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Background and Objective of the Research

Background

Pradhan Mantri Jan Dhan Yojana (PMJDY) is the largest financial inclusion schemeof India, and indeed
the world . MicroSave has beentracking the progress of PMJDY through three waves(rounds) of surveys.
PMJDY Wave-1 was conducted in December-2014 followed by Wave-1I conducted in July-2015.

This report highlights the findings of final round of PMJDY assessment (Wave Ill) conducted in
December, 2015. Wave Ill is a nationally representative survey that assessedthe status of Bank Mitrs
(BMs) acrossthe country ayear and three months after the launch of PMJDY.

MicroSave
conducted the
guantitative survey
and qualitative
research with the
following objectives:

* BM refers to Bank  Mitr or agent of the bank

Objective of the Research

oo Do o Do

Physically verify the availability of BM*s at their
locations

Assessthe portfolio of products and quality of services
being provided to account holders by BMs

Understand the issues associated with viability and
sustainability of BMs and their satisfaction levels
Assessthe support mechanisms available to BMs

Gather information / data of PMJDY account holders to
understand: customer profiling, their preference for
transaction points, savings behaviour, financial literacy,
usage of PMJDY account, and need for insurance
products.
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6 Policy Level Recommendations to Impel Jan Dhan Yojana

Convergence of G2P DBT and PMJDY to build transaction volumes

Minimum capitalisation required for BC companies given the capital
intensive business

Ensure service level commitment from banks by not letting BMs close
outlets for >5 days, ever (force majeure events excluded)

Pilot credit scoring based data-analytics models for PMJDY
accounts

Standard operational guidelines for Banks, BCNMs and BMs to
ensure GPS tagging, digital attendance and audit policies

Harness agency models potential to transferm into a “White
Label BM”— interoperable and independert business unit
capable of facilitating transactions of multiple providers

MicroSave

Market-led solutions for financial services

4



6 Quick Steps to Improve PMJDY — Operational

3

(S ]

Enhance BM commissions on transactions instead
of A/c opening to promote activity in accounts

Employ one dedicated “financial inclusion” officer
for every 2/3 rural branches to cater to BMs

Create a robust “toll free” enquiry system for BMs and @
\ customers for awareness and grievance redressal o ile.
| \
€ = | Mandate delivery of insurance policy documents to
) ;), customers upon enrolment
- &
Apply behavioural economics to understand reasons for
¥ account dormancy and customer product preference
r = Ensure training and re-training of BMs on PMJDY
scheme features and customer service aspects

2 NG
/\

*Qver a period of 15 months, MicroSave conducted three waves of assessment of Bank Mitrs (BMs) and their customers. Researchers interviewed 2,039 and 1,700 (BMs) from 9 states and 41 districts during
Wave I and II. For Wave III 1,627 BMs were assessed from 17 states and 42 districts. The number of PMJDY customers interviewed were 8,797, 4,514 and 4,859 during Wave I, Wave II and Wave III, respectively.

MicroSavel 5

Market-led solutions for financial services



Snapshot
of Wave Il

Level |

MicroSave

Market-led solutions for financial services

6



PMJDY Wave Il Snapshot

@ @ @ @ BMs BMs
researched untraceable
@ @ @ @ 1,627 (100%) ! 50 (3%%)

BMs interviewed Active BMs offering

personally banking services
1,577 (97%) 1,412 87%)

Dormant BMs Transaction

165 (10%) ready BMs
1,284 (79%**)

d on mobile phone, their designated location and through enquiry from villagers
i Ms who are not transaction ready includes new BMs ,
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BM Assessment

Y 89% i enon43% to 100%

Dormancy levels - high across leading banks** such as SBI and PNBand in Bihar, Chhattisgarh,
Himachal Pradesh, and Rajasthan

Active by bank* n = 1,577
ING Vyasya Bank |0 0 0
| nd i a n O 00 %6

Indian Bank

99%
Canara Bank I —— 98%
Dena Bank I ——— %
Central Bank of India | 96%
Allahabad Bank | 95%
BOB I 94%
Uco Bank I —— 97%
Syndicate Bank I 87%
United Bank of India I 32%
SBl I 59%
Punj ab N aESnEE 43%

0% 20% 40% 60% 80% 100%

vailable/interviewed BMs who are still associated with banks and are offering financial services.
ivity level representation
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Transaction Readiness

‘ Transaction readiness of BMs is independent of bank.
. ~ Al

s / BMs of nationalised banks, private/public banks, and RRBs are fairly represented in
both high and low -performing buckets.

Transaction readiness * n=1,577

ING Vyasya Bank I 0%
Indian Bank | — 909
Central Bank of India N 00%
Indian Oversees Bank | — 38Y
Allahabad Bank I 38%
Dena Bank | — B6%
Canara Bank I 36%
BOB I ——  36Y%0
Syndicate Bank I 3490
United Bank of India I 7 7%
Uco Bank I /2%
SBI | mm— 58%
Punjab National Bank IS 10%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

i ks depicted in the graph are same as the banks used for comparison in last two PMJDY waves (I and I1) M | C r O S aV e

100%
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Device Enablement

3% increase in Aadhaar-enabled 24% increase in RuPay-enabled
devices devices
0 0
E (From 69%to 72%) D (From 26% 1o 50%)
Devicesremain unused as customers have not received RuPay cards and / or PINs.
Biometric Device enablement n=1,412
100% 89% Aadhaar eKYC
2% 3% RuPay Card ., . o
Voice communication
50cy .
0%
Aadhaar enabled BM  devices n = 1,412 Rupay enabled BM devices n=1,412
Syndicate Bank messssss 949 Syndicate Bank messssssssssssssss 91%
SBl s 39%  United Bank of India s 91%
Indian Bank messsssssssssse. 85% SBl . 849%
Canara Bank messssssssssssssssssssssssssssss 81% Canara Bank s 63%
BOB mmssssssssssssssssssssss 81% Uco Bank mssssssssssn 58%
Central Bank of India meessssssssssssssssssssssmmmms  77% ING Vyasya Bank s 56%
Dena Bank messsssssssssssssssssssssssmssm 72% Indian Bank meessssssssssssssssmm 55%
ING Vyasya Bank massssssssssssssssssssssssmms 71% Punjab National Bank meesssssssssssssssmn  54%
Punjab National Bank messssssssssssssssmmmmn 69% Allahabad Bank messssssssssssss 44%
United Bank of India meeessssssssssssssssssssmmmm 69% Central Bank of India  m——— 41%
Allahabad Bank meeessssssssssssssssssmmmms 65% BOB s 39%
Indian Oversees Bank mmaassssssssssssssssm 510 Dena Bank meeessssssssm 33%

Uco Bank maaasssssmsm 23% Indian Oversees Bank s 238%




Impact of Aadhaar

Aadhaar enrolled
customers find

62%
e

more convenient and
quicker.

Has Aadhaar helped to make
financial transactions easier?
n=3,729

®

fiWe can open account in
just two minutes with e -
KYC O

-Bank Mitr, Mirzapur, UP

J

\

-

financial services to be

Transactions

40% of customers (who 20%

agreed that Aadhaar 50 e
helps in making l'm
financial transaction)
said that it facilitates
quick and easy
financial transactions.

on Financial

said that Aadhaar has
helped them receive
government benefits
such as LPG subsidy
(DBTL) smoothly.

LK

How has an Aadhaar number helped to make financial
transactions? n=2,299

40%

20% 18%
10% .
Easy and Helps to Acts as a Helps in Safety Others
quick financial receive strong ID making
transactions government proof interoperable
subsidy transactions
(e.g.LPG
subsidy)
smoothly
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Note on Methodology for  Readers

This study was conducted in three rounds with the aim of providing a cross-sectional measure of PMJDY
performance in the sampled study areasat regular time intervals. Across all three survey rounds: CRISIL
INCLUSIX (Vol. Il for Wavel & Il and Vol. lll for Wave lll) was used for stratification and proportionate
random selection of districts, BMs within a district were chosen at random while quota sampling was
adopted for customer surveysin sub-service areaswith successfulBM interviews.

PMJDY Wave | and Il was undertaken among randomly sampled districts from 9 states, finalised in
consultation with Dept. of Financial Services,Govt. of India.

PMJDY Wave-lll was an independent nationally representative survey following random sampling of
districts acrossthe country.

The above means that the data acrosswavesis not strictly speaking comparable. Readersshould be aware
of this while reviewing the conclusionsin this report i the inter -wave comparisons made are indicative .

Purposive sampling Purposive sampling Random sampling
Oct - Dec 2014 May - Jul 2015 Nov - Dec 2015
41 Districts -9 41 Districts -9 42 Districts  -17

States States States
BMs -2,039 BMs -1,700 BMs -1,627
Customers - 8,789 Customers - 4,514 Customers - 4,859
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PMJDY Assessment Comparison Round I, I & I

% BMs Interviewed

# Transaction

Ready BMs*
79 @
- 70 (9
ﬂ
. M 48 4
.- % BMs Transaction 0ready
Lo Untraceable BMs as a % of
. - 0% BMs BMs interviewed
- 03 =" With Devi
With Device**
B 16 86 (99)
=1 “Total BMs % BMs
Sampled B 11 Active B 69 915
*
1,627 100 87 (89) B0 BMs with
1,700 device as a %
W 100 M 76 05 of BMs active
2.039M 100 B 80 «os) Dec
Jul
Active BMs as
a % of BMs Dec

interviewed

*0n a %basi.s
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BM Level Indicators
8% increase in BM 24% surge in Transaction 37% increase in Outlet

availability readiness N branding
M8  (From 89% to 97%)~ B (From 54%to 81%) -Eﬁ (From 48% to 85%) *

B0 3 |
Customers prefer transacting at BM locations

o A/C holder level indicators N=4,859
BM level indicators

0,
89% 88%
97%
89%
84% 81% 80% 69%
62%
54% 52%
0 0
43% 47%
48%
36%
18%
Availability Transaction Branding
N=1,627 Readiness n=1,380 Accounts opened Received RuPay Aadhaar Seeding
n=1577 at BM Cards
Wave | = Wave || = Wave I Wave | = Wave |l = Wave Il
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PMJDY Account 33% of accounts under PMJDY are

cust omer 0s second accoun

customer has an earlier bank account
(14% in wave | & Il both)

Is PMJDY First A/lc? N = 4,859

PMJDY not my first account: State -wise comparison for
states covered in Wave II* n = 3,494
Impact on mWave Il mWave Il
states
86% 86% covered in 42%
0 Wave | & I
39% 38%
35%
31%
Wave | Wave I Wave Il 30%
26% 27%
mYes = No ’ 25% 404 ’
189 189
ReceivedRuPay Card? N = 4,859 159 149
129 129
9% I
» 4 $
18%

Qd
Q‘,&

Wave | Wave I Wave Il

EYes mNo

MJDY A/c holders sample is 4,514; Round Il PMJDY A/c holder sample is
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