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KEY INFORMANT INTERVIEW[footnoteRef:1] [1:  This tool was developed by Strategic Impact Advisors. We appreciate their willingness to share this tool with a wide audience.
 ] 

Mobile Money Agents

Note to facilitator, the key takeaways should be:
1.  Understanding the process and implementation
· Motivations
· Delivery Process
· Partnership and communications with NGO:  roles and responsibilities of each
· Main challenges encountered
3.  Impact of e-transfers for program participants
· Benefits and use of e-transfer mechanisms for the agent 
· Levels of satisfaction in participation on behalf of the agent
4.  Recommendations for future programs

A. Introductions
The aim of this interview is to understand your role in the [CTP] program, and examine what incentivized you to become part of this program, and finally what challenges have you come across during implementation.
1. Please can you tell me your name
2. What is your business or means of income?
3. What was your primary role when partnering with the [CTP] program? 
4. How long have you been working as a mobile money agent? 
B. Mobile Money Agent Activities Outside of Program 

5. Are you a direct mobile money agent of [mobile money provider] or working on behalf of an agent? 
a. If working on behalf, describe that relationship… 
6. Are you a mobile money agent in addition to providing cash-out services to the [CTP] program? 
· What sort of customers do you usually deal with?
· On average, how many transactions do you process in a day?
· What are your preferred types of transactions to facilitate? Why? 
· Have you ever facilitated a deposit/cash in? 
· Do you work full-time as an agent?  Is being a mobile money agent your primary source of income?  If not, what other livelihoods do you have for income? 
7. How do you manage your cash liquidity in normal circumstances? 
· How often do you need to visit a super-agent/bank to manage your float/cash ratio?
· How long does it take you to manage that process? 
· How do you access/ who provides you with cash when you are rebalancing your float?
· After a distribution of cash, do you normally try to cash out all of your float, or do you maintain some?  
C. Incentives and Drivers of participation

8. What incentivized you to participate as a cash out agent for this [CTP] program?
· Commissions?  To the best of your ability, please break down and describe the commission structures.
· How has [NGO] helped with incentivizing you to participate?
· How important is this [CTP] project for your business? 
· What other incentives were there for your to participate in this program? 
· What was the most expensive part of participating in the cash out process with this program? 
D. Implementation 

9. Can you describe the typical cash out process and experience from your side?  

10. Can you describe other aspects of the cash out process for the e-transfers in this project?
· Did you participate in any training sessions from [mobile money provider] or SC?  
· Did you ever train recipients on how to use the product?
· How often did the recipient ask you to do the transaction for them vs. doing it him/herself?
· During a transaction, how was the management of the PIN handled?
· Did they tell you their secret PIN?
· Did you hand them the phone to enter their PIN?
· How often was the PIN forgotten?
· What could you do when a transaction did not go through? 
· How were you notified about the [CTP] distribution (cash out) schedules?
· Do you usually just go to one cash out point, or do you participate in many cash out points around the county? 
· Has participating in this program affected your day-to-day business in a positive/negative way?
· How did you transport yourself to attend a specific cash-out distribution point? 

11. What sort of cash liquidity was required for you during this program 
· For a typical distribution, how much cash would you need to have on hand? 
· Does [mobile money provider] visit you on a normal basis to help manage this process?
· Do you work closely with [NGO] staff on liquidity issues? 
· How did you obtain that cash, what was the process?
· Was the cash your own investment, or was it a loan? 
· How secure did you feel during these cash out periods?
· What were the major challenges for you in maintaining enough cash liquidity? 
· Any thoughts on how this could be improved?  

12. Relationships with super-agents/[mobile money provider] 
· How were you recruited to become a mobile money agent?  Where you recruited by a super-agent/[mobile money provider] to become an agent?
· How does your relationship with the super-agents/[mobile money provider] work? 
· What sort of support does the super-agents/[mobile money provider] provide you? 
· How often does the super-agents/[mobile money provider] communicate with you about liquidity needs or other information required to do you job?  

13. How was the partnership with the NGO?
a. Were you in direct contact with [NGO], or did they work through the super-agent?
b. Describe any challenges working with [NGO] during this project? 

14. Can you describe any other challenges or successes we have not discussed already around the implementation of this project?  

E. Ongoing use cases and additional services 

15. 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 mobile money account?
· Why do you think some recipients withdraw everything in one cash-out?  
· For those who withdraw all their cash in one disbursement, have you discussed the reasons for this with the [NGO]? (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)?

16. Have recipients accessed any of the additional services (credit, insurance, savings account) offered by [mobile money provider]? 
· If yes which ones? 
· If yes what has encouraged them to do so? 
· products being well suited/designed to meet the needs of this target group, 
· well thought out marketing campaign

17. If recipients have not/are not using additional services what are all 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; 
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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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