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Abstract

Background: Telehealthisgrowing, especialy in areas where access to health facilities is difficult. We previously used 2-way
texting (2wT) via SMS to improve the quality of postoperative care after voluntary medical male circumcision in South Africa.
In this study, we offered males aged 15 years and older WhatsApp or SMS as their message delivery and interaction platform to
explore user preferences and behaviors.

Objective: The objectives of this process evaluation embedded within a larger 2wT expansion trial were to (1) explore 2wT
client preferences, including client satisfaction, with WhatsApp or SMS; (2) examine response rates (participation) by SMS and
WhatsApp; and (3) gather feedback from the 2wT implementation team on the WhatsA pp approach.

Methods: Males aged 15 years and older undergoing voluntary medical male circumcision in program sites could choose their
follow-up approach, selecting 2wT via SMS or WhatsApp or routine care (in-person postoperative visits). The 2wT system
provided 1-way educational messages and an open 2-way communication channel between providers and clients. We analyzed
guantitative data from the 2wT database on message delivery platforms (WhatsApp vs SMS), response rates, and user behaviors
using chi-square tests, z tests, and t tests. The team conducted short phone calls with WhatsApp and SMS clients about their
perceptions of this 2wT platform using a short, structured interview guide. We consider informal reflections from the technical
team members on the use of WhatsApp. We applied an implementation science lens using the RE-AIM (reach, effectiveness,
adoption, implementation, and maintenance) framework to focus results on practice and policy improvement.

Results:  Over a2-month period—from August to October, 2023—337 males enrolled in 2wT and were offered WhatsApp or
SMSand wereincluded in the analysis. For 2wT reach, 177 (53%) participants chose WhatsApp as their platform (P=.38). Mean
client age was 30 years, and 253 (75%) participants chose English for automated messages. From quality assurance calls, amost
all respondents (87/89, 98%) were happy with the way they were followed up. For effectiveness, on average for the days on which
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responses were requested, 58 (33%) WhatsApp clients and 44 (28%) SMS clients responded (P=.50). All 2wT team members
believed WhatsApp limited the automated message content, language choices, and inclusivity as compared with the SM S-based
2wT approach.

Conclusions:  When presented with a choice of 2wT communication platform, clients appear evenly split between SMS and
WhatsApp. However, WhatsApp requires a smartphone and data plan, potentially reducing reach at scale. Clients using both
platforms responded to 2wT interactive prompts, demonstrating similar effectiveness in engaging clients in follow-up. For
telehealth interventions, digital health designers should maintain an SM S-based platform and carefully consider adding WhatsApp
as an option for clients, using an implementation science approach to present evidence that guides the best implementation

approach for their setting.

(IMIR Form Res 2024;8:€62762) doi: 10.2196/62762
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Introduction

Telehealth, the process of engaging clients and their clinicians
via internet, phone, or other digital interfaces, is increasingly
recognized for its potential ability to enhance the quality of
patient care, including for postoperative follow-up [1-3]. It is
also being recognized by guideline-setting organizations: the
World Health Organization's (WHO) Global Strategy on Digital
Health 2020-2025 promoted people-centered health systems
including the potential contribution of digital, evidence-based
self-management tools [4]. However, many digital health
interventions amed at improving follow-up through
postoperative education or enhanced communication between
providers and patients require the users to have smartphones or
web access, resulting in interventions that may be more
appropriate in high-resource settings [5-11]. Interventions that
require only basic phones or use SMS are less common [12].
Few studies of digitd hedth innovations to improve
postoperative care have been conducted in routine sub-Saharan
African (SSA) settings or other low- or middle-income country
(LMIC) contexts [13-16]. In many LMIC settings, scarce
resources, long distances to health care access, and shortages
of health care workers (HCWSs) reduce easy access to trained
clinicians. More evidence on how telehealth can improve the
quality of postoperative carein LMIC settings is needed.

Telehealth using mobile phones (mobile health [mHealth]), is
an especially helpful tool that reflects the scarcity of HCWsin
SSA; asof 2019, there were about 10 times as many nursesand
midwives per 1000 people in high-income countries compared
with LMICs [17,18]. Mobile phone ownership has been
increasing in SSA; 89% of peoplein SSA have amobile phone,
leading to an increase in the use of mHealth [19]. Asonly 36%
of people in SSA use the internet, SMS is, therefore, a more
equitable platform to reach people with only basic, feature
phones [20]. As internet access grows, preferences for
smartphones, and data-driven communication platforms, like
WhatsApp, may become more convenient or desired for their
additional functionalities such as photos, videos, and voice
messages [21].

Previously, we demonstrated that 2-way texting (2wT) for
postoperative follow-up instead of routine, in-person visitswas
safe, efficient, and acceptable for both clients and providers
after voluntary medical male circumcision (VMMC) in South
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Africa[16,22,23]. A 2wT-based follow-up provides males aged
15 years and older with an option to receive and respond to
SMS messages rather than returning for mandatory follow-up
visits at the health center on days 2 and 7 after VMMC. Our
2wT approach used SM S and offset use costsfor clients, making
it free to participate using SMS [24-26]. We found that 2wT
identifies complications more quickly than in-person visits[16],
saves an average of US $4 per client follow-up [27], and has
high usability among clients and their clinicians[22,23].

To explore the use of WhatsApp versus SMS in our routine,
South African, postoperative care settings, we embedded a
process evaluation within alarger 2wT expansion trial. In this
study, our objectiveswere (1) to explore 2wT client preferences,
including client satisfaction, with WhatsApp or SMS; (2) to
examine response rates (participation) by SM S and WhatsA pp;
and (3) to gather feedback from the 2wT implementation team
on the WhatsApp approach for 2wT. We apply the lens of the
implementation science framework, RE-AIM (reach,
effectiveness, adoption, implementation, and maintenance) [28],
to better understand individual-level constructs of 2wT reach
and effectiveness as well as organization-level implementation
using SMS versus WhatsApp. Findings from this evaluation
could help inform other mHealth implementers in their
consideration of SMS versus WhatsApp as a platform for
telehealth delivery in routine LMIC settings.

Methods

Background: 2wT Expansion in RoutineVMMC
Service Déelivery

This comparison of WhatsApp to SMS study is nested as the
final step within a quasi-experimental, 4-step, stepped wedge
study conducted from January 30 to October 19, 2023. The
objective of the parent study wasto assess the effectiveness and
efficiency of 2wT as part of routine VMMC care in Ekurhuleni
(Gauteng Province) and Dr Kenneth Kaunda Districts (North
West Province). The study was a collaboration between the
University of Washington, Seattle, WA USA; Aurum Institute,
Johannesburg, South Africa; Right to Care, Pretoria, South
Africa; and Medic, Nairobi, Kenya. Eligibility for 2wT included
thefollowing: aged>15 years; possessed amobile phone during
VMMC registration; basic literacy; basic digital literacy;
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received the 2wT enrollment message; and willing to interact
about healing via mobile phone.

In the period from August 17 to October 19, 2023, only, males
who opted into the 2w T-based follow-up approach were offered
a choice of either SMS or WhatsApp as the platform for the
hybrid 2wT message delivery. Nurseswho enrolled clients saw
the phone the client was using, so only those with smartphones
were asked if they wanted to opt into the 2wT approach to
receive messages via WhatsApp. Clients were informed that
the selection of WhatsApp would require the use of their data
plans whereas SMS messages were free to send and receive.
This embedded study compares the uptake of 2wT via SMS or
WhatsApp among the 2wT intervention group. Forthcoming,
broader manuscripts from the complete stepped wedge study
will include the entireimplementation period, with manuscripts
focused on comparing clinical outcomes between 2wT and
standard-of-care clients; costing analysis of the 2wT approach
in routine settings; and qualitative exploration of barriers and
facilitators to 2wT expansion using key informant interviews.

2wT Intervention Implementation

The hybrid automated and interactive 2wT intervention,
including training details, was described in detail previously
[15,16,22,23,29-31]. For the duration of the stepped wedge,
there were no major changes to the intervention or open-source
software, released previously [32]. The addition of the
WhatsA pp messaging platform in addition to SMSdid not alter
the intervention from the perspective of the HCWs; the 2wT
interface and message-based interaction remained unchanged
(Figure 1). Implementing teams received a brief refresher
orientation, including that the updated 2wT enrollment form
asked whether participants chose SMS or WhatsApp. Minor
downtimes of the WhatsA pp server were documented in routine
performance monitoring and swiftly addressed.

For 2wT scale-up, clients were made aware of the 2wT
follow-up option during VMM C preoperative counseling. Males
were offered the choice to be followed up via2wT or to attend
in-person, postoperative visits at the clinic. For those who
elected to participate, enrollment into the 2wT system occurred
during postoperative counseling. The staff member enrolling
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the participant physically confirmed that the participant received
the confirmation welcome message signaling successful
enrollment before discharge.

After enrolling, the 2wT system sent automated messages asking
males to respond about their healing progress on days 1-3, 5,
7, 10, and 13 (Figure 2). All 2wT participants were asked to
respond with either healing well (responded with “0”), or a
complication/request for help (responded with “1"). During the
14-day healing period, the system sent automated educational
messages on alternate days about wound care, including how
to remove the bandage, properly soak the wound, and elevate
it to reduce swelling. Automated messages were the same via
WhatsApp or SMS. Clients could respond unprompted to the
provider on any day. When males responded with potential
complications, anurse responded viamessage and referred them
for in-person care when necessary. For SM S, males could choose
to receive their automated, scripted messages in Afrikaans,
English, Sotho, Tswana, or Zulu. Those who chose WhatsApp
could only choose between 3 of the languages, Afrikaans,
English, or Zulu. Clients could respond in any language of their
choice. Clients could request a callback at any time. The nurse
couldinitiate callsat any time. A 2wT message sent or received
using SMS was free. Routine data rates were applied for males
who chose 2wT using WhatsApp. Automated messages, or
“templates’ sent through WhatsApp required approval by
WhatsApp staff, and templates were approved separately for
each language in which they were sent out.

2wT client protections were in place. 2wT participants could
always seek in-person care when desired or for emergenciesin
linewith South African National Department of Health VMMC
guidelines. When there were power supply disruptions affecting
cell connectivity, clients were not enrolled into 2wT and
interested clientswere followed up with standard of care through
in-person visits. Aswith standard-of-care clients, if 2wT males
did not respond within the first days (day 3 for males younger
than 18 years and day 8 for males aged 18 years and older), a
system aert “tasked” the nurse with calling the client. Clients
who could not be reached by message or by phone werereferred
for routine tracing as per guidelines.
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Figurel. 2wT system architecture overview, South Africa (adapted from Feldacker et a [16]) which is published under Creative Commons Attribution
4.0 International License [33]). This figure presents the system architecture for 2wT, both for SMS and WhatsApp. The CHT captures and stores data
related to clients. RapidPro and Africa’s Talking enable automated and individualized messages to be sent to and received from, clients through local
telecommunications companies. 2wT: 2-way texting; CHT: Community Health Toolkit; VMMC: voluntary medical male circumcision.

CHT Text Messaging: SMS or WhatsApp
@ Through the CHT application 4 ) RapidPro facilitates hybrid messaging: sending
Data is captured in 5 = programming interface (API1), client automated daily messages and supporting individualized
1 the CHT for 2WT 2 L : messages are sent to Rapidpro text-based telehealth between clients and the nurse

4 > RapidPro —ak %'ﬂ'fuﬂg;
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back to the CHT. Data is stored
in the CouchDB database. Data
is managed using the Postgres
relational database
management system
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Figure2. Messageflow for the 2wT system (adapted from Feldacker et al [16]) whichispublished under Creative Commons Attribution 4.0 International
License [33]). This figure presents the message flow for the 2wT system. Starting on the day of circumcision, automated prompts ask about healing.
Those who respond with potential complications are followed by a“hub nurse,” or a nurse who monitors the entire system. If they need to be seenin
person, the hub refersto anurse at the client’s facility where a“site nurse,” follows up with the client to ensure completion of the referral. The system
generates no response “tasks’ for health care providers when aclient does not respond to any messages, triggering tracing. 2wT: 2-way texting; VMMC:
voluntary medical male circumcision.
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Theoretical Eramework factorsrelated to 2wT scale-up [28]. For thisembedded process

evaluation component, we explored 3 individual-level aspects
For the overall stepped wedge trial, we applied the related to the choice between SMSand WhatsApp: 2wT reach,
implementation science framework, RE-AIM, to understand  effectiveness, and implementation. “Reach” was explored by
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looking at the proportion and characteristics of 2wT clientswho
chose WhatsApp versus SMS. “Effectiveness’ was measured
by comparing 2wT response rates by SMS and WhatsApp and
understanding client preferences through quality improvement
phone calls. We also explored an organizational -level aspect of
the RE-AIM framework, “Implementation” summarizing
feedback related to the technical considerations and constraints
faced by the 2wT team using WhatsA pp, informing future 2wT
implementation improvements.

Data Sourcesand Analysis

This paper reports on three data sources: (1) the 2wT database,
(2) aquality improvement exercise in which study staff called
asubset of 2wT participants to solicit feedback on the system,
and (3) informal feedback from the 2w T technical team leading
2wT implementation.

Reach and Effectiveness. Quantitative Data Source and
Analysis

The2wT database included enrollment detailsincluding patient
name, phone humber, enrollment date, age, language preference,
and messaging platform chosen (SM S or WhatsApp). The2wT
database also maintained records of daily responses, both
inbound (from clients) and outbound (from the system or nurse).
We analyzed 2wT response and interaction datausing R Studio
(verson 2023.12.1+402; R Foundation for Statistical
Computing). We assessed differences in message platform
preference using a 1-sample t test. We included descriptive
statistics about demographics, including counts and percentage
of districts where the procedure was conducted, age groups and
2wT languages, and compared between platforms using
chi-square tests. For response content, we presented a diagram
of the frequencies of the response types by day. Responses
included no AE, potential AE, direct interaction with the
provider, and no response. When males responded with a “1”
indicating they had a question or issues with healing, the
provider followed up to ask for more details, and the following
responses from males were captured as “direct interaction.”

For the response platform, we presented counts and percentages
of those who responded within 3 days, because if there was no
response by that time, the 2wT system prompted a health care
provider to follow up. We also presented, “any response within
14 days,” as documentation of follow-up within 14 daysis a
President’'s Emergency Plan for AIDS Relief (PEPFAR)
Monitoring, Evaluation and Reporting (MER) indicator [34].
For days a response was requested, we presented counts and
percentages and compared responses (including responseswithin
3 and 14 days) using a 2-sample proportion z test. Finally, we
calculated the average number of responses for days aresponse
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was requested, by the platform, using a Welch 2-sample t test
[35]. Both 95% Cls and df were reported.

Effectiveness. Client Satisfaction Through Quality
I mprovement Data Source and Analysis

For routine quality improvement data, the 2wT study team (a
nurse and a study coordinator) called clients during this period,
attempting to reach at least 100 mal esfor feedback from among
the most recent clients. The number 100 was chosen to reflect
both a desire for broad feedback and scarce human resources.
The team asked each participant 9 questions about their 2wT
experience (interview guide attached in Multimedia Appendix
1) and recorded their responsesin aMicrosoft Excel spreadsheet.
Responses were standardized and categorized by an external
researcher. The team summarized responses quantitatively and
categorized qualitative feedback by theme.

I mplementation: WhatsApp Team Feedback Data Source
and Analysis

Last, we collected information from ashared, web-based Google
Document that contai ned team feedback during implementation.
The team reviewed all feedback for WhatsApp-related
experiences and summarized entriesin tabular format.

Ethical Consider ations

The review boards of the University of Washington (number
00009703; CF) and the University of Witwatersrand, Human
Research Ethics Committee (number 200204; GS) approved
the study protocol for the routine scale-up of 2wT as part of the
stepped wedge study. No specific consent wasrequired for 2wT
follow-up enroliment nor data collection as part of routine
quality improvement activities. No client identification names
or numbers were included in the analyzed data.

Results

Reach: Client Characteristics

Of the 6842 participants in the stepped wedge trial who were
offered 2wT, 2586 (38%) participants opted in (Figure 3). Of
all 2586 clients enrolled across the stepped wedge, 339 males
enrolled from August 17 to October 19, 2023 (Table 1). Of the
339 males, 337 males were included in the process evaluation
analysis after excluding 2 clients who enrolled in one platform
and responded on the other.

There was no significant difference (1-sample t test, t,=0.76
P=.38) in the proportion who chose WhatsApp (177/337, 53%)
versus SMS (160/337, 47%) (Table 1). Most clients were
enrolled in Ekurhuleni District (297/337, 88%). The mean age
was 30 (SD 10) years. Most males preferred English for their
automated messages.
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Figure 3. Exclusion diagram for routine and 2wT clients. This figure depicts the number of clients enrolled in 2wT and those included for analysis. In
this overall study, 6842 clients were offered 2wT. Of 2586 participants who opted in, 339 were during the period where clients were offered a choice

of WhatsApp or SMS. 2wT: 2-way texting.
6842 offered
2wT

4256 removed:
»| « Participants not enrolled in
2wT
Y
2586
2247 removed:
»| * Participants enrolled before
\J August 17
339
2 removed:
« Registered using WhatsApp
and responded at least once
> with"'lSMS" or "Both" (2
participants)
* Registered using SMS and
responded at least once with
b L "WhatsApp" (0) )
337

Table 1. Demographics of 2-way texting (2wT) participants during the period of platform choice.

WhatsApp SMS Chi-square/ t test (df) Pvalue  Overall

Province/District/ (Rural/Urban), n (%)

Gauteng/Ekurhuleni/Urban 165 (93) 1283  57(1) 45 297 (88)

North West/Dr Kenneth Kaunda/Peri-urban or rura 12(7) 28 (17) 417 (1) .04 40 (12)
Age (years), mean (SD) 29 (10) 31(11) N/AP N/AP 30 (10)
Age (years), n (%)

15-29 96 (54) 76 (47) 2.33 (1?2 13 172 (51)

30+ 81 (46) 84 (52) 06 (1) 82 165 (49)
L anguage category, n (%)°

English 134 (76) 19(74) g9y 35 253 (75)

Setswana N/AY 50 N/A® nae o 5@

Sesotho N/AY 6(4) N/A® nAS 60

Isizulu 43 (24) 30 (19) 232 (1) 13 73(22)
Total 177 (53) 160(47) 76 (1) 38 337 (100)

8A chi-square test was conducted.

BNot applicable. A t test was not conducted because at least one group was not normally distributed.
®No clients selected Afrikaans.

dNot applicable. Setswana and Sesotho were not offered on WhatsA pp.

®Not applicable. A chi-square test was not conducted due to small sample sizes.

fa 1-samplet test was conducted.
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Effectiveness

Responses

Overall, the average of the response rates for each of the 14
days was 22% (ranging from 1% on day 10 to 55% on days 1
and 2, Figure 4). Response rates did not vary significantly by
2wT déelivery platform: WhatsA pp clients responded to 23% of
all messages (ranging from 2% on day 8to 58% onday 1, Figure
5) and 20% of SM S clients (ranging from 0% on day 10 to 52%

Fabens et al

onday 2, Figure 6). On dayswhen asystem-generated message
was sent requiring aresponse, the mean response rate was 30%.

On average, across al clients, 235 (70%) of males responded
within 3 days (Table 2). Thisdid not vary by delivery platform
(P=.80). Among al clients, and in accordance with PEPFAR
guidance for at |east one follow-up contact within 14 days, 267
(79%) of all participants responded at east once over the course
of the 14 days and this did not differ by platform (P=.73).

Figure4. Distribution of types of responses to messages in the days after circumcision. Days with red boxes denote the days the 2-way texting system
requested a response. These figures show the types of responses by males from days 1 to 14 after circumcision. The first is for al clients and the
subsequent 2 are for clients registered by WhatsApp and SM'S, respectively. On any given day, clients could respond in 1 of 4 ways: no response; no
reported AE, reported potential AE or complication; or direct interaction with any text to the nurse. AE: adverse event.
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Figure5. Daily response: WhatsApp clients. Days with red boxes denote the days the 2-way texting system requested a response. AE: adverse event.
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Figure 6. Daily response: SMS clients. Days with red boxes denote the days the 2-way texting system requested a response. AE: adverse event.
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Table 2. Responserate to daily 2-way texting (2wT) prompts, by platform (WhatsApp or SMS).
Day of response requested (n=337) WhatsApp SMS ztest/ t test (df) P value Overal
Any response within X days, n (%)
Any response < 3 days 125 (71) 110 (69) 07 (1)2 .80 235 (70)
Any response < 14 days 142 (80) 125 (78) 12 (1) .73 267 (79)
Responserate by day of expected response, n (%)
1 103 (58) 81 (51) 165 (1)° 20 184 (55)
2 100 (56) 84 (52) 39 (1) 53 184 (55)
3 66 (37) 43 (27) 3.70 (1) .05 109 (32)
5 73 (41) 68 (42) 02 (1) 90 141 (42)
7 25 (14) 24 (15) 01 (12 94 49 (15)
10 3(2) 0(0) 1.15 (1)2 28 3(1
13 36 (20) 11(7) 11.60 (1)2 <.001 47 (14)
Average response on days with response requested 58 (33) 44 (28) .70 (11.86)° .50 102 (30)
Total clients 177 160 N/AC N/A 337

8A 2-sample proportion z test was conducted.
BA Welch 2-samplet test was conducted.

°NI/A: not applicable (a 1-sample t test was conducted and presented above in Table 1).

Client Satisfaction

Out of 363 malesin the process evaluation, the team attempted
to reach 188 males, of which 104 (55%) malesresponded to the
phone call: five were excluded (two who noted they chose
in-person review and three who did not know their platform).
Out of the 99 participants, 48 (48%) participants chose
WhatsApp, and 51 (52%) participants chose SMS (Table 3).
No clients who chose WhatsApp explained their preference.
Among those who chose SMS, the most common reasons for
SM S preference were that they did not have WhatsA pp, did not
know about the WhatsApp option, SMSwasfree, their network
access would not support WhatsApp, they perceived SMS to
be easier to use, or they thought SMS was the same as
WhatsApp.

https://formative.jmir.org/2024/1/e62762

Nearly all (87/89, 98%) were happy with their platform choice
and 92 (99%) maleswould recommend 2wT to friends. Themes
identified ascommonto 2wT, by either platform, were that 2wT
made logistics easier (in avoiding trips to the clinic), helped
with information on physical healing, provided a private way
to communicate with clinicians, and clinicians provided
emotional support. One client appreciated the educational value
of the messages, “yes, at first [I] was scared but then the
messages gave me clear steps” Another said he would,
“recommend texting because with amessage | canread it more
than once and follow it unlike acall.” 2wT also saved the men
from having to go to the clinic, “... [it's] easier to respond than
going to clinic when you have no problem.”
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Table 3. Quantitative summary of quality improvement calls from providersto clients.

Questions (n=99) Chose WhatsApp, n (%) Chose SMS, n (%) Overdl, n (%)

1. How were you followed up after VMM C?? (n=99)

WhatsApp 46 (96) 1(2) 47 (48)
SMS 12 49 (96) 50 (51)
Did not receive messages 1(2) 1(2 2(2

2. After circumcision, did you choose SM'S or WhatsApp for your check-ups? (n=99)
WhatsApp 48 (100) N/AP 48 (48)

SMS N/AP 51 (100) 5(52)

3. Did you return to theclinic after circumcision? (n=98)

No 36 (75) 46 (92) 82 (84)

Yes 12 (25) 4(8) 16 (16)
4. Were you happy with your follow-ups? (n=89)

No 1(2) 102 2(2

Yes 46 (98) 41 (98) 87 (98)
5. Did you send an emgqji? (n=42)

No 42 (100) N/AC 42 (100)

Yes 0(0) N/AC 0(0)

6. Did you send a Voice note? (n=45)
No 43 (96) N/AC 43 (96)
Yes 24 N/AC 2(4)

7. Did you send a photo? (n=45)
No 45 (100) N/AC 45 (100)
Yes 0(0) N/AC 0(0)

8. Would you recommend this follow-up to your friends? (n=93)
No 1(2) 0(0) 1(1)
Yes 45 (98) 47 (100) 92 (99)

/MMC: voluntary medical male circumcision.

BNot applicable: these are mutually exclusive values.

“Not applicable: those who chose SMS could not send emojis, voice notes, or photos.

notes, challenges, and sol utionswas summarized and categorized

Implementation largely from the organization’s perspectives by the 2wT team

To explore considerations and constraints in  2wT  to inform implementation improvement. Results are presented
implementation using WhatsApp, the Google sheet of daily in Table 4.
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Table4. Summary of feedback from technical team on the use of WhatsApp for 2-way texting (2wT).

Challenge

Definition/explanation

Inconsistency in WhatsApp
message template approvals

Limitation on WhatsA pp support-
ed languages for automated
messages

Complex integration of message
aggregator and WhatsApp

WhatsApp is not designed for
health care delivery

Number of WhatsA pp messages
that can be sent is limited

No opt-out option for WhatsApp
clients

Templates are the combined automated message content and delivery schedule. WhatsApp approves al client
message templates. There are no clear guidelinesfor how WhatsApp staff approve or reject the submitted messages.
The WhatsApp team rejected about 40% of submitted templates, with some being approved in one language but
rejected verbatim in another. Sometimes the team resubmitted the same messages to WhatsA pp without changing
the content, which garnered faster approvals, potentially as the review team was different.

WhatsApp only supports 3 languages: Afrikaans, English, and Zulu. Five languages are supported by SMS.
WhatsApp may exclude a significant number of clients from being supported via WhatsA pp.

Direct integration between RapidPro (the 2wT messaging service) and the WhatsApp Application Programming
Interface is only availablein versions 7.4 and after, requiring additional software to link the 2 applications for the
complete intervention package. Thisintroduced the extra cost of building, maintaining, testing, deploying, and
monitoring an extraintegration layer across the systems. Initially, atoken was required to authorize the integration
between RapidPro and WhatsApp once every 24 hours, creating a bottleneck to maintain 2wT implementation
consistency.

WhatsA pp requires that business accounts open an advertising account within 30 days (even if thereisno intention
to advertise). This additional account is required to make changes to the WhatsA pp templates.

WhatsApp requires atrial period, restricting initial message delivery frequency. The number of messages may in-
crease over time.

The quality of templatesisrated by clients using unclear parameters. Low ratings may be posted if clients report
or block the 2wT messages. With low enough ratings, the template could be blocked or the 2wT intervention account

disabled.

Discussion

Principal Findings

Through this process evaluation, we explored the use of
WhatsA pp versus SM Sfor 2wT-based, postoperative follow-up
in routine VMMC settings. We found that 2wT clients were
split in their preferences for either WhatsApp or SMS, but all
clients appeared to like the 2wT tel ehealth approach. We found
that 2wT response rates were also similar via SMS and
WhatsA pp, suggesting that either messaging platform facilitated
engagement with clinicians. Feedback from the 2wT
implementation team noted challenges using the WhatsApp
platform as compared with SMS, constraints that may reduce
the quality of 2wT implementation, and clinical oversight. The
use of the RE-AIM framework helps interpret findings to
provide guidance for improved reach, effectiveness, and
implementation using WhatsApp at scale, informing other
mHealth implementers in their consideration of SMS versus
WhatsApp asaplatform for tel ehealth delivery inroutine LMIC
settings.

For reach, platform preference was evenly split between
WhatsApp and SMS, with similar demographics among those
who chose each platform. We al so found that mal es using either
platform believed the 2wT intervention to be helpful and
responded similarly, suggesting that both platforms may be
viable for the 2wT approach. While these findings may simply
reflect the proportion of males who own smartphones versus
basic phones, it also indicates the need for equity in mHealth
access. SMS-based 2wT reduces, rather than amplifies,
inequities as WhatsA pp isinaccessi ble to those who do not have
a smartphone, money to buy data bundles, or access to 3G
network [36]. Furthermore, SMS requires alow level of effort
for engagement, while WhatsApp requires users to download
the application and learn how to useit [37]. SMS may be more

https://formative.jmir.org/2024/1/e62762

widely accessible to those who do not know how to use
WhatsApp. WhatsApp should be considered as an additional
platform choice alongside, but not replacing, SMSto maximize
reach and equity assome malesare only ableto engageviaSMS
and others prefer WhatsApp.

For effectiveness, malesresponded similarly viaWhatsApp and
SMS with 70% (235/337) of participants responding within 3
days after VMMC and 79% (267/337) responding within 14
daysafter VMMC. For global VMM C donorsand most national
VMMC programsin SSA, critical follow-up datesafter VMMC
are 2 and 7 days after the procedure with required follow-up
within 14 days [34] to ensure timely identification and
management of AEs. While reported attendance at follow-up
visits may be higher, previous VMMC studies have found
between 60% and 80% of clients attended at least one visit
[16,38,39]. Thus, follow-up via 2wT appears comparable to
follow-up within routine care, with the added benefit of
2wT-based verification of those responses for monitoring and
eval uation purposes.

For implementation, while clinicians and 2wT organizational
level users found WhatsApp to be helpful, the application had
several technical barriers that may reduce expansion potential.
Due to challenges in setting up an aggregator for WhatsApp
messaging, the technical team had to refresh a token in the
system each day to ensure the messages flowed as intended,
leading to some clients missing messages on days the technical
team was unavailable. Furthermore, limited languages in
WhatsApp, like unavailability of Sotho and Setswana, limit
participation. Confirming message delivery viaWhatsApp was
more complex than for SM S-based messages, reducing fidelity
assurances. Finally, WhatsApp clients who sent nontext
messages (emojis and multimedia) did not have their responses
registered in the 2wT system. If clients sent these types of
responses, the response remained blank. This could have

IMIR Form Res 2024 | vol. 8 | e62762 | p. 11
(page number not for citation purposes)


http://www.w3.org/Style/XSL
http://www.renderx.com/

JMIR FORMATIVE RESEARCH

potentially caused HCWsto follow up with clients unnecessarily
or resulted in clients incorrectly marked as nonresponders in
the 2wT system.

Inthefuture, several improvements should be considered. While
2wT alowsfor only text responsesin either SMS or WhatsApp
options, future 2wT adaptations could explorethe use of emojis
and voice notes, especially helpful for userswho arelessliterate
users. WhatsApp voice notes have proven helpful among
providers [40] while emojis have been shown to be useful for
assessing patients' pain [41] suggesting that these areas merit
future exploration. While WhatsApp alowsusersto send photos,
due to privacy concerns and South Africa’'s Protection of
Personal Information Act [42], incorporation of photos into
2wT futureisunlikely. Although no breechesin confidentiality
were reported, vigilance in data security is always warranted.
Last, as SMS-based clients can already send a message to
“STOP” receiving messages, we hope that future WhatsApp
advances will similarly support clients with an opt-out option
to end participation if desired.

The findings of this exploration should be considered in light
of several limitations. Some authors of this manuscript were
part of the 2wT devel opment team; although attention was paid
to objectivity, including theinvol vement of external researchers,
bias is possible. We report which platform males chose but
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cannot conclude that satisfaction was related to choice in
platforms or the 2wT approach, itself. Deviations in fidelity
could have altered 2wT implementation. In the future, we will
examine fidelity as well as platform performance variations.
Males who responded to the quality improvement calls had
working phone numbers; those who were not reached could
have responded differently. While the 2wT application itself is
open-source (free without licensing costs), future costing
analysis should consider setup and maintenance costs alongside
running coststo better inform replication and expansion efforts.
Last, this was a small-scale process evaluation with a small
sample in 2 provinces of South Africa. Therefore, our results
may not be generalizable to all settings.

Conclusions

In this study, we use an implementation science approach to
explore2wT client preferenceswith WhatsApp or SM S, finding
them to be near equal in terms of response rates and satisfaction.
However, feedback from the 2wT implementati on team suggests
afew barriersto WhatsA pp that may reduce enthusiasm for the
messaging platform, including reduced language options and
the need for clients to have a smartphone. We suggest that
mHealth implementations for postoperative follow-up in SSA
or other low-resource settings should use SMS as the primary
messaging platform to increase equity, making WhatsApp
available in addition to, and not instead of, SMS.
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