FSP- Role Briefings
During the scenario, the members of the facilitation team are asked to play various roles: presenting the perspectives and concerns of key stakeholders, and taking part in negotiations, in order to allow participants to explore themes.
This note provides a general briefing on the roles. 
If you need to make additional assumptions in the process of carrying out your role, please do for the purpose of understanding of participants and the role play.
The roles 
Roles are as follows Ministry of Finance and Technology who also happens to know quite a lot about one of the three  main FSPs/PSPs  in the country:
	Name
	FSP 

	
	[bookmark: _GoBack]MoFT (+Post Office /prepaid card representative)

	
	MoFT (+ Remittance companies' representative)

	
	MoFT (+ e-voucher money representative)

	
	


Expectations
In most cases it will be best to adopt a ‘wait and see’ approach, but there will come a time when it is appropriate to prompt the group, to ensure that participants gain the maximum learning from the situation. 
Main areas to be discussed
· Services offered and coverage (inc reporting)
· Experience and capacity
· Cost
· Legal requirements and security
Participants should seek to review suppliers 
· with regard to technical competencies and registered status
·  in terms of required financial controls, outputs and reconciliations
·  in terms of insurance coverage – if they lose money can they cover it
· in terms of adequate locations – are they easily reachable by beneficiaries.
· in terms of liquidity and cash flow – are they able to deliver enough cash at the right time.
·  in terms of beneficiary trust
· in terms of costs and efficiencies
· in terms of previous experience and flexibility to deliver tailor made solutions
· Understand development timeframe if applicable
· refund process and timeline for unclaimed amounts

	Area
	Information

	Population Demographics
	Literacy rate / technology literacy rate: Adult literacy rates are 72% (75% men and 70% women).  Literacy rates have increased in recent years. Mobile money transfers were sometimes difficult to understand and unfamiliar to beneficiaries in the initial transfers, therefore making them more appropriate for multiple transfers where beneficiaries become more familiar with the mechanism and other services offered over time.

	
	Mobile phone penetration (calls/bills).  Mobile financial service is limited (reported by only 3.4% of respondents). Also slow given the time required to register SIM cards individually and for FSPs to open/activate mobile money accounts for beneficiaries. This process has been found to take more than one month.
Mobile financial services are a ‘bank-led’ service, therefore no mobile network operators are able to offer these services. This usually entails the selection of two service providers for agencies – a mobile network operator for the SIM cards (some of which will assist in distribution and registration of SIMs to beneficiaries and waive charges) as well as a bank or financial institution (responsible for the mobile account or wallet creation and the actual cash transfers to beneficiaries).

	
	Cultural acceptance of financial institutes.  Banks and post office are used in the urban areas but less so due to limited branches.  Mobile financial services are growing although current access disproportionately favours men and the non-poor.  Rural areas have less financial inclusion due to access.

	
	% population using internet or on-line services (unknown) / bank accounts (unknown) / credit cards (unknown) / mobile money (8%) / non-bank products – livestock 50% / cash at home 48% / cash with relatives 15%
People continued with their established, informal savings approaches (livestock, saving at home, using microfinance institutions), which they found less confusing than mobile money, more convenient and in some cases more lucrative.

	
	Speed of technology adoption.  Increased access to financial services from 2013 to 2015 was fuelled by growth in mobile money and microfinance accounts, though gains have been disproportionately amongst men and the non-poor

	Competition
	As of October 2017, there were more than 18 banks offering mobile financial services with 774,892 agents nationally with the largest market share held by KashOut (a subsidiary of BIC Bank) and Raddock bank.
Some FSPs offer a biometric or ‘Agent Banking’ account that enables individuals to open a bank account without the need for a SIM or mobile phone handset.  
Bank accounts (biometric or otherwise) have a considerably smaller network of bank branches and agents than there is for mobile bank account services (1500 vs 121,337) – requiring beneficiaries to travel further to access branches (although FSPs did mention their willingness to expand the network of agents)
There are a range of different ‘Over the Counter’ cash transfer options none requiring the recipient to have a bank account or account with an FSP. These include: 1) Bank cheques 2) Remittance agencies (e.g. Western Union, Money Gram or others); 3) Cash out at Vendors (e.g. vendors participating in e-voucher programmes); and 4) the Post Office’s Electronic Money Transfer System (EMTS)
Remittance agencies don’t seem to have been used for humanitarian payments this could be to do with the ID required, location and accessibility of remittance agency offices and most likely the very high fees usually payable per transfer.
Red Rose is an international e-voucher system that has been used in country. 
EMTS offered by the post office appears to be a more efficient alternative to their original manual money order system.


	Services and Costs
	Banks: Fees vary per FSP, but tend to be lower than that of mobile money transfers (approx. 0.5% of the grant)
There seems to be no fee for issuing cheques.
Remittance agencies appear to have very high fees - 11 USD 
For the EMTS service of the Post Office not clear.
Prepaid cards -  no fees to load/use the card, and the card production costs 2USD per card. 

	National System & Regulation
	National IDs: mandatory for the local population, not available to refugees.  National ID required for electronic cash.  Over the counter services might be able to be provided without an ID e.g. remittance.  The regulation for e-vouchers is unclear. Data privacy/protection is unclear, and KYC needs to be clarified (e.g. exemptions for humanitarian aid or for the value of the cash grant).
The local Cash Working Group is engaging FSPs in discussions with the Central Bank Ministry of Finance and Technology to agree on an appropriate regulatory framework for recipients of humanitarian aid to access financial services, including acceptable forms of identification
Some agencies (e.g. WFP) had explored the option of their contracted e-voucher vendors providing cash out as part of the e-voucher programme (e.g. to complement staple items available with the voucher), however it seems that the same restrictions apply to vendors since the introduction of Agent Banking regulations by the Central Bank
For pre-paid cards, there was no specific requirement for KYC by the FSP but they would require authorised personnel of the bank to enrol beneficiaries (and capturing the beneficiaries finger prints) after verifying the data shared by the agency and information they have access to from the Ministry of Home Affairs (MoHA)
It may be advisable for agencies to collectively look at conducting a Privacy Impact Assessment (PIA) or risk assessment in relation to the types of beneficiary data that is being collected, where that is being stored, how and with who what data can be shared and also looking at establishing appropriate data sharing protocols between agencies and also guidance on sharing data with FSPs.
For example, it’s not clear if FSPs are obliged to make personal information available to the Government. FSP positioning on this may also impact agency selection of FSPs to partner with on the response.

	Innovation
	Mobile financial services have increased in coverage and accessibility since these services were first offered in 2011 alongside the launch of Central Bank’s mobile money regulations with the aim of increasing access to financial services meanwhile taking anti-money laundering and anti-terrorism precautions. 
A limited number of FSPs seem to offer pre-paid cards which are not a common delivery mechanism. However, the Post Office’s Pre-Paid Cash Card has been used to deliver services to more than 100,000 individuals through a partnership with the World Bank. The Post Office Pre-Paid Cash Card is a regular product offered residents and there are therefore existing regulations and restrictions in place.  The Post Office are also rolling out the functionality that the card would be usable at ATMs for cash withdrawal as well.

	Infrastructure
	Challenges have been faced by agencies in ensuring access of agents to remote areas, physical transportation of cash to these areas as well as some challenges in isolated areas in terms of mobile network coverage. 
Bank accounts (biometric or otherwise) have a considerably smaller network of bank branches and agents than there is for mobile bank account services – requiring beneficiaries to travel further to access branches (although FSPs did mention their willingness to expand the network of agents
This appears to currently include maximum cash-out amount per day (at an agent) of 100 USD, a maximum of 2 withdrawals per day, and a maximum Person to Person (P2P) transfer of 100 USD per transaction.
Bank accounts and mobile money transfers provide safe and reliable mechanisms for transferring cash, as well as providing previously unbanked populations with improved access to financial services and increased empowerment and financial literacy.
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A. Prepaid Cards – Notes for role player

Meeting with Bank: Participants will need to discuss and assess capacities of the bank on terms and fees and assess if the vendor can be a good option. 
Fees are not exhaustive and just few are mentioned for the purpose of the activity.
Participants will meet with the Post Office.
Facilitators should make sure participants know that this is an exercise designed to get them to think about what factors are involved in selecting a prepaid card.
Key points on cards
· Bank provide cards and or pin sealed
· RC distribute cards and or pin 
· Bank sends sms to inform of financial transfer
· Beneficiary withdraw cash in branches, and in the future ATM, POS






Bank Service Fees and Services for Prepaid Cards
(Negotiable items in Red)
	Details
	Post Office

	Financial Service Provider Offer
	

	Experience with NGO sector
	Yes (WFP)

	Scale of humanitarian programmes
	> 100,000 Beneficiaries

	Any issues reported with CTP
	None 

	Regulations
	Registered 
National & international regulations
Can provide legal status/audited financial statements

	Financial Guarantee
	Deposit insurance up to 100K
Liability insurance

	Branches
	25 (20 in urban, 5 in rural – can provide maps of ATM and branches)

	Branch Capacity 
	100 people/day/branch 

	ATMs (own) but can work with all ATM networks
	12 locations mainly urban

	ATM daily cash capacity (per ATM machine)
	USD100/day/ATM

	Which currency accepted
	Only local currency for withdrawal

	Data Protection
	Yes

	Other financial services
	Bank accounts, savings, insurance

	Financial inclusion
	Yes

	Customer service hotline
	Yes

	Focal person for our project
	Yes – direct focal point from FSP

	Customer's information needed
	ID number or RedCross Number, Photo and  names 

	Proxy accepted
	Yes

	Financial service provider provides training on web-based interface as well as any interface with payment mechanism
	Yes

	Financial service provider provides user Training of Trainers
	Possible

	Reporting
	

	Individual cash receipts
	Yes - can be given to NS after distribution in branches only

	Standard/ Customised reports
	Standard and/or Customised on RC transactions and Beneficiaries transactions (amount, beneficiary, location, fees applied...)
Daily/Weekly/Monthly

	Online access
	Yes

	STANDARD FEE STRUCTURE  All prices quoted in $
	

	Programme set-up fee (one off)
	2,000 (possible to waive)

	Standard card issuance fee
	1.50

	Card loading fee
	1.35 (1.00)

	Close / cancel card
	1.00

	Refund to RC
	Yes full amount not disbursed

	Cash withdrawal (at own ATM)
	.10

	Cash withdrawal (at other bank ATM)
	.50

	Cash withdrawal (counter service)
	.25

	Access Hotline
	Free

	Replacement card (lost/stolen)
	1.00

	SIM for communication
	Yes - free

	ADDITIONAL NEGOTIABLE POINTS
	

	Placing staff from other branches on site to increase capacity
	Yes 

	Offer dedicated tellers at branches for RC beneficiaries
	Yes 

	Willing to put staff and services at RC distribution point outside of bank branch
	Yes

	Willing to open on non-bank days (i.e. Sundays)
	No

	Willing to bring in and manage portable ATMs for beneficiaries
	Yes 
(4 ATMS at USD 1,500 per day fee)






B. E-Vouchers – Facilitation Notes

The PSP offer simple e-vouchers for specific shop not exchangeable in other shops, for goods only – no cash allowed.
Meeting with PSP : Participants will need to discuss and assess capacities of the PSP on terms and fees and assess if the vendor can be a good option.
Participants will meet RedRose. 
Facilitators should make sure participants know that this is an exercise designed to get them to think about what factors are involved in selecting a prepaid card.

Quick notes on how works e-voucher
· PSP provides sealed PIN/Vouchers
· PSP upload virtually e-vouchers
· Beneficiaries go to a shop and buy designated items with PIN + e-vouchers
· Vendor invoices every 2 weeks the Redcross for payments of amount used on e-vouchers 
· Redcross pays within agreed timeframe



	Details
	RedRose with selected vendors

	CAPACITY 
	

	Experience with NGO sector
	Yes +30y

	Scale of humanitarian programmes
	> 10,000 Beneficiaries

	Any issues reported with platform
	None 

	Measures in place in case of disruption or technology breakdown
	Real-time back-up of data
Replacement of materials in 5 days
Guarantee of operationality in 2working days

	Regulations
	Registered in UK
Compliance with banking system ISO 8583 to allow payment from NGO bank account to vendors
Performance bond up to 1 month cycle and <500K USD
Can provide legal status/audited financial statements on demand

	Agent category / size
	Large

	What is the coverage of services?
	Urban and rural - where the vendors is

	# of shops possibly managed by the platform
	No maximum

	Number of orders/day  NORMAL SERVICES
	Unlimited – depends on capacity of vendors 

	Number of orders/day EXPANDED SERVICES
	Unlimited – depends on capacity of vendors

	Lead time for contracting  
	7 days 

	Customer 
	

	Data Protection
	Yes – US based 

	Identification
	e-voucher with photo, PIN, bio metrics

	System
	

	Vendor terminal provided 
	Yes

	Centralised Platform
	yes

	Automatic update of platform
	Yes real time data

	Off line system
	Yes

	Integrated to NGO finance system
	Yes, Agresso for example
Import/Export data available on excel

	Other services
	One-time password (for one person and one transaction)
Automatic top-up payments

	Reporting
	

	Individual cash receipts from POS
	Allows a vendor to print hard copy transaction records for each day and allows reprinting of individual transaction summaries in case of lost receipts

	Standard/ Customised reports
	Standard and/or Customised on RC transactions and Beneficiaries transactions (amount, beneficiary, location,...) from the platform
Daily/Weekly/Monthly

	Online platform access
	Yes

	Customer service hotline
	Yes - with SMS

	Focal person for our project
	Yes – direct focal point from FSP

	Infromation displayed to customer on POS
	POS provide balance and 5 last transactions
Each receipt provide remaining balance

	Vendor invoicing
	To be agreed with vendors – sector does bi-weekly 

	Other monitoring
	statistics on market price tools and post distribution monitoring

	STANDARD FEE STRUCTURE  All prices quoted in $
	

	Start up fees
	1000 
(0$ for RCRCM)

	Vendor terminal
	150$

	Vendor printers
	$250 

	Smart Cards 
	$2
($1.25 RCRCM)

	Service fees 
	4% of total transfer value
(2% for RCRCM) 

	TRAINING AND SET UP 
	

	In-country training available 
	Yes 

	Cost 
	10,000 ($5000)

	Lead time for arriving in country
	5 days 









C. Remittance Companies – Facilitation Notes

Meeting with Remittance Company: participants will need to discuss and assess capacities of the PSP on terms and fees and assess if the vendor can be a good option.
Participants will meet with Money Union.
Facilitators should make sure participants know that this is an exercise designed to get them to think about what factors are involved in selecting a prepaid card.

Quick notes on how works remittance
· Remittance provides sealed PIN
· Beneficiaries go to a branch or point of distribution and collect the cash with PIN + ID (national or RC)
· Remittance company gives a receipt to Beneficiaries and/or Red Cross



Fees and Services for Remittance Companies (Negotiable items in Red)
	Details
	Money Union 

	CAPACITY 
	

	Experience with NGO sector
	Yes with ICRC

	Scale of humanitarian programmes
	> 10,000 Beneficiaries

	Any issues reported with distribution
	None 

	Financial Guarantee
	Deposit insurance up to 100K
Liability insurance

	Regulations
	Registered
National & international
Can provide legal status/audited financial statements

	How many agents? Are they part of the company or subcontracted?
	25 large branch offices and network of 100 subcontractors with small storefronts 

	Branch Capacity per day
	At Branch – 200 HH
At Subcontractor – 50 HH
 

	What is the location of the agents? 
	Urban  (75%) and rural (25%) + provide map  

	When are they open?
	Mon – Saturday, 9 – 5

	Liquidity of branches
	Up to $100,000 in branches per day, and $60,000 in subcontractors

	Other financial services
	No

	Which currency accepted
	Only local currency for withdrawal

	Sms communication
	No

	Internal controls and Security measure
	Low turnover of branches staff , Fully trained 
Own security measures to provide sufficient liquidity at distribution sites
Banking internal controls – segregation of duty, check and balance, level of approvals...

	Customer KYC
	

	Data Protection
	Yes

	Identification
	ID, PIN no proxy

	Information requested
	ID or RCRC ID numbers + names in specific format for group upload

	Reporting
	

	Individual cash receipts
	Yes - can be given to NS after distribution in branches and subcontractors

	Standard/ Customised reports
	Standard and/or Customised on RC transactions and Beneficiaries transactions (amount, beneficiary, location, fees applied...)
Daily/Weekly/Monthly

	Online access
	Yes 24h/7

	Customer service hotline
	Yes Working days only 

	Focal person for our project
	Yes – direct focal point from FSP

	SCALE AND FLEXIBILITY
	

	Is transport of cash to remote locations an option?  
	No 
(Yes, willing to distribute at RC distribution sites extra 1,000$)

	Maximum number of HHs per day at each location?
	At Branch – 200 (400)
At Subcontractor – 50

	Can RC have separate lanes at branches?
	Yes

	Can operating hours/days be increased?
	No

	STANDARD FEE STRUCTURE 
All prices quoted in $
	

	Start up fees
	None

	Fee per transaction (cost to RC)
	$2.50 (2.45)

	Fee per transaction (cost to beneficiary)
	0

	Refund to RC
	Yes full amount not disbursed



