! Mitigating risks of abuse
wires  Of pOower in cash assistance

Programme

TOOLS: Monitor the perceptions of people receiving cash transfers

KEY ACTION v’ Capture issues of abuse of power:
e in post-distribution monitoring by asking cash recipients about their perceptions
of their interactions with financial service providers agents and traders;
e with mystery shopping exercises;
e with “Trip Advisor” agent rating systems that financial service providers might
have in place.
v" Consider programme adjustments and course correction based on the feedback
collected during monitoring activities.

TOOL: Ground Truth Solutions perception survey

What is in this This tool has a series of simple questions that can be integrated into existing post-distribution
tool? monitoring questionnaires to understand how cash recipients view each stage of the cash
assistance process, especially where they interact with financial service providers.

How? You and your monitoring and evaluation team can add these questions to your regular
monitoring questionnaire. The areas of specific questions include:

= Recipient’s experience

= Functional digital literacy
=  Communication

= Ethics/behaviour

= Participation

When? As part of regular monitoring activities.
Perception survey questions for cash assistance:

Perception indicetors as a perfoermance management tool

The following questions can inform a revision of existing survey tools, in order to understand how cash recipients view each stage of
the cash assistance process.

Topic Guestions Answer Scale
Rezipients’ How ecsy or difficult did you find the following steps when receiving cash 1 to 5 (From “most
Experience assistance® difficult” to “very easy™)
A_  Finding out how to be included in the cash assistance
B. Registering to receive cash assistance
. Finding out how much | will receive
D. Finding out the site where cash is disrributed
E. Receiving the cash assistance [on the phone, via the SCOPE card)
F. Spending the meney to buy things thar | need
Functional Do you need help to read the mobile money messages on your phone? 1 to 5 (Frem "Mot at all” to
Digital Literagy “Yes completely™)

[Follow-up Question] If the reply is positive (between three and five), do you  Yes/ Mo
find support in your community to read the messages?

Do you have 1o pay to get this suppor? Yes / Mo
[Follow-up Gluestion] If yes, how much do you pay? Open-ended
Do you know what the different amounts received on your phene are for? 1 to 5 (From “Mot at all” to

“Yes completely™)

[Follow-up Guestion] If the reply is negative [between one and three), what  Open-ended
amounts are you uwnsure abowt?
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Communication

Do you feel infermed about how the mobile money system works?

1 to 5 (From "Mot at all” to
“Yes completely™)

[Follow-up Question] If the reply is negative [between one and three), what  Open-ended
information do you need?
How do you prefer to receive information from aid providers? Open-ended

Do you know how to make suggestions or complaints 1o the aid providers?

1 te 5 (Frem “Mot at all” to
*“Yes completely™)

Are you satisfied with the time it takes to get a response to your issve [made
by you or another member of your community)?

1 te 5 (From “Mot at all” to
Yes completely™)

How would you like to make complaints or suggestions to agencies?

COpen-ended

Ethies /
beheaviour

In your view, has the aid your community receives been provided in an honest
way (without corruption, influence, or immoral behaviour)?

1 to 5 (Frem "Mot at all” to
fes completely™)

In your opinion, do cid providers treat you with respect?

1 te 5 (Frem "Mot at all” to
“Yes completely™)

Paricipation

Do you feel your views are taken into account by the aid providers in decisions
made about the support you receive?

1 te 5 (Frem “Mot at all” to
“Yes completely™)

Source: Ground Truth Solutions (2019)

=>» These perception surveys can help you map/visualise a cash recipient user journey such as the ones
designed by GTS:

. Esa’s journey with a prepaid card (with biometric verification)

‘We had never heard of the provider befare they came:
1o register us. We had only baen old that aid was
coming from abroad.

When th provider came they exploined why they were
registering us. | undersiood they were coming fo help

us. The drought has caused hunger problems in the
home. However, they did nof ask me about my ofher
naeds. They wrote our names and lef

Afier some fime they gave us hese cards. They scid
there s specific place where if shines on the card
— do not touch there. When you keep touching it will
spoil

1 have siher documens from them but | do not know
whot s witan on them.

Some are left aut in the village. It s like God himsalf

who saw me ameng pesple, hat | do not have any
assiionce, s0 | was chosan

We were not given opians an
monsy. Al firt the maney cama regulorl. Now we do
ot know when i comes and it not clways consistent

As | am lerate, | had o rely on my neigt

The i ihe money.
When the money comes, people crowd the agerts’
shops with al the pushing. If can be o problem. From 6

somefimes we are fold

information.

These machines came recenly but we do not
undersiand them. Fingerprints are somefimes rejected.
You are fold you do not hove enough blood in your

o com back tha following day.

No one showed me how fo use the card. | give the
cardo the agent who fakes my fingerprinis. When fhe
machine s nat able to detect my fingerprints, he ogent
tells me o go wash my hands or o eat someihing.

1 do ot know my balance. | am cfraid fo ask. I knew
how oread, | could read from the receipt. When

they give the money, | show that person three fingers
because | was fold fhat it is KES 3,000 and he gires me
that. As long os there ore fhree noies | have nof been

Partof i goes fo buy food, and some goes fo buy
washing detergent which my wie sell, and the rest
goes o school fees, then | watfor the next money fo

1do not know haw 1o kesp money in the bark. My

bank has abways been cows and goats.

The bigges! challangs i that this disbursement s for ane
person, and | have a lorge family. Hod it come o ke 3
in the household, it cauld have been befte.

Ifthe support ends, | pray fo God anciher organisafion
comes 1o help. I the donor was thoughtol ha would
think about how he eats at his place. If i fea and
bread, he should do his own marh for the cost of
reakfast, unch, and dinner Then his s he amount we
should racsive

Once you get this maney you shoukd be faughi fo spend
a lire and save some 5o that when it stops you can
sustin yourself How will | be left ing i the assistance
comes o an end if they are not educaiing us now?

fooled. st the agent I goro.

-

Conclusion

Spending

Redistration Elicibility assessment Eliaibilitv nofification
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https://www.dropbox.com/s/ou8ahmiurytu92z/Ground%20Truth%20Solutions%20User%20Journey%20maps%20examples.pdf?dl=0
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TOOL: WFP Mystery Shopping, A Practitioner’s Guide

What is in this This tool is a step-by-step guide to review the quality of customer service provided by agents or

tool? traders.

How? Mystery shopping is a monitoring methodology in which an actual or potential beneficiary is

particular profiles and scenarios. .

When? As part of regular monitoring activities.

What can mystery shopping test?

1.

Compliance of agents/trades with agreed rules for
delivering cash assistance and quality service expectations.
The ability and willingness of an agent or trader to
accurately guide a beneficiary through the transaction.
Beneficiary awareness of terms and conditions, fees and
prices.

Reliability of the service, such as agent and trader working
hours, network connectivity or agent’s available float and
cash flow.

Changes in beneficiary behaviour, knowledge and needs
during a programme lifespan.

Quality and accessibility of complaints and feedback
mechanisms.

Quality and value for money of goods being purchased.

=>» See also this mystery shopping test script for various
mystery shopping scenarios to be adapted to your
context.

trained to assume a particular profile and follow a script when visiting a commercial agent or
trader. For best results, involve the actual or potential cash recipient in the development of

TOOL: Zain_lraq “ Trip advisor” like agent rating system” / screenshots

What is in this Zain Iraq piloted an agent rating system for cash recipients and any users of mobile money by
tool? connecting through the Zain application (smartphone ownership was high in the context).
How? You could advocate with your financial service provider to set up a similar application. This

agents, including good behaviour and the

enables the direct collection of customer satisfaction on the quality of service offered by field

extent of availability of liquidity.

When? In establishing/further developing your partnership with the financial service provider.

done.

Customers can rate and comment on the Zain application to provide
immediate feedback on agents’ performance after the transaction is
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Customers can also read the agent rating score upon searching
for the nearest agent using the Zain cash app.
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https://www.dropbox.com/s/01yeh24zhyrhhhs/Mystery%20Shopping%20_%20A%20Practitioners%20Guide_HR.PDF?dl=0
https://www.dropbox.com/s/179229996of3c1i/WFP%20Mystery%20Shopping%20Scenarios.docm?dl=0
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Zain can access the agent rating dashboard showing all ratings and
comments- for internal use.

Zain’s customer care team conduct follow up calls in cases of poor
ratings to further understand and identify the issues.

For the top-rated agents, Zain would send them a gift of
appreciation.

TOOL: IRC Safer Cash Toolkit

What is in this This toolkit has been designed to address the challenge of insufficient information available to
tool? systematically identify the risks that people face as a result of receiving and using cash in
humanitarian programmes. The toolkit is designed to capture the minimum amount of
information to ensure that organizations can make informed decisions on how to design,
implement and adjust cash and voucher programmes at a field level to prevent and minimize
harm. The toolkit is a set of three tools and additional guidance.

How? The toolkit facilitates a comprehensive and continuous analysis of risks and the implementation
and monitoring of risk mitigation measures in cash assistance guided by protection principles.

When? As part of regular monitoring activities.

Tool 3 monitoring questions:

The third tool facilitates the monitoring of protection
risks through post distribution monitoring, supplier
monitoring and trader monitoring.

You can load the monitoring questionnaire (see also SAFER CASH
Yy . TOOLKIT

p. 10 of the toolkit) into Kobo for digital data N —

collection.

safer

There is also comprehensive guidance (from p. 12) on
how to analyse tool 3 -monitoring data.

@
USAID sseim
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https://www.calpnetwork.org/publication/safer-cash-toolkit-english/
https://rescue.app.box.com/v/safercashpdm-3-1-en

