
We are committed to empowering women to become 
educated health consumers and enabling communities to 
hold providers accountable for the quality of care they deliver. 
Our vision is to work with local partners to develop a widely-
adopted, easy-to-use tool that:

•  educates women on the quality of care they should
expect from health providers

•  informs women about available health programs and
services

•  enables women to anonymously rate the quality of
care they received

•  empowers women to make more informed decisions
about their health and health care

•  encourages providers and health officials to improve
care in response to quality ratings delivered through a
continuous feedback loop

As a first step, we partnered with the White Ribbon Alliance 
for Safe Motherhood India (WRAI) and Gram Vaani (a social 
technology company) to create a free mobile phone platform 
that uses interactive voice response technology to reach low-
income women with limited literacy.

To design the platform, WRAI and Gram Vaani convened 
stakeholders at the local, state, and national levels to achieve 
consensus on four areas of quality for women to rate: 
timeliness, service availability, cleanliness, and respectful care. 
In early 2014, WRAI and Gram Vaani conducted a field test with 
400 women in 20 villages of Jharkhand, ultimately reaching 
nearly 5,000 callers in just four months. 

Findings to date reveal that low-income women with limited 
literacy can successfully use an interactive voice response platform 
to learn and rate care quality, and that health providers and officials 
are receptive to receiving this feedback. Building on the field test’s 
success, we hope to develop a model that can be scaled to reach 
more women, communities, and providers — in India and beyond.  

Amplifying women’s voices to improve 
the quality of maternal health care

These programs are funded by MSD for Mothers, MSD’s 10-year, $500 million initiative to create a world where no woman dies from complications of pregnancy and childbirth.  

For more information and an update on progress, visit www.merckformothers.com and www.whiteribbonalliance.org.

Welcome
3 channels on: quality of care, 
maternal health, and entitlements

15 questions to rate the quality of 
maternal health care received

Input compiled, 
sent

Providers & Health Officials

1  Maya calls to place a missed call, 
 and the platform immediately calls 
her back.

2  Maya can choose to hear information 
about quality of care and maternal 
health, or government programs she’s 
entitled to participate in. She can also 
rate the quality of her latest maternal 
health care experience. 

3  Maya’s feedback is posted on the 
platform and sent to decision-makers.
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