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Use this deck to understand the 
formatting and structuring  of the 
vertical deck. In some pages, you will 
find guidelines on formatting and 
structure. 

Guidelines: 
• Change [bracket items]  with relevant 

company and date information
• Replace photo with a photo that is 

relevant to the company’s 
users/prodcuts
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Guidelines: 
• Change [Company]  in the header in the 

Slide Master – currently reads 
[Company]

• Add the relevant sector in [Energy]
• If the deck does not have a relevant 

sector, remove
• Change the page numbers
• Add/remove sections as needed
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About This Report

To contextualize your results, you can see how your 
performance compares to other health companies in 
the Performance Snapshot and Appendix . 

We encourage you to use these results to set targets 
and identify ways you can further improve your impact 
performance over time.

277 patients  interviewed . 79% 
were female.

Guidelines: 
• In About This Report , add the [number]  of 

customers who were interviewed – see 
brackets. 

• In About This Report , add the relevant 
[sampling method ] – see brackets.  If you used 
a stratified sampling method, please add the 
following text. ”We weighted the results to 
represent the customer base and present 
[Company] -level results.”.

• In About This Report , add the relevant [sector]  
– see brackets.

• Add the page where your audience can find the 
Performance Snapshot (page X)

• Replace photo with a photo that is relevant to 
the company’s users/products.

• Hyperlink the Appendix.

Whenever I visit 
Cliniva , their services 
are faster and there is 
no congestion. Their 
doctors and staff are 
friendly and care about 
their patients. They do 
follow ups about your 
wellness and remind you 
about clinic 
appointments. I love 
their services.
Female, 39

So
u
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This report is designed to provide you with an in -depth 
understanding about your patients, their profile, the 
outcomes they experience, how satisfied they are, and 
how you can improve your impact and business 
performance.  

The insights are based on phone interviews with 277 
patients in Kenya. These interviews were conducted by 
60 Decibels trained researchers. We really enjoyed 
hearing from your patients – they had a lot to say!

Cliniva  provided a list of patients who had consented to 
have their contact details shared and 60 Decibels drew 
a random sample from that list. To learn more about 
our methodology, head to the Appendix .
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1 Cliniva  is providing a relatively unique 
service to a population that had prior 
access to similar services. 

Most patients we spoke to are women living in the 
greater Nairobi area. Majority of the patients got 
to know about Cliniva  primarily via direct 
encounter. Nearly 2 in 3 patients report having 
prior access to similar services like Cliniva  
provides; however, younger female respondents 
report not having adequate level of prior access. 

Over half of patients say they could not easily find 
a good alternative to Cliniva . Among those who 
could, the majority consider Cliniva  to be better 
than the alternative, largely due to lower costs 
and faster service. 

See pages: 7, 8, 9, 10

2 Cliniva  patients are experiencing 
improved quality of life and better ability to 
manage health risks.

87% of patients report that their quality of life has 
improved due to Cliniva . Patients most 
commonly attribute this improvement to effective 
medical treatment, increased peace of mind 
about their health, and improved productivity. 
Similarly, 85% report improved ability to manage 
health risks, mainly due to dietary changes, 
improved health education, and healthier 
lifestyles.

See pages: 14, 15

60dB Perspective  

Recommendations

3 Access to Cliniva  has reduced barriers to 
care, but medication affordability remains 
a challenge for some patients.

While most patients say they could rely on 
savings or insurance if hospitalization were 
required, over a third report difficulty affording 
medication costs. Older patients are more likely 
to report affordability challenges. Some patients 
note that medication prices at Cliniva  are higher 
than outside options, suggesting cost remains a 
constraint even when access improves.

See page: 11, 12, 17, 18

4 Patients report high satisfaction with 
Cliniva , though unresolved challenges are 
affecting the experience for some.

Cliniva  has a Net Promoter Score of 54, which is 
excellent and in line with the 60dB benchmark for 
health in Africa. Patients value friendly and caring 
staff and attentive follow -up care. 

However, 16% of patients report experiencing 
challenges, most commonly related  to 
medication availability, high costs, and 
communication issues. More than half of these 
patients with challenges, say their challenge 
remains unresolved.

See pages: 17, 18

Pilot targeted medication affordability and 
availability interventions at high -demand 
clinics.

Medication costs and stock availability are the 
most frequently reported challenges, particularly 
among older patients, and over half of these 
challenges remain unresolved. Piloting measures 
such as flexible pricing on essential medicines, 
subsidies for repeat patients, or improved stock 
planning at high -volume locations could reduce 
financial pressure, address a key source of 
dissatisfaction, and strengthen Cliniva’s  value 
relative to alternatives.

Top Insights

5 Younger and older patients experience 
Cliniva  differently, with distinct access 
and affordability dynamics.

Younger patients are more likely to report 
accessing a service like Cliniva  for the first time, 
indicating Cliniva’s  role in expanding access to 
care for this group. Older patients, while 
benefiting from improved health management, 
are more likely to report difficulties affording 
medication costs. These differences suggest 
age -related variation in both access pathways 
and financial pressure points across Cliniva’s  
patient base.

See page: 8, 9, 11, 15
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Who are you reaching?
Cliniva  

Performance
Benchmark 

Performance

Female 79% ● ● ● ● ●

Inclusivity Ratio 0.64 ● ● ● ○ ○

Accessing product/service for first time 34% ● ○ ○ ○ ○

Could not easily find a good alternative 57% ● ○ ○ ○ ○

What impact are you having?

% seeing significantly improved quality of life 51% ● ● ● ○ ○

How satisfied are your patients?

Net Promoter Score 54 ● ● ● ○ ○

% not experiencing challenges 84% ● ● ● ● ○

Performance Snapshot

The performance column presents how you compare to 
60 Decibels Benchmarks in the health sector in Africa. 
You can find additional insights of your results, in the 
context of the 60 Decibels Benchmarks, in the 
Appendix.

Benchmark Overview

Africa
geographical
focus

Health
s ector
focus

25
companies 
included 

11,632
voices 
listened to

Guidelines: 
• Change the [sector]  and [geography]  in 

the narrative
• Change the [brackets]  in Benchmark 

Overview
• Change the bubbles for each indicator
• Change the values for each indicator
• Add/remove relevant indicators
• Hyperlink the Appendix

Performance vs 
60dB Benchmarks

● ○ ○ ○ ○ Bottom 20%

● ● ○ ○ ○ Bottom 40%

● ● ● ○ ○ Middle

● ● ● ● ○ Top 40%

● ● ● ● ● Top 20%
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This section helps you understand your patients, and if 

you are reaching a previously underserved population . 

The key indicators in this section are:

• Inclusivity Ratio: Are you reaching less well -off 

patients? How representative are your patients of 

the national population of Kenya?

• First Access: What proportion of your patients are 

accessing a similar service for the first time?

• Access to Alternatives: Do your patients have 

access to alternatives? Is there competition in the 

market?

Changes: 
• Add the key Profile indicators below (i.e. 

Core indicators or other indicators that 
you know will be of high interest to the 
client)

01:
Profile
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Profile

83

19

38

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

Demographics

Gender Breakdown

Female 79%

Male 21%

Age Distribution **

A typical Cliniva  patient we spoke to is a 38 -year -old woman living in 
the greater Nairobi area. 

Location

Urban 41%

Peri -Urban 55%

Rural 4%

8 0% 
between 
24 –  59

Average

●●●●●

TOP 20% - 60dB Benchmark

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

8%

39%

80%

29%

58%

85%

%
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Cliniva customers Kenya population

0.64
1 = parity with population;

> 1 = over - serving;

< 1 =  under - serving.

See Appendix for calculation

$0.00 $2.15 $3.65 $6.85 Max

Extremely Poor Poor Low Income
Emerging 

Middle Class

39% of Cliniva’s  patients we spoke live under $3.65 per day, 
compared to 58% nationally. 

Patients’  Income  Distribution  Relative to Kenya Average

%  living  below  $X.XX per  person  per day (2017 PPP)  (n = 277)

Inclusivity  Ratio

Degree  to which  Cliniva  is  reaching low-income  

patients in Kenya  (n =  277 )

County

Kajiado 50%

Nairobi 42%

Other * 8%

**5 respondents (4 female, 1 male) declined to share their ages. In 
age -segmented charts, their responses are included only for the 
‘overall’ segment. 

●●●●○

TOP 40% - 60dB Benchmark

*Other covers the following counties: Busia, Isiolo , Kiambu, Kilifi, 
Machakos, Makueni, Mombasa, Nakuru, Nandi, Narok,and  Uasin  
Gishu.

●●●○○

MIDDLE - 60dB Benchmark
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Acquisition Channel

Q: How did you first hear about Cliniva’s  service? Select all that apply. (n = 277)

50% of respondents learned about Cliniva  when they passed by a 
location or clinic tent. 

A third of respondents say they had no prior access to health 
services like Cliniva , particulary  younger  respondents. 

First  Access

Q: Before Cliniva , did you have access to a service like Cliniva  provides? 

(n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

46%

30% 26%
34%

54%

70% 74%
66%

18-29 30-44 45+ Overall

Yes

No

Age

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

●○○○○

BOTTOM 20% - 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

50%

18%

13%

13%

7%

5%

3%

Direct encounter

Friend or family member

Social media

Community outreach

Colleague

Marketing event

Online search

Insight

Younger women were less likely 
to report having prior access to 
health services than younger 
men. 48% of women aged 18 -29 
years reported no prior access 
vs. 30% of men in that age 
group.

Among older respondents, the 
trend is reversed  - 19% of 
women over 45 years reported 
having no prior access to health 
services like Cliniva , compared 
to 41% of men in that age group.
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Over half of respondents could not find a good alternative to Cliniva , 
especially younger respondents.

Access to Alternatives

Q: Could you easily find a good alternative to Cliniva ? (n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

65%
56% 52%

57%

7%

7%
5%

7%

28%
37%

43%
36%

18-29 30-44 45+ Overall

Yes

Maybe

No

Age

The top alternatives to Cliniva  are Equity Afia and AAR Hospital.

Top Alternatives

Q: What would that alternative be? (n =  118) Open -ended,  coded  by60 Decibels.

16

15

10

7

7

6

5

5

4

4

Equity Afia

AAR Hospital

Aga Khan Hospital

Mater Hospital

The Metropolitan Hospital

Nairobi Hospital

King David Hospital

Calvary Hospital

Marie Stopes

Public hospitals

●○○○○

BOTTOM 20% - 60dB Benchmark

Insight

Younger women were less likely 
to find a good alternative to 
Cliniva  than younger men. 67% 
of women aged 18 -29 years said 
they could not find a good 
alternative, compared to 54% of 
men in that age group.

Insight

Respondents mentioned 49 
alternatives in total, including 
private hospitals, public 
hospitals, private doctors, and 
local clinics.
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Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

Comparison to Alternatives

Q: How would you compare Cliniva  to this alternative? (n = 277 | 
18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

69% of respondents said that Cliniva  is ‘much better’ or ‘slightly 
better’ than the alternative, particularly younger respondents.

58%

43%
36%

44%

21%

24%
31%

25%

15%

24% 23% 22%

6% 10% 8% 8%

18-29 30-44 45+ Overall

Much worse

Slightly worse

Neither better nor worse

Slightly better

Much better

Age

Insight

Men of all ages compared 
Cliniva  much more favorably  
to the alternatives compared 
to the women – (67% men vs 
39% women).

I love that Cliniva  
doesn’t charge a co - pay 
like they do at Nairobi 
Hospital, Aga Khan, or 
AAR.

Female, 32

So
u

rce: 
C

lin
iva

69 %
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Three -quarters of respondents of all ages said they typically go to 
the hospital when there is a health issue needing attention.

Health Care Access Profile

Q: When there is a healthcare issue in your household that might need medical attention, what do you typically do? 

Select all that apply. ( n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

73%

32%

20%

15%

4%

76%

31%

16%

7%

2%

75%

32%

19%

16%

1%

Go to hospital

Go to pharmacy

Self-treatment

Doctor

Other

18-29 years

30-44 years

45+ years

Insight

Of the 7 respondents who 
answered ‘other,’ most 
said they self treat for 
minor issues, but go to the 
hospital for something 
more serious.

Ability to Afford Healthcare Expenses

Q: If someone in the family required hospitalization tomorrow, would you be able to pay for the healthcare expenses? 
(n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

82% of respondents said they would rely on their savings or 
insurance if they needed to be hospitalized tomorrow.

31%

49%
38% 39%

47%

39%

41% 43%

10%

4%
10% 8%

13% 8% 11% 11%

18-29 30-44 45+ Overall

No, could not pay

Yes, with help from

others

Yes, with savings/income

Yes, with insurance

Age

82%
c ould  pay with 
savings or insurance 

Insight

Patients aged 30 -44 were 
significantly more likely to 
report using insurance to 
cover medical costs, while 
younger and older patients 
were more likely to report 
using savings or help from 
others.
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More than a third of respondents said they have trouble covering 
medication costs, especially older respondents.

Difficult to Meet Expenses

Q: Which specific health related expenses –if any– are hard for you to meet? Select all that apply. 

(n = 277)

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

37%

34%

13%

11%

11%

Medicine costs

Testing costs

Out of pocket expenses

Hospital bills

Doctor fee

I’ve noticed Cliniva’s  
[medication] prices are 
higher than when you buy 
outside. They should 
make medication costs 
more affordable.

Female, 35

Insight

Respondents over 45 years of 
age were more likely to report 
difficulty affording medicine 
costs (43% vs. 35% of 
respondents aged 18 -44 years) 
and testing costs (44% vs. 30% 
of respondents aged 18 -44 
years).
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We believe that the best way to understand the social 

impact that you are having, is to simply ask patients 

whether their quality of life has changed as a result of  

Cliniva , and if so, how. 

This section shows you the degree to which you are 

impacting quality of life, and what outcomes, if any, 

are patients experiencing, in their own words. 

The key indicators in this section are:

• Quality of Life Change: To what extent has the 

quality of life of your patients changed as a result 

of your offering?

• Ability to Manage Health Risks: Has your 

patients  ability to manage health risks improved 

and if so  how?

Changes: 
• Add the relevant Impact indicators 

below
• Change brackets to either product or 

service

02:
Impact
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Impact

Color cheat sheet 

Positive Neutral Negative

53% 51% 53% 51%

37%
36% 33% 36%

9% 12% 12% 12%

18-29 30-44 45+ Overall

Got much worse

Got slightly worse

No change

Slightly improved

Very much improved

87% of respondents report that their quality of life has improved as 
a result of  Cliniva .

Quality  of Life  Change

Q: Has your quality of life changed because of Cliniva ? 

(n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

Adjust length of the line to fit the width of the chart/KPI

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

0.25cm
Age

47 %
talk about effective 
medical treatment
(41% of all respondents)

25%
talk about having 
more peace of 
mind about health
(22% of all respondents)

36 %
mention  improved 
productivity due to 
better health
(31% of all respondents)

Respondents Whose Lives Have Improved

Open -ended question, responses coded by 60dB (n = 242)

Top three self -reported outcomes for 87% of respondents who say 
their quality of life has improved.

87%
report improved 
quality of life

[Knowing] that whenever 
I have an issue with my 
health I can go to 
Cliniva  for assistance 
has given me peace of 
mind. I know whenever I 
have a problem, they can 
sort it out.

-  Female, 39

●●●○○

MIDDLE 60dB - Benchmark
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Impact

Color cheat sheet 

Positive Neutral Negative

45% 42%

57%
47%

42%
40%

33%

38%

13% 17%
10%

14%

18-29 30-44 45+ Overall

Got much worse

Got slightly worse

No change

Slightly improved

Very much improved

85% of respondents report an improvement in their ability to manage 
health risks because of Cliniva , especially older respondents.

Change in Ability to Manage Health Risks

Q: When thinking about how you manage health -related risks, has your ability to manage these risks improved?

(n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 81)

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

Adjust length of the line to fit the width of the chart/KPI

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

0.25cm

Age

50 %
talk about better 
health due to dietary 
changes
(42% of all respondents)

26%
talk about improved 
heath education
(22% of all respondents)

30 %
mention improved  
health because of 
increased exercise
(25% of all respondents)

Respondents Whose Lives Have Improved

Open -ended question, responses coded by 60dB (n = 234)

Top three self -report outcomes for 85% of respondents who say 
their ability to manage health risks has improved.

I can now manage my 
blood pressure even 
without visiting the 
hospital. I am taking my 
diet and weight 
seriously and eating 
healthy traditional 
foods like vegetables.

Male, 59

85%
report improved 
ability to manage 
health risks
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If your patients are unhappy, it’s unlikely they will 

continue to choose Cliniva  or recommend to others. 

This section uses the popular Net Promoter Score  ®  

to understand the level and drivers of patient 

satisfaction and loyalty. Additional insights on 

challenges and suggestions for improvement 

highlight areas you can improve. 

The key indicators in this section are:

• Net Promoter Score: How likely are your 

patients to recommend your company to a 

friend?

• % Experiencing Challenges: What proportion 

of patients experience challenges with your 

service?

Changes: 
• Add the relevant Satisfaction indicators 

below
• Change brackets to either product or 

service

03:
Experience
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Experience

Color cheat sheet 

Positive Neutral Negative

- 100

- 50

0

50

100

54

Cliniva  has an NPS of 54 in Kenya, which is excellent and is similar to  
the 60dB Benchmark.

Net Promoter Score® (NPS)

Q: On a scale of 0-10, how likely is it that you would  recommend 

Cliniva to a friend, where 0 is not at all  likely and 10 is extremely 

likely? (n = 277 | 18-29 years = 94, 30 -44 years = 97, 45+ years = 

81)

61 % 32 % 7%
are Promoters are Passives are Detractors

They love: They like: They want to see:

1. Friendly and caring staff                  
(63%  of Promoters / 38%  of all respondents)

1. Follow -up care
(22%  of Passives / 7%  of all respondents)

1. More qualified staff
(37% of Detractors / 3% of all respondents)

2. Follow -up care
(35% of Promoters / 21% of all respondents)

2. Wider range of services
(16% of Detractors / 1% of all respondents)

3. Professionalism and competence
(26%  of Promoters / 16%  of all respondents)

The Net Promoter Score® (NPS) is a  gauge of patient satisfaction

and loyalty. The NPS is the percent of patients rating  9 or 10 

(‘Promoters’) minus the percent  of patients rating 0 to 6

(‘Detractors’).  Those rating 7 or 8 are ‘Passives’. 

The score  can range from -100 to 100. Cliniva  in Kenya has a 

NPS of 54, which is excellent.

Segmentations NPS

Age

18-29 65

30-44 50

45+ 49

Gender

Female 55

Male 49

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

Promoters value Cliniva’s  friendly and caring staff and attentive 
follow-up care. Passives and Detractors  want to see a wider range of 
services.

Adjust length of the line to fit the width of the chart/KPI

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.
• Use the instructions here  to change the placement of the gauge. You will need to 

change the number manually. 

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

NPS = x % Promoters

9 - 10 likely  
to recommend

x % Detractors

0 - 6 likely  to
recommend

–

Follow up from NPS question: We ask respondents to explain their rating to provide an insight into what they value and what c reates 

dissatisfaction.

They  want to see:

2. Wider range of service
(18%  of Passives / 6%  of all respondents)

3. Lower prices
(11% of Passives / 4% of all respondents)

●●●○○

MIDDLE 60dB - Benchmark

https://docs.google.com/spreadsheets/d/1yy4Rh_gBOHyGkNvUFuMygn-0qKFJw8Tx1FmEAW4zFIo/edit?usp=sharing
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Experience

Color cheat sheet 

Positive Neutral Negative

Color cheat sheet 
(more color guidance in our guidance doc)

Chart with multiple segments/categories

Chart with three segments – neutral

Positive Slightly
Positive

Neutral Slightly
Negativ

e

Negative

Adjust length of the line to fit the width of the chart/KPI

●

- 60dB Benchmark

●○

- 60dB Benchmark

●○○

60dB - Benchmark

●○○○

- 60dB Benchmark

○○○○

- 60dB Benchmark

Guidelines:
• Keep 0.75cm betwe en headline and chart title (see 1st spacing bar below)
• Keep 0.5cm between chart title and chart (see 2nd spacing bar below)
• Keep 0.25cm between benchmark and chart foote r.
• Activate guides in View to ensure that y our content stays within the boundaries of the 

page.
• Use page divider line if your chart(s) in the upper part of the page cover less than ~75% 

of the upper section (1.69cm horizontal position, 15.95cm vertical position)
• If you have two side -by-side charts on the upper or bottom part of the page, the chart 

title cannot exceed 8.3cm for each chart. Use the purple and orange vertical gridlines.
• If you have one single chart on the upper or bottom part of the page, the chart title 

cannot exceed 14.2cm. The chart title should ideally be the length of the chart.
• Use the instructions here  to change the placement of the gauge. You will need to 

change the number manually. 

0.25cm

0.75cmSpacing bar

Spacing bar

Divider

Spacing bar 0.5cm

Of  the 16%  who  experience a challenge, the most common ones are  
related to lack of prescribed medicine and high costs.

Most Common Challenges

Q: Please explain these challenges. (n = 44). 

Open -ended, coded by 60 Decibels.

20 %
talk about lack of 
prescribed 
medicine

(3%  of all respondents)

16 %
mention high costs

(3% of all respondents)

18 %
talk about
communication 
issues

(3% of all respondents)

First, my appointment 
was rescheduled without 
prior notice. Then, the 
nurse doing my 
ultrasound was being 
guided virtually and 
there were internet 
issues. They couldn’t 
connect and I had to 
come back later.

–  Female, 47

“

16% of respondents report facing a challenge with Cliniva . Over half 
of them say that their challenge remains unresolved.

Proportion of Respondents Reporting Challenges

Q: Have you experienced any challenges with Cliniva ? (n = 277)

16%

84%

Yes

No
55 %
s ay their challenge 
is unresolved

●●●●○

TOP 40% - 60dB Benchmark

https://docs.google.com/spreadsheets/d/1yy4Rh_gBOHyGkNvUFuMygn-0qKFJw8Tx1FmEAW4zFIo/edit?usp=sharing
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Experience

Color cheat sheet 

Positive Neutral Negative

Top suggestions for Improvement

Q: What could Cliniva  do at this time that would be helpful to you? (n = 277). 

Open -ended, coded by 60 Decibels.

Respondents’ top suggestion for improvement is expanding the 
range of services provided. 29% had no specific suggestion.

21% 16% 8%
want additional services me ntion reducing costs talk  about  improving equipment 

availability

Cliniva  should 
offer other 
scanning services 
like x - rays 
instead of sending 
clients to other 
facilities.

-  Female, 30

I would like if 
they reduced the 
price of blood 
pressure 
medicines. I could 
not afford their 
prices  so I went 
to a different 
clinic.

–  Female, 54

They should have a 
lab. Currently 
they send samples 
to another 
facility, then you 
wait for the 
results.

–  Female, 32

“ “ “

So
u

rce: 
C

lin
iva
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Appendix
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Performance Relative to Benchmark indicates where  

Cliniva falls in the ranking relative to other companies 

in the health sector.

Detailed Cliniva Impact Performance

Indicator Description Cliniva
60dB Africa 

Health 
Benchmark

60dB Health 
Benchmark -  

Global

Performance 
Relative to 

Africa Health 
Benchmark

Profile & Access

Female Reach % of patients who are female 79% 54% 55% ● ● ● ● ●

Targeted Access %  living below poverty line ($3.65) 39% 11% 8% ● ● ● ● ○

Equitable Access inclusivity ratio  0.64 0.62 0.63 ● ● ● ○ ○

First Access %  accessing for the first time 34% 61% 69% ● ○ ○ ○ ○

Alternatives %  without access to good alternative 57% 82% 82% ● ○ ○ ○ ○

Impact

Quality of Life %  ‘very much improved’ quality of life 51% 59% 49% ● ● ● ○ ○

Satisfaction

Net Promoter Score NPS, on a scale -100 to 100 54 50 54 ● ● ● ○ ○

No Challenges % not experiencing challenges 84% 82% 84% ● ● ● ● ○

Changes: 
• Replace all [yellow brackets]  with the relevant 

data. 
• Add the relevant indicators and categories of 

indicators. At a minimum, the same categories 
and indicators included in the Performance 
Snapshot page should be included in this page. 
You can add more benchmark indicators to 
provide further nuance. 

• Add the performance of the company in column 
“Performance Relative to Benchmark”.

Benchmark Overview # Companies
# 

Respondents

60dB Africa Health 
Benchmark

25 11,632

60dB Global Health 
Benchmark

42 30,126

Performance vs 60dB 
Benchmark

● ○ ○ ○ ○ Bottom 20%

● ● ○ ○ ○ Bottom 40%

● ● ● ○ ○ Middle

● ● ● ● ○ Top 40%

● ● ● ● ● Top 20%
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About the 60  Decibels Methodology

In November 2025 60 Decibels’ trained  researchers 

conducted  277 phone interviews  with Cliniva patient s.  

Cliniva  gathered consent from a subset of its patients. 

60 Decibels received the contacts for those who 

consented to be part of the survey  and we drew a 

random sample from that list. Here is the breakdown of 

how we collected this data:

Calculations and Definitions

For those who like to geek out, here’s a summary of 

some of the calculations we used in this report.

Metric

Inclusivity Ratio

Net Promoter Score ®

Calculation

The Net Promoter Score (NPS) is a common gauge of client satisfaction and  loyalty. It 

is measured by asking client s to rate their likelihood to recommend a product/service 

to a friend of family member on a scale of 0 to 10, where 0 is l east likely and 10 is most 

likely. The NPS is the % of client s rating 9 or 10 out of 10 (‘Promoters’) minus the % of 

client s rating 0 to 6 out of 10 (‘Detractors’). Those  rating 7 or 8 are considered

‘Passives’.

Country Kenya

Contacts Received 1,378

Interviews Completed 277

Response Rate 42 %

Languages English  and Swahili

Average Survey Length 14 mins

Confidence Level 95 %

Margin of Error 5%

([Company] Poverty Line $x)

([Country] Poverty Line $x)
/ 3

The Inclusivity Ratio is a metric developed by 60 Decibels to estimate the degree to 

which an organization is reaching less well-off client s . It is calculated by taking  the

average of Company % / Country % , at the $1.90, $3.20, and $5.50 lines for low 

income and low-middle income countries, or at the $3.20, $5.50 and $8.00 lines for 

middle income countries . The formula is :

3

x = 1

Methodology

Changes: 
• Replace all yellow brackets with the relevant 

data. 
• Remove the yellow highlight. 
• If necessary, add any additional context on the 

methodology. 
• Keep/remove Inclusivity Ratio depending on 

whether the indicator was part of the report. 
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Here are ideas for ways to engage your team  and use 

these results to fuel discussion and  inform decisions.

Review Your Results Review your results and qualitative patient responses. There’s  a

lot of interesting feedback in there!

Send the report to your team & invite feedback, questions and  

ideas. Sometimes the best ideas come from unexpected places!

Set up a team meeting & discuss what’s most 

important,  celebrate the positives , and identify next 

steps.

Reach a wider audience on social media & show you’re invested  

in your patients .

We recommend posting on social media/website/blasting an SMS 

saying a 'thank you to everyone who took part in the recent survey 

with our research partner 60 Decibels, your feedback is valued, 

and as a result, we'll be working on XYZ ’.

After reading this  report,  don’t forget to let us  know  what you 

thought  here .

Collate ideas from team into an action plan including  

responsibilities .

Keep us updated, we’d love to know what changes you make  

based on these insights.

Set up the next Lean Data project – we recommend checking in 

again in 6 to 12 months. 

Engage Your Team

Spread The Word

Close The Loop

Take Ac tion!

Ideas for How to Use these Results

https://60db.typeform.com/feedback#entity=2025-12_Cliniva%20Swiss%20Re%20Foundation&acctowner=&contractlead=U01CCJWNQAF
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About  60  Decibels

60 Decibels is the world’s leading customer insights 

company for social impact. We bring speed and 

repeatability to social measurement, making it easy to 

listen directly to the people who matter most. Our 

network of 1,600+ researchers in 85+ countries gives 

you global reach. Couple this with  standardized 

questions across thousands of projects and you get 

the largest data set of social performance benchmarks 

worldwide —  with a focus on Financial Inclusion, Off -

Grid Energy, and Agriculture value chains. These data 

help investors, funders, Fortune 500 companies, and 

NGOs understand their impact performance relative to 

their peers. Get in touch to find out more about our 

award -winning approach to impact measurement.

Project Team

Ananya Singh

Tyler Mattiace

Kennedy Kirimi

For queries, please email:

ananya @60decibels. com

Thank  You For Working With Us!

Let’s do it again sometime.

We’d love to hear your feedback on working with 60dB ; 

take 5 minutes to fill out our feedback survey here !

Stay In Touch

Please sign up for The Volume , our monthly collection

of things worth reading.

Acknowledgments

Thank you to Yulia Sidorova and Cliniva  Team for their 

support throughout the project. This work was 

generously sponsored by SwissRe  Foundation .

Changes: 
• Replace yellow brackets with the correct link.
• Change acknowledgements section.
• Update the researchers  and countries  numbers, 

to reflect the latest – see here .

https://www.youtube.com/watch?v=mU5CW-jRuNw
mailto:email@60decibels.com
mailto:email@60decibels.com
mailto:email@60decibels.com
mailto:email@60decibels.com
mailto:email@60decibels.com
https://us20.campaign-archive.com/home/?u=eb8a3471cbcc7f7bb20ae1019&id=4f8f9fc97a
https://us20.campaign-archive.com/home/?u=eb8a3471cbcc7f7bb20ae1019&id=4f8f9fc97a
https://airtable.com/appF6HIDtGxAYsScV/tblmqV9pbvgOIsMFA/viwFd00l1MsKykA2c?blocks=bipR84i9hC1iZJxlB&bip=full
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