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	IDENTIFICATION

	
DATE OF FOCUS GROUP : 
	┌─┬─┬─┬─┬─┬─┐
 └─┴─┴─┴─┴─┴─┘ 
          D   D   M   M   Y  Y

	QUESTIONNAIRE NUMBER
	┌─┬─┐    
└─┴─┘

	NAME AND CODE OF   INTERVIEWER_____________________
	┌─┬─┐    
└─┴─┘

	MUNICIPALITY/DISTRICT_____________________________
	

	
COMMUNITY/VILLAGE_______________________________
	

	DISTANCE TO NEAREST BANK BRANCH
DISTANCE TO NEAREST MOBILE MONEY AGENT
	

	NUMBER OF PARTICIPANTS_________________________
	




A. Introductions (10 mins)

Welcome and thank you for coming today.  We appreciate you have busy schedules and are grateful for you time.  My name is _________ and I am working with <insert name of organisation>.   I am here today to conduct a focus group discussion with you -The purpose of this is to obtain information on your experiences with the <XXXX> Cash Transfer Programme, specifically about your experiences with the e-transfer mechanism and with other financial services.  It is NOT an evaluation on the success of the project. 

We will ask you a series of questions, to which there are no right or wrong answers, we just want you to share your honest views with us about your experiences. We want to get a wide range of views, so please speak up, even if you disagree with what others have said. We will be recording/taking notes during the discussion, but comments will not be linked to individual participants. This activity is voluntary.  The information will be used purely for project monitoring and learning purposes and will not impact on any assistance that you are currently receiving or that you may receive in the future. We will only be looking at the collective feedback of ALL the respondents not the individual responses.  

We would like to ask your permission to audio tape this discussion so we can make sure to capture your ideas accurately.  

Collect the group consent form that includes photography and audio recording (Annex B).

Are you willing to participate in the discussion? Let’s get started. 

1. As the facilitator, I’d like to introduce myself:  name, where you are from, and something personal (e.g. something relevant to the group depending on the context:  favourite TV program, fruit, or pastime, etc).  
2. [Going around the group]: can you please introduce yourself by mentioning:
a) Your first name only
b) Your main livelihood/source of income
c) Your favourite… (TV program, fruit, pastime, etc.) [This should be something fun as an ice breaker]

Ground rules:  To allow our conversation to flow more freely, I’d like to go over some ground rules:
1. I’ll lead the discussion today with support from X who will help translate.  If you have questions or don’t understand the question, please let me help to clarify so I can better understand how to revise my questions.  
2. All of your ideas and contributions have value
3. There are no wrong answers, but there may be different opinions. Say what is true for you. 
4. Let only one person speak at a time. 
5. It’s important for everyone to participate, and it’s helpful if individuals don’t over-participate at the expense of others. 
6. Everyone does not have to answer every single question, but I’d like to hear from each of you today.
7. Please respect each other’s opinions and experiences
8. We anticipate this discussion will take about 2 hours, and if you need a break let me know. 
9. I want to let you know that everything you say will remain anonymous and will be used for this research purpose only.  We want to be able to have an open discussion, and for you to feel free to express yourself openly.  


B. Experience with the e-transfer programme (20 mins)

KEY TAKEAWAY:  HOW PARTICIPANTS MANAGED WITH THE E-TRANSFERS – CHALLENGES AND BENEFITS

1. We will now ask some questions about your experience with (THE NGO) cash transfer program that was implemented between (March 2015) and (February 2016), in response to (Water logging emergency) by (NGO). Are you all familiar with that program? Raise your hands if you received cash transfer benefits from this program. 

2. This program provided (cash and/or electronic transfers) for (CFW, UCT, etc.) How many of you received these transfers:
a. by manual cash.  Raise your hands.
b. by mobile money (or whatever e-transfer mechanism was used). Raise your hands 

3. How many of you own your own personal mobile phone?  Raise your hands. 

4. How many of you owned your phone BEFORE the project?  
a. Did anyone obtain a mobile phone as a result of the project?  If yes, please explain.

5. If you didn’t have a mobile phone – how did you manage to access your transfers?  (e.g. we only received a SIM card that was used in the agent’s phone, received only cash because do not have an id document, etc.) 


6. Benefits of the e-transfer mechanism:
a. What did you like about receiving your cash transfer through the mobile money account (what worked well)?
How does it compare to receiving it through manual cash

7. Challenges with the e-transfer mechanism: 

a. Did you have any fears or concerns about the e-transfer mechanism when the program? If so, what were they? (Check all that are mentioned and/or probe):	
i. Not being able to understand 
ii. No reliability to withdraw money
iii. No trust in the provider
iv. Other (specify)
 
b. Once the program started, did you have any particular difficulties in using your ATM card account/mobile money account to access your cash transfer?  (Check all that are mentioned and/or probe):	
a. Didn’t understand how to use it 
b. Distance to pay-out point; 
c. queuing at the pay-out point; 
d. costs in reaching pay out point; 
e. problems with network coverage; 
f. language of the interface; 
g. difficulties using the interface to complete transaction; 
h. problems with the PIN/locking out of account; 
i. technical glitches meaning money not received in their account; 
j. lack of liquidity at the pay-out point; 
k. poor customer service; 
l. withholding of money by staff; 
m. insecurity; 
n. infrastructure damage; 
o. family member doesn't allow use of the account/attendance at pay out point.


c. How did you overcome these difficulties? (Check all that are mentioned and/or probe)
i. help from aid agency; 
ii. help from agent; 
iii. hotline; 
iv. help from community member or relative

8. What training or guidance did you receive in how to use your ATM card account/mobile money account to receive your money? (Check all that are mentioned and/or probe): 
· face to face training on how to use the account? 
· Who provided this (the aid agency or the service provider)? 
· Duration of the training? 
· Any leaflet or brochure? Language?  Pictures? 
· Any SMS?  Language?
· What did you find was most important and helpful from these information activities?
· Did you learn what you needed to know to access your money? 
· Were other functions on the account besides being able to withdraw money explained to you? (Storing some of the cash transfer in the account; depositing your own money into the account; transferring to another person; paying for goods etc).  Who explained these?
· were you told about the other products that you could access through (company name) the ATM card account/mobile money account? (Insurance; savings account; credit…)
· Was there on-going help and support provided by the aid agency or service provider?
· Were the SP customer service mechanisms successful in responding to concerns/problems?
· [Show of hands]: By now, who feels confident to complete the process for withdrawing your cash transfer by yourself?

Methodological note: If copies of the communications materials are available, some examples could be shown to the group at this time and participants asked if they are familiar with them/what they feel the main messages are, etc.



C.  Account Usage  (30 mins)

KEY TAKEAWAY:  HOW PARTICIPANTS USE THEIR NEW ACCOUNTS

1. How many transfers have you received?

2. Did you withdraw all the cash at once with your e-transfers, or leave some in the account?  Show of hands.  Why or why not? (Check all that are mentioned and/or probe)

· Reasons for cashing out everything: 
·  Don’t know how to use the account;
· Find it difficult to use the account; 
· Afraid of making a mistake;
· 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; 
· Fees;
· Only have a SIM card, but no phone;
· Social norms – e.g. women visiting agents or owning phones, etc.

· Reasons for not cashing out everything: 
· Safe-keeping of money
· Saving up for a specific goal
· Transferred some money
· Wanted to, but couldn’t because agent lacked cash

3. Before you enrolled into the <ACF> cash transfer programme, had you heard about the <ATM card accounts/mobile money accounts provided by <DBBL or b-Kash>?  
· If yes,  how did you hear about them (advertising on TV; radio campaigns; advertising on billboards; logo on shops; company agent in the community; company promotion in community; family or community member)?

4. How many of you ever used the service before this NGO program? (This assumes services may be available without actually having an account such as over the counter money transfers).  Show hands.


5. How many of you had your own personal mobile money account before this NGO program?  Show hands.

6. What are all of the different services that are available with your (mobile money) accounts?  (Check all that are mentioned and/or probe)
· Withdraw cash
· Deposit cash
· Store cash for safekeeping
· Save money with interest
· Send money
· Receive money 
· Buy airtime 
· Pay bills
· Pay goods or services
· Take a loan 
· Access insurance
· I don’t know
· Other (specify)

7. What are all of the different services that you are actually using with your (mobile money) account?  (Check all that are mentioned and/or probe, and/or poll with show of hands)
· Withdraw cash
· Deposit cash
· Store cash for safekeeping
· Save money with interest
· Send money
· Receive money 
· Buy airtime 
· Pay bills
· Pay goods or services
· Take a loan 
· Access insurance
· I don’t know
· Other (specify)

8. For those of you who are using these services with your (mobile money) account, why?  What do you like about them? (Check all that are mentioned and/or probe, and/or poll with show of hands)
· Convenience
· Affordability
· Privacy

9. For those of you who are not using these services, why not?  (Check all that are mentioned and/or probe, and/or poll with show of hands)
· Lack of trust; 
· Didn’t know this was possible; 
· Don’t know how to do it; 
· Charges for making withdrawals; 
· Distance to agent/ATM/traders accepting e-money; 
· attitude of agents; 
· Network not reliable; 
· no money to save
· Unsuitable products or services; 
· Financial costs of opening or keeping an account; 
· Lack of documentation to open account
· Lack of collateral; 
· Social norms for women

10. For those of you who are not using these services, what would it take, or what would you need to be able to use them more regularly in the future? (Check all that are mentioned and/or probe, and/or poll with show of hands)
· training; 
· different tariffs; 
· better adapted products; 
· closer agents/ATMs; 
· more reliable network; 
· language/accessibility/interface; 
· if you were encouraged by family/peers
· nothing, not interested

D. Use of financial services (30 mins)

KEY TAKEAWAY:  HOW PARTICIPANTS USE FINANCIAL SERVICES, AND HOW HAS THE NEW SERVICE/ACCOUNT IMPACTED THEIR FINANCIAL BEHAVIOR 

We’re going to ask a few questions about your general use of financial services in your community. 

(Notes to FGD facilitator:  Money is notoriously difficult to talk about, and participants may be reluctant. Financial behaviours are also complex so before starting, ensure that FGD participants understand the terms and concepts being used (explain if necessary). Identify local examples for the following: money transfer product, savings products/strategies, loan products or lending strategies. It may help to draw a map or create a list on a flipchart so that participants have the terms and examples of financial instruments available visually for the remainder of the discussion. 
Referring to tools into categories (sending/borrowing/saving) may provide richer responses than technical terms (remittances/loans/savings accounts). 
1. We’d like to talk about how people in this community manage their resources and use financial services. By financial services we mean; savings, borrowing, sending/receiving money, making payments, and even insurance.  Today we have only a limited time, so we will focus only two types of financial services.  

2. Let’s start with savings, how and where do you save?  (Check all that are mentioned and/or probe, and/or poll with show of hands)
· Bank 
· MFI
· Cooperative
· Mobile money provider
· VSLA (Village savings & Loan Association)
· Savings Clubs 
· Private savings collector 
· Keep with relatives 
· Keep with local traders
· Accumulating property
· Accumulating livestock 
· Accumulating jewellery or metal
· At home 
· None, do not save
· Other(please specify)
· 
 If time allows, probe to determine types of savings needs and uses:	
· Short-term savings for purposes of managing daily consumpiton, coping with emergencies, safe-keeping from temptation of use
· Long-term savings for investments, asset building, life events
If time allows, probe to determine specific barriers to different types of savings, especially around gender social norms. 
 
3. Let’s talk about money transfers, or how you send and receive money from people who live far away.  How do you send and receive money?  (Check all that are mentioned and/or probe, and/or poll with show of hands)
· Formal financial Institution (Bank, MFI, etc.)
· Transporters/distributors
· Formal remittance company (like Western Union, Moneygram)
· Mobile money provider without own account
· Mobile money service with own mobile wallet
· Informal remittance agents (hawalas/hundis)
· Friends and relatives 
· Self-carry
· None, did not send or receive money
· Other 

If time allows, probe to determine specific barriers to different types of money transfers, especially around gender social norms. 

If time allows, probe to determine if these are domestic and/or interantional remittances. 

4. Let’s talk about borrowing money, how and where do you borrow or take credit?  (Check all that are mentioned and/or probe, and/or poll with show of hands)
· MFI
· Cooperative
· Mobile money provider
· VSLA 
· Farmer association 
· Local trader
· Grocery Association 
· Local money lender
· Relative/Family 
· Neighbour
· None, did not borrow
· Other (please specify)

If time allows, probe to determine types of savings needs and uses:	
· Short-term borrowing for purposes of managing daily consumpiton, coping with emergencies, 
· Long-term borrowings for investments, asset building, life events
· Most common reasons that people borrow money (daily food, school fees, medical, land, buy seeds, transport, buy things for the home, to pay off a debt etc)
If time allows, probe to determine specific barriers to different types of savings, especially around gender social norms.


E. Use of financial services AFTER the <NGO> cash transfer programme (30 mins)

KEY TAKEAWAY: HOW HAS THE NEW SERVICE/ACCOUNT IMPACTED THEIR FINANCIAL BEHAVIOR 

You have described many different ways that you use financial services to save, send and receive money, borrow money.  Let’s talk about if, and how, the new (mobile money) account and services are contributing your use of financial services, or not. 
1. If you are now using the new account that (NGO) provided to you with the e-transfer program (based on previous discussion earlier), how has your use of these services changed since the cash transfer program started? 
2. Can you tell me if, and in what way, having an ATM card/ mobile money account has changed 
your approach to managing household finances? 
3. How has it changed the way you manage money for your business finances?    
4. How has it changed the way that you save?
5.  Are community members using this more now? Why / why not? 
6. Can you tell me if, and in what way, having an ATM card/ mobile money account has led to any negative impacts in your life?
7.  Has it negatively affected how you manage your money in the home?
8.  Has it created some tensions at home? 




Annex A: Participant Data Form
	Name
	Age
	HH Size
	Occupation
	Highest Edu Level

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



Annex B: Group Consent Form 
Focus Group, Audio Recording & Photography Consent Form 
We would like to confirm your willingness to participate in this focus group discussion, which will be photographed and recorded. We will include some of the photographs in our reports. We might also publish some of them online on our website. If you agree to participate and be recorded and photographed, please sign below:
	Name (printed)
	Signature 
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ELAN – CONNECTING BUSINESSES AND HUMANITARIANS TO IMPROVE E-TRANSFERS IN EMERGENCIES
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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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