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COVID-19 AND THE INFLATION CRISIS HIGHLIGHTED THE IMPORTANCE OF SOCIAL PROTECTION DELIVERY
SYSTEMS IN RESPONDING TO SHOCKS

But investments during normal times are critical

COVID coverage of cash transfers by region,
% of population

200+ economies are scaled up
their social protection measures in response to

50% ALY d,ld COVID & inflation
countries
reach 1.3 . A .
40% - Identifying, registering and enrolling new
billion people? L : . :
beneficiaries, especially in the informal sector
0% required innovative solutions
20% ! .
Countries that made prior investments
o in were able to scale up and
roll out social assistance more rapidly &
efficiently
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PROGRAMS AND DELIVERY SYSTEMS NEED TO WORK HAND IN HAND TO YIELD IMPACT

Suite of Social Protection Programs Countries offer a range of programs to achieve the goals of equity,

resilience, and opportunity across the life cycle and across the income
o spectrum -the “what”
Examples:
* Pensions
* Unemployment Delivery systems are about the “how”

insurance
= Disability insurance

Social
insurance

* Delivery systems are "implementation"

Examples:  How do countries deliver social protection benefits and services ?
Social * Cash and in-kind
assistance transfers .

e How do the various elements of delivery systems come together to
» Fee waivers implement programs as they were intended to function?

- * How can delivery systems be leveraged to promote better coordination
xampies. . .
» Training and integration?

* Public employment
services
* Integrated economic

inclusion programs Delivery systems are the operating environment for implementing social
protection benefits and services.

Labor and
economic
inclusion
programs

That operating environment includes the implementation phases of the
delivery chain, the main actors, and enabling factors
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SP DELIVERY SYSTEMS FRAMEWORK

Delivery
Chain

/ \

People <7 Institution

=
SO
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ALL BENEFITS AND SERVICES HAVE A SIMILAR DELIVERY CHAIN

Eligibility Determination Provision of Beneficiaries Exit decisions,
Assessment and of benefits Notification benefits compliance, notifications,
Intake and ofneedsand enrollment and service and and/or updating, and and case

Outreach registration  conditions decisions package onboarding services grievances outcomes

: RECURRING
6 CYCLE

PERIODIC REASSESSMENT

“Delivery systems matter for program effectiveness”

.
o
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USEFULTOOL: JOURNEY MAPS, HUMAN-CENTERED DESIGN TECHNIQUES

“The first mile
matters—butitis
often the weakest
link in the
delivery chain”
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Job Benefit check
' 6 loss Approval arEso Fies claim arrives!
4 Goes Submits Misiad \ ,/ l
10 ESO, application Interview notification? Records job Relieved!
9. o z SSO Gathers docs - search activities e
£ fo l / \ in logbook JOB SEARCH
i W Missed paycheck
Still hopetul, but Frustrated:
worried Sbout benefits check stil
i paying bills; only hasn't arrived;
a few leads for isses paving
& job search oora bis
Receives Goes back to Receives benefit
Takes bus to ESO, approval $SO to file check by mail;
walks to SSO; long notification benefit claim continues job
lines at both offices by mail search

[ - iy

Goes back to B
$50 to submit Goes back to S50 / Goes to ESO: creates
application twice to inquire about . Job-seeker profile on
status of her application. . self-service kiosk;
- Missed notification? prints job-seeker
Goes back to S5O Searches for a job number; picks up Job
for interview search Logbook

UA through
friends

@12,?45(:78‘)101'-12 BUISHITI8M 20 212223 24 2526 27 265 29 30 31 32 33 34 35 36 37 38 39 40 41 42 43 44 45 46 47 48 49 50 51 52 53 545556 57 58 59 60 61 62 63

Number of calendar days since trigger event

© 3+4hours © 18hours © 3-hour-long walk @ 6-hour-long walk @ 3+3hour-longwalk @ 3+4hours @ 3+3 hour-long walk ) 63 days after
© sabusfare @ S6busfare @ 1visit @) 1 visit @) 2 visits © sabusfare (@ 2visits losing job
@ 2 visits $10 notary fees @ 1visit

@) Strips
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INSTITUTIONS: CLARITY OF INSTITUTIONAL ROLES & SEQUENCING OF STEPS

e.g., process mapping

w . . .
°E - Social registry cross- Social registry h Sﬁ)(ﬂal_tqfqr_mahon System
t < : b or S r X checks eligibility and computes
o bR checks information internally cross-checks information benefits f I t
] g & externally; flags any gaps internally & externally; if =% penelis.jor inempgyinent. . I Enroliment
c R 5 ey ; S0 assistance; flags potential elegibility isi
£, 5 decision
3 o~ or irregularities; updates info complete, client for programs in other agencies
0 ; 2
[ client status; sends SMS text profile created (e.g. health insurance subsidies)
' T -
[’
Efforts should .
Lo
3 o Caseworker pulls up client’s file; Complex
be made to g v conducts interview; gathers info; needs Further
& g assesses profile; checks potential B multidimensional
= £ eligibility; obtains consent form; explains assessments
K E E P IT S I M p LE § o next steps; updates file in social registry
and to T
DO SIMPLE WELL,
”
from the start.
v v
‘!1 In person: apply at an S50 kiosk, Client re_ceives SMS text alert: status updated in online
23 with help if needed SMS text; checks account. If approved, notification includes
'ﬁ.o‘;’ status; schedules explanation of benefits and instructions for
Eg ) . interview online; next steps for filing claims and service
E.S Online: use eligibility simulator, goes to SSO for referrals. If not approved, information provided
=] create account; apply interview about grievance redress procedures.

.
.
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SP DELIVERY SYSTEMS FRAMEWORKS

Delivery chain
Eligiblity Determination Provision of Beneficlaries  Exit decisions,
Assessment and of benefits Notification benefits compliance, notifications,
° ° Intake and of needsand enrollment and service and and/or updating, and and case
The delivery chain Outreach  registration conditions  dedisions  package  onboarding  services grievances outcomes

Virtually all social
protection programs
pass through similar

~~

RECURRING
cycis

implementation phases : : v
along the delivery chain. 5 : :

People e | B e ) Institutions
Individuals/families/households ' W At ’ eligidie

. Institutions

theid

“There is no single blueprint for delivery systems, but there are commonalities”
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COMMUNICATIONS, INFORMATION SYSTEMS, AND TECHNOLOGY CAN ALL SERVE AS ENABLERS TO HELP
INTERMEDIATE AMONG THEM.

(lommuni(:at,;o/7
g

People & Institutions interact all along the delivery chain

T o
SR
~ N

OPPORTUNITY

~
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THE IMPORTANCE OF COMMUNICATION

* Well-planned and consistent communications are critical to the
success of any intervention/reforms.

* Allocating adequate budget for communications is an
intelligent investment in risk mitigation

Facilitates

Develops service
constituency delivery

* Communications professionals should be engaged before the
reform program begins and throughout implementation to
conduct research, analyze results, and plan and implement the
strategic communications program.

* Early risk assessment, informing the public in accessible ways, .
. N Enables social
explaining mitigation measures to protect poor and vulnerable -~
households, creating public understanding and building accountability
goodwill for a reform process.

*  Communications plans must be flexible enough to
accommodate

.
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INFORMATION SYSTEMS ARE KEY TOOLS ACROSS THE DELIVERY CHAIN

ASSEesSS potential Eligibility

> >
rz,{\ > o ®®
° & P s o
SIS A <X N
S & S & Y0
O & AN 2 ¥
oS & s S
@) < 9

Program

Information
systems

Foundational
Admin Systems
(National ID, CR,

Social Registries collect information on all
households and applicants (potential
beneficiaries), support the processes of
registration & determination of eligibility

for social benefits and services, potentially
serve as a platform forimproving pro-poor
efficiency of publicexpenditures

Support Quality of Data and Verification of
surveyed households and applicants

Decide Implement
M SP Payments &
& _,@o& Services

\& @
Q QFQ/ & @ Case
2 R %Q}rbe@ Management
Q
#

Beneficiary Registries & Beneficiary
Operations Management Systems
support decisionson enrollment, the
level of benefits or service package
(underpin program administration)

Support authentication and
deduplication of beneficiaries

e s

Service provision systems support
payment, other services and
monitoring
Case management systems
support data updates, monitoring
of co-responsibilities,
intermediation & referrals,
grievance redress, etc.

Support Transparency and
Accountability in
service delivery

etc)

Support interoperability across information systems
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THE DUAL CHALLENGES OF COORDINATION AND INCLUSION ARE PERVASIVE AND PERENNIAL

Two distinct operating models: on-demand and administrator-driven approaches

Offsite In-situ via home visits Assess
Mobile temporary service desk; kiosk: Door-to-door mass registration or needs and

registration camps™: job fairs; other scheduled individual home visit conditions

places where people congregate

Referrals
From one program to another; from

other service professionals; for i
existing beneficiaries to recertify
%%ﬁ Enroll Provide Manage
In person : : :
At local office : : :

/ APPLICANTS

Technology assisted
Applying online; phone interview; -

chatbots for scheduling or other simple
queries, and so on
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SP DELIVERY SYSTEMS CAN POTENTIALLY CONTRIBUTE TO A GOVERNMENT'S ABILITY TO

DELIVER
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All countries

In sample

Chile, Colombia, Georgia,
Mauritius, Mexico,
Philippines, Turkey

Chile, Georgia

Social Pension
& other

Legal Services
allowances

Brazil, Chile, Colombia,
Georgia, Mauritius,

Mexico, Pakistan, Eh:le, (t:Jhina,
e olombia,
Spgl"lrzplizzzre Productive Labor & Philippines,

Inclusion Employment Sierra Leone,
Turkey
Chile, China,
Colombia,

Chile, China, Colombia,
Sacial DR, Djibouti, Georgia,
Services Mali, Pakistan,

DR, Djibouti,
Georgia,

Health
Benefits

Integrated

Mali, Pakistan, Social Philippines,
Philippines Turke

’ . y, Senegal
Turkey, Senegal Reglstry

Chile, China, DR, Djibouti,
Georgia, Mexico,
Pakistan, Philippines,
Turkey, Sierra Leone

Emergency
Assistance

Education &
Training

Brazil, Chile, China,

DR, Georgia, i
Indonesi Energy & In-Kind . . .
ndonesia, Oth Brazil, Chile, Georgia, indonesia,
Philippines, Turke er Programs i i ilippi
ppines, Yy ST Mexico, Pakistan, Philippines, Turkey

Housing
Benefits

Brazil, Chile, DR, Georgia,

Brazil, Chile, China, Colombia, Djibouti, Mauritius
Indonesia, Macedonia, Turkey

Pakistan, Philippines, Turkey

=
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QUALITY OF IMPLEMENTATION MATTERS:

Common lack of attention to role of delivery in M&E
Frameworks

Reduced poverty,
Im pa(:ts inequality, vulnerability

and malnutrition

Productive inclusion of poor Enhanced resilience
Outcomes and vulnerable beneficiaries of beneficiaries to
moderate shocks

Intermediate Increased Increased Increased social
livelihood consumption inclusion
outcomes diversification

Increased income Strengthened linkages and Increased access to financial
Outputs referral of beneficiaries to and income generating
complementary benefits and activities and skills building
services
| ' | | | |
Activities Categorical Programs for Poor Benefits & Labor Social Services for Integrated
Programs / Low-Income Services for Benefits/Services Individuals/Familie approaches for
(Programs) for Demographic Groups Persons with S benefits &
GIUupb i ilities services

oo &
Performance of g-{ml

& R
delivery ‘ & /': % @

systerms——— E—
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THEORY OF CHANGE FOR DELIVERY SYSTEMS

Programs deliver services and benefits effectively and efficiently and promote the inclusion of specific groups with access
barriers.
""""" PO TTTIESEEESSES rm s s s S T TTTSTT T T T TS TS TSI TS T I TS T TS TS
Outreach: : Intake & :I Assess needs : : Enrollment: 1 1 Decision on 1 ! Benefits & Services: 1 | Beneficiary monitoring: ;
- _— . : 11 .
IsztenldiQ . : Reglztratlon. IP |: & 1 1 Eligible applicants | | package: : : Enrolled : : Information is kept up :
opulation and VG are 1 itions: 1 1 1 i T
| I : (1p), ; G y condlltlons Lo arel clmboardgd | : Ben?.ﬂts and I : beneficiaries : I to date, free of EFC, 1
including i applying |: Applicants 1 efficiently, with 1 | service : " , iate | : ive to citi 1
Vulnerable : efficiently and :I e : : minimal leakage 1 1 packagesare | 1 recellve appropriate | ! respo.nswe o citizens :
Groups (VG) i their |: accurately |y toineligible : : accurately : : services and : : evolving neec.:is, & :
understands : information is :. profiled and : : population 11 determined 1 benefits according 1 | promote desired ;
. , 1 . .
program & willing y recorded 1] categorized | TTTTTTTTToS bemmmmm - | to service standards | : behaviors :
to apply : accurately : """" S mmsmssssss—o——s o s ——————— -

Information systems are robust (with complete, accurate, unique information); secure (protect data privacy and ensures transaction

safety); efficient (minimizes time and money involved in providing, curating, and accessing information) ; interoperable and dynamic

Communications and Client Interface provide appropriate information and support to citizens, especially those with access barriers, to
guide them through the process in a user-centered way

Institutions are well-governed (with robust legal framework, clear roles and responsibilities, appropriate oversight); well-resourced
(with skilled human resources and appropriate budgets and incentives); and well-coordinated
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1. First mile of client interface matters (often neglected)

2. Keep it simple, do it well (!) Institutions matter, along
with budgets, processes and skilled human resources

3. The weakest link affects the whole system
(interconnectedness)

4. Avoid developingdelivery systems inisolation (whole-
of-government approach)

5. Delivery systems in social protection can enableinterventions
in other sectors (e.g. health insurance, scholarships, housing,
human capital interventions)

6. There is no single blueprintfor delivery systems, but there are
commonalitiesand context-based good practices.
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SPJ CLASS

Sourcebook available at:
https://openknowledge.Worldbank.org/handle/10986/34044

World Bank Social Protection&Jobs:

https://www.worldbank.org/en/topic/socialprotection

World Bank G2Px:
https://www.worldbank.org/en/programs/g2 px

Financial Inclusion:

https://www.worldbank.org/en/topic/financialinclusion/overview

CGAP
https://www.cgap.org/

.

~.
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https://openknowledge.worldbank.org/handle/10986/34044
https://www.worldbank.org/en/topic/socialprotection
https://www.worldbank.org/en/programs/g2px
https://www.worldbank.org/en/topic/financialinclusion/overview
https://www.cgap.org/
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THANK YOU

WORLD BANKGROUP

Social Protection & Jobs
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