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Plan for today

Objectives are to...

... move towards a common 
understanding of health 
systems responsiveness

... reflect on how HS 
responsiveness can be 
covered within CHORUS

Structure (total 1.5 hrs)

Presentation, mini-exercises, 
Q&A (~45 mins)

Breakout groups → 2-3 mins 
feedback (~45 mins)
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What does Health Systems 

Responsiveness mean to you?
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What is a Health System?
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Understanding Health System

WHO (2007). 
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Complex Adaptive Health Systems

People

governance

Information

financing

service 
delivery

health 
workforce

medicines & 
technology

De Savigny & Adams, 2009, p.31

‘It is the multiple 
relationships and 
interactions among the 
building blocks ... that 
convert these blocks into a 
system’
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Responsiveness – WHO framework

Responsiveness …when institutions 
and… relationships are designed in 
such a way that they are cognisant 
and respond appropriately to the 
universally legitimate expectations 
of individuals... safeguarding of 
rights of patients to adequate and 
timely care

WHO, 2000

Dignity

Autonomy

Confidentiality

Prompt attention

Quality of amenities

Access to social support networks

Choice of provider
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Health Systems Performance

Responsiveness

Satisfaction Accountability
Patient 

feedback

Conceptualising responsiveness
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Framework for Health 
Systems Responsiveness

Robone et al, 2011 Health Services Research 46:6,
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Three dominant categorisations of 
HS responsiveness

Unidirectional 
service-user interface

• WHO influence

• Service performance & 
quality

Feedback between 
users and the system

• Patient feedback

• Use for service 
improvement

Accountability

• Processes and structures

• Focus on broader 
communities

Gadija Khan et al. Health system responsiveness: a systematic evidence mapping review 
of the global literature. International Journal for Equity in Health (2021) 20:112 10



Responsiveness outside the health literature

Bryer, T. A. (2007). 
Journal of Public 
Administration 
Research and Theory 
17(3): 479-500.
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Responsiveness reflects a 
‘theatre performance’

The tactics and strategies 
employed by people to create 
and sustain desirable 
impressions before an 
audience (p.455)

Grove SJ, Fisk RP. The Service Experience As Theater. In: Sherry JFJ, Provo BS, eds. Advances in 
Consumer Research Volume 19: Association for Consumer Research, 1992:455–61

Setting

Performance

Actors
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‘Our’ framework for responsiveness

Mirzoev and Kane (2017) BMJ Global 
Health: 2:4

Experiences of interaction

Shaped by initial expectations

• Active vs passive (Oliver R & 
Winer R. J Econ Psychol, 1987;8:469–99)
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4 Polls –
assessing health 

systems 

responsiveness
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Research on HS responsiveness

Household survey
- In person (5-10k/country)
- Postal (2-3k/country)

Facility survey (300/country)

Key informant survey 
(100/country)
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WHO survey on
Responsiveness
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Recent work on responsiveness

Responsiveness through the 
lenses of patient feedback
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RESPONSE study

Focus on health systems responsiveness
• internal vs external interactions

Mixed methods realist evaluation

42 months with 3 phases (theory dev-t & baseline 
→ intervention co-production → evaluation)

https://www.lshtm.ac.uk/research/centres-projects-
groups/response#welcome 18

https://www.lshtm.ac.uk/research/centres-projects-groups/response#welcome


RESPONSE methods

Mirzoev T, Manzano A, Ha BTT, Agyepong IA… Kane S. (2021). PlosOne: e0245755. 
https://doi.org/10.1371/journal.pone.0245755 19

https://doi.org/10.1371/journal.pone.0245755


RESPONSE programme theories on how 
HS responsiveness works

Shared 
understanding

Acceptance

Trust

Communication

Awareness

Stigma

Vietnam

Shared 
commitment

Cultural 
Acceptance

Joint 
efforts

Communication

Common 
purpose

Trust

Ghana
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Responsiveness in the HPSR

https://medicinehealth.leeds.ac.uk/dir-record/research-projects/962/revamp 21

https://medicinehealth.leeds.ac.uk/dir-record/research-projects/962/revamp


Approaching HS 
responsiveness in CHORUS
Phase 1

• Health facility assessments

• Qualitative work

• ? survey

Phase 2

• One or more elements in the 
interventions co-production

Phase 3

• Follow-on from co-production....
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Issues to consider...

HS responsiveness as an ‘additional 
component’ vs overarching health 
systems goal

Beware of conflating responsiveness 
with other concepts (e.g. satisfaction 
with healthcare) 23



Questions, then groupwork

In country-specific groups, please discuss :

1. Which elements of responsiveness you are already 

covering, and how?

2. Which further elements you’d like to add, and how? 

• What support will you need?

You can utilise the original WHO framework 

https://www.who.int/healthinfo/paper23.pdf (see p.19) 

and/or RESPONSE conceptual framework 

https://www.lshtm.ac.uk/research/centres-projects-

groups/response#about
This Photo by Unknown Author is licensed under CC BY-SA-NC
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https://www.who.int/healthinfo/paper23.pdf
https://www.lshtm.ac.uk/research/centres-projects-groups/response#about
http://howtosavetheworld.ca/2013/05/26/what-if-everything-ran-like-the-internet/
https://creativecommons.org/licenses/by-nc-sa/3.0/
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