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TOOLS: Monitor the perceptions of people receiving cash transfers 

 

 
 

 

 

 
  

 

 

 

 

 

 

 

TOOL: Ground Truth Solutions perception survey 

 

What is in this 

tool? 

This tool has a series of simple questions that can be integrated into existing post-distribution 
monitoring questionnaires to understand how cash recipients view each stage of the cash 
assistance process, especially where they interact with financial service providers. 

How? You and your monitoring and evaluation team can add these questions to your regular 
monitoring questionnaire. The areas of specific questions include: 

▪ Recipient’s experience 

▪ Functional digital literacy 

▪ Communication 

▪ Ethics/behaviour 

▪ Participation 

When? As part of regular monitoring activities. 
 

Perception survey questions for cash assistance: 

 
 

 

KEY ACTION 

 

✓ Capture issues of abuse of power: 

• in post-distribution monitoring by asking cash recipients about their perceptions 
of their interactions with financial service providers agents and traders; 

• with mystery shopping exercises; 

• with “Trip Advisor” agent rating systems that financial service providers might 
have in place.  

✓ Consider programme adjustments and course correction based on the feedback 
collected during monitoring activities. 
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Source: Ground Truth Solutions (2019) 
 

➔ These perception surveys can help you map/visualise a cash recipient user journey such as the ones 
designed by GTS:  

 
 
 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.dropbox.com/s/ou8ahmiurytu92z/Ground%20Truth%20Solutions%20User%20Journey%20maps%20examples.pdf?dl=0
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TOOL: WFP Mystery Shopping, A Practitioner’s Guide 
 

What is in this 

tool? 

This tool is a step-by-step guide to review the quality of customer service provided by agents or 
traders. 

How? Mystery shopping is a monitoring methodology in which an actual or potential beneficiary is 
trained to assume a particular profile and follow a script when visiting a commercial agent or 
trader.  For best results, involve the actual or potential cash recipient in the development of 
particular profiles and scenarios.  . 

When? As part of regular monitoring activities. 

 

What can mystery shopping test? 

1. Compliance of agents/trades with agreed rules for 
delivering cash assistance and quality service expectations. 

2. The ability and willingness of an agent or trader to 
accurately guide a beneficiary through the transaction. 

3. Beneficiary awareness of terms and conditions, fees and 
prices. 

4. Reliability of the service, such as agent and trader working 
hours, network connectivity or agent’s available float and 
cash flow. 

5. Changes in beneficiary behaviour, knowledge and needs 
during a programme lifespan. 

6. Quality and accessibility of complaints and feedback 
mechanisms. 

7. Quality and value for money of goods being purchased. 

➔ See also this mystery shopping test script for various 
mystery shopping scenarios to be adapted to your 
context.  

 

 

 

 

TOOL: Zain Iraq “ Trip advisor” like agent rating system” / screenshots 
 

What is in this 

tool? 

Zain Iraq piloted an agent rating system for cash recipients and any users of mobile money by 
connecting through the Zain application (smartphone ownership was high in the context). 

How? You could advocate with your financial service provider to set up a similar application. This 
enables the direct collection of customer satisfaction on the quality of service offered by field 
agents, including good behaviour and the extent of availability of liquidity.  

When? In establishing/further developing your partnership with the financial service provider.  

 

 
 
Customers can rate and comment on the Zain application to provide 
immediate feedback on agents’ performance after the transaction is 
done.  

 
Customers can also read the agent rating score upon searching 
for the nearest agent using the Zain cash app.  

 

https://www.dropbox.com/s/01yeh24zhyrhhhs/Mystery%20Shopping%20_%20A%20Practitioners%20Guide_HR.PDF?dl=0
https://www.dropbox.com/s/179229996of3c1i/WFP%20Mystery%20Shopping%20Scenarios.docm?dl=0
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Zain can access the agent rating dashboard showing all ratings and 
comments- for internal use. 
Zain’s customer care team conduct follow up calls in cases of poor 
ratings to further understand and identify the issues. 

 

 
 
For the top-rated agents, Zain would send them a gift of 
appreciation.  

 

TOOL: IRC Safer Cash Toolkit 
 

What is in this 

tool? 

This toolkit has been designed to address the challenge of insufficient information available to 
systematically identify the risks that people face as a result of receiving and using cash in 
humanitarian programmes. The toolkit is designed to capture the minimum amount of 
information to ensure that organizations can make informed decisions on how to design, 
implement and adjust cash and voucher programmes at a field level to prevent and minimize 
harm. The toolkit is a set of three tools and additional guidance. 

How? The toolkit facilitates a comprehensive and continuous analysis of risks and the implementation 
and monitoring of risk mitigation measures in cash assistance guided by protection principles. 

When? As part of regular monitoring activities. 

 

Tool 3 monitoring questions: 

▪ The third tool facilitates the monitoring of protection 
risks through post distribution monitoring, supplier 
monitoring and trader monitoring. 

▪ You can load the monitoring questionnaire (see also 
p. 10 of the toolkit) into Kobo for digital data 
collection. 

▪ There is also comprehensive guidance (from p. 12) on 
how to analyse tool 3 -monitoring data. 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.calpnetwork.org/publication/safer-cash-toolkit-english/
https://rescue.app.box.com/v/safercashpdm-3-1-en

