ELAN Network – Cash Transfer and Financial Inclusion research		
[image: ]Annex 1: Cash Transfer and Financial Inclusion research
Household Survey with beneficiaries
Guidance Note: All questions should be customized for local context and the type of delivery mechanism used in the program (mobile money, ATM card, etc.)
	IDENTIFICATION

	DATE OF INTERVIEW :
	┌─┬─┐┌─┬─┐┌─┬─┐
└─┴─┘└─┴─┘└─┴─┘

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

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

	
MUNICIPALITY/DISTRICT_______________________________________
	

	COMMUNITY/VILLAGE___________________________________________
	

	
CONTEXT: URBAN / PERI-URBAN / RURAL:____________________________ 
	

	
RESULT OF INTERVIEW :  1 = COMPLETED; 2 = NOT COMPLETED
	┌─┐
└─┘ 



Section 1: INTRODUCTION (the survey should be administered only to beneficiaries who had the accounts established in their names). 

Statement to be read before interview begins: My name is ---------------------------------and I am working with -------------------------------------.   I am here today to conduct a household survey.  The purpose of this survey is to obtain information on your experiences with the <agency name> Cash Transfer Programme and your use of <mobile money / bank> account services.

This survey will take about 45 minutes and is voluntary. The information you give will be confidential and will not be shared with any other organisations operating in your community. The information will be used purely for project monitoring purposes and will not impact on any assistance that you are currently receiving or that you may receive in the future. We therefore request you to feel free and provide frank and honest answers without fearing any persecution or disclosure. We will only be looking at the collective feedback of ALL the respondents not the individual responses.Do you agree to start the interview? If so, collect the individual consent form (Annex A).


	
No.
	Question
	Question type & Instruction to Enumerator

	Answer (response options are shown where appropriate)
	Logic

	Section 1: Demographic details

	1
	Please give your full name
	Text entry
	
	

	2
	What is your gender?
	Single choice
	1. Male
2. Female
	

	3
	What is your age?
	Number
	
	

	4
	What is your marital status?
	Single choice
	1. Single/unmarried
2. Married monogamous 
3. Married polygamous
4. Separated/divorced
6.    Widowed
	

	5
	What is the total number of persons who are normally living in the household (i.e. for most of the year)?
	Number
	
	

	6
	What is your relationship to head of household?
	Single choice
	1. Head of the household
2. Spouse of head of household 
3. Child of head of household
4. Grandchild of head of household
5. Brother/Sister of head of household
6. Parent of head of household
7. Grandparent of head of household
8. Adopted/ fostered child
9. Other relation
	

	7
	What is your average monthly income (LOCAL CURRENCY)
	Single choice

	<Update with appropriate range for local currency>
	

	8
	Occupation: Which of these best describes your main livelihood?


	Single choice
	1. Waged labour (salaried)
2. Waged labour (casual)
3. Petty trade 
4. Small/retail business (e.g. Kiosk)
5. Agriculture/seasonal
6. Pastoralist
7. Fisherman
8. No occupation
9. Student
10. Retired
11. House work
12. Other (specify)
	




	Section 2: Experiences with using the e-transfer mechanism

	9a
	Before you enrolled into the cash transfer programme did you personally own a mobile phone?
	Single choice
	1. Yes
2.  No

	

	9b
	After the cash transfer programme did personally own a mobile phone?
	Single choice
	1. Yes
2.  No

	

	10a
	Before you enrolled into the cash transfer programme did anyone in your household own a mobile phone?
	Single choice
	1. Yes
2.  No

	

	10b
	After you enrolled into the cash transfer programme did anyone in your household own a mobile phone?
	Single choice
	1.  Yes
2. No

	

	11
	What is your level of satisfaction with the account opening process? 

	Single choice
	1. Very Satisfied
2. Somewhat satisfied
3. Not very satisfied 
4. Not satisfied at all
	

	12
	Did you believe that the e-transfer service would provide you with all of your cash when you needed it, without problems, when the programme started?
	Single choice
	1. Not at all
2. A little
3. A lot
4. Completely
	

	13
	At the beginning of the programme did you receive any face to face training in how to use your <mobile money > account?
	Single choice
	1. Yes
2. No
3. Can’t remember
	If No, skip to Q17

	14
	Who provided the training?
	Multiple choice

Check all that apply 
	1. NGO
2. Service provider
3. Bank
4. Don’t know 
5. Other (specify)
	

	15
	How confident do you feel in your ability to use your <mobile money > account after the training?
	Single choice
	1. No confidence
2. Slight confidence
3. Moderate confidence
4. High confidence
	

	16
	Did you receive any brochure/leaflet that provided instructions in how to use your <mobile money > account? 
	Single choice
	1. Yes
2. No
	

	17
	“Can you explain to me how to complete a cashout with your mobile phone account?”
	Single Choice, Note: ennumerators need to encourage probing – i.e. enumerators ask respondents: “are there any other steps?”
	1. Respondent unable to mention any steps
2. Respondent mentions 1 or 2 steps
3.  Respondent mentions all or nearly all steps
	

	18
	What are all the services that are available with your <mobile money / bank> account?  
	Multiple choice

Read out the following options and select all that apply 
	1. Withdraw cash
2. Deposit cash
3. Store cash for safekeeping
4. Save money with interest
5. Send money
6. Receive money 
7. Buy airtime 
8. Pay bills
9. Pay goods or services
10. Take a loan 
11. Access insurance
12. I don’t know
13. Other (specify)
	

	19
	Were you encouraged or incentivised to use the account for transactions other than withdrawing your e-transfer?
	Single choice
	1. Yes
2. No
	

	20
	Did you receive any additional help or guidance on how to use your account during the project ?
	Multiple choice

Read out the following options and select all that apply 
	1. No other help
2. Text message information
3. Calls
4. Help at the payout point 
5. Help from the NGO
6. Other (specify)
	

	21
	How long did it take you to travel to an ATM/mobile money agent ?
	Single choice
	1. Less than half an hour
2. Half an hour to one (1) hour
3. One (1) hour
4. Between one – two hours
1. More than two (2) hours
	

	22
	Did you have to pay to travel to an <ATM/agent>?
	Single choice
	1. Yes
2. No
	If No, skip to Q 24

	23
	How much did you pay (in local currency)?
	Number
	
	

	24
	How long did you have to wait at the <ATM/agent> to receive your money?
	Single choice
	1. Less than half an hour
2. Half an hour to 1 hour
3. One (1) hour
4. Between 1 – 2 hours
5. More than 2 hours
	

	25
	Did you have any problems receiving your money through the <mobile money> account?
	Single choice
	1. Yes
2. No
	If No, skip to Q29

	26
	What problems did you face?
	Multiple choice

Check all that are mentioned 
	1. Network problems
2. Problems using the technology (card/phone interface) 
3. Problems using the PIN
4. Distance to the payout point
5. Queuing at the payout point
6. No money at the payout point
7. Had to pay something to the agent
8. Other (please specify)
	

	27
	How did you address these problems?
	Multiple choice

Check all that are mentioned 
	1. Did nothing
2. Asked for help from NGO
3. Asked for help from agent/bank
4. Called hotline
5. Asked for help from family
6. Asked for help from community
	

	28a
	Did you use any customer support mechanisms from <service provider>, to help you?

	Single choice
	1. Yes
2. No
	If yes, skip to question 29  

	28b
	If no, why not?
	Multiple choice

Select all that apply 
	1. No Need
2. Don’t know how to use the <mobile money / bank > services
3. Got assistance eleswhere
4. Don’t know
5. Other (specify)
	

	29a
	If you were to receive cash transfers in the future from an aid agency, would you prefer to receive them via the e-transfers, or cash in envelope?
	Single choice
	1. E-transfer 
2. Cash in envelope
3. Other (specify)
	If e-transfer, skip to 29b
If cash, skip to 29c

	29b
	For what reasons would you prefer e-transfers?
	Multiple choice

Select all that apply
	1. Easy to access 
2. Faster to access money
3. More convenient location
4. Less cost to access the money 
5. Timing is more convenient
6. Receipt is more secure
7. Money is safe from theft
8. Money is safe from bribery/corruption
9. Provides option to save
10. Other (specify)
	

	29c
	For what reasons would you prefer cash?
	Multiple choice

Select all that apply
	1. Easy to access
2. Faster to access money
3. More convenient location
4. Less cost to access money
5. Timing is more convenient 
6. Receipt is more secure
7. Don’t understand how to use mobile money account
8. Other (specify)
	

	30
	Would you be willing to use <service provider> to send/receive money in the future? 

	Single choice
	1. Yes, definitely 
2. Maybe
3. Unlikely
4. Definitely not 
	

	31
	Please rate your overall satisfaction with the e-transfer payments during the programme on a scale of 1-5 (1=totally unsatisfied, 5 = very satisfied).
	Single choice
	Circle respondent choice:
1, 2, 3, 4, or 5
	



	Section 3: Account Usage

	32a
	Did you ever retain some of your cash transfer in your <ATM card/mobile money> account (as opposed to cashing out/withdrawing the full value soon after receiving it)?
	Single choice
	1. Yes
2. No
	If Yes, skip to 32c
If No, skip to 32b

	32b
	Why didn’t you keep your cash in the account? 
	Multiple choice

Select all that apply 
	1. Lack of trust in the service
2. Didn’t know this was possible
3. Was instructed to withdraw all
4. Service charges
5. Attitude of agents/bank
6. Distance to agent/ATM
7. Network not reliable
8. Don’t know how to use the <mobile money/ bank> account
9. Needed to use all of it for household needs
10. Not enough money
11. Other (specify)
	

	32c
	Why did you keep some of your cash in the account?
	Multiple choice

Select all that apply 
	1. Fewer consumption needs at that time
2. Wanted to pro-actively save
3. For security 
4. It was convenient to do so
5. Other (Specify)
	

	33
	Aside from withdrawing your e-transfer, did you use any services that are available with your <service provider> account?  

	Single choice
	1. Yes
2. No
	If yes, skip to Q 34a
If no, skip to Q 34c

	34a
	What are all the services that you used with your <mobile money / bank> account?  

	Multiple choice

Select all that apply
	1. Withdraw cash
2. Deposit cash
3. Store cash for safekeeping
4. Save money with interest
5. Send money
6. Receive money 
7. Buy airtime 
8. Pay bills
9. Pay goods or services
10. Take a loan 
11. Access insurance
12. None
13. Other (specify)
	

	34b
	Apart from today, when was the last time you used any of the <mobile money / bank> services?  
	Single choice
	1. Yesterday
2. In the past 7 days
3. In the past 30 days
4. In the past 90 days
5. More than 90 days ago
6. Never
	Skip to Q 35 after answering 

	Section 4: Financial behaviour before the project

	35
	BEFORE the program, In what ways did you save your money in the past? 

DEFINE SAVINGS AS EITHER:  
SHORT-TERM: FOR PURPOSES OF MANAGING DAILY CONSUMPTION, USE FOR EMERGENCY, SAFE-KEEPING.

AND/OR 

FOR LONG-TERM INVESTMENTS FOR ASSET BUILDING OR FOR LIFE EVENTS


	Multiple choice

Select all that apply 
	1. Bank 
2. MFI
3. Cooperative
4. Mobile money provider
5. VSLA (Village savings & Loan Association)
6. Savings Clubs 
7. Private savings collector 
8. Keep with relatives 
9. Keep with local traders
10. Accumulating property
11. Accumulating livestock 
12. Accumulating jewellery or metal
13. At home 
14. None, did not save
15. Other(please specify)
	<Note: Update with common savings methods in program area>

	36
	BEFORE the program, who had you borrowed money from in the past?

	Multiple choice

Select all that apply 
	1. Bank
2. MFI
3. Cooperative
4. Mobile money provider
5. VSLA 
6. Farmer association 
7. Local trader
8. Grocery Association 
9. Local money lender
10. Relative/Family 
11. Neighbour
12. None, did not borrow
13. Other (please specify)

	<Note: Update with common borrowing methods in program area>

	37
	BEFORE the programme, how would you send or receive money from people that are far away (in other cities or countries)? 
	Multiple choice

Select all that apply
	1. Formal financial Insitution (Bank, MFI, etc.)
2. Transporters/distributors
3. Formal remittance company (like Western Union, Moneygram)
4. Mobile money provider without own account
5. Mobile money service with own mobile wallet
6. Informal remittance agents (hawalas/hundis)
7. Friends and relatives 
8. Self-carry
9. None, did not send or receive money
10. Other 

	<Note: Update with common money transfer methods in program area>

	38
	During the last 12 months before you were enrolled on the cash transfer programme, had you heard of the <mobile money / bank service> provided by <service provider> ?
	Single choice
	1. Yes
2. No 
	If No, Skip to Section 5

	39
	BEFORE the program had you used the <service provider> service?
	Single choice
	1. Yes
2. No
	If No, skip to Section 5

	40
	BEFORE the program did you have your own account with this <mobile money/bank> service?  

[they may be using the services but without their own account]
	Single choice
	1. Yes
2. No
	

	41
	BEFORE the program what are all of the <mobile money/bank > services you used?
	Multiple choice

Select all that apply
	1. Withdraw cash
2. Deposit cash
3. Store cash for safekeeping
4. Save money with interest
5. Send money
6. Receive money 
7. Buy airtime 
8. Pay bills
9. Pay goods or services
10. Take a loan 
11. Access insurance
12. None
13. Other (specify)

	




	Section 5: Financial behaviour after the project

	42
	AFTER the program, In what ways do you save your money now? 

	Multiple choice

Select all that apply

	1. Bank 
2. MFI
3. Cooperative
4. Mobile money provider
5. VSLA (Village savings & Loan Association)
6. Savings Clubs 
7. Private savings collector 
8. Keep with relatives 
9. Keep with local traders
10. Accumulating property
11. Accumulating livestock 
12. Accumulating jewellery or metal
13. At home 
14. None, did not save
15. Other(please specify)
	<Note: Update with common saving methods in program area>

	43
	AFTER the program, who do you borrow money from now?

	Multiple choice
 
Select all that apply

	1. Bank
2. MFI
3. Cooperative
4. Mobile money provider
5. VSLA 
6. Farmer association 
7. Local trader
8. Grocery Association 
9. Local money lender
10. Relative/Family 
11. Neighbour
12. None, did not borrow
13. Other (please specify)

	<Note: Update with common borrowing methods in program area>

	44
	AFTER the programme, how do you send or receive money now from people that are far away (in other cities or countries)?
	Multiple choice

Select all that apply

	1. Formal financial Insitution (Bank, MFI, etc.)
2. Transporters/distributors
3. Formal remittance company (like Western Union, Moneygram)
4. Mobile money provider without own account
5. Mobile money service with own mobile wallet
6. Informal remittance agents (hawalas/hundis)
7. Friends and relatives 
8. Self-carry
9. None, did not send or receive money
10. Other 

	<Note: Update with common money transfer methods in program area>

	45
	How have the services available through the e-transfer  account changed your personal financial management practices?   
	Multiple choice

Select all that apply

	1. Better savings ability
2. Better household cash management
3. Better business cash management
4. Better planning to meet financial needs  
5. Higher confidence in ability to access a formal financial service
6. Higher confidence in using new formal financial services
7. None
8. Other (precise)
	

	
	That is the end of the survey.  Thank you for your time.
	
	
	



Annex A: Individual Photography Consent Form and Literacy Assessment Text
	Literacy / Reading
	Ask respondent to read the Photography consent form below 
	Can you read this text for me, please? 

	Respondent read the informed consent form fluently and without any help from the interviewer
	
	4

	Respondent read the informed consent form well but had a little help from the interviewer
	
	3

	Respondent struggled to read the informed consent form and had a lot of help from the interviewer
	
	2

	Respondent unable to read the consent from and requested the interviewer read it to them
	
	1



Photography Consent Form 
We would like to take some photoraphs of you and your household.  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 being photographed and to your photograph being published, please sign below:
	Refused Consent
	
	Thank you and close

	Granted Consent
	
	Complete Signature Section Below



I, _____________________________________________, consent to being photographed for the <ELAN> case study.  I further authorize that the photographs may be publicsed for any purpose and in any form.
________________________________		___________________		_________________
Name of Subject (PRINT)			Signature			Date
_______________________________		___________________		_________________
Name of Person Obtaining Consent 		Signature			Date
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