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Social listening 
 

 
Social listening is the process of 
monitoring conversations, both 
online and offline, to understand 
what customers are saying. 
 
In the Zambia Covid-19 
response, social listening work 
is designed to track the 
concerns, queries, 
misunderstandings, needs and 
issues among the Zambian 
public, to help inform the wider 
risk communication and 
community engagement 
activities so they are tailored to 
the evolving conversation. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Introduction 

The below seeks to outline the major findings of social listening in 

the week to 17 April 2020, picked up from community mobilisation, 

media reviews, social media monitoring and digital platforms. The 

goal is to monitor trends in the conversation to provide a useful 

source of information for the Risk Communication and Community 

Engagement sector under the Covid-19 response. We hope this will 

be useful to those working hard to develop and adapt messaging to 

increase awareness and protective behaviours. 

The report has been divided into sections below, and contains a full 

annex of media stories from the week. The hope is that this report 

becomes a collaborative effort with inputs from different focal 

points and organisations. 
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1. Broadcast, online and print media 

Annex 1 below covers major Covid-19 stories across the media from 

the week. The majority of news stories focused on daily Covid-19 

announcements, including updated figures. Stories also covered 

the latest public safety measures, and government and civil society 

efforts. 

The below points have been picked out from the coverage this week 

for relevance to those leading Covid-19 messaging: 

• Fears that certain communities may be stigmatised during 

the coronavirus response 

• Concern more broadly that those identified as testing 

positive for Covid-19 will be stigmatised even if they 

recover 

• Continuing reports of illegal bars opening for drinking, 

particularly in high density neighbourhoods 

• Concerns about access to school lessons on tv for those in 

remote areas, and what other channels could be used 

• Continuing myths reported, such as that drinking alcohol 

can provide protection 

• Radio shows discussed whether bush meat could still be 

consumed 

• Concerns about continued commerce by street hawkers 

 

 

1. Social media 

The social media conversation around Covid-19 has been active, often using the #covid19Zambia 

hashtag. With a social listening lens, the following types of comments were noted this week: 

- One concern, seen repeatedly cropping up, is to wonder how people can be cured (i.e. test 

positive, and then later test negative after recovery). This may be coming from the HIV 

experience. This will be an important consideration around survivor stigma, and 

communities feeling positive and safe about having Covid-19 survivors returning. 

- Concern over the many donations and what will happen to the money. Several link this to 

issues with poverty coming from job losses and reduced trade. 

- Some say Covid-19 is being taken too seriously, whereas other killer diseases don’t get the 

attention they deserve. Just following ‘western’ world example, say some. 

Media monitoring 

 

 

RCCE response so far in 

Zambia 

 

o 300k posters and leaflets 
printed with messages on 
precautions and signs & 
symptoms 
 

o Community messaging in 
high-density neighbourhoods 
 

o 108k Covid-19 information 
requests on the 878 SMS 
platform 

 
o Public service 

announcements and 
mesages on TV and radio 
 

o 12 billboards across Lusaka 
 

oAt least 350k reached by 
social media messaging  

Digital platforms 
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- Masks are uncomfortable: hard to breathe, irritating, and it seems plenty aren’t following 

the guidelines “so why should we?” Also unaffordable for many. Government should 

donate them, say some. 

- Concern that not enough testing is being done. 

- Concern about not having water for handwashing. 

- Fear about those who are infected but rumoured to be fleeing the authorities and using 

public transport. 

- Continuing debate about whether quarantine is the right measure in a country like Zambia. 

- Concern that reaction on Kafue was disproportionate compared to Lusaka. 

- Fears about attending health facilities for routine medical needs. 

 

2. U-Report 

More than 108,000 Covid-19 related requests for information have been received on U-Report in 

Zambia, through the 878 text service. Around 1 in 5 messages are asking for information on “What 

is coronavirus”. Information on symptoms and how one can be protected is the second most 

prevalent query, accounting for around 15 per cent of queries. 

 

Daily traffic on U-Report in the past two weeks shows on average 2,775 daily interactions 

(message transmissions), with the highest being on 31 March (6,001) and lowest registered on 11 

April (2,043). There is a declining trend moving from March to the first few days of April before a 

uniform distribution is noted for most of the second week of April. The reason for this 

phenomenon is yet to be explored - it could be that people are gradually feeling more comfortable 

with the information they have, subsequently reducing the need for further information from the 

platform.  
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Fig 1: Disaggregation of U-Report messages by topic/content
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The recent introduction of the SMS bot1 has been very useful and 80 per cent of information needs 

on Covid-19 were accessed on the SMS bot platform.  

In terms of trends, the past two weeks have seen a major focus on people seeking updates on 

Zambia and global Covid-19 statistics. As part of the SMS bot, U-Report provides these numbers 

on the landing page once a message like “Corona” or “Corona Updates” is sent to the number 

878. 

Amongst the other key questions and queries falling into the ‘Other Covid issues’ category above, 

especially over the last two weeks, are: 

• How long does it take to show symptoms of coronavirus? 

• How is the coronavirus test taken? 

• Is coronavirus an airborne disease? 

• Can you get coronavirus from having sex? 

• What effect does coronavirus have on HIV Positive people? 

A poll of the 200,000 users registered with U-Report was initiated this week, and the results are 

likely to provide important information on the level of public understanding. 

Background – U-Report is an initiative under the National HIV/AIDS/STI/TB Council (NAC) with 

support from UNICEF. Users can access information on COVID-19 by texting ‘corona’ to 878. The 

service is free of charge. Since 16 March 2020, responses are given by automatic bots and 

designated responders. In the coming weeks, the message bot will be activated on WhatsApp and 

Facebook Messenger. 

 

 

 
1 SMS bot provides an interactive part of the U-Report platform with pre-recorded responses on various aspects of coronavirus including: how it is 
spread, symptoms, hotlines for Zambia, preventive measures. 
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Fig 2: Daily message traffic on U-Report platform
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3. eNgoma Covid-19 Bot 

So far, more than 4,700 interactions have taken place through the Covid-19 Bot. The below graph 

shows the areas the public are searching for, and shows most users are hungry for updates on 

the current situation in Zambia. As for queries received through the site, the most popular 

category of question was to find out more about testing. 

 

Background  - eNgoma is working with the Ministry of Health to deploy a Covid-19 Bot 

(https://corona.e-ngoma.com/MOHCOVID-19BOT) to counter misinformation, provide accurate 

and dynamic information on Covid-19 while gathering  questions from the public that the bot can 

then be trained on to eventually serve as an Artificial Intelligence Medical information portal able 

to provide answers to many questions the public have on COVID-19 and other medical conditions. 

 

4. Internet of Good Things (IoGT) 

Future editions of this report will include data from the IoGT web platform. Since the launch of 

Covid-19 related content on 27 March 2020, 11,093 users have visited the platform. Content 

includes a quiz gauging knowledge of Covid-19, which may provide useful data on public 

awareness levels. 

https://corona.e-ngoma.com/MOHCOVID-19BOT


 
 

6 

Background – The Internet of Good Things (IoGT) is a set of free, mobile-ready web-based 

resources that can be accessed for free on a smartphone / feature phone when accessed through 

the Free Basics platform on Airtel and MTN networks. URL – https://zm.goodinternet.org/  

 

 

 

The following issues and beliefs were noted and shared during the week, following social 

mobilisation work in communities: 

- Some believe that the act of swabbing for Covid-19 tests is what actually infects you, 

leading to fears around testing 

- Strong unmet desire for masks and hand sanitizer 

- Persistent beliefs in the use of alcohol drinking as a way to avoid infection 

- Requests for more IEC materials 

- In higher density areas, few businesses are reported to have handwashing stations at 

entry, little mask use and little social distancing 

- Concern about where donated money is being used 

- Incomes being hit, leading to food insecurity 

- Some hostility to community sensitization without mask/soap distribution 

- Some community discussion was around the lack of a visible face to those with the 

disease, which makes people suspicious about whether this is real 

- From Kitwe, impression that Covid-19 is only an issue for people in Lusaka 

- Still hearing the idea that sunshine and higher temperatures will prevent you from catching 

the virus 

 

 

Future editions of this product will include weekly data from the 909 call centre (DMMU/ZNPHI) 

particularly with analysis of the types and quantities of calls coming in. 

 

Many thanks to inputs received for this edition from Sheila Hope, Betty C. Nalungwe, Precious 

Habeenzu, Chilufya Musosha, Andre Lesa 

__ 

For further information, please contact: 

- RCCE sub-committee chair - Ms. Winfridah Liwoyo-Mulenga, Chief Health Promotion 

Officer, Department of Health Promotion, Environment & Social Determinants, 

Ministry of Health, 0977883176, winliwoy@yahoo.com  

- RCCE sub-committee co-chair - Ms. Mazyanga L. Mazaba Liwewe, Head of 

Communication Information and Research, ZNPHI, 0977879400, 

mazyanga.mazaba@znphi.co.zm  

- Sub-group for Dynamic Listening, Mr. John James (chair), UNICEF Zambia, 

0977300636, jjames@unicef.org 

-  

Call centre 

 

Community-work insights 

 

https://zm.goodinternet.org/
mailto:winliwoy@yahoo.com
mailto:mazyanga.mazaba@znphi.co.zm
mailto:jjames@unicef.org
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ANNEX I – Weekly news review 

Please find embedded below… 

 

Annex 1, Covid19 

news review, 17 April 20.pdf
 

 


