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ANNEX 4: KEY INFORMANT INTERVIEW
[bookmark: _GoBack]Service Provider

Note to facilitator, the key takeaways should be:
1.  Understanding Products and Services Available
· What is available:  generally, and for the e-transfer recipients
2.  Understanding implementation
· Motivations
· Delivery Process
· Partnership with NGO:  roles and responsibilities of each
· 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 name
2. What is your position and what are your role and responsibility within the company?
3. Please can you tell me your role on the <XXXX> cash transfer programme?
B. Products and Services Available
4. Can you briefly describe the ATM card/mobile money service your company is offering in the market
· Features of the product; types of transactions available; fee structure; details of the user interface and language used; access to ‘add on’ products such as insurance, credit or savings accounts.
· Who is your target client base? What are their income levels, geography, mobile usage + ownership?
· When did service began operation?
· What is the coverage of the service? And in the project zone (network; pay out points; traders registered to use e-money); development of the infrastructure; 
· How do you market and promote these services?

C. Implementation

5. Why and how did you decide to partner with the NGO to deliver emergency e-transfers for their project?
· Was that aligned with your business strategy? 
· Is it part of a short-term process or a long-term inclusive business strategy?
· What are the main drivers?
· Did you have to make a lot of amendments to your KYC or product development process?
· Was increasing your client base an objective for you in entering this partnership? Did you think the aid agency’s targeted beneficiaries would become your clients? If so, what %? 
· Were some already your clients – using your services? 
· Are program beneficiaries different from your average client? 
· Did/do you expect to retain program participants as long-term clients? 
· Did you consider this aspect (client retention) prior to accepting the aid agency contract?
· Did you feel that you and the agency were aligned in terms of vision and objectives? 

6. Can you describe the delivery process for the e-transfers in this project?
· Training for the NGO on using the system 
· Registration of accounts
· Orientation and training of recipients
· Orientation for agents
· Liquidity planning and management 
· Supervision of agents
· Disbursement planning
a. How was this process different from your usual business?
b. Did you have to make any system or process changes?
c. Has is affected your day-to-day business in a positive/negative way?

7. What training or guidance did beneficiaries receive on how to use the ATM card account/mobile money account to withdraw their money?
· did you provide any practical, face to face training in how to use the account to withdraw money? 
· Duration of the training? 
· Is this something you would usually do? 
· Were you happy to bear the cost or on the contrary, has this cost been an issue for the delivery of a quality training?
· 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 company to assist beneficiaries to complete withdrawals (face to face / hotline)?
· were beneficiaries told about any other products (storing some of the cash transfer in the account; depositing own money into the account; transferring to another person; paying for goods etc).  
· that they could access through (company name) now that they have an ATM card account/mobile money account? (insurance; savings account; credit…).  Who explained these? Were beneficiaries encouraged to access these?

8. Can you describe the fee structures?
a. How did you determine what to charge the aid agency? 
b. Was this different to your usual rates? 
c. Did the aid agency provide any subsidy to the end-client costs (i.e. pay for the SMS cost, cash-out fees, cost to check balance, etc)?
d. What were fees paid by the beneficiary for cash-out services? 

9. How was the partnership with the NGO?
a. What do you see as your role as the service provider compared to the NGO?
b. Was it difficult to work together on the project? 

10. What were the main challenges that you encountered to deliver these e-transfers?
· Registration (due to lack of KYC identity documents)
· Agent distribution
· Network coverage
· Costs incurred
· Liquidity 
· Technical glitches so money did not reach the account
· Recipient capability 
· How were these overcome? 
· Did the nature of the emergency influence some of these variables in your opinion?

11. What were the main challenges for these recipients (as compared to your normal clients)?; 
a. Agent access:  Distance; costs in reaching pay out point; problems with network coverage; 
b. Lack of national ID
c. Technology:  familiarity and capability; phone ownership
d. Literacy:  language of interface
e. Capability and experience with financial services:  difficulties using the interface to complete transaction; problems with the PIN/locking out of account; lack of trust 
f. Social norms: family member doesn't allow use of the account/attendance at pay out point.
g. How were these overcome (help from aid agency; help from customer agent; call hotline; help from community rep)?
· How did the beneficiaries on this programme compare to your usual client base? 
· Have you trained/sensitized your staff about this segment of customer? 
· Did you assume your staff would need to conduct additional training or coaching to serve the programme beneficiaries? 
· 
D. Adoption of additional financial services during and after the e-transfer programme  

12. Did/do e-transfer recipients usually withdraw all the money at once, or did/do some retain a portion of their cash transfer in their ATM card/mobile money account?
· Why do you think some recipients withdraw everything?  For those who withdraw in a single go, have you discussed the reasons for this with the aid agency? (possible reasons may include: find it difficult to use the account; Lack of trust; Didn’t know this was possible; Charges for making separate withdrawals; Distance to agent/ATM; Needed to use all of it for household needs; Network not reliable; needed to spend all the transfer)?

13. Have recipients accessed any of the additional services (credit, insurance, savings account) offered by <company name>?
· If yes which ones? 
· If yes what has encouraged them? 
· 	products being well suited/designed to meet the needs of this target group, 
· well thought out marketing campaign


14. If recipients have not/are not using additional services what are the barriers? 
a. lack of KYC registration documents, 
b. lack of mobile phone ownership
c. Lack of trust in the service provider and/or services; 
d. Didn’t know this was possible; misunderstanding on the services available; low awareness of the transaction services available; 
e. don’t know how to do it; low understanding of how to complete transactions; complexity of the user interface; 
f. low literacy levels; 
g. language of the user interface; 
h. low understanding of the value of these services;
i. financial costs of transactions; Charges for making withdrawals; 
j. Proximity of agent/ATM/traders accepting e-money; 
k. attitude of agents; 
l. Network not reliable; poor network coverage;
m. no money to save
n. lack of suitable products, 
o. lack of economic opportunities for this target group, 
p. lack of collateral, lack of sources to repay the loan from, lack of collateral for add-on financial products;
 
q. Service provider lack of understanding of the real needs of this new customer base; 
15. What do you think makes a difference regarding the uptake of additional financial products following such a programme? 

Is this something you have monitored or have any data for? (If yes, would you be able/willing to share?) 
What percentage of beneficiaries are using other services, and how often? 

16. Would you be interested to continue encouraging them to do so? 
· Would you be ready to bear the cost of it? 
· Have you seen any financial return for your company so far that can encourage you to pursue this activity on a longer term?

E. Lessons for future programmes 

17. Based on your experience, do you think financial inclusion is a realistic objective for a humanitarian e-transfer programme serving this target group?
· what degree of financial inclusion is realistic? 
· 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 service providers have a role to play in enhancing financial inclusion on such programmes? If yes what do you think they should be doing to enable this?

18. Based on your experience, are there any minimum conditions needed in order to better ensure this?
· how long does the programme have to run for; 
· is some level of prior experience of beneficiaries needed; 
· how much awareness raising of the transaction functions (and additional financial products) is needed; 
· how much practical training must be provided; 
· 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 literacy? 

19. If you did another similar programme would you do anything differently?  Would you advise the aid agency to do anything differently?
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