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Executive Summary

This report presents the results of a quick dip stick study conducted by MicroSave with support from
the Bill and Melinda Gates Foundation for the Department of Financial Services, Ministry of Finance,
Government of India. The study seeks to look at the readiness and availability of the front-end delivery
channel (i.e. the Bank Mitrs (BMs) or agents) and the effectiveness of the ambitious Pradhan Mantri
Jan Dhan Yojana (PMJDY) in targeting and covering unbanked households. Given the paucity of time
and the need for real time data for policy making and course corrections, the study was an extensive
but focussed exercise. The findings can be used for widening and deepening future studies which may

become a quarterly feature.

The coverage of the study spanned 41 districts in 9 states and was conducted during November-
December, 2014. The objectives of this study were to:
a) Physically verify availability of BMs at the village/ SSA location as per contact details provided by
banks
b) Assess the quality of service being provided to account holders, and
¢) Gather informational data of PMJDY account holders on three aspects:

i) Is the account opened under PMJDY their first account?

ii) Have the customers received RuPay card?

iii) Is the Aadhaar number available and has it been linked to the PMJDY account?

A random sample of 20 percent of the SSA locations/ BMs or 30, whichever was higher, was covered in
each of the surveyed districts. Additionally, at least five beneficiaries were interviewed at each BM/SSA
location. The total sample covered under the study is 2,039 BM locations and 8,789 beneficiaries. The
major findings of the study are:
= 69 percent of the Bank Mitrs were physically present at the stated location. In addition, 11
percent BMs were working from a different location than that stated in the list provided by
banks. Therefore, in effect, 80 percent of the BMs can be considered to be ‘available’.
= Of the 69 percent BMs who were available in the stated location, 69 per cent were transaction
ready. For the remaining 31 percent BMs, transactions cannot be conducted for a variety of
reasons such as recent appointment, non-delivery of transaction device, technology issues
and/or dormancy.
= Of the 31 percent BMs who were not available on the day of the visit, 36 percent were
untraceable. Additionally, 36 percent were reported to be working from a different location,
17 percent were dormant and 11 percent were not available for other reasons.
= 48 percent of BM outlets have some signage displayed; of these at 46 percent of locations, the
bank logo is visible, while PMJDY logo is visible at 27 percent of locations. Working hours are
mentioned at 30 percent of BM outlets. These figures pertain to BMs who were available as
well as those who were not physically present on the day of the visit.
» The average number of transactions per month, conducted by BMs present and working, is

195. Fifty three percent of BMs are receiving commission on time.
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= 86 percent of the PMJDY accounts are the first account for their holders. However only 18
percent have received RuPay card. Additionally, 45 percent of account holders have received

Aadhaar numbers of which 79 percent have seeded Aadhaar with their PMJDY accounts.

The common concerns identified by BMs that impact availability as well as service quality are a)
multiple SSAs mapped to a single BM; b) technological issues/lack of support from BCNM; ¢) delay in

account activation and delivery of passbooks; and d) low awareness about PMJDY.

A few best practices identified by BMs are i) use of e-KYC for account opening; ii) effective database
management of beneficiaries; and iii) fixed monthly commission and regular monitoring by
banks/BCNM.

Implementation of the scheme can be improved by:
a) Standard format for reporting BM particulars such as location / address etc.;
b) Rationalisation of BM and SSA mapping methods;
¢) Clear operational guidelines for BMs;
d) Effective monitoring of BMs by banks and BCNMs;
e) Capacity building of BMs;
f) Fixed periodicity for pay-out of commissions to BMs by banks;
g) Fixed TAT for passbook issuance and setting up helpline facility for BMs and beneficiaries;
and

h) Financial education of clients
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1 Background

National Mission on Financial Inclusion or the Pradhan Mantri Jan Dhan Yojana (PMJDY) was
launched by the Hon’ble Prime Minister of India on August 15, 2014 with an objective to provide all
households in the country with banking facilities and to provide a bank account to each household.
The underlying philosophy of the government behind PMJDY is to include low-income and vulnerable

groups (which are financially excluded) into the mainstream financial system.

The implementation of PMJDY rests on 6 pillars or objectives viz;

1. Universal access to banking facilities.

2. Providing basic bank account with overdraft facility and RuPay Debit card to all households.

3. Financial literacy programme to enable usage of financial products on offer.

4. Credit guarantee fund to mitigate risks on account of overdraft facility extended to these

accounts.
Micro-Insurance for all account holders under PMJDY.

6. Unorganised sector pension schemes like Swavalamban.

It is envisaged that the first three pillars will be given emphasis in the first year of implementation of
PMJDY. Under the universal access to banking facilities, it is envisaged that all 6 lakh villages across
the entire country will be mapped according to the ‘Service Area’ of each Bank. At least one fixed
point banking outlet will cater to every 1,000 to 1,500 households, known as a Sub Service Area
(SSA). The SSAs are proposed to be covered through a combination of traditional bank branches and
fixed point Bank Mitrs (BM) or Business Correspondents / agents - which act as representative of a

bank and are equipped to provide basic banking services.

1.1 Context
In order to understand whether SSAs are effectively covered through Bank Mitrs and to survey
beneficiaries/ customers under PMJDY, MicroSave conducted an on-the-ground assessment with
support from the Bill & Melinda Gates Foundation. The survey was conducted on the request of, and
with support from, the Department of Financial Services (DFS), Ministry of Finance, Government of
India. Given the paucity of time and the need for real time data for policy making and course
corrections, the study was an extensive but focussed exercise. The objectives of the survey were:
1. To verify physical presence of BM and their transaction readiness and to assess the quality of
services offered by Bank Mitrs; and
2. To assess whether actual beneficiaries are being covered under PMJDY by gathering feedback
on: (i) Is the account opened under PMJDY their first account, ii) Have the customers
received RuPay card, iii) Is the Aadhaar number available and has it been linked to the
PMJDY account.
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Coverage:

As per the brief provided by DFS, Ministry of Finance the assessment study for Bank Mitrs (BMs) was
conducted in 9 states and 41 districts. A total of 2,039 SSAs/BMs location were physically visited to
check their availability, transaction readiness and branding and 8,789 beneficiaries were surveyed
for their feedback on receipt of RuPay card, Aadhaar number and the quality of service.

Methodology:

The SSAs/BMs data to select states and districts for the assessment study was provided to MicroSave
by the Department of Financial Services, Ministry of Finance. A simple random sampling technique
was used to select SSAs / BM locations to be visited as part of the survey. The assessment involved
quantitative survey and qualitative interviews of BMs along with the beneficiaries / PMJDY account
holders.

The brief sampling methodology is as follows (Detailed Methodology & Sampling Technique is
provided at Annexure-II )

A random sample of 20 percent of the BMs/SSA locations or at least 30 BMs was
covered in each of the surveyed districts for the quantitative part of the survey.
Additionally, at least five beneficiaries /| PMJDY account holders were interviewed at
each BM/SSA location.

The data/ information were collected with the help of survey tools devised by MicroSave (Annexure

1v).

2 Key Findings
On the basis of results, BMs’ presence is organised under two broad categories - Availability* and Non-
Availability2 of BMs. These two broad categories are further divided into sub-categories as given

below:

Availability

Transaction ready: BM is available at the location and a customer can conduct transaction(s).

New appointment/Device not received: BM is available at the location but either has not
received the device or is busy with account opening hence not ready to transact.

Others: Dormancy/Technology issues: i) A dormant BM is nominally still an agent to a bank but is
not conducting transactions either because he/she has not received commissions or has another
grievance; or ii) he/she has technology issues: typically server failure, issues with connectivity and /or

device not functioning.

1 Availability for the purpose of the study is defined as - Availability of BMs at a particular SSA based on his
physical presence and availability of his kiosk during the assessment.

2 Non-Availability for the purpose of the study is defined as - Not Available at the address provided at the time of
visit

MicroSave — Market-led solutions for financial services



Non-availability

Not traceable: BM who were not found at their location, villagers could not verify their presence and
they could not be contacted at the contact number(s) provided by the bank.

Working in other village: BMs were not found at their designated locations but villagers could
testify either that they come to the location or are working from another village. In cases where
villagers could not testify this, BMs were contacted and their response was taken. However in such
cases, operational details were not considered for the purpose of this study.

Stopped working/Dormant: BMs/villagers verified that they had quit or were dormant.

Others: Other reasons such as some other person is working in the village as a BM or technology

issues.

Branding aspects of PMJDY at BM locations and the sustainability of BMs is also discussed to bring

out the level of awareness of the scheme and long term sustainability of the BMs.

In addition to the BM level findings, beneficiary level findings in the study cover three basic
parameters:

Is the account opened under PMJDY the first account?

Has the beneficiary received the RuPay card?

Has the beneficiary account been linked to Aadhaar?

2.1 Availability of Bank Mitrs

The physical availability of Bank Mitrs (BMs) during the ]Grap}1 1: Availability of Bank Mitrs at SSA
ocation
visit of the enumerator was 69% of the total sample

visited during the study. As compared with the earlier BM Available - Average of 9
reports by MicroSave,3 which reported numbers in the states covered

range of 30-40%, the number of available BMs is much Sample size=2,039
higher. This is a welcome development from previous
studies. Moreover, if we include the number of BMs
who were working at other locations (explained later)

but not at the location indicated in the data available

with DFS, the figure for available BMs will be close to
80%.

Compared to the average only Rajasthan and Madhya Pradesh (refer graph 2) have significantly lower
availability of BMs.

3 Tiwari Akhand et al “Curious Case of Missing agents in Rural India”, India Focus Note#105, MicroSave 2014
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Sample size=2,039

87% 83%  82%
76% o
7% 67% _ euv 69%
59%
I I 485
& & & »® 3 & $ &
® ] g?o& & & & g ¥ &
& © o 3 X4
2 2
& & .

Transaction ready

More than 69% of the available BMs were ‘transaction ready’.

Graph 3: Status of BMs

Sample size=1,413 Transaction ready for the purpose of the study

is defined as BMs who were physically

available at the time of the visit and could carry

Transantion Ready 69%
out transaction(s) for customer(s).
New BM/ Device Not =%
Received 57 Graph 3 shows the status of the BMs on
different parameters used in the study.
Technology Issue, 16% . .
Dormancy, Others (¢ Transaction readiness from amongst the

available BMs is high except for Odisha and

Rajasthan (refer graph 4).

New appointments/Device not received

The primary reason for low transaction readiness is that a significant number of BMs have not

received POS4 devices or are primarily engaged in survey and acquisition of accounts. This is more

prominent in case of Odisha and Rajasthan.

4 Point of Sale
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Graph 4: BM transaction readiness State-wise
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Technology issues are another major challenge due to which BMs are not able to conduct transactions.
Technology issues include malfunctioning of devices, poor connectivity, and / or poor service and
maintenance support. Data from the field suggest that a significant 9% of the available BMs face this
issue.

In addition to the reasons mentioned above, BMs may have either become dormant or may have
stopped working as commissions may not have been received on time or they may not be interested in
continuing. When probed on the cause of dormancy, lack of support and monitoring from banks and

BCNMs was quoted as a predominant reason.

2.2 Non-Availability of Bank Mitrs

Out of the BMs who were not found at their respective locations, 36% were
not traceable.

Not-traceable BMs

In our sample, 31% of BMs

were not available at the

Sample size=626 locations indicated in the list
made available to DFS by

ot Tl I 55 " O hese & anifleant

proportion refer

Graph 5: Status of Not-available BMs

1 Graph 5) of BMs were not
Working in Another Village [N 36%  traceable.s Possible reasons

for high percentage of non-

Stopped Working [ 17% traceable BMs could be that

| the list has not been updated

Others 1% and/or the wrong contact
F details have been provided.

5 Not traceable for the purpose of the study is defined as those BMs who are not found at the address, could not be
contacted on the number provided and no one know about them in the village/SSA location
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Working in other villages
Data inconsistency is also partly supported by the fact that a significant proportion (36%) of BMs was
found working in another village/location.

Stopped working

Another reason for unavailability of BMs is that the BM has become dormant and has stopped
working.

Other

Someone else is working in place of the BM or there are other exceptional reasons which led the non-

availability of BM.

2.3 PMJDY Branding

Branding at the BM location was assessed on the

Graph 6: PMJDY Branding Status of BMs

basis of signage, visibility of the bank’s logo and Sample size=2,039
visibility of the PMJDY logo. These observations
have been taken for both available as well as not PMJDY Logo 27%
available BMs during the physical visit of the Bank Logo 46%
enumerator to the address. )
Signage Installed 48%
Timing Mentioned 30%

70% BMs do not have working hours mentioned at
the BM outlet. Though many BMs have received
PMJDY banner, it is not displayed at the outlet. More than 50% of BMs outlets are without any signage
or the bank’s logo which is important to identify a BM location (see Graph 6).

2.4 Sustainability of BMs
In order to assess the sustainability of BMs, information on the following three parameters was
collected:

e Average number of transactions conducted in a month

e Monthly average revenue earned as Bank Mitr

e Timely receipt of commission

The average number of transactions per month per BM is 195 and only
53% of the BMs are receiving commission on time.

The average number of transactions per month per BM is 195. On account of low average number of
transactions, the revenue being earned by a BM is quite low. The reason for low number of
transactions in Rajasthan and Gujarat is primarily due to involvement of BMs in account
opening/sourcing for most of their time. In the states of Bihar and Jharkhand some of the BCNMS are
paying high fixed monthly amounts and variable incentives to the BMs while in many other states they

are paid on the basis of number of transactions.

MicroSave — Market-led solutions for financial services



400
350
300
250
200

150
100

11

Graph 7: Average number of transactions in a month

Average Monthly Transactions
Sample size=981

335

260

195

102

A common concern of the BMs is lack of clarity on the commission credited to their accounts as no

breakup is being provided. A majority of BMs in Bihar, Gujarat and AP are receiving commission on

time while Rajasthan and Odisha are marked by high level of delays.
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Graph 8: Receipt of commission in time

Sample size= 981

82%

77%
66%
53%
35% 35% 32%
25% o
l l . . = =
w .;o“’& .:ﬁé & Nig é‘b > 'x%& %&Q
) Cﬁ& P ’é-;:?o Ob &
& X »
D & A

Average revenue earned per month ranges from INR 1,450 in Odisha
to INR 5,616 in Jharkhand; whereas BMs average revenue expectation
ranges from INR 7,000 to INR 13,000.
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Graph 9: Average revenue earned per month (in INR)
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2.5 Beneficiary level findings
The finding from the data collected from the beneficiary survey is based on three parameters as per the
brief provided by DFS, Ministry of Finance, Government of India:

e PMJDY account as first account of beneficiary®

e Status of RuPay Card received by the beneficiary”

e Status of Aadhaar linkage in PMJDY account?

Accounts opened under PMJDY scheme is the first account for 86% of
the account holders.

e

Graph 10: PMJDY A/c first A/c- State-wise
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6 To assess whether the beneficiary of PMJDY or the account holder has been correctly identified and belongs to
the target segment of the scheme i.e. to assess if the account opened under PMJDY is of a first time customer or of
an existing customer. Thereby to assess the presence (%) of such duplicate/multiple accounts in a district.

7 To find out how many beneficiaries (%) of PMJDY have received RuPay Card.

8 To find out how many beneficiaries (%) of PMJDY have Aadhaar number and how many beneficiaries (%) have
got Aadhaar numbers linked to PMJDY accounts
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Only 18% of the account holders have received RuPay card.

Out of the accounts opened under PMJDY, only 18% of the respondents acknowledged receipt of
RuPay card. The main reasons for the low number of cards received are a) the postal address of
account holder is incomplete, b) as a policy, some banks require the account holder to collect RuPay

card from the branch.

Graph 11: Percentage of account holders who have received RuPay Card
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Although on an average, 45% PMJDY account holders have Aadhaar number, there are significant
variations among states. Low figures for Bihar and Uttar Pradesh, where Aadhaar enrolments has
picked up recently, distort the overall picture.

45% of the PMJDY account holders have Aadhaar number of which 79%
PMJDY accounts have been seeded with Aadhaar.

Graph 12: PMJDY account holders having Aadhaar number
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Jharkhand and AP have the highest proportion of both Aadhaar Card availability as well as Aadhaar
Linkage with the bank account opened under PMJDY. The high linkage in AP is due to of e-KYC

facility for account opening which results in immediate seeding of Aadhaar in accounts.

Graph 13: Aadhaar seeded PMJDY accounts
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2.6 Service Quality- Strengths and Areas for improvement
69% of the BMs are available and if we add another 11% for those working out of other villages, the
total availability reaches to a little less than 80%. The advantages of high availability of BMs to account
holders are:

a) Working hours for BMs are longer than a typical bank branch

b) Inmost cases, transaction point in nearer as compared to other options

¢) Waiting time is less — transaction is completed in less than ten minutes (including

waiting time)

However there are areas for improvement, which include:
a) Standardised branding for easy identification and trust building
b) Standard training of BMs across banks and BCNMs to ensure basic knowledge of banking
products to be able to answer customer queries
¢) Grievance redress mechanism to ensure high customer service levels and to build trust

amongst target clients

2.7 Some common issues at the Bank Mitrs level
A few common issues identified while conducting BM assessment in all 9 states and 41 districts are as
follows:

1. Mapping of multiple SSA: BMs have been assigned multiple SSAs in many of the states. If the

geographic coverage of an agent / BM is high, service levels drop as the agents has to service a
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larger population and clients have to travel longer distances. Further at many locations, the
BM was not aware about the mapping and was working from a single location, oblivious that
he/she is required to service a much larger geography.

2. Connectivity: Most BM’s face connectivity issues in some or the other form. Lack of support
from the BCNM and/or the bank was another common theme across SSA locations.

3. Commission: Almost half of the BMs interviewed complained of not receiving commission on
time. Further there are large variations in the manner they are remunerated which varies
across banks and BCNMs. Wherever the BMs are receiving commissions, a common concern
is that they are not able to ascertain whether they are receiving the right amount as no
breakup is provided. Dormancy in BMs can in large part be attributed to non-receipt of
commission.

4. Lack of technical support: Most BMs complain of lack of support in case of technological
glitches in the device/machine. However, there are very few banks with some mechanism,
which though not robust, serves as a ‘helpline’.

5. Delay in account activation: Though a sizable number applications have been sourced by
BMs, very few accounts have been activated. Most applications are pending authorization at
the bank.

6. Low level of monitoring by Bank/ BCNM: The level of monitoring of BMs by Bank / BCNM
was found to be inadequate, with no fixed periodicity. A sizable number of BMs responded
that no visits had been undertaken by the bank.

7. Absence of customer complaint resolution system: There is no formal complaint resolution
system available with the BMs and/or banks. Most BMs responded there are no complaints
from the customer. However, when probed a sizable number responded that most customers
complained about non-receipt of passbooks / account number in time. Further even if a
complaint is given by a customer there is no feedback mechanism to route it to the bank and
address it within a stipulated time period.

8. Absence of helpline facility for customer: There is no toll free number/helpline facility
available for customers; the contact point is either the BM or the bank branch.

9. Lack of branding of pass books/accounts opened under PMJDY: The passbook issued to the
customer for accounts opened under PMJDY is similar to passbook of any other savings
account holder. In most cases it is difficult to ascertain that whether it is a Basic Savings Bank
Deposit Account (BSBDA) or a normal savings account.

10. Lack of awareness about PMJDY: A sizable number of BMs did not have
awareness/knowledge regarding PMJDY, its benefits for customers and provisions of the

scheme.

2.8 Best practices
1. Use of e-KYC for account opening: In a few Gram Panchayats of Guntur and Krishna in
Andhra Pradesh accounts are being opened through e- KYC, which provides immediate

seeding of Aadhaar number in the account.
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Aadhaar based transactions: In Andhra Pradesh, transactions at a few BMs, were being
facilitated through Aadhaar number. (Without asking for the account number.)

Database Management: Many BMs were following a healthy practice of maintaining registers
with details of beneficiaries / account holders including: Name, Account number, Date of
account opening, Address, Aadhaar number as well as the account holders’ photographs.
Managing multiple SSAs: In some cases, BMs with multiple SSAs have informed villagers and
village Pradhan about the day(s) in a week and the time at which they will visit and have
followed the schedule.

Capacity building of Bank Mitr: In a few locations monitoring by banks was found to be
robust. Specifically, Bank Mitrs were being trained by the BCNM at the bank branch allowing
for oversight by the branch staff.

Recommendations

Since the launch of PMJDY in August 2014, the implementation of the scheme has driven significant

improvement in the presence of transaction-ready agents and bank accounts opened. Customers

associate the scheme directly with the Prime Minister which speaks volumes about the communication

efforts put in by DFS. Though a lot of effort has been made by banks to open accounts, the following

improvements can increase the overall impact of the scheme.

1.

Standard format for data on BMs — currently most of the banks do not follow a standard
format to report the details of the BM such as location, address, contact number etc. A
standardised format needs to be developed in which all banks will be required to report data at
regular intervals.

Sub service area (SSA) allocation has to be rationalised. The current SSA
allocation has been done by breaking down the service area allocated under the previous
financial inclusion plan. This leads to issues of operational difficulty and viability in many
locations thereby leading to high dormancy levels for agents. The policy change should
ensure village allocation in a manner that contiguous villages/ gram panchayats are
allotted to one bank; the bank in turn will be able to create a framework for monitoring and
supervision and to appoint dedicated staff.

Operational guidelines for Bank Mitr should be defined by DFS and are implemented
by all banks. These must include the number of hours each day that the BM should be
present at the allocated location/ village and customer recourse mechanism in case a
transactions is denied.

Monitoring by banks: This was found to be the weakest link in most of the states. Link
branch officials did not have a schedule for monitoring Bank Mitrs. Many of the concerns of
BMs can be addressed through regular monitoring by the branch.

Capacity building: The quality of BMs is directly depended on their training which again
is left entirely to BCNMs. As far as implementation of the scheme is concerned, without
quality training, the BM cannot create demand and will not be able to service the clientele.
Commission: Banks need to pay commission to the BMs on time according to the agreed

schedule; a detailed breakup will help BMs in reconciliation. As observed, in a majority of
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locations, BMs have not been informed about the fixed monthly pay-out they will receive as
Bank Mitrs.

7. Financial Education: Though this component is a specific feature under PMJDY, there is
no evidence that banks are engaged in financial education in the areas surveyed.

8. Issuing passbooks: Banks need to have a different colour scheme / coding / branding for
passbooks issued for PMJDY accounts. Further a TAT for account activation should be
defined as a number of applications are pending authorization.

9. Helpline facility: A separate helpline facility, for BMs and beneficiaries, is required for

effective implementation of the scheme.
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4 Annexures

Annexure-I: Coverage of States and Districts for the study

This survey was conducted in 41 districts in nine states with a mix of districts scoring high, above
average, below average and low as per the CRISIL Inclusix.? As per the original brief provided by the
DFS, 51 districts in ten states were selected based on their respective CRISIL Inclusix. However
due to constraint of time a total of nine states with 41 districts were covered both for quantitative
survey and for qualitative Bank Mitr assessment along with beneficiaries’ interviews. Therefore
qualitative research was conducted in all nine states; however additional quantitative data was

collected from seven states.

Table 1: Categorisation of Districts on basis of CRISIL Inclusix Score, 2011

S Category- CRISIL Inclusix
State
NI High Above Avg | Below Avg Low Total

1 Andhra Pradesh 3 1 4
2 | Bihar 1 6 7
3 Chhattisgarh 1 1 2
4 Gujarat 1 1 2 4
5 Jharkhand 1 3 4
6 Madhya Pradesh 4 2 6
7 Odisha 1 2
8 Rajasthan 2 5
9 Uttar Pradesh 5 2 7

Total 3 3 17 18 41

9 CRISIL Inclusix is India’s first comprehensive measure of financial inclusion in the form of an index.
It is a relative index that has a scale of 0 to 100, and combines three very critical parameters of basic
banking services — branch penetration (BP), deposit penetration (DP), and credit penetration (CP) —
together into one single metric (Report by CRISIL, June 2013). www.crisil.com
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Annexure-II: Methodology & Sampling Plan
As per the brief provided by DFS it was decided that MicroSave will engage a survey agency to conduct
the quantitative survey of sizeable representative sample of SSAs/BMs. The methodology for the
assessment is stated below

1.State-wise data of SSAs location / BMs for the above
districts provided by DFS, Ministry of Finance.

2. Usage of Simple Random Sampling technique for
sample selection- wherein randomisation was done
at the level of SSAs.

3. A random sample of 20% SSAs or 30 SSAs (higher
of the two) was selected in each district.

4. A random number of 5 PMJDY beneficiaries were
interviewed at each SSA/BM location to gather
information on PMJDY.
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5. In addition to the above, MicroSave staff
conducted random qualitative interviews of up to 10 BMs in each district and gathered feedback
from up to 5 beneficiaries at each BM location to understand the “how” and “why” behind the
numbers and field level implementation issues under PMJDY.

6. MicroSave staff also monitored the entire survey and conducted random quality checks on the

data collected by the survey agency.

Sample size
In line with the above methodology and sampling technique the following sample size was randomly
selected for SSAs/ BMs verification and beneficiary survey.

Table 2: Sample size

S No State No of SSA | Sample No | % sample No of Qualitative

as per of SSAs of Total beneficiaries | Interview

data locations surveyed conducted

provided verified
1 Andhra Pradesh 710 223 31% 1,025 22
2 Bihar 1,278 407 32% 1,775 39
3 Chhattisgarh 94 23 24% 38 17
4 Gujarat 812 223 27% 1,075 17
5 Jharkhand 261 134 51% 495 12
6 Madhya Pradesh 1,385 396 20% 1,730 16
7 Odisha 97 20 21% 40 13
8 Rajasthan 488 180 37% 764 26
9 Uttar Pradesh 1,788 433 24% 1,847 35
Total 6,913 2,039 20% 8,789 197
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As mentioned above, a total of 2039 SSAs/ BMs location were physically visited for the assessment by

survey agency and MicroSave staff and a total of 8,789 PMJDY beneficiaries were surveyed for their

feedback in 41 districts and 10 states.

Annexure III: Data Tables

Table 3: List of districts covered for Bank Mitr assessment

S. No State Selected Districts CRISIL Category | Lead Bank Name
Inclusix
Scores
2011
1 Andhra Pradesh | Guntur (DBT) 66.3 High Andara Bank
2 Andhra Pradesh | Krishna (DBT) 73.6 High Indian Bank
3 Andhra Pradesh | Kurnool (DBT) 53.6 Above Avg | Syndicate Bank
4 Andhra Pradesh | Prakasam 63.4 High Syndicate Bank
5 Bihar Begusarai 24.3 Low UCO Bank
6 Bihar Gaya 25.3 Below Avg | Punjab National Bank
7 Bihar Jehanabad 24.1 Low Punjab National Bank
8 Bihar Madhubani 18.9 Low Central Bank of India
9 Bihar Samastipur 22.4 Low Union Bank of India
10 Bihar Saran 22.2 Low Central Bank of India
11 Bihar Vaishali 24 Low Central Bank of India
12 Chhattisgarh Mahasamund 24.9 Low Dena Bank
13 Chhattisgarh Raipur 28.9 Below Avg | Dena Bank
14 Gujarat Anand 43.9 Above Avg | Bank of Baroda
15 Gujarat Banas Kantha 22.2 Low Dena Bank
16 Gujarat Dahod 21.7 Low Bank of Baroda
17 Gujarat Patan 31.1 Below Avg | Dena Bank
18 Jharkhand Chatra 20.6 Low Bank of India
19 Jharkhand Deoghar 30.6 Below Avg | SBI
20 Jharkhand Giridih 21.7 Low Bank of India
21 Jharkhand Latehar 20.9 Low SBI
22 Madhya Pradesh | Ashoknagar 23.1 Low State Bank of Indore
23 Madhya Pradesh | Datia 28.7 Below Avg | Punjab National Bank
24 Madhya Pradesh | Sehore 35.8 Below Avg | Bank of India
25 Madhya Pradesh | Shivpuri 20.2 Low State Bank of Indore
26 Madhya Pradesh | Ujjain 38.8 Below Avg | Bank of India
27 Madhya Pradesh | Vidisha 25.2 Below Avg | State Bank of Indore
28 Odisha Kendrapara 35.1 Below Avg | SBI
29 Odisha Puri 42.7 Above Avg | UCO Bank
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30 | Rajasthan Ajmer 39.2 Below Avg | Bank of Baroda

31 Rajasthan Dausa 27.7 Below Avg | UCO Bank

32 Rajasthan Dholpur 19.1 Low Punjab National Bank
33 Rajasthan Nagaur 21.9 Low UCO Bank

34 Rajasthan Tonk 30.2 Below Avg | Bank of Baroda

35 Uttar Pradesh Bahraich 22.4 Low Allahabad Bank

36 Uttar Pradesh Gonda 28.5 Below Avg | Allahabad Bank

37 Uttar Pradesh Hardoi 29.2 Below Avg | Bank of India

38 Uttar Pradesh Siddharthanagar 23.5 Low SBI

39 Uttar Pradesh Sitapur 31.6 Below Avg | Allahabad Bank

40 Uttar Pradesh Unnao 34.5 Below Avg | Bank of India

41 Uttar Pradesh Varanasi 38.8 Below Avg | Union Bank of India

Table 4: Availability of Bank Mitrs & their Transaction Readiness at SSA location

State Total Total Transact Device Technolo | Dormant | Others
Sample | Available ion Not gy
Ready received/ Issue
New BM

Rajasthan 180 87 46 36 2 0
Bihar 407 309 190 50 45 24
MP 396 235 191 6 24 6 8
UP 433 288 183 52 6 30 17
Odisha 20 14 5 8 0 1 0
Gujarat 223 182 119 44 19 0 0
Chhattisgarh 23 19 16 1 o) 0 2
Jharkhand 134 86 72 2 10 2 0
AP 223 193 159 1 15 4 4
Total 2,039 1,413 981 210 121 67 34
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State Total Total Stopped | Working | Some | Others Not
Sample Not working | in other other Traceable
Available village person
working
in the
village
Rajasthan 180 93 21 33 6 11 22
Bihar 407 98 0 41 0 14 43
MP 396 161 36 58 0 1 66
Up 433 145 14 73 2 10 46
Odisha 20 6 1 o) o) 0 5
Gujarat 223 41 20 5 4 5
Chhattisgarh 23 4 0 0 1 3
Jharkhand 134 48 9 1 11 21
AP 223 30 6 0o 4 14
Total 2,039 626 104 225 13 57 227
Table 6: PMJDY Branding of Bank Mitrs
State Total Timing Signage Bank PMJDY
Sample Mentioned Installed Logo Logo

Rajasthan 180 36 18 16 15
Bihar 407 135 304 305 163
MP 396 142 157 158 115
UP 433 146 217 190 64
Odisha 20 1 5 1
Gujarat 223 100 79 79 65
Chhattisgarh 23 9 13 16 10
Jharkhand 134 10 94 94 69
AP 223 35 86 83 45
Total 2,039 614 975 946 547

MicroSave — Market-led solutions for financial services




Table 7: PMJDY Bank Mitrs Sustainability

23

State Total Transaction Monthly Monthly BMs
Available Ready Average Average Receiving
Transactions | Revenue | Commission
Earned in time
Rajasthan 87 46 54 2,886 7
Bihar 309 190 141 3,995 146
MP 235 191 233 2,083 67
UP 288 183 260 2,020 64
Odisha 14 5 317 1,450 1
Gujarat 182 119 102 2,043 78
Chhattisgarh 19 16 660 2,250 4
Jharkhand 86 72 184 5,616 23
AP 193 159 224 2,174 131
Total 1,413 981 242 - 521
Table 8: Beneficiary Feedback- PMJDY account as first Account, A/c opened through
BM, RuPay Card received, Aadhaar availability & Aadhaar linkage
State Total PMJDY IsA/c Have you Do you Have you
No of | Accountis opened received have linked
Bene first A/C through BM Rupay Aadhaar? your
ficiar Card Aadhaar
ies with A/C?
Yes No Yes No Yes No Yes No Yes | NO
Rajasthan 764 565 199 542 222 54 710 428 336 275 | 153
Bihar 1,775 | 1,453 322 1,669 106 322 | 1,453 134 | 1,641 39 95
MP 1,730 | 1,577 153 | 1,339 391 188 | 1,542 950 780 811 | 139
UP 1,847 | 1,657 190 425 | 1,422 302 | 1,545 238 | 1,609 227 11
Odisha 40 36 4 40 0] 3 37 30 10 11 19
Gujarat 1,075 | 1,011 64 803 272 215 860 711 364 454 | 257
Chhattisgarh 38 27 11 31 7 4 34 11 27 1 10
Jharkhand 495 | 370 | 125 352 | 143 80 | 415| 494 5| 396 | 98
AP 1,025 | 842 183 847 178 | 452 | 573 | 976 49| 943 | 33
Total 8,789 | 7,538 | 1,251 | 6,048 | 2,741 | 1,620 | 7,169 | 3,972 | 4,821 | 3,157 | 815
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Annexure IV: Bank wise Analysist°

Graph 14: Bank wise Availability of Bank Mitrs
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Overall availability of Bank Mitrs has improved. Low figure for few banks could be the result of
database not being updated

Graph 15: Transaction ready Bank Mitrs
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In terms of transaction readiness, BMs of Andhra Bank were found to be substantially better than

other banks.

10 Given time constraints and the need for real time data to enable course corrections, each quarterly
wave will not cover all 664 districts. Therefore, the findings from this study should not be considered
nationally representative, but rather a “dipstick” across a sample of districts. The first wave was
conducted in November and December 2014 across 41 districts in 9 states. 2,039 BM locations and
8,789 beneficiaries were surveyed.
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Graph 16: Bank wise Signage Installed
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Branding and display of material needs improvement. Bank’s logo and PMJDY logo should be visible

for easy identification and consistent branding.

Graph 17: Avg Transaction per Bank Mitr per bank
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Remittance is still a big volume driver. Location of the BM is primary deciding factor for number of

transactions. However, non-remittance BMs are also performing well at many locations.
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Graph 18: Avg Monthly Income of Bank Mitrs Bank wise
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Most banks are paying fixed plus variable remuneration. However, the amount of fixed monthly

remuneration also varies, leading to high variations in monthly income for BMs

Graph 19: Commissions received by Bank Mitrs on time
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Payment of commissions is erratic and usually does not come with break-up or details. Not being paid

on time is a serious concern for the majority of BMs.
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Annexure V: Survey Tools
The survey following survey tools were developed by MicroSave to for the study. The tools were first
pre-tested on a small sample and then finalized after incorporating suitable amendments.

1. Questionnaire for physical verification of BMs.

2. Questionnaire for beneficiary/ customer survey.

3. Qualitative research guide for BMs.

BM Assessment Questionnaire

MicroSave

Market-led solutions for financial services

Interview Guide for Bank Mitr (BM)- Primary Survey
JHAT (BM) & Foreamamen) antesis—ara s aa

Introduction: Hello — we thank you for your time. My name is ABC. We are from an organisation
called MicroSave. It is a research organisation which helps financial institutions design products and
services for those who do not get adequate access to prompt and affordable financial services. Since
you are an important part of providing these services, it is imperative to learn from your experiences.
In this context we kindly ask for 5-10 minutes of your time so that we may ask you some questions.
The questions are about the operational and financial aspect of your banking business. The
information provided by you will remain anonymous and of course participation is voluntary. Do you
mind if I proceed?

TRTT: THATFN — §H HGT TFHT 3ot & 61T 9T &wgaig| FT #AT7 ABC &/ §5 MicroSave #7TH 3
1357 & 813 vk Rarer gareer § 5t A a&ema1 & Fgraar #ar 8, 08 &l 3 faw 3carel sl |arsit
&I AT Fadlot H, [Saaa! TN AT Harl ol 3R 3Faa &7 & a1 9o gl i 37 Har3il & 3o 3
1eIw 319 v Hgcaqurl ST &, FEIGT 393 Jiagsral & HGeT Sl HTeqF &/ 38 Hadh # §H 94 5-10
1A77E FT FFHE TR, Gl §H AT & &5 Jo7 & T | Fo7 314> 131 Fadre 3 GReETele] 3R AT 787
& &1 H 8191137799 §aRT &1 I STAhR] ST @ JN STH ST el Edfesd & FIT 3 H G Fe

Section A: Observations AqATHT

Action

Bank Mitr Bank Mitr found ) Interview the Bank Mitr

available at EERCEREEIN Jo o 7 "reATen o)

the time of Call BM to collect the
1a | visit at the Kiosk found but Bank Mitr is in some other required details and

address village at the time of visit 2 physically visit his/her

mentioned FATER (AT e [T RS LT TR TSI T i g kiosk. STTH&TEY o 3%

in the list? ST /ST AT T
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5 forr 7T o BM =7 et
EREORIY Get it verified from two
T e firery prominent representatives
N— . ' of the Village. (Member of
e ngljﬁzo;;r;::rlther BCor .K1osk PRI, Teacher etc) i ¥ 31
T T b e e e T
GRICERERIN N T E
HLATIF ATTR)

Get it verified from two
prominent representatives
of the Village. (Member of

BM is dormant(not active) PRI, Teacher etc.) i ¥ 31
BM o (Rfvameh) & S ST
Feamae 3= (PRI ¥ @5eT,
TEATTHATR)
SSA/Address provided is Incorrect(Operates
out of some other village/location) f&=T a7 Interview the Bank Mitr
SSA/ AT erae (T st e /T & "= = o & FreATeRTe B
BT 2)
BM name is cor'rect but Contact Number Interview the Bank Mitr
mcorrect )
BM T 19 8t & 3t e e e 3 T & et e
BM name is Incorrect but Contact Number Interview the Bank Mitr
correct )
BM T AT were & Af3 s e 7 2 o T S e e
Others (please specify) 3= (FIAT IEEEUEA))
Details of Name
two CIE)
persons Designation
who o
verified the
1c | non-
availability Address
of Bank T
Mitr?
ERUIn
£ s Contact No. HI&HAaT
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IEEAREED

[EEKD

IR B

EARSICIEEG]

[ER1

Is he/she supposed to be at the point at Yes &t 1

1d | this time? ]

FT 3H TH a<h AT AT ATRU? No 7 2
Yes &t 1

Is the time of opening and closing of the No &t 2

service point mentioned at the outlet? Opening time

® | o e e A A B AT TE A | gy
o T 82 Closing time

% ZI AT HAT:

Signage installed: Yes Bt 1
Is a board/ signage present outside the 1S oI g & No 78 5
Bank Mitra point showing name of the . -

3 bank with logo, and PMJDY logo? Bank logo visible: % T | Yes !
st 8 vt g 3y e 8 T e | 1 (09 TR Nowsl | 2
ST T PMJDYAT 71T 378 7T 2o 22 PMDJY logo  visible: | Yesaf 1

PMDJY & ST fa@ 2T &: No &} 2

Section B: Interaction with Bank MitrdsfR=eraraiaraa
Personal Details SfRmras= i

1 Date of Interview HTTTeRTE FiT TG

2 | Name of Moderator &€ FT ATH

3 | Name of Bank Mitr &= &= 1 7187
4 | Age3¥

5 | Gender foi 7

6 | Contact Number &9 &<

7 | Village i

8 District ST

9 | Block =T

10 | State T¥
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11 | Name of BC: BC &T ATH:

Individual (Appointed by bank) a=f<r (3% g1 <) 1

Integra

Bartronics

ZMF

Oxigen

TCS

N| NG| b~ W@ N

Others (please specify)s= (F9aT farawor )

Are you ready to conduct transaction if a customer comes Yes gt 1

12 | right now?

No &t 2

FIT ATT ATEF 6 THT AT AT-IAFCAR AT

If NO, why?
Tfe T21, a1 F71?

12a

13 | Bank Mitr Sustainability 3% &= #t dagtaar

How many transactions have you conducted in
# Accounts opened GTI@ET:
13a | the last one month?

S D N S Gy X # Transactions conducted -39

Average income earned/month in Rs. (as Bank
13b Mitr)
FrEq AT A /ATg TAH (9% 7 F =7 H)

o e . . . )
Are you receiving commissions on time? Yes g1 1
13¢C

AT ATTHT THT | FHIA THeaar 82 No &t 2

Closure - Thank you for your contributions in this discussion. Do you have any questions/comments

for us?

AT —TH qATHTT § & TAT STTARTAT 6 [oIT STt GeaaTg | FT SATe 976 gaTy foruars wor/fevuofy 8?2
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Introduction: Hello — we thank you for your time. My name is ABC. We are from an organisation

called MicroSave. In this context we kindly require 5 minutes of your time so that we may ask you

some questions. The information provided by you will remain anonymous and of course participation

is voluntary. Do you mind if I proceed?

A. Personal Details: AR SITHRIA:

A1 | Date of Interview HT&ITeRTT it aTrE

A2 | Name of Moderator H&I& &T ATH

A3 | Beneficiary Name 919

A4 | Age3™

A5 | Gender foiT

A6 | Contact Number 9% de¥

Ay | Village e

A8 | District =T

A9 | Block =T

A10 | State TsT

B. PMJDY Details

Bank Name in which you hold account

T PMJDY @Td & SATAT s T TohT 1T 82

B1 . .

I §F T 419 o HArTwr PMJIDY @TdTe|

Is this PMJDY account your first account? Yes gt
B2

T AZPMJIDY GTAT 3T TgAT GTaTe? No &t

When was this PMJDY account opened?
B3 Date qT@:

PMJDY @TdT &d @I AT T2

Any other active accounts apart from PMJDY Yes gt
B4 account?

No &t

Bs

7z gf, a7 7g @rar e 9% ° g?

If Yes, in which bank do you hold this account?
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When was this account opened?

T JET 8?2

B6 S S —— Date AT¢@:
Is PMJDY account opened with Bank Mitra?
57 T PMJDY @1at &% 3= 7o @it 7 o7?
Have you received your Rupay Debit Card for Yes gt
B8 | PMJDY account? &7 s PMJDY @ % ferw srashr ‘
=i 2for 77 forem? No el
Do you have an Aadhaar Number? Yes gt
B9 FT AT TTH UF STETTAL g2 No &
Is your Aadhaar number linked to your PMJDY Yes gt
Bio | account? FT TTHT g7 =a< AT PMJIDY @Td F -
No

Closure - Thank you for your contributions in this discussion. Do you have any questions/comments

for us?

AT —TH AT § o TAT TTRTAT % oI soeT gerara) a7 39 % 976 gAre forw #re wo/feoqoft 32
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5 About MicroSave

MicroSave is a multinational consulting firm that offers practical, market-led solutions focused on
enhancing access to financial services to the low and middle-income segments. We work to enable a
client-centric approach adopted by institutions to serve the target market. We work with investors,
donors, banks & financial institutions, MFIs, NGO-MFIs, co-operatives and other community based
institutions, private foundations, and corporate businesses, enabling them to deliver high quality,
affordable financial services essential for sustainable and inclusive growth of communities at the base
of the pyramid. Our expertise lies in areas of strategy development and governance, organisational
strengthening and risk management, product and channel innovations, investment and donor
services, research, and training and dissemination.

Established in 1998 in Kenya, we now have offices in Indonesia, India, Kenya, Papua New Guinea, the
Philippines, and Uganda. We have over 100 full-time employees. Of these, nearly 80 are financial
services professionals assisting our clients to achieve their business objectives with practical, market-
led solutions.

Driven by professionalism, accountability and passionate commitment, we believe that we can indeed
create a world in which all people have access to high-quality, affordable, market-led financial
services.

6 MicroSave’s Presence

We are based in the developing world and have a firm ear to the ground. We understand the
requirements of low income clients as well as those of the organisations which seek to serve them. We
have offices in Nairobi, Kampala, Lucknow, Hyderabad, Delhi, Jakarta, Manila, Port Moresby,
Tewkesbury and Buenos Aires. In Asia and Pacific, we have worked in India, the Philippines,
Indonesia, Papua New Guinea, Solomon Islands, Bangladesh, Nepal, Sri Lanka, Cambodia, Vietnam,
Lao PDR, Afghanistan, Myanmar and Timor Leste. In Africa, we have worked in Sierra Leone, Nigeria,
South Sudan, Cape Verde, Malawi, Kenya, South Africa, Uganda, Ethiopia, Tanzania, Malawi,
Cameroon, Ghana, Egypt and Mozambique.

(Map: Countries where MicroSave has worked is highlighted in colour blue)
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MicroSave has over 15 years of experience in conducting market research, developing financial
services, strategic business planning, process mapping and value chain analysis. MicroSave has been a
leader in developing and / or refining more than 100 different financial products for banks and other
financial institutions in Asia and Africa.
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