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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 (RCCE) 
activities so they are tailored to 
the evolving conversation. 
 
Let’s combat the ‘infodemic’ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Highlights 

This report presents the results of social listening across a variety of 

platforms in Zambia by those in the RCCE sector in the week ending 

23 April 2020. Among the contents are the results of three separate 

digital polls in Zambia which give an insight into the current levels 

of knowledge, attitudes and behaviours. Highlights for this week’s 

report include:  

- Face masks were a major point of discussion across all 

platforms, including with regards to their affordability, 

effectiveness, re-use and the value of home-made versions. 

- A U-Report SMS poll found just over a half of respondents 

knew about calling 909 in the case of symptoms, but more 

than a third still thought best practice was to go immediately 

to a medical facility.  

- In the same poll, more than a third of respondents said a 

mixture of garlic and lemon was an effective Covid-19 

treatment. 

- The results of a separate poll by ZAZU are also highlighted below. Key findings include 
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that those outside Lusaka aren’t taking the virus as seriously as those in Lusaka. Nearly 

a third of overall respondents are hungry for information on how to stay safe, though 

the recognition that everyone can be infected and levels of knowledge of the main 

symptoms seems to be high. Nearly 9/10 know that you can pass on the virus before / 

without showing symptoms yourself. 

- A third poll reported below by GeoPoll of 12 sub-Saharan countries found Zambians 

were among the most concerned about Covid-19. 68% said they did not know anyone 

who had been tested, and 96% said they had taken steps to protect themselves. 71% said 

they were in some form of self-quarantine; limiting travel and visits to people outside 

their household. 

The report has been divided into sections below, and contains a full annex of Covid-19 media 

stories from the week. 

 

 

1. Broadcast, online and print media 

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: 

• Utilisation of face masks was a key topic for discussion as 

they become increasingly visible on the streets and as 

businesses enforce stricter entry rules at premises. There 

were several radio reports of how people are sharing masks 

to access public places, and borrow-a-mask set-ups on 

public transport. 

• On popular commercial radio stations, presenters discussed 

whether the directive on mandatory masks in public places 

was the right advice, and also the value of home-made 

masks, with a much discussed intervention by the 

Pharmaceutical Society of Zambia. People also sought 

advice on how masks can be correctly made, and correctly 

worn. Other discussion points around face masks including 

politicization and accessibility. 

• The purported remedy launch in Madagascar also provoked much debate from radio 

presenters.  

• Fears of reporting symptoms in the face of stigma were raised by a high-profile interview 

with a maid working for a family who had reported cases. 

 

Media monitoring 

 

 

RCCE response so far in 

Zambia 

 

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

o Community sensitization 
work in high-density areas 
with PA trucks. 
 

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 
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1. Social media 

With a social listening lens, the following types of comments were picked out this week: 

- In the light of reports on health worker infections, some wondered if health facilities were 

now safe for the public. There was also discussion on whether enough PPE supplies were 

available for health workers. 

- Discussion continued on accountability of funds donated for the Covid-19 response. 

- There was also continuing discussion on options for learning with schools closed, and how 

best to reach those in rural areas without access to the Internet or television services. 

- Much discussion around the announcement on places of worship in the Presidential 

statement on 24 April. 

2. U-Report 

On 22 April 2020, U-Report initiated an SMS-based poll of subscribers, leading to 9,200 responses. 

The poll results suggest that there is still a significant lack of knowledge when it comes to 

understandings of how to prevent transmission of Covid-19. Figure 1 below shows 43 per cent of 

those who participated in the poll believed that coronavirus cannot be transmitted in hot and 

humid climates. Furthermore, 41 per cent believe that only people exhibiting symptoms of Covid-

19 can spread the virus. Slightly more than a third believe that a lemon juice and garlic concoction 

is an effective preventive measure. Although with relatively low proportions, beliefs that 

mosquitos can transmit coronavirus and that the pneumonia vaccine is protective against Covid-

19 still reflect knowledge gaps warranting attention.  

Figure 1: Myths pertaining to transmission and prevention of Covid-19 
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Knowledge on prevention 

The poll also assessed respondents’ level of knowledge on recommended preventive measures. 

The results, shown in figure 2, show that about two thirds (63%) of respondents rightly identified 

all the key recommended preventive measures by choosing the ‘all options’ response. Among 

respondents who did not choose the ‘all options’ response, washing hands with soap was cited 

by the majority of respondents. This means that hand washing with soap and water is the most 

recognized preventive measure for Covid-19 given that 89 per cent of respondents cited it (i.e. 

63% who choose the all option which included handwashing with soap and the 26% who choose 

hand washing option independently). Not touching face (64%), physical distancing (65%) and 

coughing into a flexed arm (67%) rank relatively lower albeit recognized as preventive measures. 

Additional public messaging on preventive measures like not touching face, physical distancing, 

and coughing etiquette is therefore warranted.  

Figure 2: Knowledge on recommended Covid-19 preventive measures 

 

 

Healthcare seeking and beliefs about treatment 

Respondents were also asked a general question about ‘What people in their localities believe as 

treatment for Covid-19’ if they were to get it. Figure 3 below shows the findings, with about one 

in every three respondents citing lemons, and about one in every five respondents mentioning 

alcohol, garlic and chloroquine as treatment options.  

The Ministry of Health recommends that people with Covid-19 symptoms should call the 909 

hotline. A majority (54%) of respondents correctly identified the need to call the hotline if they 

suspect Covid-19 for themselves, family or friends. Slightly more than a third (37%) indicated that 

they would go to the nearest hospital. In this regard, increased efforts are required to provide 

accurate information on treatment seeking options  
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Biggest concerns 

The poll also sought to find out what the greatest concerns were for respondents with regard to 

Covid-19. Results illustrated in figure 5 below show that the ‘fear of dying’ constitutes the greatest 

concern. Concerns regarding stigma and discrimination, where to seek help, and those pertaining 

to potential streams of income and livelihood were also registered.  

Based on the nature of responses to this question, it is clear that respondents are concerned about 

their psychosocial wellbeing within the context of Covid-19, which is an area that current RCCE 

interventions have not emphasized. 

 

 

 

 

 

 

 

 

20%

37%

22%

20%

1%

Chloroquine Lemon Juice Alcohol Garlic Pawpaw

37%

54%

9%

Go to nearest hospital

Call hotline 909 and will be advised

No data

Figure 3: What people in their localities believe 
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Figure 4: Treatment seeking options 
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Figure 5: Common concerns with contracting coronavirus 

 

Conclusion 

From this poll, it is evident that whilst people have gained knowledge on various aspects of Covid-

19 prevention and control, knowledge gaps exist. In the context of this poll, information was 

immediately disseminated on the U-Report platform through a Question and Answer format to 

clarify each of the myths and misconceptions that respondents had. 

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, and since being set-up in 2012 has more than 200,000 subscribers, mostly 

young people. Since 16 March 2020, responses on Covid-19 are given by automatic bots and 

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

Facebook Messenger. 

 

3. ZAZU Public perceptions of Covid-19 survey 

In April 2020 ZAZU activated an SMS-based Bot – the ”CoronaBot” – to survey the population of 

Zambia about Covid-19. Between 1-10 April 2020, “CoronaBot” received 1,765 messages from 

1,326 distinct users. A summary of the findings and recommendations from the team are 

presented below: 
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We also picked out the following important research findings: 

- Those outside Lusaka aren’t yet taking the virus as seriously as those in Lusaka 

- Advice on masks and hand sanitizers needs to be conscious of lack of access 

- Nearly a third of respondents are hungry for information on how to stay safe 

- Recognition that everyone can be infected and the main symptoms seems to be quite high 

(roughly 4/5). Nearly 9/10 now that you can pass on the virus before / without showing 

symptoms yourself. 

- Just over half think it won’t be as bad here as in Italy/China, which may be underestimating 

the potential impact on Zambia. 

You can access the full report from ZAZU here. 

 

4. eNgoma Covid-19 Bot 

As of 24 April 2020, the bot has had 11,255 interactions, an increment of 6,555 from 7 days ago 

and a daily high of 1,659 as at 14hrs on 24 April 2020. This week, eNgoma added an automatic 

case tracker in response to public demand and also ability for the public to ask an expert on Covid-

19. 

Daily interactions (Highest) 

https://docsend.com/view/r5e8nwe
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Focal areas of information 

 

 

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. 

 

5. GeoPoll results from Zambia 

https://corona.e-ngoma.com/MOHCOVID-19BOT
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The second Covid-19 survey of people in 12 sub-Saharan African countries published results this 

week, showing polling results on awareness, attitudes and precautions. A link to the report is 

available below, and we highlight key findings for Zambia here: 

• Of the 12 countries surveyed, Zambian respondents reported the second highest levels of 

fear of catching the disease (82% very concerned), after Mozambique (83%). 

• What most concerned respondents about the disease, was the potential economic impact 

(38%), followed by the risk of catching the disease (26%). 

• 68% said they did not know anyone who had been tested. 

• 96% said they had taken steps to protect themselves. 

• 55% said they had washed their hands for 20 second or more five or more times the 

previous day. 6% said they hadn’t washed their hands (20 seconds with soap) in the 

previous day. 

• 71% said they were in self-quarantine, limiting travel and seeing people outside their 

household. 

• 72% said that if they had mild symptoms they would go to hospital. 

• 67% said they were shopping for food/essentials less than normal. 

• 77% said they had worries about food insecurity in the last 7 days. 

• The most popular sources of information on coronavirus were reported to be social media 

(41%) and television (39%). 

To download the full report, including a presentation of Zambia results, click here.  

Background – The GeoPoll remote survey was undertaken in 12 African countries, including 

Zambia. Data for this latest poll was collected 2-9 April 2020, mainly through SMS, from randomly 

selected mobile network subscribers (400 respondents). 

 

 

https://www.dropbox.com/sh/l8zbvmsbar9jz9a/AABAh395eZxwUidiqds-gYyda?dl=0
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6. 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, 14,847 users have visited the platform. Content 

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

awareness levels. 

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 by the Community Engagement sub-group and 

shared during the week, following social mobilisation work in communities: 

- Some push back (hostility / frustration) reported during community sensitisation work to 

encourage handwashing and the wearing of face masks when people say these aren’t 

available / affordable. Expectations that these should be given out for free. 

- Fears of reporting symptoms, given experiences of stigma. 

- Uncertainty over mask advice, especially the benefits or not of home-made masks. 

- Concerns from women’s groups about increased gender-based violence in homes. 

- What does social distancing mean for married couples etc? 

- Reports of food insecurity coming from reduced economic activity and movement. 

- Concerns about lack of tailored messages for certain groups (children, young people, those 

with a disability etc). 

 

 

 

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. Currently around 800-

1000 calls are coming in each day. 

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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Many thanks to inputs received for this edition from Rhiannon Osborne, Betty C. Nalungwe, 

Precious Habeenzu, Chilufya Musosha, Andre Lesa, Tiwine Muchipa, Edgar Lungu 

__ 

ANNEX I – Weekly news review 

Please find embedded below… 

 

Annex 1, Covid19 

news review, 24 April 20.pdf
 

 


