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Executive Summary

Background

The Social Cash Transfer Programme (SCTP) in Malawi aims to support vulnerable groups,
including individuals with disabilities, parents of children, and those aged 65 and above. The
primary goals are alleviating poverty, improving health and nutrition, and increasing school
enrollment. Traditionally, the SCTP relied on manual cash payments, which presented
challenges such as security risks, high operational costs, limited flexibility, and inefficiencies.
The Ministry of Gender, Community Development, and Social Welfare (MoGCDSW) is
transitioning to electronic payments, leveraging mobile money and banking transfers, to
enhance transparency, reduce fraud, and minimize cash handling risk. IDinsight collaborated
with MoGCDSW and the Ministry of Local Government, Unity and Culture (MoLGUC) to assess
the early experiences of beneficiaries and understand the opportunities to improve the delivery
of cash transfers through electronic payment systems and inform its scale.

The evaluation focuses on answering the following research questions as they align with the
government’s transition priorities:

1. How does transitioning to e-payments affect beneficiaries, and how can we facilitate
this change?

N

What are the primary barriers to access?
3. Do beneficiaries have sufficient awareness regarding the procedures for reporting

fraudulent practices?
4. How can we effectively embed grievance redress in e-payment systems during
expansion?

Key Findings and Recommendations
Below are our key findings and recommendations:

Transition to E-payments

1. Community-level meetings are the most effective communication method for
beneficiaries to learn about the transition to e-payments. These meetings facilitate
direct interaction between beneficiaries and officials, fostering understanding and
engagement. However, many beneficiaries do not receive timely or sufficient training or
orientation on the new e-payment system. Therefore, community-level meetings
should be extensively utilized to inform beneficiaries about e-payment transitions,
ensuring widespread awareness and understanding. Additionally, targeted
hands-on training sessions and user-friendly instructional materials in local
languages with vignettes on mobile money should be offered to facilitate
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comprehension and usage of the e-payment system, especially in rural
communities.

Process of Receiving Payments

1.

Notifications about disbursements primarily through SMS exclude beneficiaries without
phones, causing communication gaps that result in uncertainty and potential financial
strain. As a result, beneficiaries often miss timely access to their funds, exacerbating
their financial instability. Additionally, discrepancies between the amounts beneficiaries
are told they will receive and the amounts they actually receive, and variations in
monthly payments create financial uncertainty. SCTP should leverage Community
Social Support Committees (CSSCs) to relay the information to beneficiaries, given
their proximity and familiarity with local communities, and encourage community
members with phones to inform others when funds are available. Additionally, SCTP
should implement a more consistent disbursement plan to build trust and mitigate
financial strains on beneficiaries. Furthermore, SCTP should leverage the
notifications that beneficiaries receive about disbursements to communicate the
exact amount of funds they should expect.

Perceived Impact on Spending and Financial Management

1.

Some beneficiaries report that the e-payment system has influenced how they spend
their money, allowing for better planning, prioritizing essential needs, and avoiding
impulsive expenditures. However, most maintain that the transition has yet to
significantly affect their spending habits. Challenges such as deductions, travel costs,
irregular fund disbursements, and low transfer amounts hinder savings. To address
these issues, SCTP should implement light-touch financial literacy training during
the transition stage to help beneficiaries maximize the benefits of electronic
payments and improve their financial planning and budgeting skills.

Mobile Phone Access and Usage

1.

Many beneficiaries, particularly in rural areas, have limited or no access to mobile
phones and often rely on family members or others to access and use mobile phones
for transactions. Additionally, elderly beneficiaries frequently forget their PINs and rely
on others, leading to issues of theft and fraud. SCTP should improve mobile phone
accessibility for beneficiaries, especially in rural areds, by providing dffordable
options. Additionally, robust training programs focused on mobile money usage and
security should be implemented, tailored to the needs of beneficiaries, including
elderly individuals.

Accessing Cash Transfers via E-Payments

1.

Beneficiaries highlight the convenience and flexibility of withdrawals, as well as access
to a savings tool, as the main benefits of the e-payment system. SCTP should conduct
regular sensitization meetings to reinforce these benefits and functionalities,
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emphasizing the system's security and reliability to build trust among beneficiaries.

Beneficiaries, particularly in rural areas, often travel long distances to reach the nearest
mobile money agent, incurring significant transport costs. Many face challenges with
agent liquidity, as agents frequently lack sufficient cash for withdrawals. Additionally,
issues such as unexpected deductions, congestion at agent locations, SIM card
problems, and network issues further complicate access to funds. Many beneficiaries
are unaware of transaction fees and hold myths about the disappearance of funds,
leading to unnecessary withdrawals. SCTP should work with mobile network
providers to increase the number of mobile money agents in rural areas. SCTP
should also implement awareness initiatives to burst myths around e-payments and
clarify transaction fees.

Access Challenges Faced by Beneficiaries Living with Disabilities

1.

Due to mobility issues, people with disabilities face challenges traveling long distances
to mobile money agents. SCTP should implement special assistance programs for
people with disabilities through trusted helpers/volunteers and mobilizing aids for
mobility or access.

Security Risks of the E-Payment System

1.

Many beneficiaries face fraud and phishing attempts, with numerous reports of
suspicious messages or calls and some experiencing SIM card theft. Beneficiaries
sometimes experience theft by family members who misuse their responsibility to
withdraw funds on their behalf. SCTP should implement targeted messaging to detect
suspicious messages and calls, protect personal information, properly use SIM
cards, and collaborate with law enforcement and regulatory bodies to mitigate
security risks in the e-payment system.

Challenges of Grievance Redress

1.

Almost all beneficiaries know CSSC members as a channel for reporting grievances,
and many feel comfortable reporting issues with the e-payment system. However, some
beneficiaries hesitate due to fear or lack of knowledge about where to report. SCTP
should leverage community meetings and text messages to inform beneficiaries of
the different feedback channels and increase awareness.

Most beneficiaries report that their complaints have never been resolved, perceiving
the grievance mechanism as ineffective, and are unsatisfied with the outcomes. District
officers also report that service providers like TNM often respond slowly to beneficiary
complaints and technical issues, hampering the efficient operation of the e-payment
system and leaving many beneficiaries without timely solutions. SCTP should
collaborate with MNOs and CSSCs to establish a more efficient and responsive
complaint resolution process geared solely towards MSCTP complaints. This
process should include clarifying protocols, establishing timelines for service
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providers like TNM to respond to queries, and setting up a dedicated support team
within service providers. Additionally, an accountability system should regularly
follow up on reported issues to ensure that beneficiaries' concerns are tracked and
addressed. Address logistical challenges in cluster meetings by providing adequate
transportation support for CSSC members.

Some beneficiaries fear lodging complaints will result in punishment or withdrawal from
the program. SCTP should clearly communicate to beneficiaries that lodging
complaints will not result in punishment or withdrawal, alleviating fears and
encouraging more reporting.

Some beneficiaries receive discouraging feedback or are ignored when they report
issues, reducing their comfort in using the grievance mechanism. SCTP should
conduct comprehensive training for CSSC members and relevant staff on handling
grievances with empathy and professionalism to ensure supportive responses and
increase beneficiary confidence in the grievance process.
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1. Introduction

1.1 Overview
1.1.1. Context

The Social Cash Transfer Programme (SCTP) in Malawi is crucial in providing financial support
to vulnerable groups, including persons with disabilities, parents of children, and individuals
advanced in age. The SCTP aims to reduce poverty and hunger, improve health and nutrition
outcomes for vulnerable households, and increase school enrollment among children.
Currently reaching more than 300,000 households and benefiting over 1.3 million individuals,
the SCTP is supported by the Government of Malawi (GoM) and development partners,
including the World Bank, the European Union, Irish Aid, and KfW.

1.1.2. Traditional Manual Payment System in Malawi

Traditionally, the SCTP relies on manual cash payments. Government staff travel to designated
pay points, often village clusters, to distribute physical cash. District authorities collect money
from banks, travel with security escorts, and set up temporary distribution centers at locations
like schoolyards. They verify beneficiary identification before distributing the cash, ensuring
that even those without bank or mobile money accounts can access their social cash transfers.

However, this method poses several challenges (Pickens et al., 2009; Gronbach, 2020):

e Security and Fraud: Beneficiaries traveling long distances to receive payments, those
with chronic illnesses or disabilities, and the very old are exposed to safety risks.

e Limited Flexibility: The manual system lacks adaptability in timing and payment
methods, which can inconvenience beneficiaries who prefer flexible access to their
funds.
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e High Operational Costs: Cash delivery from the district to the pay points incurs
significant administrative and logistical expenses.

e Inefficiencies: Labor-intensive and time-consuming manual processes lead to delays
and administrative bottlenecks, hindering the timely delivery of benefits.

1.1.3. Transitioning to an Electronic Payment System in Malawi

The shift towards electronic payment methods, including bank transfers, card payments, and
mobile money, is gaining momentum across social cash transfer programs in Sub-Saharan
Africa (Gronbach, L., 2020). Aligning with this trend, the GoM commits to digitizing all social
protection payments across its 28 districts, which aligns with the Malawi Agenda 2063 (NPC,
2020). Digitization enhances transparency, reduces fraud and corruption, and minimizes cash
handling risks. The MoGCDSW, particularly the Division of Public Assistance and Social
Support, leads this transition from manual to electronic payments. Electronic payments offer
numerous benefits, including faster and more reliable transactions and timely fund
disbursement.

The primary motivation behind digitizing social protection payments is to enhance
transparency and traceability while minimizing fraud, corruption, and leakage that
are often associated with cash-based transactions.

1.1.4. Implementation of E-Payments in Malawi

E-payment rollouts have occurred in ten selected SCTP initiative districts, as shown in Table 1
below.

Table 1: Service providers and districts implementing e-payment in Malawi

Number Service Provider District
1 TNM Karonga
Nkhotakota
Balaka
Blantyre
Thyolo
2 Airtel Lilongwe
Chiradzulu
3 FDH Bank Ntcheu
4 NBS Bank Kasungu

Dowa
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1.2 Motivation for the Study

1.2.1 Transition Challenges for Vulnerable Groups

Early evidence from case management records and reports from financial services providers
indicates several challenges during the transition period, particularly for the elderly, individuals
with disabilities or chronic illnesses, and households headed by women or children. Key
challenges observed include:

e Delinquent Accounts: Some accounts remain inactive, with funds uncollected or
unwithdrawn.

e Fraud Risk: Vulnerable demographic groups face fraud or theft from their SIM cards.

e Access Issues: Low literacy rates, limited mobile penetration, and
stigmatization hinder access.

e Knowledge Gap: There is limited evidence on how e-payments affect vulnerable
populations and the overall effectiveness of e-payments.

Concerns arise that high illiteracy rates, low mobile and internet penetration, and increasing
stigmatization could undermine beneficiaries' access to benefits and compromise their dignity.
However, the available evidence remains inconclusive, primarily from limited and
unrepresentative data.

1.2.2. Study Justification

The government requires reliable evidence to ensure that the transition to e-payments within
the SCTP is inclusive and effective. This study evaluates electronic payment systems and
examines how vulnerable households encounter barriers to accessing these mechanisms due
to disability, age, gender, and low literacy levels. The justification for this study includes:

e Assessing Impacts on Vulnerable Beneficiaries: Potentially higher rates of uncollected
funds and potential fraud targeting vulnerable populations raise concerns about their
ability to access, potentially jeopardizing well-being and financial security.

e Addressing Limited Data and Potential Policy Risks: Current data, primarily case
management records, are insufficient for informed policy decisions regarding the
SCTP's transition to electronic payments. Comprehensive research is essential to avoid
policies that might worsen issues for vulnerable groups.

e Ensuring Effective Policy and Beneficiary Dignity: Reliable evidence is crucial for
designing policies that ensure continued access to benefits and protect the dignity and
privacy of all beneficiaries during the transition.
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1.3 Research Questions

The research questions were aligned with government priorities to ensure that the findings
provide actionable insights that directly support governmental objectives. Table 2 below
summarises the government's key priority areas and the corresponding research questions to
address each priority.

Table 2: Summary of key priorities mapped to research questions

Number

1

Government's Priority

Review and update Standard
Operating Procedures and
guidelines governing e-payment
delivery.

Establish a system to monitor
and address uncollected
balances, fraud and theft, and
access issues for vulnerable
groups.

Strengthen grievance redress
mechanisms in e-payment
design during scale-up

What Questions to Answer?

How does transitioning to
e-payments affect beneficiaries,
and how can we facilitate this
change?

What are the primary barriers to
access?

Do beneficiaries have sufficient
awareness regarding the
procedures for reporting
fraudulent practices?

How can we effectively embed
grievance redress in e-payment
systems during expansion?
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2. Methodology

2.1 Overview

Data collection occurred from May 9 to May 27, 2024, following comprehensive training of the
data collection team from May 1 to May 6, which included a pilot in Kasungu to validate the
study instruments. We implemented dual moderation of focus groups, interview observation,
and audio recording to maintain data quality. To ensure accuracy, we had a portion of
transcripts transcribed by multiple team members.

Qualitative data coding and analysis highlighted themes, patterns, and interactions within the
data. Themes emerged organically, aligned with research questions, and were compared
across different locations. Ethical considerations included obtaining approval from the Malawi
National Committee on Research in the Social Sciences and Humanities (NCRSH) and district
authorities. Informed consent was obtained from all participants, and data security measures
were enforced.

Please refer to Appendices B to E for more information on the methodology.

2.2 Study Design

A qualitative approach was utilized to evaluate the transition to the e-payment system within
Malawi's SCTP. Qualitative data was collected through Key Informant Interviews (Klls), Focus
Group Discussions (FGDs), and In-Depth Interviews (IDIs), offering insights into the system's
strengths, user-reported pain points, and challenges encountered during implementation.
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2.3 Sampling Strategy
2.3.1 Study Locations

The study was conducted across a representative sample of five districts currently
implementing e-payment systems for delivering SCTP funds. At the time of the study, ten
districts in Malawi had rolled out the e-payment system (as shown in Table 1). To ensure a
balanced perspective, districts were selected from Malawi's three main regions. These
included:

e Southern Region: Thyolo and Balaka districts
e Central Region: Dowa and Nkhotakota districts
e Northern Region: Karonga district

This selection ensured comprehensive regional representation and provided diverse
experiences and insights from implementing the system.

2.3.2 Sample Size

More than 544 individuals were interviewed to achieve saturation and ensure comprehensive
insights into the e-payment system. The sample included:

e New and long-term SCTP beneficiaries
o Elderly, disabled, chronically ill, women, and households headed by children
e District Officers such as the District Commissioner, the Director of Planning and
Development, and District Social Welfare Officers
e MNO and bank representatives, shop owners, and mobile money agents

2.4 Data Sources

Data was collected through Klls, FGDs, and IDIs to understand the experiences, challenges,
and management of the e-payment system among SCTP beneficiaries.

2.4.1 Focus Group Discussion with Beneficiaries

Thirty-nine focus group discussions were conducted across five districts, with 19 in peri-urban
and 20 in rural locations. The data collection aimed to understand beneficiaries' collective
experiences, challenges, and potential solutions related to the e-payment system. Key topics
included difficulties accessing the system, the effectiveness of grievance redress
mechanisms, and participants' feedback on the transition from cash to e-payments.

2.4.2 In-Depth Interviews with Beneficiaries

A total of 117 in-depth interviews were conducted, with 58 in peri-urban areas and 59 in rural
areas across the five districts. The IDI guide collected information as a follow-up to the FGDs
with the most active participants from the groups. Additionally, the guide was used to interview
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beneficiaries who could not attend the FGDs by visiting them in their homes, including the
elderly, disabled, and chronically ill. Key topics included user satisfaction, challenges in
accessing funds, security concerns, financial habits following the adoption of e-payments, and
feedback on support mechanisms.

2.4.3 Key Informant Interviews with Intermediaries

A total of 39 key informant interviews were conducted with intermediaries, including Mobile
Money and Banki Pafupi Agents, as well as shop owners. Of these, 17 interviews occurred in
rural areas and 22 in peri-urban areas. The data collection aimed to gather insights into access
barriers, transaction processes, and opportunities for system improvement.

2.4.4 Key Informant Interviews with District Officers

A total of 21 key informant interviews were conducted with district council officers in charge of
SCTP, chiefs, and CSSC members from the communities. These individuals are primarily
involved with implementing the e-payment system within the SCTP. District officers are crucial
in overseeing the program at the local level, coordinating with various stakeholders, and
addressing operational challenges. The guide focused on understanding their perspectives on
system management, challenges, coordination efforts, and strategies for improving the
e-payment system.

2.5 Study Limitations

The study encountered several challenges during the data collection process. One significant
issue was respondents' difficulty providing accurate responses due to literacy issues and age.
Many beneficiaries struggled to recall when they started receiving SCTP support and the exact
amount they received. To address this, the data collection team made extra efforts to probe the
questions and used historical events to help respondents remember the details.

Additionally, some beneficiaries who were not pre-selected for the study showed up at the
meeting point due to poor communication about the purpose of the meetings. To mitigate this
issue, the data collection team collaborated closely with Community Social Support Committee
(CSSC) members to better organize the meetings and ensure the correct participants were
involved. Furthermore, the team enhanced communication with the district social welfare office
to clarify the study's purpose and the selection criteria for beneficiaries.

Another significant challenge was the accuracy and consistency of the beneficiary list used for
mobilization. In the early stages of data collection, discrepancies were noted between the
provided beneficiary list and the actual program participants, with many listed beneficiaries no
longer being part of the SCTP. Payroll data matched beneficiaries with household data
containing vulnerability variables to address this issue.
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3. Findings and
Discussion

3.1. Demographics and Characteristics

The study aimed to capture the experiences of diverse categories of SCTP beneficiaries,
consistent with the SCTP’s demographic structure (where 70% of households are
female-headed). As shown in Table 3, women made up nearly two-thirds of the study
participants (64%). Specifically, in in-depth interviews, women comprised 63% in rural areas
and 62% in peri-urban areas, while in focus group discussions, women comprised 66 % in rural
areas and 61% in peri-urban areas. The study ensured that women's voices were adequately
heard and their perspectives were sufficiently covered in the survey. The gender distributions
across peri-urban and rural areas are similar.

As shown in Table 3, women made up nearly two-thirds of the study participants (64%). In
in-depth interviews, 63% were in rural areas and 62% in peri-urban areas. In focus group
discussions, 66% were in rural areas and 61% in peri-urban areas.
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Table 3: Gender and Age Distribution of the Beneficiaries

IDi FGD Total

Rural Peri-Urban Rural Peri-Urba Rural Peri-Urban All
n

Gender
Female 63% 62% 66% 61% 63% 65% 64%
Male 37% 38% 38% 34% 37% 35% 36%
Age
Median 56 45.5 55 60 55 54 55
18-35 12% 18% 12% 17% 12% 17% 15%
36-50 31% 37% 30% 18% 31% 24% 27%
51-65 28% 25% 21% 25% 22% 25% 23%
Over 65 29% 21% 37% 39% 35% 34% 35%

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Focus group discussions(FGDs) sample size: Total = 327, rural =172, peri-urban = 155
The sample includes married (58%) and single (42%) households. The participants have a
median age of 55. In in-depth interviews, the median age is 56 in rural areas and 45.5 in
peri-urban areas. In focus group discussions, the median age is 55 in rural areas and 60 in
peri-urban areas. The age distribution shows a mix of participants, with 15% between 18-35
years old, 27% between 36-50 years old, and 23% between 51-65 years old.

Over a third (35%) of all participants are over the age of 65, comprising the largest proportion
of both rural (35%) and peri-urban (34%) participants. The education levels of older people
show that 27.6% have no education, 58.6% have some primary education, and 13.8% have
some secondary education. The average household size for households with an elderly
respondent is 4.69, compared to 6.63 for non-elderly individuals. This ensures that the
perspectives of the elderly demographics are adequately captured.

Regarding education and literacy, one in three respondents could not read, and about a quarter
did not attend formal school (Table 4). During the interviews, less than one in ten people
(<10%) had attended or completed secondary education. The finding confirms that the status
of literacy skills, particularly reading comprehension, may pose a significant risk to
understanding instructions or averting scams and fraud due to ignorance for some.



wsuin

18

Table 4: Household Characteristics, Literacy Skills, and Education Levels of Beneficiaries

Rural Peri-Urban Total
Mean Mean Mean

Household Characteristics

Household Size 6.59 571 6.15
Married 58% 57% 57%
Mean Number of Children 3.75 2.84 3.29
under 18

Literacy Skills

Have Reading 61% 69% 65%
Comprehension

Education Level

No Formal Education 29% 7% 23%
Some Primary Education 66% 67% 67%
Some Secondary Education 5% 14% 9%
Completed Secondary 0 2% 1%

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

At least 30% of the respondents are living with or have a member of their household living with
disability as defined by the SCTP program. There are slightly more people with disability in
rural (34%) than in peri-urban areas (30%). Close to half of the respondents report having a
member with chronic illnesses in their families (Table 5).

Table 5: Household Members with Disabilities and Chronic llinesses

Rural Peri-Urban Total
Mean Mean Mean
Household Member with Disability 34% 26% 30%
Household Member with Chronic lliness 47% 43% 45%

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
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3.2. Transition to the E-Payments System

The E-Payment Process Overview

SCTP's E-Payment Process begins with the beneficiaries' registration with the Transfer
Agency. During this initial step, beneficiaries provide necessary identification
documents, such as National Identity Documents (NID), to verify their identity. A proxy
receiver can register on their behalf if a beneficiary does not possess an NID. Following
registration, the Transfer Agency sets up individual accounts or e-wallets for each
beneficiary. It records their details in the Management Information System (MIS),
ensuring accurate tracking and management of funds.

Once the accounts are established, the Transfer Agency calculates the transfer
amounts based on criteria set by the Government of Malawi. The funds are then
disbursed to the beneficiaries' accounts or e-wallets through various channels,
including bank-led systems or mobile money platforms. Beneficiaries can access their
funds through cash-out options such as ATMs, Point of Sale (PoS) machines, or mobile
money agents. Each transaction is confirmed via SMS notifications sent to the
beneficiaries, providing them with transaction details.

Finally, the Transfer Agency conducts reconciliation processes to ensure all
transactions are accurate and to address any discrepancies or arrears, thereby
maintaining the integrity and efficiency of the e-payment system.

Appendix A outlines the sequence of activities in the SCTP's e-payment delivery and
the key stakeholders involved.

3.2.1 Sensitisation and Training on E-payments

Key Takeaways
e Community-level meetings are the most effective communication method for
beneficiaries to learn about the transition to e-payments. They facilitate direct
interaction between beneficiaries and officials, fostering understanding and
engagement.
e Many beneficiaries do not receive timely or sufficient training on the new
e-payment system.

Recommendations
e Utilize community-level meetings extensively to inform beneficiaries about
e-payment transitions, ensuring widespread awareness and understanding
among the beneficiaries.
e Offer targeted hands-on training sessions and provide user-friendly instructional
materials in local languages to facilitate comprehension and usage of the
e-payment system.
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During the transition phase from cash to e-payments, the government applied multiple ways to
create awareness and knowledge about the processes involved in the e-payment system.
Other awareness efforts include radio broadcasts, word of mouth, direct household visits,
campaigns through role plays and dramas, and using vehicle sound systems to disseminate
information.

Out of all methods, beneficiaries found community-level meetings to be the most effective
way to learn about the transition and its processes. As shown in Table 6, almost all
beneficiaries primarily learn about the transition to e-payment through community-level
meetings (101/117 IDi). These meetings allow beneficiaries to interact directly with officials,
explaining the new process for receiving entitlements.

District officers also consider community meetings the primary method for creating mass
awareness about e-payments, as they are assured of high participant turnout and
engagement. Beneficiaries attend in large numbers and actively engage by asking questions to
clarify the new processes and address their concerns.

Table 6: Beneficiary Awareness Effort

IDi
Rural Peri-Urban Total
Pay Point (Final Cash
Distribution) 20 5 25
Community Meetings 49 52 101
Other Beneficiaries 4 1 5
Not Informed Directly 1 1 2

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Sensitization or orientation sessions with communities are crucial in reducing problems created
by a lack of knowledge. Across all the districts, mobile money has been a hew phenomenon for
most beneficiaries. As shown in Table 7, more than half of beneficiaries (64/117 IDi) report not
having previous experience using mobile money for transactions, most notably in rural
communities (39/59 IDi).

Table 7: Beneficiary Awareness Effort

IDi
Rural Peri-Urban Total
Prior Experience 20 28 48
No Prior Experience 39 25 64

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
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3.2.2 Process of Beneficiaries Receiving Payments

Key Takeaways

e Notifications about disbursements primarily through SMS exclude beneficiaries
without phones.

e There is a lack of clarity and consistency in communication about payment
schedules, causing most beneficiaries not to receive their funds on time and
financial strain.

e Discrepancies exist between the amounts beneficiaries are told they will receive
and the amounts they actually receive, as well as variations in the amounts
received from month to month, leading to financial uncertainty.

Recommendations
e Leverage Community Social Support Committees (CSSCs) and encourage

community members with phones to inform others when funds are available,
enhancing communication and accessibility for beneficiaries.

e Implement clear and consistent communication about payment schedules to
improve transparency and trust, ensuring beneficiaries are informed about the
timing of fund disbursements.

e Communicate the expected amount of funds in disbursement notifications to aid
beneficiaries in financial planning, enabling better budgeting and utilization of the
received funds.

The program requires the Transfer Agency to inform beneficiaries about disbursements
through a structured notification protocol. This protocol includes sending SMS notifications to
beneficiaries, informing district desk officers, and leveraging CSSCs to ensure comprehensive
communication.

Table 8 shows that most beneficiaries (79/117 IDi) receive notifications about cash transfer
disbursements via SMS, with an almost equal distribution between rural and peri-urban
communities. While this channel may seem fairly effective, there is a need to reach those
beneficiaries who only have SIM cards without phones and may not see messages in time. In
such cases, enhancing alternative avenues to extend reach is critical. Mobile Money agents or
CSSC members (11/117 IDi) and family members (12/117 IDi) have played an important role in
spreading information when notifications have started coming or when other beneficiaries start
drawing. Some beneficiaries (8/117 IDi) claim they do not receive information regarding
payments at all, which may explain the pre-study observations about why some cash in
wallets remained unused, as noted by government officers.

To improve this situation, the SCTP must intensify promotion and information dissemination
using multiple communication channels, including leveraging CSSCs, given their proximity to
and familiarity with local communities.
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Table 8: E-Payment Disbursement Communication

IDi
Rural Peri-Urban Total

Receive through SMS 39 40 79
Receive information from

Agents or Committees 3 8 1
Receive from Family

Members 7 5 12
No Communication 3 5 8

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Beneficiaries have experienced variations in the frequency of payments to their accounts
over the period. While the expectation during e-payment is that beneficiaries should receive
their entitlements every month, information appears to be distorted. Only two in-depth
interviews (IDI) participants knew they were supposed to receive their entitlements every
month, as almost all beneficiaries were either uncertain or thought they must receive them
between 2 and 6 months (Table 9).

While this uncertainty or observation of 2 to 6 months may be from lived experience, it could
also come from inadequate promotion or communication. This could confirm the observations
that the efficacy of the messaging or awareness-creation activities could be improved.

Table 9: Beneficiary Payment Schedules

IDi
Rural Peri-Urban Total
Every one month 1 1 2
Every two months 16 20 36
Every three months 8 6 14
Every 4-6 months 6 9 15
Uncertain 13 22 35

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Regarding the timeliness of transfers, most beneficiaries perceive that SCTP cash transfers
are unpredictable; they rarely receive their funds on time. Less than one in four people
believe they sometimes receive on-time or transfers are always on time, whereas
three-quarters believe otherwise (Table 10).
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Table 10: Timeliness of Fund Disbursement

IDi
Rural Peri-Urban Total
Never on Time 39 42 85
Sometimes on Time 12 4 16
Always on Time 5 8 13

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

While there may be some genuine logistical bottlenecks from the government side, such as
payroll or liquidity constraints, delays in transferring money bring other unintended results. For
example, beneficiaries seem confused about the true entitlement to their household and, in
some instances, feel shortchanged when they receive multi-month lump sums and immediately
switch to monthly routines, which are lower in comparison. As shown in Table 11, on the
question of “Do you receive your expected amounts?”, over half of beneficiaries in rural areas
(28/59 rural IDi) perceive that there are discrepancies between their expected entitlements and
what they actually receive, leading to speculations about the program. Increasing awareness
and addressing the regularity of the transfers will boost beneficiaries’ confidence in their
income stream and alleviate the financial planning difficulties that most currently face.

Table 11: Beneficiary Expectations of the Received Amounts

IDi
Rural Peri-Urban Total
Always as expected 18 33 51
Sometimes as expected 5 8 13
Never as expected 28 - 28
Uncertain - 15 15

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
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3.3. Perceived Impact of the E-Payments
System

Key Takeaways

Some beneficiaries report that the e-payment system has influenced how they
spend their money, but most maintain that the transition has yet to affect their
spending habits.

Beneficiaries highlight that receiving funds electronically enables better planning
of their spending, prioritizing essential needs, and avoiding impulsive
expenditures.

Some beneficiaries face challenges in saving due to deductions, travel costs,
irregular fund disbursements, and low transfer amounts.

Recommendations

Implement light-touch financial literacy training at the transition stage to help
beneficiaries maximize the benefits of electronic payments and improve their
financial planning and budgeting skills.

Collaborate with mobile network providers to increase the number of accessible
mobile money agents in rural areas, thereby minimizing travel distances and
reducing travel costs for beneficiaries.

Establish more consistent payment schedules to help beneficiaries plan and
manage their finances better.

3.3.1Perceived Impact on Spending and Financial Management

Generally, there seems to be a growing sense of spending autonomy and potential for
prudence among beneficiaries since the e-payments. Some beneficiaries report that, while in
minimal ways, the e-payment approach helped reduce impulse spending because they can
fairly decide when to use money (38/117 IDIs; 16/39 FGDs). Most in-depth interview
beneficiaries (70/117 IDIs) and almost half of the focus groups (18/39 FGDs) note that they
continue to spend on essentials like food and school supplies, indicating persistent financial
pressures. However, some beneficiaries experience a change in their spending habits, such as
a reduced tendency to spend money on non-essential items since storing money in wallets

reduces their impulse (38/117 IDIs; 16/39 FGDs).

2

“There is no difference. We usually spend on the same items as before.”

=== FGD Participant, Mpulura 3 Cluster, Balaka
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Table 12: Spending Patterns Post E-Payment

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Same spending pattern 30 40 70 6 12 18
Spending patterns changed 23 15 38 13 3 16

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not represent how many respondents mentioned a topic, only
whether at least one member mentioned it in a group.

The transition to the e-payment system has helped beneficiaries start changing their
financial management practices, particularly in budgeting, planning, and short-term
savings. As shown in Table 13, in more than half of the focus groups, beneficiaries highlight
that receiving funds electronically and accessing them as needed allows them to plan their
spending better, prioritizing essential needs like food, education, and household necessities,
and, in some cases, avoiding impulsive spending. Beneficiaries state that the discretion
provided by e-payments means they can withdraw money at their convenience, reducing the
pressure to spend immediately and enabling more disciplined financial management. In most
focus group discussions (22/39), respondents claimed that they can now better keep money in
their wallets for short-term saving. However, saving culture will remain limited among SCTP
beneficiaries because the entitlements are too small to motivate significant saving or investing.
Some beneficiaries have expressed that they cannot save money due to the costs they incur
while withdrawing their funds in transport expenses (where agents operate far from their
domiciles) and deductions at withdrawal points.

bb

“E-poyment is o good program, and it has taught me something. When | receive the money, | am
abile to plaon and buy basic needs for my chifdren ot school, ond I even have some money left over..."

-— FGD Participant, Bvumbiwe 3 Cluster, Thyolo
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Table 13: Impact of E-Payment on Financial Management
IDi
Rural Peri-Urban Total
Improvement in Budgeting 22 26 48
Better short-term savings 20 27 47

Reduction in Savings - - -

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Rural

12

Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

FGD

Peri-Urban

9

13

Total

21

22

15

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only

whether at least one member mentioned it in a group.

26
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3.4. Accessibility of the E-Payments
System

3.4.1 Benefits of Accessing Cash Transfers via E-Payments

Key Takeaway
e Beneficiaries highlight the convenience and flexibility of withdrawals and the

ability to access a savings tool as the main benefits of using the e-payment system
to access their funds.

Recommendation
e Conduct regular sensitization meetings to reinforce the benefits and functionalities

of the e-payment system, emphasizing the security and reliability of the system to
build trust among beneficiaries.

Beneficiaries highlight the convenience and flexibility of withdrawals and having access to
a savings tool as key benefits of initiating on the e-payment system. Table 14 shows that
36/117 beneficiaries in in-depth interviews and beneficiaries in over half of the focus groups
(26/39 FGD) highlighted that they appreciate the convenience and flexibility of withdrawing
whenever they choose as highlights of the e-payment system. Beneficiaries reported that this
feature reduces their pressure to withdraw funds immediately. Additionally, beneficiaries
(33/117 IDi; 8/39 FGD) highlighted their ability to save funds within their mobile wallets.

2

“What | lke most about e-payment Is that ne one knows; you just receive a
message alert, and then you can go and withdraw whenever you want.”

--- SCTP Beneficiary, Bvumbwe 3 Cluster, Thyolo

Table 14: Benefits of Accessing Funds

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Convenience and Flexibility 16 20 36 14 12 26
Ability to Save 16 17 33 - 8 8

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only
whether at least one member mentioned it in a group.
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3.4.2 Mobile Phone Access and Usage

Key Takeaways
e Many beneficiaries, particularly in rural areas, have limited or no access to mobile
phones.
e Beneficiaries often rely on family members or others to access and use mobile
phones for transactions.
e Elderly beneficiaries frequently forget their PINs and rely on others, leading to
issues of theft and fraud.

Recommendations
e Improve mobile phone access for beneficiaries, especially in rural areas, by
providing affordable options.
e Implement robust sensitization programs focused on mobile money usage and
security tailored to the needs of beneficiaries, including elderly individuals.

Some beneficiaries report having limited access to a mobile phone through family members
or others, while a sizeable number of rural recipients do not have any access to any mobile
phone. As shown in Table 15, beneficiaries in almost half of the focus groups report limited
access to a mobile phone through family members or friends, and others report that they have
access to a phone through an agent (6/39 FGD). Furthermore, beneficiaries in 14/20 focus
groups in rural areas report no phone access.

Table 15: Beneficiaries’ Phone Accessibility

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Self 48 47 95 17 17 34
Same Household 7 7 14 18 14 32
Other's (may include the
same household) 10 10 20 3 3 6
No-Phone - - - 14 - 14

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only

whether at least one member mentioned it in a group.

Many beneficiaries feel uncomfortable making mobile money transactions independently
and require family members and others to assist them in withdrawing funds. As shown in
Table 17, when beneficiaries' accounts are boosted with transfers, most beneficiaries (18/39
FGD) access their funds with the support of family members or friends, who sometimes lend
them their mobile phones to transact. Almost half of IDI participants (55/117 IDi) are
uncomfortable transacting independently without assistance from others, as shown in Table 16.
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This issue is most prevalent in rural communities where most beneficiaries (36/59 IDi) are
apprehensive about mobile transactions. District officers have observed that many elderly
beneficiaries struggle with using mobile phones to access their funds, frequently forgetting
their PINs or relying on others, often grandchildren, to withdraw money. This dependency
leads to theft and fraud, where children or agents exploit the beneficiaries' lack of
technological proficiency. The risks will persist without aggressive community sensitizations
on securely using or transacting with mobile money for SCTP recipients.

Table 16: Feel Comfortable with Mobile Transactions Table 17: Assistance Withdrawing
IDi FGD
Rural Peri-Urban  Total Rural | Peri-Urban Total
Very
Comfortable 21 10 31 Self 13 9 22
Not
Comfortable 36 19 55 Family Member 9 9 18

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic,
only whether at least one member mentioned it in a group.

3.4.3 Challenges of Accessing Cash Transfers via E-Payments

Key Takeaways
e Beneficiaries, particularly in rural areas, often travel long distances to reach the

nearest mobile money agent, resulting in significant transport costs.

e Many beneficiaries face challenges with agent liquidity, as mobile money agents
often do not have enough cash available for withdrawals.

e Beneficiaries also face challenges such as unexpected deductions, congestion at
agent locations, SIM card issues, and network problems, further complicating their
access to funds.

e Many beneficiaries lack awareness of transaction fees and face myths about the
disappearance of funds, leading to unnecessary withdrawals.

Recommendations
e Work with mobile network providers to increase the number of mobile money

agents or encourage super-agents to backstop agents in rural areas when
accounts are credited to reduce travel distances.
e Develop and introduce special assistance programs tailored to the needs of people
with disabilities, such as providing wheelchairs to enable them to travel to agents.
e Launch awareness initiatives to educate beneficiaries that there are no time limits
on how long they can keep funds in their accounts.
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e Launch educational campaigns or sensitization efforts to inform beneficiaries
about transaction fees and the security of their funds in their accounts, addressing
myths and misconceptions.

e To address the proficiency gaps, implement targeted hands-on training sessions
and provide user-friendly instructional materials in local languages with vignettes
on using mobile money.

Beneficiaries report long travel distances and inadequate agent liquidity as the main
challenges they face when accessing their funds, especially in rural areas. As highlighted in
Table 18, many beneficiaries travel long distances to reach the nearest mobile money agent,
which can result in high transport costs (57/117 IDIs; 23/39 FGD). The case is even more
difficult for people living with disabilities, visual impairment, older people, or those with chronic
illnesses who require other people to support. Beneficiaries suggest assigning trusted helpers,
such as a relative or community member, to assist people with disabilities in accessing their
funds or bringing services closer to them by deploying either superagents or encouraging
agents to visit their areas to reduce the distance. They also underscore the need to expand the
network of agents permanently in their vicinity to make services more accessible for them.
Additionally, strengthening light-touch linkages by expanding partnerships with organizations
that target these special groups with special assistance programs can alleviate some of their
challenges. For example, SCTP can facilitate cooperation with partners such as Help Age,
Malawi Network of Older Persons Organizations (MANEPO), Sight Savers, and the like to link
people with special needs to resources that may be available, such as wheelchairs or other
mobility aids, to enhance their experience.

Further, beneficiaries in almost half of the focus groups (17/39 FGD) and nearly a third of
participants (35/117 IDi)) in in-depth interviews report experiencing withdrawal challenges due
to low cash availability with mobile money agents in their communities. These challenges are
most prevalent in rural areas where over half the beneficiaries travel more than an hour to the
nearest agent, and beneficiaries in almost all the focus groups experience liquidity challenges
with agents.

District Officers note that the lack of sufficient cash with agents forces beneficiaries to make
multiple trips to withdraw funds, increasing transportation costs. To mitigate this challenge,
most beneficiaries withdraw all their money at once. Furthermore, some beneficiaries are
misinformed by other community members that money disappears 48 hours after receiving the
notification, which causes beneficiaries to try to withdraw all their funds immediately. This
highlights the need for further awareness initiatives to inform beneficiaries that there are no
time limitations on how long funds can remain in their accounts. To address this, community
education programs and collaborations with local radio stations could be leveraged to clearly
explain the policies regarding fund availability after disbursement to reduce the pressure to
withdraw funds all at once.

Beneficiaries also report unexpected deductions when accessing funds (28/39 FGDs; 28/117
IDi). Further investigation with agents and government officials suggests that in some cases,
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beneficiaries may not understand transaction fees or assume that donors have already paid
the fees. It is important to intensify sensitizations and awareness creation using multiple
channels to demystify transactional fees and eliminate myths that confuse beneficiaries
and may erode trust.

Beneficiaries report additional challenges, including congestion at agent locations (7/39 FGDs),
issues with their SIM cards (4/39 FGDs), and network challenges (8/117 IDi), which force them
to travel long distances to find network coverage.

“The distance we have to travel means we end up spending the whole day. We
leave here hungry, and if we buy something small, we return empty-handed. It's
really hard for us.”

--- FGD Participant, Kalikwala Village Cluster, Dowa

“Anether major chaollenge is that TNM agents, especially in rural areas, often do not
have cash available for beneficiaries to withdraw. As o result, beneficiaries have to
travel to peri-urban areas to access their money, incurring transport costs in the
process. Because of this, beneficiaries are not satisfied with e-payment.”

--- District Officer - Nkhotakota

Table 18: Challenges Accessing Funds

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Long Distances  to
Agents (over an hour) 37 20 57 18 5 23
Cash Unavailability with
Agents 19 16 35 12 5 17
Unexpected Deductions 17 11 28 17 11 28
Congestion at Agent
Location - - - 5 2 7
SIM card issues - - - 3 1 4
Network Problems 5 3 8 - - -

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only

whether at least one member mentioned it in a group.

Additionally, beneficiaries report that they either did not receive any training or received
insufficient training on the e-payment system during the transition. Table 19 shows that
beneficiaries in the majority of focus group discussions (29/39) did not receive any formal
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training to learn the nuances of the newly introduced system. Additionally, for those that did
receive training, beneficiaries in more than half of the focus groups (23/39) indicate that

beneficiaries only received basic implementation instructions.

Table 19: Beneficiary Awareness Effort

FGD
Rural Peri-Urban Total
Basic Implementation 12 " 23
15 14 29

No Formal Training

Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic,
only whether at least one member mentioned it in a group.
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3.5. Security Risks in the E-Payments
System

3.5.1 Security Benefits of the E-payment System

Key Takeaways
e Beneficiaries appreciate the e-payment system's privacy and security features,

which help reduce the risk of theft and assault by ensuring that only the recipient
knows when funds are available.

e District officers observe a significant reduction in security concerns since funds
are deposited directly into beneficiaries' accounts, eliminating the need for police
escorts and extensive administrative oversight.

Recommendations
e Continuously educate beneficiaries on recognizing suspicious messages and calls,

protecting personal information, and properly using SIM cards to help them avoid
falling victim to scams.

e Establish a regular monitoring and reporting system to detect and address fraud
efficiently, identify patterns, and generate timely reports.

Introducing e-payment systems offers substantial safety benefits for beneficiaries and
implementers, primarily through improved privacy and security. Before e-payments,
beneficiaries line up at pay points, increasing the risk of theft or pressure from community
members to share the money, as all would know that they have hard cash. In more than half of
the focus groups and nearly half of the in-depth interviews, participants expressed confidence
in the digital delivery of their transfers to increase privacy, eliminate exposure to theft, and
increase the sense of security it affords them. By receiving a discreet message alert only
known to them, they can decide how and when to use or keep the money without everyone
knowing they have money. Even officers at the district council feel the relief from security
concerns that come with hauling large amounts of money on long trips to deliver cash to
thousands of beneficiaries. Additionally, since funds are deposited directly into the
beneficiaries' accounts, there is less need for administrative oversight or police escorts when
beneficiaries are collecting money.

2

“With manual transfers, it's easy for a beneficiary to encounter theft since
it's obwious they have money. With e-payment, nobody knows when transfers
are made, which significantly enhances security for the beneficiaries"”

=== CSS5C Member, Nkhotakota



wsuin

34

3.5.2 Security Risks of the E-payment System

Key Takeaways
e Many beneficiaries report receiving suspicious messages or calls, with instances
of SIM card theft and unauthorized fund withdrawals by family members indicating
ongoing security threats.
e Beneficiaries sometimes experience theft by family members, misusing the
responsibility to withdraw funds on their behalf.

Recommendations

e Implement comprehensive messaging campaigns to educate beneficiaries on
identifying and reporting suspicious activities, safeguarding personal information,
and securely using SIM cards to prevent fraud incidents.

e Foster partnerships with law enforcement and regulatory agencies to exchange
information, conduct joint investigations, and establish protective measures to
effectively mitigate and address fraud attempts.

e To uphold system integrity and protect beneficiaries from potential risks, train all
agents involved in the e-payment system on ethical practices, customer service,
and fraud prevention, and implement strict regulations and penalties for agents
engaging in fraudulent activities.

Despite the security benefits of the e-payment system, many beneficiaries have
encountered several security risks and challenges, primarily through fraud/phishing
attempts and sim card theft. Phishing attempts deceive beneficiaries into sharing personal
information or making unauthorized transactions. As noted in Table 20, over a third of
beneficiaries' in-depth interviews and more than half of focus groups reported receiving
suspicious messages or calls (41/117 IDi; 24/39 FGD). Less commonly, some beneficiaries face
issues related to SIM card theft or swapping(3/117 IDi). Other beneficiaries are victims of cash
theft by family members who entrust the responsibility of transacting on their behalf. District
officers and village chiefs confirm they have received complaints about people masquerading
as government officers stealing from innocent beneficiaries and mobile money agents
defrauding beneficiaries by withdrawing more than requested and overcharging transaction
fees. Officers highlight that these incidents are more frequent among new beneficiaries or
where e-payments are infant.

“I received an unknown call on the number linked to my Social Cash Transfer
account, The caller claimed that my doughter had been involved in a car
accident and mentioned her name correctly. They asked me to send money
urgently so they could take her to the hospital. Fortunately, | didn't send the
maney. My husbond suggested we go to the school and pay any necessary
expenses there. When we arrived, we found our daughter safe and well. When
we tried to call the number back, it was unreachable.”

=== FGD Participant, Kuntiyani 2 Cluster, Balaka
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Table 20: Common Security Threats

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Privacy and Security 24 17 41 13 11 24
SIM Card Theft or
Swapping 1 2 3 - - -

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only
whether at least one member mentioned it in a group.

Several strategies can be implemented to mitigate the security risks of the e-payment

system.

1. First, messaging on detecting suspicious messages and calls, protecting personal
information, and adequately using SIM cards can help beneficiaries avoid falling victim

to fraud.

2. Second, collaborating with law enforcement and regulatory bodies to share information
about fraud tactics, conducting joint investigations, and implementing protective

regulatory measures could help reduce and address fraud attempts.

3. Finally, it is crucial to ensure that all agents involved in the e-payment system are
appropriately vetted, trained, and regulated. This includes training on ethical practices,
customer service, fraud prevention, and consequences of fraud. Subsequently,
Implementing strict regulations and enforcing penalties for agents found engaging in

fraudulent activities can maintain the system's integrity and protect beneficiaries.

35
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3.6. Grievance Redress Mechanism

3.6.1Knowledge & Use of Feedback Channels

Key Takeaways
e Almost all beneficiaries know Community Social Support Committee (CSSC)

members as a channel for reporting grievances. Still, there needs to be more
awareness of other channels, such as hotline numbers, suggestion boxes, and
other authorities, such as government officials.

e Most beneficiaries feel comfortable reporting issues with the e-payment system,
but some express reluctance due to fear or lack of knowledge about where to
report a grievance.

Recommendation
e Leveraging community meetings and text messages to inform beneficiaries of the
different feedback channels to increase awareness.

Beneficiaries can report grievances through several channels, such as District Officers,
Extension Workers, CSSC members, suggestion boxes, or directly to financial service
providers through a hotline. Upon receiving a grievance, the reporting officer fills out the
appropriate Case Management Form detailing the complaint or claim and submits it to the
District Social Cash Transfer Programme Support (DSCTPS) for further processing. The Case
Management Officer records the grievance in the Management Information System (MIS) and
initiates an investigation, which may involve field visits or office reviews. Throughout this
process, the officer documents the actions taken and keeps the beneficiaries informed about
the resolution, ensuring a transparent and efficient handling of their concerns. Additionally,
beneficiaries can contact financial service providers, including transfer agencies, via a hotline
or complaints focal points to immediately communicate issues. These transfer agencies then
share the reported grievances with government officials every two weeks, ensuring
beneficiaries have multiple avenues to voice their issues and seek timely assistance.

Almost all beneficiaries know Community Social Support Committee (CSSC) members as a
channel for reporting grievances. Still, there needs to be more awareness of other channels,
such as hotline numbers, suggestion boxes, and other authorities, such as government
officials. As shown in Table 21, beneficiaries primarily identify CSSC members (91/117 IDls;
37/39 FGD) as the primary channel for reporting issues related to e-payment, but not many are
aware of other channels. Additionally, some beneficiaries need to be made aware of any
channels. District officers confirm that CSSC members are the main channel for gathering
feedback, followed by hotline numbers, while other channels, such as chiefs, district
commissioners, and government officials, are less frequently utilized.
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“We do have complaints but we don’t know where else to go with the
complaints apart from the C55Cs because the C55Cs are just as helpless as
us"”

--- SCTP Beneficiary, Kuntiyani 2 Cluster, Balaka

Table 21: Awareness of Feedback Channels

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban

CSSC Members 49 42 91 18 19
Hotline/Phone Numbers 6 5 11 10 8
Suggestion Boxes 1 2 3 1 1
Other Authorities (Chiefs,
DCs, Govt Officials) 14 5 19 3 3
Do not know any reporting
channels 4 6 10 2 3

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Total

37
18

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only

whether at least one member mentioned it in a group.

Most beneficiaries feel comfortable reporting issues with the e-payment system, but some
express reluctance due to fear or lack of knowledge about where to report a grievance. As
shown in Table 22, over four-fifths of the total participants (97/117 IDi) feel comfortable
reporting issues. However, some beneficiaries still feel uncomfortable raising a grievance

(18/117 1Di).

Table 22: Comfort Level in Reporting Grievances

IDi
Rural Peri-Urban Total
Comfortable reporting 50 47 97
Not comfortable reporting 7 1" 18

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Many beneficiaries have used one or more channels to report a grievance. As shown in Table
23, over one-third of beneficiaries have reported an issue (47/117 IDi), with a higher prevalence
in rural areas (30/59 IDi) compared to peri-urban areas (17/58 IDi). Additionally, beneficiaries in
nearly two-thirds of focus group discussions (27/39 FGD) have reported at least one issue in

the past.

37
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Table 23: Reporting of Issues via Feedback Mechanisms

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Reported an Issue 30 17 47 12 15 27
Never reported an Issue 24 39 63 8 4 12

In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58
Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only
whether at least one member mentioned it in a group.

3.6.2 Challenges of Grievances Redress Mechanism

Key Takeaways

Most beneficiaries report that their complaints have never been resolved.

Some beneficiaries perceive the grievance mechanism as ineffective, as most are
unsatisfied with the outcome.

Some beneficiaries are also concerned about the repercussions of reporting and
the quality of grievance resolution.

Recommendations

Many beneficiaries report that their complaints have never been resolved. As shown in Table
23, beneficiaries in over half of the focus groups indicate that their complaints are never
resolved (23/39 FGD), with a higher prevalence in rural areas (15/20 FGD) compared to
peri-urban areas (8/19 FGD). Of the few that have received resolutions, beneficiaries state that
their complaints take over a month to resolve (8/39 FGD). Furthermore, most beneficiaries who
received a resolution report were not satisfied with the outcome, as shown in Table 24. This

Collaborate with MNOs and CSSCs to establish a more efficient and responsive
complaint resolution process geared solely towards SCTP complaints to address
beneficiaries' issues.

Establish an accountability system to regularly follow up on reported issues to
ensure that beneficiaries' concerns are tracked and addressed.

Clearly communicate to beneficiaries that lodging complaints would not lead to
punishment or their withdrawal.

Conduct comprehensive training for CSSC members and relevant staff on handling
grievances with empathy and professionalism.

delay in resolving complaints creates frustration and impedes trust in the system.
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Table 23: Duration and Resolution of Reported Issues Table 24: Satisfaction with Resolution
EGD FGD
Rural | Peri-Urban Total Rural Peri-Urban Total
More than a
month 3 5 8 Not satisfied 1 12 13
Never
resolved 15 8 23 Satisfied 4 - 4

Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic,
only whether at least one member mentioned it in a group.

When asked why they do not feel comfortable reporting their grievances, some
beneficiaries perceive the grievance mechanism as ineffective, as many are not satisfied
with the outcome. As shown in Table 25, beneficiaries in almost a third of the focus groups
feel that reporting issues will not lead to helpful solutions, implying a lack of trust in the
effectiveness of the grievance redress system (13/39 FGDs). District officers reported that
beneficiaries often avoid reporting issues to the CSSC members due to distrust and fear of
theft, mainly related to revealing their PINs.

Some beneficiaries are also concerned about the possible repercussions of reporting and
the quality of grievance resolution. In some instances, beneficiaries have felt too indebted to
the program to raise concerns or fear being withdrawn from SCTP if they reported complaints
(4/117 IDIs; 1/39 FGDs). This speaks to inadequate empowerment of recipients who feel less as
program clients but as “beneficiaries.” Sometimes, beneficiaries have received discouraging
feedback from duty bearers, such as being told to find other means of generating income or
being ultimately ignored (9/39 FGDs) if they reported grievances.

“When | asked why [ received less money than expected from the SCTP, | was
advised to find ether means of generating income.”

--- SCTP Beneficiary, Mpulura Cluster, Balaka

District officers report that service providers such as TNM often respond slowly to beneficiary
complaints and technical issues, which hampers the efficient operation of the e-payment
system and leaves many beneficiaries without timely solutions to their problems. To ensure
timely and effective resolution of SCTP-related issues, we recommend clarifying protocols,
establishing timelines for service providers like TNM to respond to queries and grievances, and
setting up a dedicated support team within service providers to handle these issues.
Additionally, the cluster meetings, while used to address grievances, suffer from logistical
challenges, such as the need for CSSC members to travel long distances without adequate
transportation support.
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Table 25: Barriers to Feedback Mechanism

IDi FGD
Rural Peri-Urban Total Rural Peri-Urban Total
Perceived Ineffectiveness - - - 9 4 13
Fear of repercussions 1 3 4 1 - 1
Discouraged or
complaints ignored - - - 5 4 9

Focus group discussions(FGDs) sample size: Total = 39, rural =20, peri-urban = 19
In-depth interviews (IDIs) sample size: Total = 117, rural =59, peri-urban = 58

Note: The focus group discussion sample numbers do not indicate how many respondents mentioned a topic, only
whether at least one member mentioned it in a group.
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4. Summary of

Recommendations
and Conclusion

4.1. Summary of Recommendations

The transition to e-payments has brought several benefits to the beneficiaries of the Malawi
Social Cash Transfer. However, the transition has also brought some challenges. Several
recommendations emerge from our analysis of the transition. We describe them by theme

below.

4.1.1 Transition to E-payments

1.

We recommend implementing targeted hands-on training sessions and providing
user-friendly instructional materials in local languages with vignettes on how to use
mobile money. This would address proficiency gaps as beneficiaries, especially from
rural communities, struggle with e-payments due to a lack of prior experience with
mobile money transactions. Additionally, beneficiaries report that they either did not
receive any training or received insufficient training on the e-payment system during
the transition. Providing more in-depth training would help bridge these gaps.

4.1.2 Process of Receiving Payments

1.

Given their proximity and familiarity with local communities, we recommend
leveraging CSSCs more to relay the information to beneficiaries. Additionally, we
recommend encouraging community members to use their phones to alert other
members when funds are available. This would address the communication gaps
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where most beneficiaries receive notifications via SMS, but those without phones or
only with SIM cards miss out on this information, leading to unused cash transfers.

We recommend a more consistent disbursement plan to build trust and mitigate
financial strains on beneficiaries. This would address the current issues with
knowledge and timeliness of payment schedules. Beneficiaries report vastly different
timelines for receiving payments, with many uncertain when to expect their cash
transfers. Additionally, most beneficiaries perceive that they never receive their funds
on time, making it difficult to manage their expenses. Clear and consistent
communication about payment schedules is essential to improve transparency and
build beneficiary trust, ensuring they can plan and spend their funds on essentials
without financial strain.

4.1.3 Perceived Impact on Spending and Financial Management

1.

We recommend implementing light-touch financial literacy training during the
transition stage to help beneficiaries maximize the benefits of e-payments and
improve their financial planning and budgeting skills. Some selected beneficiaries
have signaled that the e-payment system has influenced how they spend their money,
allowing for better planning, prioritizing essential needs, and managing impulsive
spending. However, most maintain that the transition has yet to affect their spending
habits significantly. Challenges such as unclear deductions, travel costs, irregular fund
disbursements, and low transfer amounts disincentivize saving. Establishing more
consistent payment schedules will help beneficiaries better plan and manage their
finances effectively.

4.1.4 Mobile Phone Access and Usage

1.

We recommend implementing more robust training and beneficiary orientation on
using mobile money during the transition period and improving beneficiaries' access
to mobile phones, particularly in rural areas. As some beneficiaries feel uncomfortable
making mobile money transactions and rely on family members for assistance, it leads
to dependency on others and increases the risks of theft or fraud. Some beneficiaries
have limited or no access to mobile phones, especially in rural areas. The program
should further increase access to low-cost phone devices for beneficiaries and orient
them on using mobile money independently. This would increase beneficiary autonomy
and agency about access and use of their mobile money service and, therefore,
minimize risks associated with borrowing phones or seeking assistance from people
who have ill-intentions.

4.5 Accessing Cash Transfers via E-Payments

1.

We recommend encouraging mobile network providers to increase the number of
mobile money agents in rural areas to reduce travel distances and ensure easier
access to funds. Beneficiaries report long travel distances and agent liquidity as the
main challenges they face when accessing their funds, especially in rural areas. Many
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beneficiaries incur additional transactional and high transport costs, eroding their
income. Additionally, withdrawal challenges due to low cash availability with agents are
prevalent, causing significant inconvenience. Increasing the number of agents would
address these issues, making it easier for beneficiaries to access their funds without
incurring high travel costs or liquidity problems.

We recommend implementing awareness initiatives to inform beneficiaries that
funds do not disappear after 48 hours and to clarify transaction fees. Some
beneficiaries are misinformed about the time limitations on their funds, causing
unnecessary rushes to withdraw all their money. Additionally, beneficiaries report
unexpected deductions due to a lack of understanding about transaction fees. These
initiatives will reduce misinformation and help beneficiaries manage their funds more
effectively.

4.1.6 Access Challenges Faced by Beneficiaries Living with Various Vulnerabilities

1.

We recommend implementing special assistance programs for people with
disabilities or chronic illnesses through trusted helpers/volunteers and mobilizing
aids for mobility or access. People living with disabilities, chronic illnesses, or various
impairments face significant access or mobility issues that impede their access to
funds due to long travel distances to the nearest agents, and trusted helpers, such as
relatives or committee members, can be designated. Reducing access barriers by
addressing these unique challenges will make the transition all the more inclusive for all
vulnerable groups.

4.1.7 Security Risks of the E-Payment System

1.

We recommend implementing targeted messaging on detecting suspicious
messages and calls, protecting personal information, and proper SIM card usage, as
well as collaborating with law enforcement and regulatory bodies to mitigate security
risks in the e-payment system. Despite the security benefits, many beneficiaries face
fraud and phishing attempts, with numerous reports of suspicious messages or calls
and some experiencing SIM card theft. Additionally, theft by family members and
misusing entrusted responsibilities are concerns. Targeted messaging can help
beneficiaries avoid fraud, while collaboration with law enforcement can aid in reducing
fraud attempts. Ensuring agents are appropriately trained and regulated, with strict
penalties for fraudulent activities, will maintain the system's integrity and protect
beneficiaries. The program must invest in using multiple avenues to create awareness,
including theatre, community radios, or refresher orientation sessions during case
management.

4.1.8 Challenges of Grievance Redress

1.

We recommend leveraging community meetings and text messages to inform
beneficiaries of the different feedback channels and increase awareness. Almost all
beneficiaries know CSSC members as a channel for reporting grievances, but there
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needs to be more awareness of other channels such as hotline numbers, suggestion
boxes, and other authorities like government officials. While most beneficiaries feel
comfortable reporting issues with the e-payment system, some express reluctance due
to fear or lack of knowledge about where to report a grievance. Enhancing awareness
through community meetings and text messages will ensure beneficiaries know all
available feedback channels, making the reporting process more accessible and
comprehensive.

We recommend collaborating with MNOs and CSSCs to establish a more efficient and
responsive complaint resolution process geared solely towards MSCTP complaints.
This process should include clarifying protocols, establishing timelines for service
providers like TNM to respond to queries and grievances, and setting up a dedicated
support team within service providers to handle these issues. Most beneficiaries report
that their complaints are never resolved, especially in rural areas, and even when
resolved, it takes more than a month, leading to dissatisfaction and frustration. District
officers also report that service providers often respond slowly to beneficiary
complaints and technical issues, hampering the efficient operation of the e-payment
system. A dedicated resolution process with clear protocols and timely responses will
enhance trust in the system, provide beneficiaries with prompt solutions, and improve
the system's overall efficiency.

We recommend reinforcing a system to regularly follow up on reported issues and
clearly communicating to beneficiaries that lodging complaints will not lead to
punishment or withdrawal. Many beneficiaries feel that reporting issues will not lead to
helpful solutions, indicating a lack of trust in the grievance redress system. Regular
follow-ups will provide accountability and updates to beneficiaries, improving their trust
and willingness to report issues. Additionally, some beneficiaries fear repercussions for
reporting issues, discouraging them from raising valid complaints. Clear communication
will alleviate these fears and encourage more beneficiaries to report grievances,
ensuring their issues are heard and addressed.

We recommend SCTP conduct comprehensive training for CSSC members and
relevant staff on handling grievances empathetically and professionally. Some
beneficiaries receive discouraging feedback or are ignored when they report issues,
reducing their comfort in using the grievance mechanism. Proper training will ensure
that staff respond supportively, increasing beneficiary confidence in the grievance
process and making the system more effective.
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4.2. Conclusion

The transition to electronic payment systems within Malawi's SCTP marks a transformative
step in the evolution of social protection for vulnerable populations. This shift promises
significant benefits regarding security, convenience, and financial inclusion. Beneficiaries
highlight convenience, flexibility, safety, privacy, and improved financial management as some
of the biggest benefits of the transition. However, it also presents substantial challenges that
must be addressed to ensure no one is left behind.

Despite these advantages, beneficiaries face challenges such as long travel distances to
agents, liquidity issues, agent misconduct, phishing attempts, and low grievance resolution
rates. The system's effectiveness is also hampered by inadequate training, limited agent
networks, security concerns, and accessibility barriers, particularly for the elderly, disabled,
and those with low literacy levels. Addressing these challenges requires a multifaceted
approach, including comprehensive training programs, robust support mechanisms, and
stringent security protocols. Improving communication and awareness through leveraging
CSSCs and community meetings, enhancing grievance redress mechanisms, and providing
targeted support for beneficiaries with disabilities will ensure a more inclusive and effective
e-payment system.

Implementing these recommendations will enhance the SCTP's operational efficiency and
accessibility while upholding the dignity and well-being of the beneficiaries. By embracing
these measures, the GoM can build a resilient, equitable, and inclusive social protection
system that effectively meets the diverse needs of its citizens. This effort aligns with the
Malawi National Social Support Programme (MNSSP) IlI's commitment to ensuring timely and
reliable payments to beneficiaries through innovative electronic delivery mechanisms.
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Appendix

A: E-Payment Transfer Cycle and
Stakeholders Involved

Preparatory activities (after transfer agency has alreayd been assigned)
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B: Data Collection Timeline

Data collection occurred from May 9 to May 27, 2024. Prior to this, the data collection team
underwent comprehensive training from May 1 to May 6 to develop the necessary skills and
gain knowledge of the project. Additionally, a pilot study was conducted in Kasungu to validate
the study instruments, ensuring their effectiveness for the main data collection phase.

C: Data Quality

The following data quality measures were implemented to ensure the collection of high-quality
data for the study:

e Dual Moderation of Focus Groups: Each focus group discussion involved two
interviewers. One interviewer facilitated the discussion and ensured smooth
participation, while the other took notes. This division of labor ensured a
comprehensive capture of key points and insights from the discussions.
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e Direct Observation of Interview Techniques: Project leads occasionally observed the
interviews to closely monitor how the data collection team phrased questions and
facilitated discussions. This direct observation helped identify potential biases or areas
for improvement in questioning techniques, ensuring higher data quality and reliability.

e Recording Interviews for Comprehensiveness: All interviews were audio-recorded for
two crucial purposes. Firstly, the recordings ensured that no vital information was
missed due to note-taking limitations. Secondly, they allowed for revisiting specific
sections of the discussions for clarification or deeper analysis if needed.

e \Verification of Transcripts Through Recordings: To ensure the accuracy of the
transcribed data, a quality verification process was implemented. This involved
listening to selected sections of the recordings and comparing them to the
corresponding transcriptions. This step helped identify and rectify any discrepancies or
errors in the transcription process, ensuring the reliability of the data.

D: Data Processing: Qualitative
Data Coding and Analysis

Interview transcripts were coded in Google Sheets by applying descriptive or conceptual labels
to the raw data. These labels highlighted important themes, patterns, and interactions within
the data. The codes were examined further to determine if they could be combined without
losing meaning and nuance. During the coding process, overarching themes were identified to
describe key patterns in the data.

This study's themes emerged organically from the data and aligned closely with the research
questions. The final set of codes and themes was used to comprehensively organize, describe,
and interpret the data. This included reporting typical responses as well as notable outliers.
Additionally, common themes across different locations (rural and peri-urban) were analyzed
for all respondent groups to determine if these themes varied by location.

E: Ethical Considerations

Institutional Review Board (IRB) and District Authority Approval

Before any research activities commenced, ethical approval was obtained from the Malawi
National Committee on Research in the Social Sciences and Humanities (NCRSH).
Authorization to collect data at the district level was also secured.

Informed Consent

Informed consent was sought from all participants before the beginning of an interview. The
data collection team informed all participants of the identity of the interviewer, the nature of
the research project, their right not to participate, their right to refuse to answer one or more
questions, data confidentiality, and the person to contact for more information about the study.
The interviewers read the informed consent to the beneficiaries before the interview to
introduce the research and allow them to ask questions. Participants were informed about the
intention to audio record for data quality purposes. The interviewers then verbally asked the
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beneficiaries if they voluntarily agreed to participate in the survey. Once these conditions were
met, individuals were invited to participate in the study. The contact information of NCRSH was
provided to the beneficiaries at the end of the interview in case they had further questions
about their rights as participants. All of this information was included in the consent form
provided to participants.

Data Security

The following data security measures were implemented to protect the privacy and
confidentiality of all research participants:

e Anonymization: All data was anonymized during analysis and reporting. Names,
identifying details, and any other information that could potentially link a participant to
the data were removed.

e Secure Storage: Audio recordings and transcripts are stored on password-protected
electronic devices and secure cloud storage platforms. Only authorized researchers
have access to the data.

e Data Retention: After completing the research project, data will be retained for three
years and securely deleted.

e Data Destruction: Data will be destroyed using secure methods that prevent
unauthorized access or reconstruction.
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