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Foreword
Letter from the National Project Director of the Social Security Policy Support Project

The Social Security Policy Support (SSPS) project is a critical partnership with the Government of 
Bangladesh with the purpose to bring about radical and life changing reforms to the social security 
system in Bangladesh. In 2015, with support from SSPS, the National Social Security Strategy (NSSS) 
was finalised and approved by the Government. The NSSS is the guiding strategic document behind 
all of SSPS’s work. The founding principle of this document can be traced directly to the constitution:

It shall be a fundamental responsibility of the State to secure to its citizens – “The right to social security, 
that is to say, to public assistance in cases of undeserved, want arising from unemployment, illness, 
or suffered by widows or orphans or in old age, or in other such cases.” Bangladesh Constitution, 
Article 15 (d)

At its core, the NSSS adopts a Life Cycle approach, ensuring that those Bangladeshi citizens who 
need support most, are covered at any stage of their life, from birth to death. Further, the NSSS lays 
out a bold vision for reform, including revising and / or consolidating the portfolio of over 100 social 
security programmes (SSPs), implementing a grievance redress system, strengthening Government 
to Person (G2P) delivery mechanisms, institutionalising and standardising targeting and selection 
criteria for SSPs recipients, and developing a world class model for monitoring and evaluating 
individual SSPs and the NSSS as a whole in a holistic manner.

As millions of Bangladeshi citizens receive social security assistance in the form of cash transfers 
every year, implementing a stronger, more accountable system of G2P is of the most critical 
importance. This initiative to test the delivery of social security cash transfers via mobile-money will 
serve as a critical policy tool to transition the Government of Bangladesh’s (GoB) delivery mechanism 
from manual to digital. While the GoB is currently testing alternative delivery mechanisms, there is a 
lack of high-quality, evidence-based data on which to implement national policy. By utilising various 
forms of data, including regular primary data collection with detailed metrics and examining user 
behavioural changes, this initiative will add to our knowledge base and significantly contribute to the 
national objective of strengthening G2P.

It is my hope that the information presented in this report will support GoB policy makers and will be 
used to inform and influence decision-making related to G2P. The vision of the GoB is to be able to 
offer all Bangladeshi citizens who receive social security cash transfers, the option to receive such 
transfers in a digital manner from the service provider of their choice. I look forward to our continued 
strategic, working relationship with our partners, including UNDP.

Faizul Islam    
National Project Director,

Social Security Policy Support
Joint Chief at Planning Commission,

Government of Bangladesh
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Social Security Digital 
Cash Transfers

A SWAPNO women in Kurigram walks with her mobile phone toward a bKash agent to cash-out



Introduction to the Initiative
Bangladesh is seeing remarkable growth and progress across all sectors. Per capita income is 
increasing year over year, millions of citizens are being lifted out of poverty, Government services are 
becoming digitised, and the country is a garment export powerhouse.

Under the strategic vision of the National Social Security Strategy (NSSS), the Government of 
Bangladesh (GoB) and UNDP are systematically targeting reforms in the social security sector 
in order to modernize this essential Government service. One of the mandates of the NSSS is to 
strengthen Government to Person (G2P). The current delivery model of lists, banks, and physical 
pickup by citizen beneficiaries of cash transfers is both time consuming (inefficient) and unresponsive 
in an era of global digitisation (doesn’t promote financial inclusion).

In response to this challenge, UNDP conducted a small, eight payment pilot in 2016 to test three social 
security cash transfer deliver models: mobile-money, agent banking, and postal cash card. Although 
only tested briefly, the results clearly indicated that mobile-money as the best possible alternative, 
with higher levels of customer satisfaction and significant time and cost savings reductions compared 
to the other two delivery models.

Based on that pilot and in collaboration with the Local Government Division, UNDP moved forward 
with this initiative: Social Security Digital Cash Transfers.

This initiative involves testing two widely used digital payment mechanisms to replace physical 
delivery of social security cash benefits. Participants from the Strengthening Women’s Ability for 
Productive New Opportunities (SWAPNO) project, a Government social security cash transfer scheme 
implemented by UNDP, have been introduced to the two leading mobile-money service providers in 
Bangladesh: bKash and Rocket. Participants have been provided low-cost mobile phones, and given 
orientation on regularly receiving their social security cash benefit. 

Data on two primary components, efficiency and financial inclusion, are being regularly collected 
through surveys, focus group discussions, and key informant interviews. The efficiency component 
will focus on quantitative metrics, including time, cost, and number of visits in receiving their cash 
transfers, while the financial inclusion component will focus on qualitative metrics, including analysing 
behavioural insights interacting with and utilising bKash and Rocket.  In the format of a Randomized 
Controlled Trial, a total of 1728 participants, from SWAPNO’s current, total population of 4464, have 
been selected (648 bKash, 648 Rocket, 432 control; as groups of 36 in a geographical location 
[Union Parishad]). For the purposes of insights into behavioural changes around financial inclusion, 
the intervention population has been divided into 4 groups of 324, with 2 groups (1 bKash, 1 Rocket) 
each receiving a different form of the intervention.

This report will serve as a high-level policy document to the GoB, including findings and recommended 
pathways to national scale-up, supported by high quality data collected throughout the intervention, 
including behavioural insights from different styles of intervention.



Our

Partnerships

Randomisation

Behavioural
Insights

GIS Mapping

In 2016, UNDP led a small, comparative 
pilot that tested the delivery of social 
security cash transfers via mobile-
money, agent banking, and postal 
cash cards from Government to 
citizen. The result was a clear 
winner for mobile-money, which had 
the strongest improvements across all 
metrics.

Based on those findings, we initiated 
a mobile-money only investigation, 
partnering with bKash and Dutch 
Bangla Bank Limited’s Rocket, which 
together comprise about 75% of the 
mobile-money market in Bangladesh. 
We signed 2 Memoranda of 
Understanding.

Together with the Local Government 
Division, the SWAPNO programme 
was selected for implementation.

During our design process for this 
initiative, we looked closely into how 
data around behavioural changes 
could be captured in a meaningful 
manner. In collaboration with a 
Behavioural Insights Specialist, 
members from our team went to visit 
the districts of Kurigram and Satkhira 
to conduct Focus Group Discussions 
and Key Informant Interviews with 
SWAPNO participants and local staff.

Based on those visits, we decided 
to subdivide our intervention groups 
into 2. The first would receive initial 
orientation only; the second would also 
receive that, plus monthly guidance.  

As part of regular operations, the 
SWAPNO programme enrolled 4464 
new participants in early 2018 across 
124 Union Parishads (UP) in Kurigram 
and Satkhira; 36 women per UP. 
We broke UPs into 3 categories by 
distance from nearest bank and terrain 
accessibility: easy, medium, and hard. 
Using the “=rand()” function in Excel, 
we selected 48 UPs for intervention. 
Kurigram and Satkhira each received 
24 UPs, with 8 UPs per category: 3 
bKash, 3 Rocket, 2 Control. We then 
manually subdivided the groups into 2 
for the behavioural insights portion.

To triangulate potential findings from 
our primary sources of data collection, 
we completed a GIS mapping 
exercise of 12 UPs: 6 in Kurigram and 
6 in Satkhira. In total, over 500 GPS 
data points were directly collected 
at exact coordinates, including 
participants homes, UP banks, and 
bKash and Rocket agent shops.

Journey

Orientation session in Kurigram led by a Rocket agent



Orientation

Analysis

First Cash 
Transfer

Policy 
Implications

While low-cost feature phone 
penetration is high in Bangladesh, 
mobile-money service utilisation hasn’t 
quite caught up, particularly among 
the most vulnerable communities.

Each intervention UP of the SWAPNO 
programme has 1 Union Worker who 
works directly with the 36 women 
participants. Therefore, we organized 
training sessions for the Facilitators 
in Kurigram and Satkhira on the 
mechanics and usage of bKash 
and Rocket, supported by local 
representatives. Each Union Worker 
then gave initial orientation to their UP 
participants.

Here’s the numbers for the first social 
security cash transfer to the new group 
of SWAPNO participants. Of the total 
4464 SWAPNO women who received 
their cash transfer, 1728 comprised 
this specific intervention:

648 via bKash
648 via Rocket
432 via bank collection

After troubleshooting 19 cases 
involving Know Your Customer (KYC) 
registration forms, 100% of round 1 
transfers were completed.

Through a combination of focus group 
discussions, key informant interviews, 
surveys, and GIS Mapping, our 
preliminary results showed a clear 
advantage to using mobile-money 
as a delivery mechanism. Our Union 
Workers conducted surveys on all 
1728 intervention participants. The 
average distance from a participant 
home to a collection point (agent or 
bank) is 11 km in favour of mobile-
money, and the average time saved is 
2.7 hours. The average transportation 
cost for a control group member is 
over BDT 60, while less than BDT 
15 for mobile-money users. 77% of 
mobile-money participants said that it 
was easy to use, and 15% kept some 
of their money in their account instead 
of keeping it on themselves at all 
times. Overall, the efficiency metrics 
indicate significant savings, while 
the financial inclusion metrics show 
potential for positive outcomes over 
the duration of the initiative.

The Government of Bangladesh 
has the mission of enabling every 
citizen who receives a social security 
cash transfer to be able to have the 
option to receive digitally. Millions of 
citizens receive such transfers now by 
physically collecting cash at banks or 
other distribution points, often without 
having a bank account themselves. 
This initiative will directly support the 
national objective of transitioning 
to a digital G2P delivery system.

SWAPNO participants after cashing-out from agent





Key Activities

PARTNERSHIPS

BEHAVIOURAL
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SURVEY
DEVELOPMENT

GIS MAPPING

ORIENTATION

FIRST DIGITAL
CASH TRANSFER



Partnerships
While there numerous mobile-money service providers in Bangladesh, the combined agent network 
capabilities of bKash and Rocket is the largest, comprising 75% of market share. Additionally, both 
service-providers have agents in all of the 5500+ Union Parishads across the country. Although we 
used low-cost feature phones (less than USD 20) for this initiative, which rely on USSD technology 
for purchasing airtime, data, and financial services, each service provider also has a smartphone app 
for their mobile-money wallets.

We then scheduled meetings with both our potential mobile-money partners. Each was eager to 
participate in this joint initiative with UNDP and after several rounds of discussions, two Memoranda 
of Understanding were signed, including the collection and usage of backend data governed by a 
Data Governance Framework and subject to individual, voluntary participant agreement.

The GoB has called out the private sector to contribute toward the achievement of the Sustainable 
Development Goals (SDGs) and for bKash and Rocket, strengthening G2P is an area in which 
they can make a difference by providing a valuable service. The business case is simple too: tens 
of millions of Bangladeshi citizens receive social security cash transfers and are currently not being 
financially included in the digital economy: that’s tens of millions of potential customers untapped 
who can be better served through excellent mobile-money service providers.

In addition to our mobile-money partners, we needed a few other key pieces: Government buy-in, 
and an official Social Security Programme (SSP) where the benefit was cash. The Strengthening 
Women’s Ability for Productive New Opportunities (SWAPNO) programme, implemented by UNDP 
and the Local Government Division (LGD) was determined to be the perfect fit. The Social Security 
Policy Support (SSPS) project would then lead the initiative. After discussions with the LGD, and the 
National Project Directors of SWAPNO and SSPS, everything was agreed upon and planning for 
implementation was approved.



Prior to implementation of orientation 
and cash transfer activities, we worked 
collaboratively with a Behavioural Insights 
Specialist (BIS) from MicroSave, a firm 
dedicated to market-led solutions for financial 
services. With support from members of 
SWAPNO’s local team, we conducted 
focus group discussions and key informant 
interviews with SWAPNO participants and 
local project staff. The purpose of these 
exercises was to: 1) identify any immediate 
problems that may negatively affect the 
implementation of the project and take the 
necessary steps to mitigate such risks; and 
2) strengthen the behavioural aspects of our 
secondary financial inclusion component.

Group 1

 - Initial orientation on service provider             
   mechanics and usage 
 - Support when requested from our local
   SWAPNO Union Worker

Group 2

 - Initial orientation on service provider             
   mechanics and usage 
 - Support when requested from our local
   SWAPNO Union Worker
 - Over the course of the intervention,  
   6 to 12 additional, short guidance   
   sessions from SWAPNO Union   
   Worker on service provider utilisation,  
   functions, and digital money

Behavioural Insights

After careful consideration with the SSPS and SWAPNO teams and the BIS, we ended up moving 
forward with the format of further subdividing our implementation groups. Instead of 2 groups of 648, 
there would now be 4 groups of 324. Each service provider would have 2 groups:

We then developed the guidance sessions and a schedule for Group 2. These sessions will be fitted 
into already scheduled training time slots that make up normal SWAPNO activities. A primary theme 
of these activities will be “Do It Yourself”, where the Union Worker demonstrates an exercise such as 
PIN change, balance inquiry, buying airtime, sending money to another mobile-money account, or 
completing a bill payment. Then, participants will practice the exercise themselves while the Union 
Worker will be available to provide support and answer questions. The purpose of these sessions 
is not to encourage additional service usage from participants of Group 2, but rather, demonstrate 
potential utilisation and then compare any behavioural differences over time between Group 1 and 2.

Focus Group Discussion led by Union Worker in Satkhira



Survey Development
Our primary source of data is being collected through SWAPNO participant surveys. We’ve already 
conducted our first survey which took place after the first cash transfer, and regular surveys will 
continue throughout the initiative to gauge changes between groups and the overall intervention 
population. Based on the 2 components of Efficiency and Financial Inclusion, and with support from 
our BIS, we developed a 28 question survey which was then translated into Bangla. The survey 
was then coded into a simple Android-based App and responses coded for easy numeric data entry. 
Additionally, certain questions will open or close on the App depending on prior responses. After a 
field tests and few minor bug fixes, the SSPS team traveled to Kurigram and Satkhira and trained all 
48 Union Workers who each manage a SWAPNO Union Parishad of 36 participants. Union Workers 
used tablets to input survey data from their participants over a week-long period which was then 
uploaded to the SWAPNO Management Information System server in Dhaka. Participants were 
surveyed privately, 1 on 1 with their trusted Union Worker.

Union Worker survey training in Kurigram

Union Worker survey training in KurigramUnion Worker Rocket training in Satkhira

Union Worker survey training in Satkhira



Survey Questions
General

What method do you use to collect your payment on payday? 1 = bKash; 2 = Rocket; 3 = Collection at Bank

Did you have any bank or mobile-money account before joining SWAPNO? 1 = Yes; 2 = No

If Yes, is it a bank account, mobile-money account, or both? 1 = Bank Account; 2 = Mobile-Money Account; 3 = Both

Efficiency

Time    

Are you being paid on time? 1 = Yes; 2 = No

If No, what is the average delay in receiving payment? 1 = Next Day; 2 = Two Days Late; 3 = Three Days Late; 4 = 
4 Days Late; 5 = 5 or More Days Late

Has the bank or agent ever run out of money when you went to collect your money? 1 = Yes; 2 = No

How many hours does it take you to collect your payment on payday, starting from leaving your home to returning 
back home?

1 = 1 Hour; 2 = 2 Hours; 3 = 3 Hours; 4 = 4 Hours; 5 = 5 
Hours; 6 = 6 Hours; 7 = 7 Hours; 8 = 8 Hours; 9 = 9 or More 
Hours

What is the distance (km) of your payment facility (closest agent or bank) from your home? OPEN RESPONSE

Cost    

How much do you spend on transportation to collect your payment on payday? OPEN RESPONSE

Do you understand that bKash or Rocket charges you a service fee to cash-out at an agent? 1 = Yes; 2 = No

Did you have to pay any additional money other than service fee and transportation cost during your last payment 
collection?

1 = Yes; 2 = No

If Yes, how much? OPEN RESPONSE

Visit  

If you want to withdraw some or all of your money from your bKash or Rocket or bank account on payday or any 
other day, how many times do you have to visit the agent?

1 = 1 visit; 2 = 2 visit; 3 = visit; 4 = 4 or more visit

Financial Inclusion

Interaction: examining the user experience with the digital payment mechanism

How do you cash-out and check your balance of your bKash or Rocket account? 1 = Only Self; 2 = Help from Agent; 3 = Help from Union 
Worker; 4 = Help from Family Member; 5 = Help from 
Stranger

Are you treated with respect when you collect your payment from the bKash or Rocket agent? 1 = Yes; 2 = No

Rate your level of ease using bKash or Rocket. 1 = Easy; 2 = Medium; 3 = Hard

Rate your experience interacting with the bKash or Rocket agent. 1 = Good; 2 = Normal; 3 = Bad

Changes in Money Management: exploring effects on savings and spending

Did you withdraw all of your money from your bKash/Rocket or Bank account on your last payday? 1 = Yes; 2 = No

If No, how much did you withdraw? OPEN RESPONSE

Have you ever deposited money into your bKash or Rocket or bank account? 1 = Yes; 2 = No

Do you trust leaving your money in bKash or Rocket or bank account? 1 = Yes; 2 = No; 3 = Don’t Know

Do you know your bKash or Rocket or bank account balance? 1 = Yes; 2 = No

How much money is in your bKash or Rocket account right now? OPEN RESPONSE

Utilizing Other Available Services: identifying any voluntary participant usage of other available services provided by the digital payment service provider

If you use bKash or Rocket for collecting payment, have you ever used it for any other services other than collecting 
payment?

1 = Yes; 2 = No; 3 = Will do later

If Yes, for what purpose? 1 = Savings; 2 = Sending Money to Someone; 3 = Receiv-
ing Money from Someone; 4 = Buying from a Shopkeeper; 
5 = Remittance; 6 = Phone Recharge; 7 = Other

Do you use any other financial services from any service providers other than bKash or Rocket? 1 = Yes; 2 = No

If Yes, who is the service provider? 1 = Bank; 2 = Family relative; 3 = Friend; 4 = Local mer-
chant; 5 = Local financial institution; 6 = Bangladesh Post 
Office; 7 = Other

If Yes, for what purpose? 1 = Savings; 2 = Sending Money to Someone; 3 = Receiv-
ing Money from Someone; 4 = Buying from a Shopkeeper; 
5 = Remittance; 6 = Loans; 7 = Insurance; 8 = Other



GIS Mapping
To increase our evidence base on the component of efficiency, and to demonstrate visually the mass 
potential for savings in human hours and transportation costs, we completed a GIS mapping exercise 
across 12 Union Parishads: 6 in Kurigram and 6 in Satkhira. Working with the GIS firm, Archimaze, 
we manually selected the 12 UPs for mapping, distributing our selection by terrain difficulty. We then 
traveled to Kurigram and Satkhira and directly visited over 500 locations which comprise the bulk of 
our GPS data points. Each point was recorded into a hand-held GPS device which was then uploaded 
to the Archimaze server. Using a pre-existing template of UP boundaries, the GPS coordinates were 
inserted into the mapping software. For each UP, all 36 SWAPNO participant homes were exactly 
recorded and the nearest bKash and Rocket agent locations from those homes. We then compared 
how the intervention groups would collect their cash transfer from the nearest UP bank if they were 
a control group (and how millions of Bangladeshi citizens collect their social security cash transfers 
now).

In the following GIS Mapping Results section, 
there are 36 maps: 3 for each of the 12 UPs. 
Each UP has an Overview Map identifying key 
locations, a Before Map with lines from each 
SWAPNO participant home to the nearest UP 
bank which is the normal way of picking up 
a cash transfer, and an After Map showing 
how those lines change when using a mobile-
money agent for cashing-out instead. 

A kilometre designation is alongside each line 
to emphasize the change in distance. Although 
the lines don’t follow the actual road paths, but 
rather a straight point to point line, statistically, 
the comparison between traveling to the 
nearest UP bank or a mobile-money agent is 
the same.

In some UPs, there isn’t a UP bank meaning 
that any citizen needing to do business at 
that facility would actually have to travel to an 
adjoining UP.

Additionally, our maps only show a limited 
number of bKash and Rocket agent points 
since the actual number of agents in any given 
geographic location is quite numerous.



Orientation
Using the Union Workers, we used a Training of Trainers (ToT) model to orient bKash and Rocket 
group SWAPNO participants on the mechanics of their low-cost feature phone and its relationship 
to the service provider. First, we traveled to Kurigram and Satkhira and gave a full day training to 
our Union Workers, providing time for Q&A and testing. Local representatives from both service 
providers led the training events. Union Workers then provided the same orientation to their group 
of 36 participants the following days. The training included basic walkthroughs such as keeping your 
phone charged, setting a password on your mobile-money account, checking your balance, cashing-
out at an agent shop, and hotline usage in case of problems with an agent. Participants were oriented 
on the fee system of each service provider as well: bKash charges 1.85% on the cash-out amount, 
while Rocket charges 0.9% (18.5 and 9 taka fee per 1000 taka cash-out, respectively).

First Digital Cash Transfer
The Local Government Division (LGD) provides the funds for the SWAPNO programme social 
security cash transfers. The flow of funds are as follows:

 Control + Non-Intervention SWAPNO Population:
 LGD - SWAPNO Programme Account - Union Parishad Bank - Individual Accounts

 bKash + Rocket:
 LGD - SWAPNO Programme Account - Mobile-Money Master Account - Individual Accounts

In Bangladesh, it’s mandatory for banking and mobile-money customers to have a Know Your 
Customer (KYC) registration form filled and kept on record by the business. After quickly resolving 
19 KYC issues during the first cash transfer (out of 1296 mobile-money accounts), 100% of transfers 
were completed. Transfers are verified by the service providers (including the UP bank for control) 
and monitored by both SWAPNO’s local and Dhaka project teams. SWAPNO Union Workers are also 
available 6 days to their group of 36 participants for any troubleshooting or forwarding issues to the 
Dhaka team. After the first cash transfer was completed, the Union Workers initiated the first survey.

SWAPNO participant cashing-out with bKash SWAPNO participant cashing-out with Rocket





Analysis
All rounds of data collection have been completed, including Focus Group Discussions, Key Informant 
Interviews, Survey, and GIS Mapping. Collectively, these sources of data paint a promising picture for 
the future of mobile-money cash transfers in Bangladesh.

GIS Mapping

Behavioural 
Insights

Focus Group 
Discussions

Key Informant 
Interviews

Survey Data



Data Analysis (Round 1)
The following analysis is based on survey data from 1728 SWAPNO respondents (648 bKash, 648 
Rocket, 432 control). Data is self-reported, but guided by their local Union Worker who conducted the 
survey. Only 54 (3.1%) respondents had a bank or mobile money account before joining SWAPNO; 
7 had local bank accounts, 45 had mobile-money accounts, and 2 had both.

Component 1: Efficiency

The average distance from respondent home to pick-up point (agent or bank) was 5.22 km; bKash 
(2.42 km), Rocket (2.73 km), control (13.15 km). The difference of over 11 km between mobile-
money and bank is due to the fact that bKash and Rocket agents exist at almost every local market 
or bazaar, while any given Union Parishad may only have 1 bank, if at all.

The average time to collect cash transfers, from home to pick-up to home was 2.62 hours; bKash 
(1.91 hours), Rocket (1.97 hours), control (4.66 hours). This indicates that mobile-money service 
group participants are saving over 2.7 hours (162 minutes) compared to the control group. We could 
also realistically hypothesise that mobile-money times will shorten a bit more as participants become 
more accustomed to utilising the agent network available. Additionally, SWAPNO participants in the 
control group (and the rest of the non-intervention SWAPNO population) have local support to collect 
their cash transfers, which is not the case for general citizens collecting cash transfers from other 
social security programmes. This means that general citizens collecting from a bank would likely 
spend much more time collecting their cash transfers than SWAPNO participants doing the same.

The average cost for transportation to collect the cash transfers was 24.97 Bangladeshi Taka (BDT); 
bKash (BDT 13.70), Rocket (BDT 11.73), control (BDT 61.76). That’s a savings of nearly BDT 50 
(USD 0.60) for mobile-money participants.

Both bKash and Rocket charge a cash-out service fee (bKash 1.85%, Rocket 0.9%). Of the 1296 
mobile-money participants, 1255 (96.8%) understood that this fee was charged after they had made 
at least 1 cash-out. This number will most likely move to 100% after the next survey. Also, 1255 
participants made only 1 visit to an agent to make their intended cash-out, while 41 reported having 
to make 2 visits. The target number for this is 100% of participants make only 1 visit for any intended 
cash-out.

Component 2: Financial Inclusion

Although participants were provided with a detailed orientation session on the basic functions of 
their mobile-money service provider, it’s expected that most would rely on outside support to make 
their first cash-out. Out of 1296 participants, 126 (9.7%) didn’t rely on anyone else to complete their 
first cash-out, 307 (23.7%) relied on the agent, 442 (34.1%) asked their Union Worker for help, 418 
(32.3%) relied on a family member, and 3 (0.2%) asked a stranger for help.



The goal for this metric is that the numbers will trend toward the majority for self-reliance during cash-
out. Additionally, as 1 intervention group is receiving added guidance on understanding and utilising 
their mobile-money service provider throughout the initiative, we’ll analyse any differences that come 
up between the 2 groups.

A total of 1290 (99.5%) mobile-money participants reported that their interaction with the agent during 
cash-out was respectful, while 6 did not.

Regarding difficulty using their mobile-money service provider, such as basic mechanics during cash-
out or checking balance, 999 (77.1%) reported it being easy to use, 281 (21.7%) medium, 16 (1.2%) 
hard. The target for this metric is for responses to trend toward being easy to use. When asked to 
rate their overall experience so far with the bKash or Rocket agents they have interacted with, 1060 
(81.8%) participants reported it as good, 236 (18.2) normal, while none reported it as bad.

Including the control, 1537 (88.9%) participants withdrew 100% of their cash transfer, including 100% 
of the control group. Among the mobile-money group, 549 (84.7%) bKash and 556 (85.8%) Rocket 
participants withdrew all of their cash transfer. This means that among mobile-money participants only, 
191 (14.7%) left some of their money in their account to withdraw at a later time. This metric serves 
as an interesting point: our original hypothesis was that all participants, regardless of intervention 
group, would cash-out all their money. Our focus group discussions and key informant interviews with 
SWAPNO women had revealed that when they do have money (physical cash), they either keep it on 
their self at all times or hide it somewhere near their dwelling, typically burrowed under the ground. 
The women said that this caused a lot of daily stress as they were worried about losing their money or 
having it robbed. However, mobile-money provides a convenient, accessible way to safeguard their 
money and the potential for this metric to trend toward not withdrawing all their money at 1 cash-out 
event every cash transfer period would be a positive outcome. Further, 23 (1.77%) mobile-money 
group women reported making a cash-in (deposit) to their mobile-money account, and 1668 (96.5%) 
of all group women said that they would trust leaving their money inside a mobile-money account.

Among all group participants, when asked if they know their current mobile-money or bank account 
balance, 1401 (81.1%) said yes; 1087 (83.9%) mobile-money, 314 (72.7%) control. The difference 
between this is due to the fact that mobile-money account balances can be checked simply by 
entering a command on the low-cost feature phone, while those with bank accounts will have to 
check their balance directly at the bank (or by accessing the internet and logging into their account if 
that bank has an online platform, and if the individual understands how to do this, which is unlikely).

A total of 28 mobile-money participants reported using another bKash or Rocket service other 
than cash-out, comprising mostly sending or receiving money (P2P: Person to Person). Among all 
participants, 1605 (92.9%) said that they don’t use any other financial services or institutions other 
than bKash or Rocket. Among the 123 (7.1%) who said they did, 15 used the bank, 16 family member, 
23 friend, 33 merchant, 33 local financial institution, and 3 said other. The primary purpose was to 
buy from a shop (36.6) or take a loan (43.9%).

Overall, the preliminary data shows mobile-money as more efficient than the control in time and 
cost saved. The number of visits per intended cash-out is majority 1 visit for both groups, however, 
this may not be the same outside of SWAPNO. In terms of financial inclusion, some participants are 
keeping a portion of their money in their accounts and taking advantage of other available services.



Final 
Survey Data

SWAPNO women in Kurigram talking after cashing out from a bKash agent



Final Survey Results
General n = 1696

What method do you use to collect your payment on payday? 1 = bKash; 2 = Rocket; 3 = Collection at Bank 1 = 643; 2 = 628; 3 = 425

Did you have any bank or mobile-money account before joining SWAPNO? 1 = Yes; 2 = No 1 = 96; 2 = 1600

If Yes, is it a bank account, mobile-money account, or both? 1 = Bank Account; 2 = Mobile-Money Account; 3 = Both 1 = 60; 2 =  35; 3 = 5

Efficiency

Time    

Are you being paid on time? 1 = Yes; 2 = No 1 = 1695; 2 = 1

If No, what is the average delay in receiving payment? 1 = Next Day; 2 = Two Days Late; 3 = Three Days Late; 4 = 
4 Days Late; 5 = 5 or More Days Late

1 = 1

Has the bank or agent ever run out of money when you went to collect your money? 1 = Yes; 2 = No 1 = 35; 2 = 1661

How many hours does it take you to collect your payment on payday, starting from leaving your home 
to returning back home?

1 = 1 Hour; 2 = 2 Hours; 3 = 3 Hours; 4 = 4 Hours; 5 = 5 
Hours; 6 = 6 Hours; 7 = 7 Hours; 8 = 8 Hours; 9 = 9 or More 
Hours

1 = 1051; 2 = 293; 3 = 
174; 4 = 89; 5 = 50; 6 = 
27; 7 = 9; 8 = 0; 9 = 3

What is the distance (km) of your payment facility (closest agent or bank) from your home? OPEN RESPONSE 0 - 1 = 880; 2 - 3 = 418;  
4 - 5 = 151; 6 - 10 = 123; 
11+ = 124

Cost    

How much do you spend on transportation to collect your payment on payday? OPEN RESPONSE 0 = 857; 1 - 10 = 302; 11 
- 20 = 196; 21 - 30 = 91; 
31 - 50 = 106; 51 - 100 = 
99; 101 - 150 = 45

Do you understand that bKash or Rocket charges you a service fee to cash-out at an agent? 1 = Yes; 2 = No 1 = 1254; 2 = 17

Did you have to pay any additional money other than service fee and transportation cost during your 
last payment collection?

1 = Yes; 2 = No 1 = 1; 2 = 1695

If Yes, how much? OPEN RESPONSE 18 = 1

Visit  

If you want to withdraw some or all of your money from your bKash or Rocket or bank account on 
payday or any other day, how many times do you have to visit the agent?

1 = 1 visit; 2 = 2 visit; 3 = visit; 4 = 4 or more visit 1 = 1692; 2 = 2; 3 = 1; 
4 = 1

Financial Inclusion

Interaction: examining the user experience with the digital payment mechanism

How do you cash-out and check your balance of your bKash or Rocket account? 1 = Only Self; 2 = Help from Agent; 3 = Help from Union 
Worker; 4 = Help from Family Member; 5 = Help from 
Stranger

1 = 337; 2 = 195; 3 = 392; 
4 = 347

Are you treated with respect when you collect your payment from the bKash or Rocket agent? 1 = Yes; 2 = No 1 = 1684; 2 = 12

Rate your level of ease using bKash or Rocket. 1 = Easy; 2 = Medium; 3 = Hard 1 = 941; 2 = 269; 3 = 61

Rate your experience interacting with the bKash or Rocket agent. 1 = Good; 2 = Normal; 3 = Bad 1 = 1123; 2 = 147; 3 = 1

Changes in Money Management: exploring effects on savings and spending

Did you withdraw all of your money from your bKash/Rocket or Bank account on your last payday? 1 = Yes; 2 = No 1 = 1633; 2 = 63

If No, how much did you withdraw? OPEN RESPONSE <5k<all = 55; <500<5k = 
7; 1 - 500 = 1

Have you ever deposited money into your bKash or Rocket or bank account? 1 = Yes; 2 = No 1 = 49; 2 = 1647

Do you trust leaving your money in bKash or Rocket or bank account? 1 = Yes; 2 = No; 3 = Don’t Know 1 = 1659; 2 = 19; 3 = 

Do you know your bKash or Rocket or bank account balance? 1 = Yes; 2 = No 1 = 1259; 2 = 437

How much money is in your bKash or Rocket account right now? OPEN RESPONSE 0 - 6550; average < 100

Utilizing Other Available Services: identifying any voluntary participant usage of other available services provided by the digital payment service provider

If you use bKash or Rocket for collecting payment, have you ever used it for any other services other 
than collecting payment?

1 = Yes; 2 = No; 3 = Will do later 1 = 202; 2 = 887; 3 = 182

If Yes, for what purpose? 1 = Savings; 2 = Sending Money to Someone; 3 = Receiv-
ing Money from Someone; 4 = Buying from a Shopkeeper; 
5 = Remittance; 6 = Phone Recharge; 7 = Other

1 = 1; 2 = 6; 3 = 110; 5 = 
1; 6 = 82; 7 = 38

Do you use any other financial services from any service providers other than bKash or Rocket? 1 = Yes; 2 = No 1 = 224; 2 = 1472



Data Analysis (Round 2)
The following analysis is based on survey data from 1696 SWAPNO respondents (643 bKash, 628 
Rocket, 425 control). Data is self-reported, but guided by their local Union Facilitator who conducted 
the survey. The reason for the reduced number of respondents form 1728 is because 32 SWAPNO 
beneficiaries have moved to take up gainful employment in a factory as sewing machine operators.

Component 1: Efficiency

The average distance from respondent home to pick-up point (agent or bank) was 3.71 km; bKash 
(1.48 km); Rocket (1.48 km); control (9.71 km). These results are slightly different than the previous 
round of data collection: average of all respondents was 5.22 km; bKash (2.42 km), Rocket (2.73 
km), control (13.15 km). This is due to the respondent getting better at estimating the distance over 
time. The data also shows a clear distance differential in favour of mobile-money from both survey 
rounds. The average distance of both bKash and Rocket is 1.70 km, which is 8.01 km shorter than 
the control (first round data shows bKash and Rocket at 2.56 km, which is 10.59 km shorter than the 
control). The steep difference in distance traveled between mobile-money and the control is due to 
the fact that bKash and Rocket agents exist at almost every local market or bazaar, while any given 
Union Parishad may only have 1 bank, if at all.

The average time to collect cash transfers, from home to pick-up to home was 1.78 hours; bKash 
(1.33 hours), Rocket (1.50 hours), control (2.87 hours). This indicates that mobile-money users are 
saving, on average, 1.46 hours compared to the control users. Compared to the first survey data, we 
see that mobile-money users have decreased the amount of hours they spend by 0.53 (1.94 - 1.41), 
amounting to approximately an additional 32 minutes saved. Additionally, SWAPNO participants in 
the control group (and the rest of the non-intervention SWAPNO population) have local support to 
collect their cash transfers, which is not the case for general citizens collecting cash transfers from 
other social security programmes. This means that general citizens collecting from a bank would 
likely spend much more time collecting their cash transfers than SWAPNO participants doing the 
same.

The average cost for transportation to collect the cash transfers was 15.95 Bangladeshi Taka (BDT); 
bKash (BDT 5.77), Rocket (BDT 8.60), control (BDT 42.22). On average, mobile-money users are 
saving BDT 35.05 compared to the control users. Further, mobile-money users for bKash have 
reduced their costs by approximately half compared to the first round of data and Rocket users by 
approximately a third.

Both bKash and Rocket charge a cash-out service fee (bKash 1.85%, Rocket 0.9%). Of the 1271 
mobile-money participants, 1254 (98.7%) understood that this fee is being charged. Also, 1268 
(99.8%) participants made only 1 visit to an agent to make their intended cash-out, while 2 reported 
having to make 2 visits, and 1 reported having to make 3 visits. The target number for this is 100% 
of participants to make only 1 visit for any intended cash-out.



Component 2: Financial Inclusion

Although participants were provided with a detailed orientation session on the basic functions of 
their mobile-money service provider, it’s expected that most would rely on outside support to make 
their first cash-out. Out of 1296 participants, 126 (9.7%) didn’t rely on anyone else to complete their 
first cash-out, 307 (23.7%) relied on the agent, 442 (34.1%) asked their Union Worker for help, 418 
(32.3%) relied on a family member, and 3 (0.2%) asked a stranger for help.

Out of the 1271 mobile-money respondents, 337 (26.5%) didn’t rely on anyone else to complete their 
cash-outs since the first round of data collection, 195 (15.3%) relied on the agent for support, 392 
(30.8%) asked their Union Facilitator for help, and 347 (27.3%) relied on a family member. Compared 
to first round data, an additional 16.8% of the total mobile-money user population relied only on 
themselves since the first cash-out. This resulted in relying on support from any other source to 
drop. However, 26.5% of the population relying on themselves only for cash-out is still a low number. 
This information should be considered when expanding G2P services in digital formats and policies 
should be devised to support beneficiary populations in understanding delivery methods enough to 
be able to rely on themselves for cashing-out.

A total of 1261 (99.2%) mobile-money participants reported that their interactions with the agents 
during cash-out was respectful, while 10 did not. XX

Regarding difficulty using their mobile-money service provider, such as basic mechanics during cash-
out or checking balance, 941 (74.0%) reported it being easy to use, 269 (21.2%) medium, 61 (4.8%) 
hard. These responses are basically the same as the previous round in data collection, meaning that 
those users who found the basic mechanics of bKash and Rocket medium or hard to use still find it 
that way; they did not find it easier over time.

Including the control, 1633 (96.3%) participants withdrew 100% of their cash transfer on the last 
payday, including 100% of the control group. Among the mobile-money group, 623 (96.9%) bKash 
and 585 (93.2%) Rocket participants withdrew all of their last cash transfer. This means that among 
mobile-money participants, only 41 (3.2%) left some of their money in their account to withdraw at a 
later time, a reduction from 14.7% compared to the previous round of data collection.

From the first round of data collection: 
 “This metric serves as an interesting point: our original hypothesis was that all participants, 
regardless of intervention group, would cash-out all their money. Our focus group discussions 
and key informant interviews with SWAPNO women had revealed that when they do have money 
(physical cash), they either keep it on their self at all times or hide it somewhere near their dwelling, 
typically burrowed under the ground. The women said that this caused a lot of daily stress as they 
were worried about losing their money or having it robbed. However, mobile-money provides a 
convenient, accessible way to safeguard their money and the potential for this metric to trend toward 
not withdrawing all their money at 1 cash-out event every cash transfer period would be a positive 
outcome.”



Continued
A total of 40 (3.1%) mobile-money participants reported making a cash-in (deposit) to their mobile-
money account, up from 1.77% from the previous round of data collection. A total of 1236 (97.2%) 
mobile-money participants said that they would trust leaving their money inside a mobile-money 
account, about the same as the previous round of data collection (96.5%).

It seems over the months, the participants have continued to withdraw all or most of their money 
every payment cycle and either spend it all immediately or feel more safe having it on their persons 
or hidden at home at all times. This seems to be in conflict with participant responses on feeling 
safe leaving their money in the mobile-money account. Perhaps it would be useful for mobile-money 
operators to bring about more awareness about the security of keeping money digitally stored rather 
than physically.

Among all group participants, when asked it they know their current mobile-money or bank account 
balance, 1259 (99.1%) said yes; 939 (73.9%) mobile-money, down from 83.9% in the first round of 
data collection. A total of 320 (75.3%) reporting knowing their balance for the control group.

A total of 202 (15.9%) mobile-money participants reporting using another bKash or Rocket service 
other than cash-out: 1 for savings, 5 for sending money to someone, 97 for receiving money from 
someone, 1 for remittance, 60 for phone recharge, and 38 for other. In the previous round of data 
collection, only 2.2% reported using another other service other than cash-out.

Overall, the data shows mobile-money as more efficient than the control in time and cost saved with 
gains being made over the months as participants became accustomed to mobile-money agent 
locations and usage. On the mechanics side, users don’t seem to be gaining an increased comfort 
in using the basic functions of the service, although more users are able to cash-out relying only on 
themselves. Changes in money management is basically unchanged, with nearly all users continuing 
to withdraw all of their money at cash-transfer dates. However, usage of additional services, primarily 
receiving a mobile-money transfer from someone else, but also including others, increased from 2.2% 
to 15.9%. Collectively, it would seem that there is some pros and cons to date for the participants 
using mobile-money: efficiency in terms of money collection is extremely high over manual bank 
pick-up, but financial inclusive metrics are all unchanged, except for uptake of other services from 
the mobile-money providers.



A SWAPNO women holding her child after cashing-out at a bKash location in Kurigram





Policy Implications
A transition to the digital delivery of social security cash transfers would save millions of citizen hours, 
millions of visits, and billions of takas in expenses a year. Administrative costs for implementing Social 
Security Programmes would also come down. This means that more resources can be allocated to 
expanding coverage and benefit allowance. Additionally, the potential benefits for expanding financial 
inclusion across the country are significant. Specifically, the first pathway to financial inclusion is 
owning and having access to a bank or mobile-money account. Millions of unbanked Bangladeshi 
citizens would be incentivised to open up mobile-money accounts, directly contributing to the SDGs.

No Poverty1

Indicator 8.10.2
Proportion of adults 
(15 years and older) 
with an account 
at a bank or other 
financial institution or 
with a mobile-money-
service provider.

Gender Equality5

Reduced 
Inequalities

10 Decent 
Work and 
Economic 
Growth

8

Indicator 1.3.1
Proportion of 
population covered 
by social protection 
floors/systems, by sex, 
distinguishing children, 
unemployed persons, 
older persons, persons 
with disabilities, 
pregnant women, 
newborns, work-injury 
victims and the poor 
and the vulnerable.

Target 5.B
Enhance the use of enabling 
technology, in particular information 
and communications technology, to 
promote the empowerment of women.

Indicator 5.B.1
Proportion of individuals 
who own a mobile 
telephone, by sex.

Target 10.2
By 2030, empower and promote 
the social, economic and political 
inclusion of all, irrespective of age, 
sex, disability, race, ethnicity, origin, 
religion or economic or other status.



A group of SWAPNO women on break after their mobile-money orientation session in Kurigram

A SWAPNO women cashing-out with a Rocket agent in Kurigram

A SWAPNO women cashing-out with a bKash agent in Satkhira



Key Challenge Encountered
Know Your Customer (KYC)

As part of regulatory guidelines by the Bangladesh Bank, all financial institutions that maintain 
customer accounts must first have customers fill out a KYC registration form, and then keep that 
file on record for the lifetime of the account. Individual organizations have their own processes for 
collecting, verifying, and maintaining these records. 

During our first attempt at delivering cash transfers to the intervention groups, 19 bKash disbursements 
electronically failed. bKash has 3 levels of internal verification for KYC forms: first at the local point of 
registration, then the district level, and then at the central office in Dhaka. After immediate investigation, 
we discovered that at although these 19 SWAPNO participants had completed a KYC with a local 
bKash representative, a district level representative later found errors and thus has not sent the 
account opening information to Dhaka, which meant the account was not active yet and could not 
receive a deposit. The errors were resolved by UNDP’s local teams and the individual participants.

During the following months, more KYC issues have occurred. A total of 15 new KYC issues have 
occurred, 3 times with the same beneficiary. All of these issues are with bKash. A total of 0 KYC issues 
since the start of the study have occurred with Rocket. Project team members have cooperated with 
bKash each time a KYC issue occurs, with the remedy always being to re-open the beneficiaries 
account under a new number. This causes problems with purchasing a new SIM, traveling for the 
beneficiary for registration, and time. While the majority of beneficiaries are unaffected by any KYC 
issues, the project team believes that bKash could improve its administrative process in terms of 
KYC registration and corresponding solutions. Repeated KYC issues should not occur with the same 
beneficiary, and as the project team notes, their competitor, Rocket, encounters 0 KYC issues.

 





GIS Mapping Results
As one of our data sources, we conducted a Geographic Information System (GIS) mapping exercise 
across 12 Union Parishads (UPs): 6 in Kurigram and 6 in Satkhira. For each UP, there are 3 maps:

 1. Overview Map
 2. Before Map
 3. After Map

The Overview Map shows the current layout of the UP, including key locations, such as banks, 
schools, markets, SWAPNO women households, and bKash and Rocket agent shops. The Before 
Map visualizes, in a linear route, the distance from a beneficiary home to the nearest UP bank, which 
is where most social security cash transfers are physically retrieved. Finally, the After Map shows 
how these linear paths change by instead cashing-out from a bKash or Rocket agent shop.
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