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Background (1)

➢Population – 1.3 M 

➢Top 7 causes of  death  - HIV/AIDS, Lower respiratory 
infections, ischemic heart disease, Diabetes, Stroke, 
Diarrheal diseases & Tuberculosis (CDC 2018) 

➢According to SHIMS 3, 2021 the Adult HIV Prevalence is 
at 24.8%

➢Eswatini is one of  the few countries to decrease HIV 
incidence among adults from 2.4% in 2011 (SHIMS 1) to 
0.62% in 2021 (SHIMS 3)

➢0.62% Incidence >> 4,000 new cases of  HIV per year 
among adults of  ages 15 years and older.



Background (2)
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The referral of samples from the 
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done through the government-
owned National Sample 
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What are key performance indicators (KPI)?

• Key: The most important

• Performance: Directly related to the success 
of  the lab

• Indicators: Shows direction and provides 
clear feedback around if  current 
performance is aligned with the goals



What are key performance indicators?

➢ Eswatini Health Laboratory Services derived its 
strategic performance Measures from the 2021-
2023 Strategic Plan. 

➢KPIs are high-level measures of  performance 
towards a certain objective and are applied 
across departments.

➢They are designed to provide insight and track 
progress toward the attainment of  goals

➢The KPIs are tracked at different levels(Weekly, 
monthly, quarterly and annually and end term 
evaluations



Steps towards establishing and operationalising 
the KPIs

Approval of 
2021 to 2023 
Strategic plan 

Key 
stakeholders 

invited to 
develop 
annual 

operational 
plans

Each strategic 
objective was 
assigned key 
performance 

indicators

Teams were 
formed and 

assigned 
responsibility 

for each 
objective  

Routine 
monitoring 
system was 
developed

Established 
the 

monitoring 
plan which 

includes 
reporting 

frequency, 
format, and 

plan to 
address 
results

Performance 
evaluation of 
strategic plan 
is conducted 

annually 

End term 
evaluation is 
planned for 
the end of 

2023



Steps towards establishing and operationalising the 
KPIs

➢Laboratory strategic objectives

➢Facility performance

➢Supplier performance

➢Monitoring and evaluation 
(M&E)

Four key areas 
were selected 

to monitor 
KPIs for the 
laboratory 
network:



Key performance 
indicators (KPIs)



Strategic Plan KPIs (1)



Strategic Plan KPIs (2)



Key Performance Indicator (KPI) Target

Service And 
Maintenance

1. Percentage of planned maintenance cells performed on schedule 100%

2. Average # of hours lapsed from initial support call to service providers on-site 
visit (mean time to response)

< 24 hours

3. Average # of hours lapsed from initial service call to job completion (mean time to 
repair)

< 48 Hours

4. Number of instrument outages which occur less than 3 months after any scheduled or 
unscheduled maintenance or repair work

< 2 per 
instrument per 
year

5. Total percentage instrument uptime > 95%

Reporting & 
Management

6. Percentage of quarterly reports submitted within 30 days of previous quarter-end 100%

7. Number of meetings held between service provider customer Representative and 
Government Representative ( MOH Convened)

one per  
quarter 

Supply Chain 
Management

8. Number of stockout of any reagents or consumables for which the service provider is 
responsible leading to interruptions in testing services

0

Supplier-related performance KPIs



Facility KPIs

Equipment 
downtimes

KPI



M&E KPIs

Systems
and tools

Data
reviews 

and 
Evaluations

Data 
quality 

assurance



Performance enablers (1)

Guiding documents 
(strategic plan, SOPs, 
Manuals, Operational plans, 
CPD guideline etc.)

Tools (request forms, log 
sheets)

Supporting data systems 
(Laboratory Information 
System, Client Management 
Information System, Aspect).

Team engagement to drive 
performance using existing 
platforms (Lab TWG, Lab 
managers meeting)



Performance enablers (2)

• Guiding documents • Tools



Performance enablers (3)

Supporting data systems Using teams to drive performance

The CMIS-LIS interface allows for tests to be requested 
electronically at facilities in the country and results are 
transmitted back to sites through the same platform once they 
have been authorized in the laboratory. This significantly reduces 
the turn-around time.

Lab strategic and implementation plan development team

Engagement of programs, civil society and 
lab to improve laboratory services



Results



Strategic Plan (1) 

Achieved 14 67%

Partially achieved 4 19%

Pending 1 5%

Not achieved 1 5%

Total 21

Performance measures achieved



Strategic Plan (2)
Supporting documents for activities in the 
lab strategic plan



Supplier performance

Results of review 
with Hologic Panther 



Facility performance
Monthly, facilities report during the Laboratory Managers Meeting on 
the progress of LQMS implementation and tracking of quality indicators. 
Reports are also shared with the EHLS management to follow-up on 
activities and action plans.

Tracking of monthly testing statistics at the NMRL

Laboratory quality indicators



Monitoring and evaluation (M&E)

Type of tests No Verified No Reported

Verification 

factors

CD4 572 629 110%

EID PCR 263 268 102%

HB 92 92 100%

Hep B 6163 5536 90%

HIV 10557 9412 89%

Malaria 7245 6209 86%

RPR 540 528 98%

Urine Chem 5345 5295 99%

Data verification of reported test volumes 
Oct ‘22 – March ‘23

Viral load TAT monitoring (from collection to results return)



Countrywide Gene Xpert testing data

Monitoring and evaluation (M&E) 2



Conclusion

➢ Monitoring of  KPIs has ensured that the EHLS is able to have real-time 
information on what is happening within the network.

➢ KPIs are an important tool in proving feedback to stakeholders and ensuring 
that challenges are identified early and resolved timely.

➢ Regular review meetings with suppliers help improve their performance 

➢Data quality assessments are important in evaluating and validating 
information to inform decision making.

➢“You can’t even recognise the traps for mistakes that you have made before if  
you don’t self  evaluate” Unknown



Thank you.


