
use, with relevant, 

trustworthy 
information

C4C branch 
appeared to 

increase users’ 
reported FP-
related self-

efficacy & 
confidence

Interest in 
other FP self-
care options 

common 
among chatbot 

users
May be an 

opportunity to 
increase awareness & 
demand for FP self-

care
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IDI findings

At first I was a little afraid of contraceptives. That's because, as they say, 
they make you sterile. So, I was a little afraid of it. So, that's why I wanted 
to have my answer about contraceptives. But with the explanations, I saw 
that it was reassuring... I can't be afraid because when I'm ready to have 
a child, I can have one.  - 22 year-old woman

It helped me because the negative opinion I had of contraceptive methods 
disappeared thanks to Gabi. I take the example of the implant that I 
thought I couldn't put in, but after talking to Gabi, I said to myself that I 
can also put the implant in and take it out whenever I want without any 
inconvenience.  - 30 year-old woman

Confidence & reduction in misconceptions 
after interacting with the chatbot 



Majority of respondents (25/28) reported being more confident to 
discuss with health providers, partners and others

‘’ Yes, I can (discuss with health providers) …I was using injectables. When I got the information, during my following

appointement, I told to the midwife that I wanted to stop the injectables. She asked me why? I told her…I didn’t have this

information (when choosing injectables) so I want to change method. Thanks to Gaby, I understood that it was injectables that

was disturbing my menses so I told her…well I want to change because it is disturbing my menses …. (26y, Secondary) ’’

"I spoke to him (the partner), He wanted me to take a pregnancy, I said to him:
« … I'm not ready yet and then you too said that you weren't ready because you don't have money for now so I
would like us to use a contraceptive method. » And he asked me « ok, which one? » and I said to him: « me…
when you do the injection, 3 months later you have to go renew and frankly I don’t feel like so I prefer to go for the 
the implant (24y, Tertiary).’’

More confident about prejudices and misconceptions on FP methods, as the 
chatbot clearly exposed all sides effects and does not only focus on advantages



Changes after interaction with chatbot: decision on adoption or 
switching of FP methods

‘’ ’Well, on Gabi I learned that.... (the implant) it’s not like the injection or the pill...as soon as 
you have put it, it is there and protects you until you remove it. It was this information that
prompted me to put the implant…. the duration, .. Me, it is really the duration that pushed me 
to go for the implant. (24y, Tertiary)’’

"It was the pills (I was using). I wanted to change but I didn't know which method to use. I went on Gabi 
and saw the pros and cons of each method and decided to use the injectables.
I wanted a method that can last but not too much. When I went on Gabi, it was because of the 
duration, the side effects and the return to fertility. I found the injectable was better. I left the pill because
of side effects (27ans, Tertiary) ''



Research for Scalable Solutions

Research Utilization
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RU Activity Sep Oct Nov Dec

Webinars

Global (Approaches to digital 
engagement for youth & 

adolescents)

Local (programmatic learnings, 
digital engagement in CDI)

C4C workshop (internal to PSI, to 
inform implementation across 
C4C chatbots)

Research brief

ICFP Presentation (oral)

Manuscript



Back-End Data:
January – July 2022

Visitors to the chatbot prior to 
the study were mostly young 
women from Abidjan

”All Methods” branch popular
• Data error for C4C section 

being resolved

High rates of engagement with 
branches

Referral completion rates 
relatively low
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Variable
2,081 unique users
4,623 views
N %

Gender
Male 325 16
Female 1,756 84

Age

< 19 years 299 14
19-24 years 1,250 60
25+ years 532 26

City
Abidjan 1,420 68
Outside Abidjan 661 32

Chatbot journey (unique users)

Clicked on a branch 1,752 84
Engaged with one of 
the 3 branches 1,681 81

Completed 1,111 53
Branch views (views)

All methods 2,783 60
Recommended 
methods 922 20
Perioid 918 20

Refferals/vonuchers

Refferals issued 959 46

Redeemed referrals 84 4

Includes data from Facebook and Chatbot users & excludes 
data from the Microsite. 



Desire for more information after 
using the chatbot

I didn’t know how to calculate the period of ovulation on 
my period, but what I was looking for was how to calm
the pain I feel during my period. 
- 19 year-old woman

IDI findings

As I said, there is a method of contraception that I see in 
films called I believe the patch that is stuck on the 
body...Information on patches for example, spermicides , 
it's not in it, or I could have missed it if it's in it.
- 28 year-old woman



Use & Usability: Perceptions of the chatbot & the 
”Method Recommendations” (C4C) Section
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eSurvey



Use & Usability: Perceived benefits of Chatbot

For me, it already allows me to know the different
contraceptive methods. With Gabi it's faster because at the 
hospital you have to line up and the consultations take time. 
But on Gabi it is faster and more reliable. All you need is
enough internet to know the different methods and how to 
use them.
- 21 year-old woman

IDI findings

It’s easy. For example…I don’t need to think long to know where to 
go, no. The interface is quite fluid. It was quite instructive. I have no 
difficulties to go, to think, to say if I click here… no!
- 28 year-old woman


