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Wednesday, March 20, 2013

Etwatwa

« The clinic is situated behind a concrete gate which does reduce its visibility greatly.

« There is a public clinic on the next street, very close to the Unjani Clinic (5min walk).
This is a big clinic with capacity of 500 patients a day.

« There are 2 more private clinics in Etwatwa.
* There is a pharmacy 5-10min car ride away.

« There are many spazas nearby the Unjani Clinic, selling pain killers, and cold and flu
medicines. The OTC prices of spazas that we have observed are lower than or equal
to the price offered at Unjani.

e Current Price structure:

Consultation incl. medicine for 1 illness R100
Any additional illness + R40
Family Planning R70
Referrals R40
Follow up R40

VCT/ Glucose Test R25




Unjani Clinic Etwatwa Patient Interviews:

Observations:

When we arrived at the clinic there were three patients waiting outside, and in the clinic there were

patients being attended by the nurse

+ The following interviews were conducted by the waiting patients.

* Their views of the clinic were very similar

* In summary they preferred Unjani clinic because the quality is much better and the waiting time is
much less but they do not think the price is very cheap compared to the other private clinics, and the

quality would be 6/10, while the private clinics rate 10/10

Unjani Clinic waiting patients interviews:

Patient 1- Female, 20's
1 Do you always come to Unjani?
2 Do you think you get better quality service at Unjani?
3 Do you think R100 is expensive/ cheap/ adequate?
4 If it was R150 instead?
5 If it was R70, would you come more often?
6 What is your first reaction when you feel unwell? Do you go to a clinic or pharmacy?

Patient 2- Female, 20's
1 Do you always come to Unjani?
2 Do you think you get better quality service at Unjani?
3 Do you think R100 is expensive/ cheap/ adequate?
4 If it was R150 instead?
5 If it was R70, would you come more often?
6 What is your first reaction when you feel unwell? Do you go to a clinic or pharmacy?

Patient 3- Female, 30's
1 Do you always come to Unjani?
2 Do you think you get better quality service at Unjani?
3 Do you think R100 is expensive/ cheap/ adequate?
4 If it was R150 instead?
5 If it was R70, would you come more often?
6 What is your first reaction when you feel unwell? Do you go to a clinic or pharmacy?

sometimes

Defenitely better quality, so much worth coming here than going to the public clinic
It is not that cheap. It is a bit cheaper than the private clinic.

Expensive

Yes

sometimes

Defenitely better quality, so much worth coming here than going to the public clinic
It is not that cheap. It is a bit cheaper than the private clinic.

Expensive

Yes

sometimes

Defenitely better quality, so much worth coming here than going to the public clinic
It is not that cheap. It is a bit cheaper than the private clinic.

Expensive

Yes




Public Clinic Etwatwa Patient Interviews:

Observations:

*  Wednesday (the day of the visit) was the baby day for the public clinic.

*  The waiting room was packed with around 200 women with babies

*  We understand the interview would only depict views from babies mothers

* The time during the visit was around 11:30 am, and the women said they were waiting since 6am

Public Clinic waiting patients interviews:
Patient 1
1 How long have you been waiting today? Shours
2 Have you heard of the Unjani Clinic? Never heard of it
3 Would you be willing to pay | fyou had to wait less than 30 minutes? Yes. Would prefer to pay than wait so long
4 would R100 be expensive? Too expensive
5 What about R130? Too expensive
6 And what about R70? R70 is ok
Patient 2
1 How long have you been waiting today? ~ 4hours
2 Have you heard of the Unjani Clinic? No
3 Would you be willing to pay | fyou had to wait less than 30 minutes? Probably would pay
4 would R100 be expensive? Too expensive
5 What about R1307? Too expensive
6 And what about R70? R70 is ok
Patient 3
1 How long have you been waiting today? 4 hours
2 Have you heard of the Unjani Clinic? No
3 Would you be willing to pay | fyou had to wait less than 30 minutes? Probably would pay
4 would R100 be expensive? Would pay R100
5 What about R130? Too Expensive
6 And what about R70? Good price




Etwatwa Pharmacy Visit Interview

The pharmacy is not very far away from Unjani Clinic, but it would require a car ride
The pharmacy has been operating for 14 years
The pharmacy workers were not familiar with the Unjani clinic

Most common customers are elderlies coming for their bones medicines, and young
mothers

Customers come from everywhere in taxis

Some of the customers come knowing exactly what they need and some come to ask
the pharmacists for treatment

There is a public clinic nearby. Many customers come from the public clinic after
giving up on the long waiting queue

Prices- the pharmacy owner adjusts the prices of the drugs depending on the
customers outfit




Etwatwa Non-Patient Interview Summary

 Qur interviews were conducted within the
300 meters radius of the clinic.

* People awareness of the clinic seems really
small. 80% of the people we have talked to
refer us to the public clinic. When asked
about the private clinic, they have no idea of
its existence.

* None of the non-patient we have talked to
have been to Unjani.

« Family planning injection seems to be in
high demand both on the street and for the
people waiting at Unjani on the day. This is
a possible opportunity in boosting both
volume and awareness. [ {




Villa Lisa

Overall — Located in the really unemployed town of Villa Lisa which is among the
parade of shacks. Staffed with a very capable assistant and a business-savvy nurse,
the clinic has a big lawn in front of the place. The clinic is behind a fence that does
not impede visibility and surrounding area looks to be in a much worse shape than
the clinic itself resulting in the clinic exhibiting the characteristic of cleanliness.

Current Customer — The clinic seems to be doing well among the middle-aged to
elder ladies. We met a group of 4 clinic champions (who love hanging out at the
clinic, these people live off the R1,200, elder government grant and R290 child
government grant.




« Competitive Landscape

Villa Lisa

Wednesday, March 20t, 2013

— No other private clinic in Villa Lisa, no pharmacy

— Only one not so crowded public clinic 10km away from Unjani (Taxi cost is R11),

in the next town at Vosloorus.

e Current Price structure:

Price

Consultation incl. medicine for 1 R100
illness

Any additional illness + R30
Pensioners (over 60) R80
Family Planning RS0
Referrals FREE
Follow up R30
VCT/ Glucose Test R25
After Hour Services R130

=

NEW: orc sales at Unjani Private Glinic f+
Haarlemensis  SweetOil  Grandpa sachet
R11.50 R7.00  R100
Panado (in2's) Med- Lemon Rehidrat
R1.00 R350 R85O
Bioplus Booster  Zam-Bak Liquid paraffin

- L R350  R1200
TRAO[

S

NEW: 07C Sales at Unjani Private Clinic + -

SANC registration number: 10639201
Practice Number: 8836272
Dispensing cerifcate number: 9195

Attention: Patients

\uding medicines for one illness: R100.00 e.g. Flu
";l sickness: R30.00 e.g- Flu + Diarrhoea: R130.00

ers (over 60) proof of ID required: R80.00

Family Planning: R50.00

Referrals: NO COST /
er = 3 ’




Unjani Clinic Villa Lisa Patient Interviews:

Unjani Clinic waiting patients interviews:
Patient 1- Female, 20's

1 Do you always come to Unjani? First time at Unjani. Normally | go to the public clinic. | came here today because didn’t want to wait today
2 Do you think you get better quality service at Unjani? Defenitely better quality
\ Do you think R100 is expensive/ cheap/ adequate? :diz(:llj)attgxpensive, because other private clinics are much more expensive. But not cheap. | would say
4 If it was R150 instead? It will still be adecuate. But | would come less often, and go to the public clinic more
5If it was R70, would you come more often? | would come more often. Almost everyone would come to Unjani

What is your first reaction when you feel unwell? Do you go to a clinic or
6 pharmacy? | take panado
7 What other service would you like to see at Unjani? Sonar

Patient 2- Male, 20's (came with a baby)

1 Do you always come to Unjani? Yes because the public clinic is too far away
2 Do you think you get better quality service at Unjani? Yes | do
3 Do you think R100 is expensive/ cheap/ adequate? It is not expensive. Not cheap. Adecuate
4 If it was R150 instead? It is still adecuate. Would come less often
5 If it was R70, would you come more often? Would come more often

What is your first reaction when you feel unwell? Do you go to a clinic or
6 pharmacy? | come to the clinic
7 What other service would you like to see at Unjani? Sonar

Patient 3- Pensioner Female

1 Do you always come to Unjani? No. First time here. | came here today because | really feel unwell.
2 Do you think you get better quality service at Unjani? Defenitely better, since | am paying money
3 Do you think R100 is expensive/ cheap/ adequate? Expensive
4 If it was R150 instead? Too expensive
5 If it was R70, would you come more often? Would come more often

What is your first reaction when you feel unwell? Do you go to a clinic or
6 pharmacy? Public clinic
7 What other service would you like to see at Unjani? -

Patient 4- Male, 40's

1 Do you always come to Unjani? Yes
2 Do you think you get better quality service at Unjani? Yes | do
3 Do you think R100 is expensive/ cheap/ adequate? It is the perfect price
4 If it was R150 instead? Too expensive
5If it was R70, would you come more often? Yes. Cheaper the better

What is your first reaction when you feel unwell? Do you go to a clinic or
6 pharmacy? clinic

7 What other service would you like to see at Unjani? Vaccinations




Public Clinic Vosloorus Patient Interviews:

Public Clinic waiting patients interviews:

Patient 1- Female patient, maybe in her 30's came with a baby
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay | fyou had to wait less than 30 minutes?
4 would R100 be expensive?
5What about R130?
6 And what about R70?

Patient 2- Female in her 30's came with a baby
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay | fyou had to wait less than 30 minutes?
4 would R100 be expensive?
5What about R130?
6 And what about R707?

Patient 3- Female patient in her 30's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay | fyou had to wait less than 30 minutes?
4 would R100 be expensive?
5What about R130?
6 And what about R707?

Patient 4- Male patient in his 40's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay | fyou had to wait less than 30 minutes?
4 would R100 be expensive?
5What about R1307?
6 And what about R707?

Patient 5- Female patient on her 30's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay | fyou had to wait less than 30 minutes?
4 would R100 be expensive?
5What about R1307?
6 And what about R707?

30 minutes

Never heard of it

Would not be willing to pay
Too expensive

Not even R70

2 hours

No

Probably would pay
R100 sounds ok
Sounds ok

R70 is a cheap price

4 hours

No

Not willing to pay
Expensive
Expensive
Expensive

Just Arrived

No

Probably would pay

Not expensive

Its is ok still better than the GP R280
Ok

10 minutes
No

No

Too expensive
Too expensive
expensive

Observations:

Public clinic has been operating for 20
years.

Recently a new building was build next
to the old one to increase volume
capacity

When we were there, the clinic was
pretty empty, and not many patients
waiting.

The clinic being massive, had divided
departments for different patients

Thoughts:

Before the public clinic visit, we thought
from the Unjani Clinic patients interviews,
that people preferred Unjani since the
public clinic wait time was too long, too far
away and the service is bad

We observed that the public clinic had
almost no wait time, and with R11 people
could take a taxi to the public clinic



Villa Lisa Non-Patient Interview

Awareness of the clinic seems to be high. AImost
everyone we talk to know about the clinic but
have never been there.

The price point seems really high especially for
this neighborhood where a haircut is worth R10,
and an ice-cream is worth R6. People prefer to

pay R11 for a trip to public clinic nearby.

There are many spaza shops around, but we
observe that they are mainly used as a hangout
spot with little to no sales.

Some excerpts from the interviews both non-
patients and waiting patients,

— “l can'’t afford it, it’s too expensive.”

— “I need special medicine so | have to go to a
different clinic.”

— ‘It would be great if they have high blood
pressure medicine.”

— “The lawn could be transformed to other
uses such as soccer pitch or nutrition and
health garden.”

1"



Monday, March 25t 2013

Nelmapius Public Clinic

This was the community location where the Unjanic clinic had yet not opened.

We were able to collect general information about the area, and visit the Nelmapius Public clinic 5
kilometers away from the future Unjani clinic location.

We arrived at the public clinic clinic around 1pm. It was not very crowded.

At the public clinic we were not able to conduct any patient interview, but were able to meet the
head nurse, Ms Kwona, who provided us with the following information about the clinic:

|

*  They have 300~350 patients/day

PRIMARY HEALTH
o CARE SERVICES *  Most of the patients come from 6am
Ne||map|us « Inside the clinic there was a pharmacy, which was very small,
n19 3R 5790 and had a long queue with patients holding a hard copy
prescription
« For a general consultation, the average waiting time was
730 — 1600 | three hours
g@gg??@&%ﬁ T~ « Main patients for the general consultations were adults with
Child health (;.am;',_;; . about 6000/month
C“é«"”ﬁw Servces : * In the whole clinic there were 1doctor, and 6nurses
Women w‘,,im «  Most common diseases, biggest burden to the clinic:
o (—-,..my,ﬂ” '(Iit.i:«‘.w; — 1. Upper respiratory diseases
Sexually tra ed infections - 2. GAT
gl - 3.8TI

— 4. Chronic diseases- hypertension, diabetes, asthma

12



Nelmapius Public Clinic

There was an initiative with the department
of health- polio

When asked if the low patient volume at
this time was normal, she answered this
was not the usual patient volume. Normally
there are more patients at this time, but it
is also true that most of the patients come
during the morning.

Saturday is only for emergencies
The consultation time is around 15minutes

Main burden for this clinic is the pharmacy.
They have long queue in front of the
pharmacy, therefore some nurses have
medicines inside the consultation room.

Stock out of medicines does happen time
to time. It is unpredictable so stock out
occurrences has not been decreasing

13



Nelmapius Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)
What is most important to you?

Would you pay for medical care?

If yes, how much?

If no, Why?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?

Other notes

Nelmapius Clinic Non-Patient Interviews

Non-Patient 1
Yes
A town meeting happened last week. The clinic was discussed. Understood the clinic was to be government and is now
private. "politics."
no
n/a
public clinic extension 1
Wait 7 am to 4pm
no
no
n/a
medical care should be free. Shouldn’'t make those without jobs pay.
plumber

Non-Patient 2
yes

Word of mouth " this clinic isn't for us. It is not for the community. It is a pay clinic."
no

n/a

She goes to extension 1. pays 9 rand each way to go to clinic

Wait all day. Get to the clinic at 6 a. Clinic opens at 9. get home at noon. It is a long wait but the clinic always has
medicine. The clinic provides good care though.

No. | would go to the clinic.

On a grant. There are no jobs here. The men work construction. The women can work there too they wave the lags.
But less women.

Non-Patient 3
no

no
n/a

parhaming

Parhaming caters to two suburbs. So the volume is very high. You can walk there but there is a river you have to cross.
She cues at 6 AM and leaves at 12PM.

immunizations and old people/ chronic care.

yes, for a close private clinic

100 rand including medicine

grant
Private doctor for a child is 250 according to this woman. Clinic is north from the map.



Nelmapius Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?
Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?
Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?

Other notes

Nelmapius Clinic Non-Patient Interviews

Non-Patient 4
yes

yes. There was a meeting the past week.

no. it is for outside people. it is for pay.

n/a

"Dah" the clinic nickname

IT is packed. If you are working you have to take the day off. He has never been but used to take his mother. Take her
at 6 am and pick her up at noon

yes, maybe
85- 90

works on a place close by, construction.
yes

Non-Patient 5
no

n/a

n/a

n/a

naranom

It is an hour walk north to Tawiso. There are nice people at the public clinic. The wait is long depending on what
services you need. There are separate lines for children, elderly and the youth. The line for immunization is short.
Family Planning and Immunization

yes

R50

Does not work

There are at least two public clinics Within a 9 rand/ | hour walk.
Non-Patient 6

yes

it is the container. But he doesn’t know if it is a public or private clinic.

no
public clinic

the public clinic provides okay medicine. It is usually in stock. The clinic is better than the hospital but not so great.
The wait it too long. And the walk is also too long. Must be there by 6 am, leaves his house an hour earlier. The nurses
are not very nice. In general the service is bad at the clinic.

high blood pressure, diabetes and TB

yes

50 rand

pensioner



Nelmapius Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)
What is most important to you?

Would you pay for medical care?

If yes, how much?

If no, Why?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

If no, Why?

What do you do for a living?
Other notes

Nelmapius Clinic Non-Patient Interviews

Non-Patient 7
No

Sixteen clinic

20 minute brisk walk. The wait is short and the people/ nurses are great.
full check up.

yes. Currently pays for a gp which is 200 rand.

100 rand for a clinic that is close by.

barman
clinics are associated with women and babies. So when he needs a check up he doesn’t go there.

Non-Patient 8
no

n/a

n/a
n/a
For medical care | go to Parhaming.

There are too many people there. He waits from 5 am to noon. The nurses are nice, they have medicines.

clinics should be for kids.
Yes
150 rand

grade 10 student right now!



Tuesday, March 26t 2013

Soweto

Soweto’s Unjani clinic has been having difficulty keeping up with the patient volume
They are not providing blood testing because they don’t have a lab contract

If patients come asking for the BT they are referred to the other clinics or hospital
We were able to interview 1 waiting patient:

Unjani Clinic waiting patients interviews:
Patient 1- Female, 40's

1 Do you always come to Unjani? Yes. Before Unjani | used to go to the public clinic all the time
2 Do you think you get better quality service at Unjani? Defenitely better quality

3 Do you think R100 is expensive/ cheap/ adequate? It is cheap

4 If it was R150 instead? It will still be cheap

5 If it was R70, would you come more often? Probably

6 What is your first reaction when you feel unwell? Do you go to a clinic or pharmacy? Always the clinic
7 What other service would you like to see at Unjani? immunization
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Soweto Public Clinic Visit

Soweto Public Clinic sees approximately 120 chronic patients and 400 primary healthcare patients per
day, including patients with Medical Aid

Wait times are usually less than 2 hours — clinic is usually busier in mornings and empties out by the
afternoon

Majority of patients from Bram Fischerville = price and proximity is most important to patients

Efficient operations — no long queue at pharmacy because primary care sisters dispense their own
medications during treatment

Nurses have not heard of Unjani

18



Soweto Non-Patien

Soweto Clinic Non-Patient Interviews

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)
What is most important to you?

Would you pay for medical care?

If yes, how much?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?
Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?

Other notes

Non-Patient 1
No

No
No

Pharmacy

Accepting Medical Aid
Medical Aid

Non-Patient 2

No

Public Clinic - Dobsonville

- 10 minute walk

- 5.30am while the clinic opens at 8.30am
- doctors and nurses are nice

Fast and friendly
Yes
R150 - R200

Sell furniture / fix mobile phone

Non-Patient 3

Public Clinic - Dobsonville

- 1km away

- Nurses are nice but sometimes mean.
- Need to wake up early morning

t Interview



Soweto Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
What do you do for a living?

Other notes

Soweto Clinic Non-Patient Interviews
Non-Patient 4

Public Clinic - Dobsonville
- Wait time is long, need to go early morning.
- Medicine stockout, sometimes only get Panado.

Unemployed

New Clinic should have
- Male circumcision

- Enough medicine

- Nice nurses

Non-Patient 5
Yes - Know Unjani in particular

No - but know its R150

Public Clinic - Dobsonville
- Nurses are nice

- Wait time is not long

- Medicine is good

Unemployed

- She doesn't think we need another clinic in the area.
- There is another clinic in phase 2.

Non-Patient 6
Yes

No

Public Clinic - Dobsonville
- Medicine stockout
Fast

Yes

- Think the private clinic is R300 currently.
- Think that R80 to R120 would be a fair price.
- Fisherville has no clinic and police station.

20



Soweto Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?
Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?
Have you been there?

How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?

Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?

How did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?

Other notes

Soweto Clinic Non-Patient Interviews

Non-Patient 7
Yes - but did not know about Unjani

No

Public Clinic - Dobsonville

- Nice nurses

- Never Stockout

- Need to go at 7.30am and gets home at 2-3pm

- Private charges R200 but think that R150 is the fair price.

Non-Patient 8
Yes - did not know about Unjani

Yes - but cannot afford everytime.

Public Clinic - Chavela

- Have to spend more than 3 hours

- Nurses are generally nice but not all of them
- Always have needed medicine

Contract worker - water meter reading (no medical aid)
- Private charging R250 is already fair.

- Not enough doctor in the public hospital ==> Need to wait four months to be treated.

Non-Patient 9
Yes - Tshepo - Themba (Clinix)

Yes - dialysis father

Cozy but without medical aid, it is going to be R1000 - R2000 a visit

Public Clinic - Midrand

- Too many people

Yes - Normally pay for R250 private GP
R100 would be affordable to everyone
Unemployed

- She knows about Unjani



Soweto Non-Patient Interview

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?
Other notes

Do you know of a private clinic in the area
If yes, how did you hear about it?

Have you been there?
How did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
Would you pay for medical care?
If yes, how much?

What do you do for a living?
Other notes

Soweto Clinic Non-Patient Interviews

Non-Patient 10
No

No

Public Clinic - Dobsonville

- Nurses are friendly

- 5am there and came back to 10am

R100 would be affordable to everyone
Petrol Dealer
- Definitely we need another clinic in the area.

Non-Patient 11
No

No

Public Clinic - Dobsonville

- Early morning and have to come back in the afternoon.

- Medicine stockout at times

R50
Unemployed
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Orange Farm

«  There are many public clinic in this
community, and near by:
— 1. Stretford (closest to Unjani, 1~2 km away)
— 2. Extention 7 (~4km)
— 3. Mbalenle (~4km)
— 4. Barney Molokane (~4km)
— 5. Extension 3
*  Most of the residents at Orange Farm live
from the government grant
—  Pensioner: R1200/month
—  Perchild: @ R270/month
«  There is a community hall very near the
Unjani Clinic where they held community
meetings and concerts ~2/month

Illustration of 8 principles of Batho Pele removed due to copyright restrictions.

Wednesday, March 27, 2013
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Orange Farm Unjani Clinic Interview

At Unjani Clinic we were able to interview a waiting patient:

Unjani Clinic waiting patients interviews:

Patient 1- Female, 30's
1 Do you always come to Unjani?
2 Do you think you get better quality service at Unjani?
3 Do you think R150 is expensive/ cheap/ adequate?
4 If it was R170 instead?
5 If it was R70, would you come more often?
6 What is your first reaction when you feel unwell? Do you go to a clinic or pharmacy?
7 What other service would you like to see at Unjani?

It is the first time in Unjani

I think | will get better quality service here

I think the price is reasonable

It is ok. Still much cheaper than private

Probably

First reaction would be to go to the public clinic
Vaccination.

| like the f/p since at the public clinic they don’t do preg test
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Orange Farm Public Clinic Visit

«  First visited Stretford public clinic which were not willing to provide any interview, so we visited
Barney Molokoane clinic

REHABILITATION
DENTAL HEALTH

HOURS OF OPERATION
07HO0 - 16H00 L

PRIMARY HEALTH CARE
07H00 - 16H00

[ MATERNIY 3 24 HOURS
CONSULTING ROOMS EMERGENCY

MATERNITY




Orange Farm Public Clinic Visit

Barney Molokoane clinic was much smaller than Stretford clinic, and when we arrived it was pretty
crowded mostly young mothers with children

At Barney we met the head nurse who provided us with the following information about the clinic:
It is the oldest public clinic around the community

Patient volume: 500~600 patients/day

9 primary health care, and 5 general nurses

They come mostly during the morning

Opening times:

- 7:00~16:00 Mon-Fri
- 7:00~13:00 Sat

Most common diseases:
—  Upper respiratory track infection
—  Diarrhea
—  Malnutrition

When asked where would she want most help from a private clinic, she answered pregnancy
termination

Stock out happens time to time, and she acknowledged that Unjani clinic could help with the
medicine supply to patients who can afford to pay
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Orange Farm Non-Patient Interview

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?

notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?
notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?
How much are you willing to pay for nurse-run clinic?

What do you do for a living?
notes

Orange Farm Clinic Non-Patient Interviews
Non-Patient 1
Yes - R150 - Don't know the name

No

Extension1

- Nurses are not nice

- 5am to 2pm

- Stockout sometimes, need to go to Extension2
Price is the most important.

R150

Unemployed

Non-Patient 2
No

No

Extension1

- Need to spend R6 on taxi

- Nurses are nice

- 5am - 12pm

- Stockout sometimes, have to go back the other day

Wait Time > Attention > Price

R50
Unemployed

Non-Patient 3
Yes - know Unjani
No
Extension1
- Nurses are nice
-5am - 1pm
- Not going out to clinic a lot
Waiting Time

R150

Vegetable Merchant
Have been doing this for 7 years
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Orange Farm Non-Patient Interview

Orange Farm Clinic Non-Patient Interviews

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?

notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?
What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?
notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)
What is most important to you?
How much are you willing to pay for nurse-run clinic?

What do you do for a living?
notes

Non-Patient 4
No

No

Extension1 and Extension2
Extension1 - Not friendly
Extension2 - Friendly

No stockout in both clinic
Waiting Time

R150

Vegetable Merchant

Sick people should be given attention first instead of mothers and elders

Non-Patient 5
No

No

Unnamed - Public Clinic
Never been there

Attention from the nurse

Unemployed

Don't want to pay if it's just a nurse.

Non-Patient 6
No
No
Extension7
- 7am to 10am
- Nurses are really nice
Attention from the nurse

R50

Pensioner
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Orange Farm Non-Patient Interview

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?

notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?
notes

Orange Farm Clinic Non-Patient Interviews

Non-Patient 7
No

No

Extension2

- Bad experience by having the tooth broken there
-4.30am - 9am

- Taxi is R6 per trip

Waiting Time

R50

Tailor

Non-Patient 8
No

No

Extension2

- 6.30am - 10am
- No stockout

- Nurses are nice

Price is the most important

R100
Unemployed
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Orange Farm Non-Patient Interview

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?
If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?

notes

Do you know of a private clinic in the area
Have you been there?

If Yes, how did you find it?

If No, where do you go for medical care?

What was your experience (attention and wait time.)

What is most important to you?

How much are you willing to pay for nurse-run clinic?
What do you do for a living?
notes

Orange Farm Clinic Non-Patient Interviews

Non-Patient 9
Yes - Normally go to private GP

Yes

R180

Extension2

- 7am - 12pm

- Nurses are nice

Attention is the most important
R90 - R100

Computer Student

Non-Patient 10
Yes - Know that its R150
No
Extension2
- Good service but too slow
- 6am - 11am
- Sometimes stockout, need to buy from chemist

Attention is the most important

R150 - R200
Unemployed
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Thursday, March 28, 2013

Kwaggafontein

Recently moved because old location was sub-optimal (near a gas station,
far from town center, and patients had to pay significant amounts to go to
clinic)

Located near a shopping center in center of community with stores
indicating community has some income and willingness to pay

Shopping center has strong traffic and is a good advertising opportunity

Located near a public clinic within 500 meters, but public clinic is often
overcrowded with significant waiting times

A number of private GPs are located nearby
Realized that patients needed a shady place to wait

Interviews with community reveals that additional community marketing
and awareness initiatives are needed

Plans to do a wellness clinic with nearby Taxis to advertise new location
Nurse plans on putting pamphlets to advertise at the public clinic
Nurse plans to put stickers on nearby Taxis to advertise
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Kwaggafontein Public Clinic

Visited at 11:45am — clinic was extremely busy with long
queues

Interview with head nurse indicated that clinic sees
approximately 100 patients per day

Wednesdays are busy due to child health/vaccination
programs

Clinic has 17 nurses total — 2 assistants and 4 nurses work

at a time

Clinic is busiest in morning — typically wait times are 50
minutes to 1 hr according to the head nurse

Clinic opens 24/7 running two shifts of workforce. In
reality they stop accepting people in the afternoon and
only do emergency cases.

Clinic is often over-capacity, according to patients, with
wait times over 2 hours

Stockouts occur on a regular basis
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Kwaggafontein Public clinic Patient

Interview

Public Clinic waiting patients interviews:

Patient 1- Female patient, maybe in her 30's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay if you had to wait less than 30 minutes?
4 would R100 be expensive?
5 What about R130?
6 What is the most important? Quality? Price? Proximity?

Patient 2- Male in his 30s
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay if you had to wait less than 30 minutes?
4 would R100 be expensive?
5 What about R130?
6 What is the most important? Quality? Price? Proximity?

Patient 3- Female patient in her 50's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay if you had to wait less than 30 minutes?
4 would R100 be expensive?
5 What should be the price?
6 What is the most important? Quality? Price? Proximity?

15 minutes, normally around 5hrs
Never heard of it

Would probably pay

Adequate price

Ok price

Quality

Just in, but normally around 2hours
Yes

Yes

Affordable

Sounds ok

Quality

25minutes

No

Yes would be willing to pay
Expensive

R90

Quality
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Kwaggafontein Private GP Patients

Interview

While exploring the community area, we found in the commercial centre a private GP practice

There was a long queue outside the office, so we interviewed a waiting patient:
Private GP charges flat fee of R280 (medicine inclusive) and it accepts insurance.

Private GP waiting patients interviews:

Patient 1- Male patient, maybe in his 30's
1 How long have you been waiting today?
2 Have you heard of the Unjani Clinic?
3 Would you be willing to pay if you had to wait less than 30 minutes?
4 would R100 be expensive?
5 What about R1507?
6 What is the most important? Quality? Price? Proximity?

around 1 hour, normally around 3~4hrs
No

Yes

Cheap price
Cheap price
Quality
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