
TOOLKIT: RESPONSIBLE CASH

Strengthening the capacity of cash 
recipients to use

Mobile Money (mobile wallets)

What is this 
document 
about?

Training cash transfer recipients to use mobile money helps them access financial 

services securely, efficiently, and confidently, supporting financial inclusion and economic 

growth.

This document includes key considerations on how to design and set up mobile money 

programmes, a 1.5-hour training for mobile money recipients and examples of tools.
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TOOLKIT: RESPONSIBLE CASH

Key considerations when designing and 
rolling-out a mobile money programme

Tips & resources to set-up your mobile money programme

Implementation/roll-out considerations

❑ Simplified account opening

❑ Collaborate with financial service providers to 

simplify account opening requirements (e.g. 

alternative forms of ID) and advocate with 

regulatory authorities.

❑ Deploy mobile teams of the financial service 

providers/partners to remote areas to facilitate 

on-site account opening and training.

❑ Training & support 

❑ Train humanitarian staff to be able to assist with 

smaller technical issues, in addition to 

protection/fraud trainings.

❑ Train community champions to promote 

mobile money usage (women and men). Male 

champions are great allies to address 

discriminatory social norms.

❑ Use audio sketches, videos, SMS, or free 

hotlines to provide guidance on e-wallet usage, 

fraud and abuse prevention. You may also be 

able to use social media groups for support (1-

way communication).

❑ Initial usage & incentives

❑ Offer small financial incentives for early 

adoption and first transactions (bonus).

❑ Work with merchants to accept digital 

payments and ensure fair treatment.

❑ Monitoring & feedback

❑ Set up accessible community feedback 

mechanisms incl. with service providers.

❑ Monitor mobile account registrations and gather 

feedback on the service quality and 

satisfaction through community feedback.

❑ Conduct focus groups (incl. women, persons 

with disabilities, elderly) to understand 

preferences/barriers.

Design considerations

❑ Understand people’s needs & preferences

❑ Consulting people helps you understand 

what challenges they might face and their 

needs to access and use the payment 

method. Focus group discussions and User 

Journey mapping exercises are useful tools.

❑ Give people choice in terms of how and 

where they wish to receive their money 

(identify and contract appropriate providers). 

❑ Participatory approaches and listening to 

people increases trust and helps anticipate 

risks & challenges before they arise.

❑ Household registration & outreach 

❑ Encourage households with an existing 

mobile wallet/SIM card to share their phone 

number directly to avoid opening a new wallet. 

Mass/bulk registration through the provider or 

self-registration can facilitate registration.

❑ Allow households to choose their primary 

recipient instead of defaulting to the head of 

the household. Prioritize women to receive 

the assistance on behalf of the household 

where safe to do so.

❑ Promote opening multiple mobile money 

accounts within families to support financial 

well-being and intra-family money transfers.

❑ Community awareness 

❑ Conduct community sessions to help people 

better understand functionalities (e.g., sending 

money, checking balances).

❑ Provide simple messages on the benefits of 

digital cash transfers (e.g., safety, privacy..).

❑ Use platforms like WhatsApp, SMS, or local 

radio for communication.

❑ Ensure safe, meaningful access & 

participation

❑ Develop and provide tailored support for 

disadvantaged groups (e.g., people without 

phones, persons with disabilities, or those 

lacking digital literacy).

❑ Train service providers on customer 

protection. E.g. this code of conduct video.

REMEMBER: Some people may have more difficulties using mobile devices than others or do not have access 

to a phone. Consider providing training/sensitization sessions. Overleaf is an example for feature phones. 

ALWAYS make sure you have alternative forms of assistance in place (Plan B) in case technology fails.

Explore existing resources:

• Mobile money is a financial service provided by mobile network operators. It links a phone number to a 

digital wallet and allows users to store, send, and receive money securely through a mobile device, even 

without a bank account. Usually, users can deposit or withdraw physical cash at agent locations. 

• Mobile money services often use USSD or SMS, making them accessible on basic feature phones. Some 

providers can link accounts to physical debit cards, enabling ATM withdrawals and other payments. 

• Interoperability among providers and widespread acceptance among merchants is key for mobile money.

• Strategic Impact Advisors - Digital Financial Literacy 

Training – Hey Sister, show me the Mobile Money [var]

• GSMA - Mobile Internet Skills Training Toolkit [var]

• Check the resource collection here for more examples

https://responsiblecash.org/wp-content/uploads/Resp-Cash_p41-42-accounts.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p46-CB-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p45-male-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p45-male-champions.pdf
https://www.siaedge.com/oye-amiga
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p67-merchants.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_p.82-84-setting-up-mechanisms-referrals-reporting.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p73-monitor-FSP-perf.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p34-FGDs.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://www.youtube.com/watch?v=hVS6QUb8kaI
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p35-36-prioritizing-w.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p37_Disability.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p77-86_cust-prot.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p77-86_cust-prot.pdf
https://www.calpnetwork.org/evidence-and-insights/themes/cash-and-voucher-assistance-and-risk/mitigating-risks-of-abuse-of-power-in-cva/
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://www.siaedge.com/show-me-the-mobile-money
https://www.siaedge.com/show-me-the-mobile-money
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/mobile-internet-skills-training-toolkit/#mistt_modules
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
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1. Go to a mobile money agent and tell him 

/her the amount you want to withdraw 

and your phone number.

2. Dial [USSD code] (Note: this is the 

financial service provider short code e.g. 

*123#)

3. From the menu, select the “[Check 

Balance]" option.

4. Enter your PIN code to authorize request

5. Collect cash (always count your money!) 

& receive SMS confirmation

TOOLKIT: RESPONSIBLE CASH

Mobile money : A quick training guide for 
facilitators 

Facilitator Checklist:

❑ A phone for 

demonstrations 

❑ Use visual aids 

(posters, video etc) -  

Examples are here and 

overleaf

❑ Use real-life examples

❑ Keep it simple and 

interactive!

4… Tips for safety [20 mins] 

Ask participants: Is it safe to use your birthday as a PIN ? What would you 

do if someone asks for your PIN? Where do you go if you need help? 

Explain key points related to risks, community feedback mechanisms 

and inform people about their rights.

Run your own 1.5-hour mobile money training [for simple/feature phones]

1… Introductions [5 mins] – Welcome! Greet participants and introduce yourself.

Share the goal: By the end of this session, you’ll know what mobile money is and how to use it safely.

Transactions: Use your phone 

for transfers, bill payments

Withdrawals: How to withdraw money 

through agents

Checking your account 

balance: How much 

money do you have?

1. Dial [USSD code] (Note: 

this is the financial 

service provider short 

code e.g. *123#)

2. From the menu, select 

the “[Check Balance]" 

option.

3. Enter your PIN code to 

authorize the request

4. View your balance

1. Dial [USSD code] (Note: this is 

the financial service provider 

short code e.g. *123#)

2. From the menu, select the 

“[Send money/Pay bills]" option 

3. Enter Details: Input recipient’s 

phone number or biller code.

4. Confirm the amount to send/pay

5. Enter your PIN code to authorize 

the request

6. Receive SMS confirmation

Ask participants: Why do you think mobile money is useful? 

Listen to the participants and pass on key messages:

✓ Quick, flexible and convenient –  you can withdraw or spend money as 

needed from wherever you are, no need to travel/leave home

✓ Safer alternative to carrying cash – your money is stored digitally 

protected with a PIN code that only you know. Your money is safe even if 

your phone gets stolen or lost!

✓ You are in control – check your transactions & balance anytime.

2… What is mobile money? [20 mins] 

Ask participants: Have you ever used mobile money? What for?

Explain key points:

• Mobile money lets you send, receive, and save money using a mobile phone (feature or smart phone).

• You only need a SIM card/mobile number and a registered account - no bank account required.

• Helps you access other financial services, like loans, insurance, or pay bills [adapt to your local context].

3… Let’s learn how mobile money works! [max 45 mins] 

Note for trainer: There are different ways to deliver this part – pick what is feasible and most engaging -

• Audio sketches: Strategic Impact Advisors resources - Hey Sister! [EN, FR, SW+]; Oye Amiga [EN, ES]

• Classroom-based training such as by GSMA or UNCDF

• Inspiration for video and other resources here

• Quick help: Below are 3 key transaction messages that you can adapt to your local financial service 

provider. Consider adding step-by-step visuals and/or by demonstrating the process several times:

✓ Never share your PIN

✓ Only use trusted agents and be aware of transaction fees

✓ Double-check transaction details before confirming

✓ Watch out for scams (e.g., fake calls asking for your PIN)

Note for trainers: Here are tips for trainers to run effective Digital and Financial Literacy Trainings, 

examples and other resources. Always consult with people prior and inform them about their rights.
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https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p10-11-savings.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p41-42-accounts.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p13-14-credit-debt-mgt.pdf
https://www.siaedge.com/show-me-the-mobile-money
https://www.siaedge.com/oye-amiga
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/mobile-internet-skills-training-toolkit/internet-fundamentals/mobile-money/
https://www.uncdf.org/article/6041/financial-literacy-training-toolkit-for-refugees
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
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Episode 1: How is the financial system changing?

Episode 2: How do I set up a mobile money account?

Episode 3: How do I use my phone for savings?

Episode 4: How do I send or receive money on my phone?

Episode 5: How do I set up a mobile merchant account for 

my business?

Episode 6: How do I pay bills on my phone?

Episode 7: How do I learn the price of a financial product?

Episode 8: How can I ask for help to temporarily stop 

repaying my loan?

Episode 9: How do I know which news is true?

Episode 10: How do I protect myself from scams?

Episode 11: How can I reduce cash out fees and avoid 

agent fraud? 

Episode 12: What are my rights under mobile money terms 

and conditions? 

Episode 13: What should I consider in taking out a loan? 

Episode 14: How should I evaluate digital loan options? 

Episode 15: How much should I save?

Episode 16: Where should I save?

Episode 17: Should I buy insurance? 

Episode 18: How can my household 

manage our finances better?

Episode 19: How can my personal 

information be used? 

Episode 20: How can I avoid different 

types of scams?

Episode 21: How can I figure out airtime 

and data costs?

Episode 22: How do I use apps?

Episode 23: How should I manage 

finance for my business?

Episode 24: How can a "digital footprint" 

grow opportunities for my business?

Episode 25: How can use digital / my 

phone to expand sales?

Leverage audio sketches & role play for interactive learning

• “Hey Sister, show me the mobile money” is a digital financial literacy campaign by 

Strategic Impact Advisors. It includes IVR (interactive voice response) audio 

sketches designed to increase women’s ability to access and use digital 

financial services -16 languages to date 

• The series of messages follows four women as they help, teach and support one 

another to use mobile money to manage their finances safely. Through everyday 

events and transactions - opening an account, paying a bill, sending/receiving cash - 

the friends increase their skills and learn how to protect themselves from scams.

The GSMA Mobile Internet Skills Training Toolkit (MISTT) is a 

free, practical resource designed to equip individuals with 

essential digital skills. It includes a comprehensive Mobile 

Money module designed to empower individuals with the 

knowledge and skills to effectively use mobile financial 

services, enabling users to send, receive, and store money, 

guiding users through setting up an account, exploring other 

financial options such as obtaining loans, earning interest on 

savings, safety measures, procedures in case of lost or stolen 

phones etc.

• ​The module employs interactive activities and provides 

visual aids and posters to reinforce learning. All of the 

materials are available in various languages and open 

source, i.e. can be edited and tailored to local contexts.

• It uses a ‘train the trainer’ approach and uses a variety of 

visual and audiovisual materials.

• Anyone can become a trainer: they just need to have a mobile phone and a passion for teaching (see also 

section on Community-based Champions). The facilitator’s guide is available on the webpage and also uses 

IVR, giving useful tips for trainers!

Here is a list of the different lessons included in the toolkit: 

Explore the GSMA’s Mobile Money training tools 

Haven’t found what you were looking for? Explore this link Here to access the list with other useful resources.

TOOLKIT: RESPONSIBLE CASH

Mobile money training tools

https://www.siaedge.com/show-me-the-mobile-money
https://www.siaedge.com/show-me-the-mobile-money
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/mobile-internet-skills-training-toolkit/
https://youtu.be/yYjoSQpBSns
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/mobile-internet-skills-training-toolkit/
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p46-CB-champions.pdf
https://www.siaedge.com/facilitator-resources
https://www.siaedge.com/facilitator-resources
https://www.siaedge.com/facilitator-resources
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf


TOOLKIT: RESPONSIBLE CASH

Strengthening the capacity of cash 
recipients to use

Bank accounts and cards

What is this 
document 
about?

Training cash transfer recipients to use their bank cards/accounts helps them access 

financial services securely, efficiently, and confidently, supporting financial inclusion and 

economic growth.

This document includes key considerations on how to design and set up a cash transfer 

project using bank accounts and a 1.5-hour training for assistance recipients.

© WFP/Arete/Lisa Murray
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TOOLKIT: RESPONSIBLE CASH

Key considerations when designing and 
rolling-out cash transfers using bank cards 

Implementation/roll-out considerations

❑ Simplified account opening

❑ Collaborate with financial service providers 

to simplify account opening requirements 

(e.g. alternative forms of ID) and advocate 

with regulatory authorities.

❑ Deploy mobile teams to remote areas to 

facilitate on-site training & support (where 

bank branches are far, advocate for mobile 

banking units throughout the project).

❑ Training & support 

❑ Train humanitarian staff to be able to assist 

with smaller technical issues, in addition to 

protection/fraud trainings.

❑ Train community champions to promote 

mobile money usage (women and men). 

Male champions are great allies to address 

discriminatory social norms.

❑ Use audio sketches, videos, SMS, or free 

hotlines to provide guidance on e-wallet 

usage, fraud and abuse prevention. You 

may also be able to use social media (1-way 

communication).

❑ Initial usage & incentives

❑ Offer small financial incentives for early 

adoption and first transactions (bonus).

❑ Work with merchants to accept digital 

payments and ensure fair treatment.

❑ Monitoring & feedback

❑ Set up accessible community feedback 

mechanisms incl. with service providers.

❑ Monitor mobile account registrations and 

gather feedback on the service quality and 

satisfaction through community feedback.

❑ Conduct focus groups (incl. women, 

persons with disabilities, elderly) to 

understand preferences/barriers.

Design considerations

❑ Understand people’s needs & preferences

❑ Consulting people helps you understand what 

challenges they might face and their needs to 

access and use the payment method. Focus 

group discussions and User Journey mapping 

exercises are useful tools.

❑ Give people choice in terms of how and where 

they wish to receive their money (identify and 

contract appropriate providers). 

❑ Participatory approaches and listening to people 

increases trust and helps anticipate risks & 

challenges before they arise.

❑ Household registration & outreach 

❑ Consider mass/bulk by bank or self-registration.

❑ Allow households to choose their primary recipient 

instead of defaulting to the head of the household. 

Prioritize women to receive the assistance on 

behalf of the household where safe to do so.

❑ Promote opening multiple accounts within families 

to support financial well-being and intra-family 

money transfers.

❑ Community awareness 

❑ Conduct community sessions to help people 

better understand functionalities (e.g., sending 

money, checking balances).

❑ Provide simple messages on the benefits of 

digital cash transfers (e.g., safety, privacy..).

❑ Use platforms like WhatsApp, SMS, or local radio 

for communication.

❑ Ensure safe, meaningful access & participation

❑ Develop and provide tailored support for 

disadvantaged groups (e.g., people without 

phones, persons with disabilities, or those 

lacking digital literacy).

❑ Train service providers on customer protection. 

E.g. this code of conduct video.

REMEMBER: Some people may have more difficulties using ATM machines or remembering their PIN codes 

than others. Consider providing training/sensitization sessions. Overleaf is an example for bank cards.

ALWAYS make sure you have alternative forms of assistance in place (Plan B) in case technology fails.

Explore the collection of useful resources with example visuals, videos and other training materials.

Tips & resources to set-up a programme using bank accounts and cards

• Bank accounts are generally regulated and offer a secure way to store money. They are monitored by 

the country’s Central Bank and usually require strict ID checks (KYC), which can make them harder to access 

than mobile money accounts. It’s important to engage with central banks/regulators to push for simpler ID 

requirements if needed.

• People can usually withdraw their money at ATMs (using bank cards or sometimes also one-time-password 

(OTP) codes) or through agent banking/or selected merchants with POS machines at physical locations.

• Providers can link accounts to virtual bank cards and provide e-wallets accessible online (e.g. mobile phones).  

Useful explanations: KYC: stands for "Know Your Customer" and refers to the process of verifying the identity and address of customers, primarily used by financial institutions to prevent 

illegal activities like money laundering and fraud; ATM: automated teller machines, are banking outlets where you can withdraw cash. Some ATMs only dispense cash, while others allow 

transactions such as check deposits or balance transfers; POS: a point of sale, is a device that enables merchants to process payments and log transactions

https://responsiblecash.org/wp-content/uploads/Resp-Cash_p41-42-accounts.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p46-CB-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p45-male-champions.pdf
https://www.siaedge.com/jordan-dfl
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p67-merchants.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_p.82-84-setting-up-mechanisms-referrals-reporting.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p73-monitor-FSP-perf.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p34-FGDs.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://www.youtube.com/watch?v=hVS6QUb8kaI
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p35-36-prioritizing-w.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p37_Disability.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p77-86_cust-prot.pdf
https://www.calpnetwork.org/evidence-and-insights/themes/cash-and-voucher-assistance-and-risk/mitigating-risks-of-abuse-of-power-in-cva/
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p25-26-ewallet.pdf
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TOOLKIT: RESPONSIBLE CASH

Bank cards : A quick training guide for 
facilitators 

Facilitator Checklist:

❑ Have a bank card + ATM or 

POS for demonstrations 

❑ Visual aids (posters, video 

etc) -  Examples are here.

❑ Keep it simple and interactive!

4… Tips for safety [20 mins] 

Ask participants: What do you do if someone asks for your PIN or if 

your card gets stolen? Where do you go if you need help? 

Explain key points related to risks, community feedback 

mechanisms and inform people about their rights.

Run your own 1.5-hour training on how to use physical bank cards 

1… Introductions [5 mins] – Welcome! Greet participants and introduce yourself.

Share the goal: By the end of this session, you’ll know how to use your bank card safely and confidently.

2… What is a bank card and why do we need it? [20 mins] 

Ask participants: Have you used bank cards before? What for?

Explain key points:

• A bank card is a plastic card issued by a bank to its clients to allow them to perform transactions such 

as payments, withdrawals and balance enquires.

• It is linked to a financial account with your bank, where you can save your money in a secure way.

• Can help you access other financial services, like loans, insurance, or pay bills [adapt to local context].

• Bank cards are a very safe way for you to access your money. For example, each card is unique. No 

two cards have the same number. [point at the account numbers].

• Bank cards use secret PIN codes/passwords to keep your money safe. It is important that you do not 

share your PIN with anyone, including the banking agent/merchants.

• Remember: Having a bank account is a safer alternative to carrying cash – your money is stored 

digitally protected with a PIN code that only you know. Your money is safe even if your card is stolen or lost!

3… Let’s learn how to make a withdrawal using a bank card! [max 45 mins] 

Note for trainer: There are different ways to deliver this part – pick what is feasible and most engaging. 

Usually having an ATM or POS machine to demonstrate the process is key! You can use classroom-

based training, use role-play or adapt audio sketches or develop video material.

• There are usually two different ways of using bank cards to make withdrawals:

• ATM machines (Automatic Teller Machines) - to withdraw money 24/7

• Agent banking - through bank clerks/mobile bank agents who have POS (Point of Sale) machines

• Quick help: Here is a summary of the key steps:

Note for trainers: Here are tips for trainers to run effective Digital and Financial Literacy Trainings, 

examples and other resources. Always consult with people prior and inform them about their rights.
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Count the money carefully when you first receive it. Raise any issues immediately! 

1. Insert your card into the ATM and follow 

the instructions. 

2. Enter your PIN securely so that no one 

can see it

3. Choose the amount you want to withdraw. 

4. Take your cash, card and receipt

1. Go to an official merchant/bank branch/agent 

that accepts card withdrawals.

2. Tell the person how much you want to withdraw.

3. Verify the amount on the POS; enter your PIN 

securely so that no one can see it

4. Take your cash, card and receipt
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https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p10-11-savings.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p13-14-credit-debt-mgt.pdf
https://www.siaedge.com/show-me-the-mobile-money
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf


TOOLKIT: RESPONSIBLE CASH

Strengthening the capacity of cash 
recipients to use

e-wallets

What is this 
document 
about?

Training cash transfer recipients to use e-wallets/mobile wallet accounts helps them 

access financial services securely, efficiently, and confidently, supporting financial 

inclusion and economic growth.

This document includes key considerations on how to design and set up e-wallet 

programmes and further links to examples of tools.
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TOOLKIT: RESPONSIBLE CASH

How to design & roll-out an e-wallet 
programme

Tips & resources to set-up your e-wallet programme

Implementation/roll-out                       
considerations

❑ Simplified account opening

❑ Collaborate with financial service providers to 

simplify account opening requirements (e.g. 

alternative forms of ID) and advocate with 

regulatory authorities.

❑ Deploy mobile teams of the to remote areas to 

facilitate on-site registration and training.

❑ Training & support 

❑ Train humanitarian staff to be able to assist with 

smaller technical issues, in addition to 

protection/fraud trainings.

❑ Train community champions to promote 

mobile money usage (women and men). Male 

champions are great allies to address 

discriminatory social norms.

❑ Use audio sketches, videos, SMS, or free 

hotlines to provide guidance on e-wallet usage, 

fraud and abuse prevention. You can also 

create WhatsApp groups for support.

❑ Initial usage & incentives

❑ Offer small financial incentives for early 

adoption and first transactions (bonus).

❑ Work with merchants to accept digital 

payments and ensure fair treatment.

❑ Monitoring & feedback

❑ Set up accessible community feedback 

mechanisms incl. with service providers.

❑ Monitor mobile account registrations and gather 

feedback on the service quality and 

satisfaction through community feedback.

❑ Conduct focus groups (incl. women, persons 

with disabilities, elderly) to understand 

preferences/barriers.

Design considerations

❑ Understand people’s needs & preferences

❑ Consulting people helps you understand what 

challenges they might face and their needs to 

access and use the payment method. Focus 

group discussions and User Journey 

mapping exercises are useful tools.

❑ Give people choice in terms of how and where 

they wish to receive their money (identify and 

contract appropriate providers). 

❑ Participatory approaches and listening to 

people increases trust and helps anticipate 

risks & challenges before they arise.

❑ Household registration & outreach 

❑ Encourage households with an existing e-wallet 

to share their phone number directly to avoid 

opening a new one. Mass/bulk registration 

through the provider or self-registration can 

facilitate registration.

❑ Allow households to choose their primary 

recipient instead of defaulting to the head of the 

household. Prioritize women to receive the 

assistance on behalf of the household where 

safe to do so.

❑ Promote opening multiple e-wallets within 

families to support financial well-being and 

intra-family money transfers.

❑ Community awareness 

❑ Conduct community sessions to help people 

better understand functionalities (e.g., sending 

money, checking balances).

❑ Provide simple messages on the benefits of 

digital cash transfers (e.g., safety, privacy..).

❑ Use WhatsApp, SMS, or local radio etc.

❑ Ensure safe, meaningful access & 

participation

❑ Develop and provide tailored support for 

disadvantaged groups (e.g., people without 

phones, persons with disabilities, or those 

lacking digital literacy).

❑ Train service providers on customer 

protection. E.g. this code of conduct video.

REMEMBER: E-wallets usually require people to have a smartphone and therefore a level of digital literacy. 

Some people may require additional supports. Here are examples of  digital and financial literacy trainings.

ALWAYS make sure you have alternative forms of assistance in place (Plan B) in case technology fails.

Explore existing resources:

• E-wallets are digital tools that allow users to store money, make/receive payments securely through a mobile 

device or online platform. Most e-wallets require smartphone functionalities, some work on simple phones.
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• Strategic Impact Advisors - Digital Financial Literacy 

Training – Hey Sister, show me the Mobile Money [var]

• GSMA - Mobile Internet Skills Training Toolkit [var]

• Check the resource collection here for more examples

• Fintechs and banks use e-wallets. Some give users also a physical debit/credit card in 

addition to the virtual account, meaning people are also able to use ATMs. 

• E-wallets are most successful if interoperability among payment systems exists in the 

country and if payments from e-wallets are widely accepted by local merchants.

https://responsiblecash.org/wp-content/uploads/Resp-Cash_p41-42-accounts.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_v56-61.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p46-CB-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p45-male-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p45-male-champions.pdf
https://www.siaedge.com/jordan-dfl
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p67-merchants.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Responsible-Cash-Toolkit_p.82-84-setting-up-mechanisms-referrals-reporting.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p73-monitor-FSP-perf.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p34-FGDs.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p40-User-journey.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://www.youtube.com/watch?v=hVS6QUb8kaI
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p35-36-prioritizing-w.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p37_Disability.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p77-86_cust-prot.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p77-86_cust-prot.pdf
https://www.calpnetwork.org/evidence-and-insights/themes/cash-and-voucher-assistance-and-risk/mitigating-risks-of-abuse-of-power-in-cva/
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://www.siaedge.com/show-me-the-mobile-money
https://www.siaedge.com/show-me-the-mobile-money
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/mobile-internet-skills-training-toolkit/#mistt_modules
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p22-24-bank.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p47-paym-systems.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p67-merchants.pdf


TOOLKIT: RESPONSIBLE CASH

Strengthening the capacity of cash 
recipients to use

Cash-in-hand/Cash-in-envelope/

Cash-over-the-counter

What is this 
document 
about?

This document contains guidance and resources on how to design basic financial literacy 

training content for cash-in-hand/envelope recipients.

Training cash transfer recipients on basic financial literacy helps them access financial 

services securely, efficiently, and confidently, supporting financial inclusion and economic 

growth.
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Tips and basic financial literacy sessions for first-time cash recipients

• WHY? Providing information and basic financial literacy training helps first-time cash recipients stay safe, 

meaningfully access the assistance, use their money wisely, and plan for the future. 

× Don’t talk openly about receiving cash or show it to 

others.

× Don’t leave your cash unattended or in unsecured 

places. 

× Don’t carry all your cash with you unless 

absolutely necessary.

× Don’t lend or give away money under pressure or 

intimidation.

× Don’t spend all your money at once.

× Don’t ignore suspicious behaviour or people 

asking for your financial details. Report it!

× Don’t hesitate to ask for help or report concerns if 

you feel unsafe.

TOOLKIT: RESPONSIBLE CASH

How to strengthen basic financial literacy of 
cash-in-hand/cash-in-envelope recipients?

Facilitator Checklist:

❑ Visual aids (posters, 

video – see left) 

❑ Use real-life examples.

❑ Keep it simple and 

interactive!

REMEMBER: Be respectful 

of people’s time and keep the 

training short!

Check if any of your project 

partners already have 

contextualised materials.

Start with key messages: Do's and Don’ts

Don’tsDo’s

✓ Count the money carefully when you first receive it. 

Raise any issues immediately!

✓ Ask for help from a trusted person or humanitarian 

staff if you don’t understand something or need 

specific help.

✓ Keep your money in a safe place. If you have one, 

put them in an account (mobile wallet or bank 

account)

✓ Plan carefully how to use your money before 

spending. If you can, save some money for 

emergencies or future needs.

✓ Report any problems, like stolen money, safety 

concerns, poor quality of bank notes, providers asking 

for fees or favours immediately.

Note for trainers: Here are tips for trainers to run effective Digital and Financial Literacy Trainings, 

examples and other resources. Always consult with people prior and inform them about their rights.

Basic financial literacy trainings

Click on links to access resources and tips to run trainings on the following topics:

Savings – Tool covers 

messages why saving is 

important, where and how 

to save. Consider working 

with Savings Groups.

Budgeting – Help 

households in jointly 

manage income and 

expenses and prepare a 

budget for the first time.

Debt management – 

Help people understand 

debt, credit and interest. 

Explaining over 

indebtedness.

Informing communities 

about their rights

& how to make complaints 

through complaint & 

feedback mechanisms.

Consider these existing channels/tools and resources:

• Interactive sessions: Role-playing scenarios (check the resources from 

Strategic Impact Advisors), gamification.

• Printed materials & video/animations: Flyers, posters, and simple guides 

with illustrations. Here is a collection of examples from external sources.

• Community champions: Training trusted community members to share 

knowledge. Here are resources with ideas to identify, train & incentivise them.

• Other: Consider radio broadcasts with practical tips (e.g. dos and don’ts 

above) and success stories as well as SMS campaigns with reminders and 

tips sent directly to recipients’ phones.

Here are tools 

to ensure 

appropriate 

behaviour by 

private sector 

agents you hire 

to support 

distributions

REMEMBER: Talk about the benefits of opening a formal financial account with a trusted institution. 

Highlight how it can unlock additional opportunities & improve financial well-being.

https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p54-Consultat.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p10-11-savings.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p44-VSLAs.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p12-budgeting.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p13-14-credit-debt-mgt.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p16.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p17.pdf
https://www.siaedge.com/herbusiness-herfuture
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p6-8-design-DFL.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p46-CB-champions.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p62-76-engage.pdf
https://responsiblecash.org/wp-content/uploads/Resp-Cash_p9-intro-form-fin.pdf
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