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[image: ]ANNEX 3: KEY INFORMANT INTERVIEW
NGO programme staff
Note to facilitator, the key takeaways should be:
1.  Understanding the project background and design
What were project objectives  
Motivations for selecting e-transfers
2.  Understanding the project implementation
Type and number of e-transfers
Process for delivery
Beneficiary capability with e-transfers, and how this was addressed
Main challenges encountered
3.  Impact of e-transfers for program participants
	Benefits and use of e-transfer mechanism to access financial services 
	Satisfaction by beneficiaries
4.  Recommendations for future programs

A. Introductions
The aim of this interview is to understand how you used e-transfers in your project, and whether it led to use of financial services by the program participants.  This interview should take about one hour. 
1. Please can you tell me your names
2. Please can you tell me your role on the <XXXX> cash transfer programme?
B. Project Background and Design
3. Can you tell me briefly the background and objectives of the <XXXX> cash transfer programme? 
· What type of emergency was it?
· What were the specific objectives? (e.g. address short-term basic needs, build resiliency, recovery, etc.)
·  What were the needs of beneficiaries and what was the cash transfer supposed to achieve? 
· What criteria were used to select beneficiaries?
· What was the timeframe of the project
·  what determined the amount they would receive? 

4. Can you explain the process that led to you deciding to use e-transfers and partner with <name of e-transfer company> to deliver the cash transfers?
· Who decided to use e-transfers?
· Why did you decide to use e-transfers?
· Was the potential for improving access of beneficiaries to financial services one of the reasons for the decision, or not?  
· Why and how did you select this particular e-transfer mechanism? 
· What other options did you look at for delivery of the CTP? 
· What did you take into account in your decision?  (Service coverage in project area; proximity of pay out points; costs to aid agency; costs to beneficiaries; security; training and support available for beneficiaries; design and language of the user interface).
· Did you know about the full range of transactions that were possible through the account and of any additional financial products of the e-transfer company that were available to account holders? 

· Why and how did you select this e-transfer service provider? 
· What previous experience had you had working with them?  
· Why did the service provider get involved? 
·  Financial inclusion of beneficiaries? 
· New customer acquisition?
· CSR?

C. Project Implementation
5. Can you tell me more about the <XXXX> cash transfer programme implementation?  
· Number of transfers (both e-transfers and manual cash if also used)
· Amounts received;
· frequency of transfer; 
· duration of the cash transfer (still on going or completed)?
6. What was the process for delivering the e-transfers?
a. If via mobile money, did program participants own mobile phones? 
b. How did you register program participants for the new service? 
· How do/did beneficiaries receive the money (where did they have to go/what did they have to do)?
· What are the different programme activities besides the cash transfer? specifically anything relating to improving financial management in the household)?  

7. How did the program participants manage to use the ATM card account/mobile money account?
· Can you estimate what percentage of program participants had already been using this service before the project e-transfers?
· Did program participants withdraw all of their cash at once? Do you know why they did or didn’t?  
· Did you encourage or expect them to withdraw all immediately?
· Did program participants use any of the other services available with their new account? Why or why not?

8.  What type of training, guidance and support was provided to program participants on how to use their account?
· Was there any practical, face to face training provided on how to use the account to a) withdraw money, and b) use the other services available (storing some of the cash transfer in the account; depositing own money into the account; transferring to another person; paying for goods etc.)? 
· How clear was the messaging to program participants that they could use these other services?
· Who provided this (the aid agency or the service provider)? 
· Duration of the training? 
· Were you satisfied with this training, and do you think it was adequate?
· If not any suggestions to make improvements to deliver a more impactful training? (e.g. training delivered by someone from the community who is more advanced, more cartoons and drawing in the materials, more suitable timetable for training delivery).

· Was any guidance provided in a leaflet or SMS?  What language was this in? Did it have pictures? 
· Was any on going support provided by the agency or service provider to assist beneficiaries to complete withdrawals (face to face / hotline)?
· Did you monitor and collect feedback from beneficiaries (in CRM/PDM) about these information activities? What did they find most useful? Did they learn enough to access their money?

8. What were the main challenges beneficiaries faced in using their ATM card account/mobile money account to withdraw their cash transfer?
· Distance to pay point; 
· queuing at pay out point; 
· costs reaching pay out point; 
· problems with network coverage; 
· language of the interface; 
· literacy;
· difficulties using the interface to complete transaction; 
· problems with the PIN/locking out of account; 
· technical glitches meaning money not received in their account; 
· lack of liquidity at the pay out point; 
· service provider issues – attitude, customer service; 
· withholding of money by staff; 
· insecurity; 
· infrastructure damage; 
· family member doesn't allow use of the account/attendance at pay out point;
· Lack of mobile phones
· How were these overcome (help from aid agency; help from customer agent; call hotline; help from community rep)? 
· What do you think hasn’t been done that should be tried next time?




9. By the end of the cash transfer/at this point in the cash transfer programme, what percentage of beneficiaries can complete the process for withdrawing the cash transfer by themselves and what percentage need support?

10. What worked well about the e-transfer system for delivering the cash transfers to beneficiaries? 

D. Impact of the e-transfers

With the goal of having a common language to this conversation……
11. What is your understanding of the term ‘financial products and services’? 
a. What are some examples of types of financial products and service providers that you’re aware of in this location?
b. How familiar are you with the products and services available through the (mobile money services) that you used with this e-transfer project?
c. Have you used these services yourself?

12. Please explain what you understand by the term ‘Financial Inclusion’.
[A common definition is:  Financial inclusion or inclusive financing is the delivery of financial services at affordable costs to sections of disadvantaged and low-income segments of society] 

13. How would you assess the <XXXX> cash transfer programme beneficiaries’ level of financial inclusion before the project – did you consider that they were ‘financially included or not’?  
a. What formal/informal types of financial services did they already use?
· formal (banks, MFI, Cooperatives) 
· informal (e.g. VSLAs, Merry-go-rounds) 
b. what are barriers that this target group faces to being financially included?
c.  are these barriers more significant for particular demographic groups (age, gender, occupation, literacy level, location)?
d. How long have the e-transfer (ATM card account/mobile money account) service been available in the community where you implemented this project?
e. Did beneficiaries have any prior experience if using this? 

14. Did/do any beneficiaries make use of the other transaction functions on the ATM card/mobile money account?
· making deposits/ 
· paying other services/
· transferring to others/
· air time? 
· Is this something you have monitored or have any data for or is it just anecdotal? 
· What percentage of beneficiaries have done this and how often? 
· For those who are using it, what has encouraged them to do so?
· Do you think the program participants are happy to have access to these additional services beyond the e-transfer?

15. What were the main challenges program participants faced in using the other account services (storing the cash transfer; depositing money; transferring money; paying for goods; air time) or accessing additional financial products (loans, savings, insurance)? 
· Lack of national id to open an account;
· Lack of mobile phone ownership;
· low understanding of the value of these services; 
· low understanding of how to complete transactions; 
· low awareness of the transaction services available; 
· low literacy levels; 
· lack of trust in the service provider; 
· complexity of the user interface; 
· language of the user interface; 
· traders acceptance of e-money; 
· costs of transactions; 
· poor network coverage; 
· technical errors; 
· lack of collateral for add-on financial products, 
· lack of support from the service provider/NGO, 
· need to withdraw all the money to spend for basic daily needs;
· No money to save
· lack of interest, 
· lack of adapted products, 
· lack of economic opportunities to invest a loan in, 
· lack of sources to repay the loan from, 
· lack of incentives from the providers, 
· What do you think should have been done that should be tried next time?


16. Did you expect that further Financial Inclusion would be an outcome from the use of e-transfers to deliver cash transfers to this target group?  
· Was this a stated (monitored) objective of the programme, or a stated additional benefit in the project proposal? 
· What benefits (short or longer term) did you expect to accrue to beneficiaries from becoming ‘financially included’ as a result of the programme?
· What drawbacks do you think this might have brought to the beneficiaries – if any?


17. Are you expecting that beneficiaries will still make use of the account when the project is finished?
· Why/why not? 
· Do you think your agency should encourage them to continue using it?

E. Lessons for future programmes 

18. Based on your experience, do you think financial inclusion is a realistic objective for a humanitarian e-transfer programme?
· What ‘level/degree’ of financial inclusion do you think it is realistic to achieve on such humanitarian cash transfer programme? 
· Can this be expected in any emergency context or with any target group, or will it only be feasible in certain contexts?
· Do you think the type of emergency makes a difference? 
· Do you think the value of the transfers makes a difference?  
· Do you think the duration and frequency of transfers makes a difference? 
· In which contexts is it unrealistic/realistic to achieve?

19. Based on your experience, what are minimum conditions needed on the programme order to better ensure this?
· Is incorporation into program design a key factor;
· Is donor support and/or endorsement required;
· Is staff capability a factor
· Are minimum time and human resources required
· What is required length of the program 
· Is prior experience of beneficiaries necessary; 
· how much awareness raising of the transaction functions (and additional financial products) is needed; 
· how much practical training must be provided; 
· is mobile phone ownership important;
· what level of development of the payment system is needed; 
· is support needed for the duration of the programme and how should this be provided;
· is additional support needed to improve financial and technological capability?

20. Based on your experience, what are the main enabling factors for further financial inclusion (even at basic level) to be a result of a CTP programme?
· Service provider understanding of the humanitarian assistance market; 
· business strategy development to design new types of financial services; 
· reinforced skills and capacities of beneficiaries through adequate training, 
· adequate regulatory framework to offer adapted types of services, 
· economic opportunity for beneficiaries, 
· strong understanding of the benefits of new services (like insurance most specifically in context of repeated natural disaster), 
· well conducted sensitization by NGO, providers?
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The Electronic Cash Transfer Learning Action Network is convened by Mercy Corps, with
support from the MasterCard Center for Inclusive Growth.
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