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Disclaimer for the Impact Assessment Report
This report has been prepared solely for the purpose set out in the Memorandum of Understanding (MoU)
signed between Renalysis Consultants Pvt Ltd (CSRBOX) and ICICI Bank Limited dated February 2022 to
undertake the Impact Assessment of their program ‘Financial Inclusion’ implemented in the financial year
2020 -21.
This Impact Assessment is pursuant to the Companies (Corporate Social Responsibility Policy) Amendment Rules, 2021, notification dated 22nd January 2021.
CSRBOX has not performed an audit and does not express an opinion or any other form of assurance.
Further, comments in our report are not intended, nor should they be interpreted to be legal advice or
opinion.
This report contains analysis by CSRBOX considering the publications available from secondary sources
and inputs gathered through interactions with the leadership team of ICICI Bank, project beneficiaries,
and various knowledge partners. While the information obtained from the public domain has not been
verified for authenticity, CSRBOX has taken due care to obtain information from sources generally considered to be reliable.
With specific to Impact Assessment of Financial Inclusions under ICICI Bank (FY 2020 - 2021), CSRBOX has
used and relied on data shared by the ICICI team, implementing agencies, secondary research through
internet, research reports, and project target beneficiaries.
With specific to Impact Assessment of Financial Inclusions under ICICI Bank (FY 2020 - 21):
CSRBOX has neither conducted an audit, due diligence nor validated the financial statements and projections provided by the ICICI Bank;
Wherever information was not available in the public domain, suitable assumptions were made to extrapolate values for the same;
CSRBOX must emphasize that the realization of the benefits/improvisations accruing out of the recommendations set out within this report (based on secondary sources) is dependent on the continuing validity of the assumptions on which it is based. The assumptions will need to be reviewed and revised to
reflect such changes in business trends, regulatory requirements, or the direction of the business as
further clarity emerges. CSRBOX accepts no responsibility for the realization of the projected benefits;
The premise of an Impact Assessment is ‘the objectives’ of the project along with output and outcome
indicators pre-set by the program design and implementation team. CSRBOX’s Impact Assessment framework was designed and executed in alignment with those objectives and indicators.
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Acronyms
Table 1: Acronyms

Acronyms

Description

ATM

Automated Teller Machine

CSR

Corporate Social Responsibility

BC

Business Correspondent

FY

Financial Year

MGNREGA

Mahatma Gandhi National Rural Employment Guarantee Act

ID

Identity Document

SHG

Self- Help Group

PMSBY

Pradhan Mantri Suraksha Bima Yojana

PMJBY

Pradhan Mantri Jeevan Jyoti Bima Yojana

DBT

Direct Benefit Transfers

NGO

Non-Governmental Organization

ROI

Return on Investment

SDGs

Sustainable Development Goals

SROI

Social Return on Investment

UN

United Nations

INR

Indian Rupee

AePS

Aadhaar enabled Payment System
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Glossary of Terms
Table 2: Glossary of Terms

Acronyms

Description

Business Correspondents

Business Correspondents are Corporates/Individual agents
engaged by banks for providing banking services at
locations other than a bank
. branch/ATM

Aadhaar enabled Payment
System

AePS is a bank led model which allows online
interoperable financial inclusion transaction at MicroATM
through the Business correspondent of any bank using the
Aadhaar authentication.

Inclusive

An inclusive culture involves the full and successful
integration of diverse people into a project or a program.

DBTs

Direct Benefit Transfers is an attempt by the government
to directly transfer cash benefits and subsidies from
various government schemes directly into the bank
accounts of people.

SDGs

The Sustainable Development Goals or Global Goals are
a collection of 17 interlinked global goals designed to be a
"blueprint to achieve a better and more sustainable future
for all".

PMSBY

Pradhan Mantri Suraksha Bima Yojana is a governmentbacked accident insurance scheme in India.

PMJBY

Pradhan Mantri Jeevan Jyoti Bima Yojana is a
government-backed life insurance scheme in India.
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Executive Summary
Financial inclusion strives to remove the barriers that exclude people from participating in the financial
sector and using these services to improve their lives. To increase awareness about organized banking viz.
savings credit, remittance, insurance and investments, ICICI Bank provides a Financial Inclusion Program
with the primary objective of creating financial literacy amongst the marginalized groups that have been
excluded out of the various financial services and access to financial products.
This Impact Assessment was conducted to evaluate the impact of the Financial Inclusion project.
Following are a few highlights of the study:
Table 3: Executive Summary

Relevance

Effectiveness

Overall Impact

Introducing rural and other
marginalized communities
to the formal banking
sector.

51% of the respondents
saved money after attending the financial literacy
programs.

Women participate in
financial decision-making
process which in turn
improves their mobility.

Commencement of the use
of banking /financial
services and products.

85% of the respondents
used Aadhar enabled
Payment Systems for Cash
Withdrawal services from
the BCs.

Improved savings and
financial planning which
leads to better housing,
children’s education and
medical care etc.

80% of the respondents
had access to the BC points
which was easy and
convenient, with 72%
having the BC points just
2-5 kms away.

Improved access to Direct
Benefit Transfers linked to
various Government
Schemes.

Educating the beneficiaries
about the various government schemes that provide
Direct Cash Transfers.
Educating the beneficiaries
on various financial and
saving products.
Introducing accessible
Business Correspondent
points at close proximity to
the beneficiaries.
Educating beneficiaries
about choosing formal
credit sources for loans.

92% of the respondents
learned about financial
services from the BCs.
97% of the respondents
now receive timely Direct
Benefit Transfers into their
account after associating
with BCs.
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Chapter I: The Project Overview

Defining the problem and proposed solution through Financial Inclusion
Financial inclusion refers to provision of formal financial services namely basic savings bank account,
credit facilities, payment services, insurances and so on to the downtrodden and poor people at a reasonably priced cost. In India, a large segment of society, particularly low-income people, have very little access
to financial services, both formal and semi-formal. As a consequence, many of them have to necessarily
depend either on their own or informal sources of finance and generally at an unreasonably high cost. The
situation in India is distressful as 190 million adults do not have a bank account, making India the world's
second-largest nation in terms of unbanked population after China.1
Concept of Financial Inclusion
Financial inclusion means that individuals irrespective of socio-economic status, have access to useful and
affordable financial products and services that meet their needs – transactions, payments, savings, credit
and insurance – delivered in a responsible and sustainable way. Financial access facilitates day-to-day
living, and helps families and businesses plan for everything from long-term goals to unexpected emergencies.
According to the United Nations (2006), financial inclusion is a financial sector that provides ---access to
credit for all bankable people and firms, to insurance for all insurable people and firms and to savings and
payments services for everyone. Inclusive finance does not require that everyone who is eligible use each
of the services, but they should be able to choose to use them if desired.2
Report of the Committee on Financial Inclusion in India, (2008) views financial inclusion as the process of
ensuring access to financial services and timely and adequate credit where needed by vulnerable groups
such as weaker sections and low-income groups at an affordable cost.3
Causes of Financial Exclusion
The nature and forms of exclusion and the factors responsible for it are varied and, thus, no single factor
could explain the phenomenon. The principal barriers in the expansion of financial services are often identified as physical access, high charges and penalties, conditions attached to products which make them
inappropriate or complicated and perceptions of financial service institutions which are thought to be
unwelcoming to low-income people. These barriers have not been constructed deliberately; they are a
result of the operation of the financial services industry.4
In India, the financially excluded sections comprise largely marginal farmers, landless laborers, self-employed and unorganized sector enterprises, urban slum dwellers, migrants, ethnic minorities and socially
excluded groups, senior citizens and women. Some of the important causes of relatively low extension of
institutional credit in the rural areas are risk perception of the bankers, cost of its assessment and management, lack of rural infrastructure, and vast geographical spread of the rural areas with more than half a
million villages, some sparsely populated.

"India's 'Financial Inclusion Index' is 53.9 by the end of March 2021." 28 Aug. 2021, https://factly.in/rbi-report-indias-financial-inclusion-index-is-53-9-by-the-end-of-march-2021/.
2
"Building Inclusive Financial Sectors for Development: - the United ...." https://www.un.org/esa/ffd/wp-content/uploads/2014/10/se-msc2005-Report-WBI.pdf.
3
"Report of the Committee on Financial Inclusion - FinDev Gateway." https://www.findevgateway.org/sites/default/files/publications/files/mfg-en-paper-report-of-the-committee-on-financial-inclusion-jan-2008.pdf.
4
"The Vulnerable Consumer of Financial Services: Law, Policy and ...." https://www.nottingham.ac.uk/business/who-we-are/centres-and-institutes/gcbfi/documents/researchreports/paper78.pdf.
1
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Apart from situations in which people do not have access to mainstream financial services such as banking accounts, financial exclusion is also perceived as the vulnerability of these communities to become
financially excluded even if they are being included at one point of time. In particular, financial exclusion
may be a long-term phenomenon for many consumers or even a life-long process.5 For families with
particular constellations of socioeconomic characteristics, it may extend beyond the lifetime of an individual family member and become inter-generational. It has generally been recognized that it is the poorer
sections of the population that do not have access to financial services - formal or informal. However, in
many countries, many non-poor individuals, micro, small and medium entrepreneurs also have difficulty
in accessing financial services.
ICICI Bank’s Financial Inclusion Program
ICICI Bank’s contribution to social sector development includes several
pioneering interventions. With the primary objective of growth
through strategic skill development programmes at the urban and rural
level, the Bank established the ICICI Foundation for Inclusive Growth
(ICICI Foundation) in 2008 with a view to significantly expand the ICICI
Group’s activities in the area of CSR. These CSR interventions are Helping villages become into self-sustaining ecosystems, women into
self-reliant and equal participants in progress and empowering the
marginalised sections to benefit from progress.
ICICI Bank is committed to be a financially inclusive organization in India. They have undertaken various
initiatives to reach out to the beneficiaries in rural areas. Cumulatively, they have opened 21 million Basic
Savings Bank Deposit Accounts (BSBDA), the largest number by a private sector bank in India. Of these,
around 4.7 million accounts were opened under the Pradhan Mantri Jan Dhan Yojana. This has been made
possible through a network of branches and Business Correspondents (BCs), and by offering digital solutions for payments and transactions. They also hand-hold and encourage the account holders to transact
digitally.6
Financial literacy is the first step to achieve financial inclusion, creating the need to seek and receive financial services and products. To increase awareness about organized banking viz. savings credit, remittance,
insurance and investments, ICICI Foundation provides a Financial Literacy Program. The program is undertaken through financial literacy counselors and faculties of ICICI Academy for Skills. The main objective of
these programs is to increase awareness about financial products, enhance the decision-making ability of
beneficiaries regarding these financial products and to develop a sustainable financial system. This initiative reaches out to schools, colleges, various people from economically disadvantaged sections such as
rickshaw drivers, construction workers, entry level staff of retail chains, etc. Programs are also conducted
for the members of the armed forces viz. jawans etc. Information on various government schemes is also
shared with the beneficiaries during the financial literacy programs.
As part of the continuing financial inclusion efforts, they have promoted government schemes like the
Pradhan Mantri Jeevan Jyoti Bima Yojana for providing life insurance, Pradhan Mantri Suraksha Bima
Yojana for accident insurance and Atal Pension Yojana for pension benefits. So far, a total of 5 million
customers have been enrolled under these three social security schemes, the highest among private
sector banks.
"Kept out or opted out? Understanding and combating financial ...." https://www.bristol.ac.uk/geography/research/pfrc/themes/finexc/kept-out-opted-out.html..
6
"ICICI ESG Report - Promoting Financial Inclusion." https://www.icicibank.com/aboutus/Annual-Reports/2020-21/environmental-social-and-governance-report/promoting-financial-inclusion.html.
5
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Impact of COVID19
The COVID-19 pandemic, as well as the government’s response to pandemic through economic lockdowns, raised the need for contactless financial products and services, hastening the transition to digital
banking in many economies. Customers increasingly utilized phones and cards to pay businesses, and
governments used digital payments to reach out to vulnerable individuals. During COVID-19, regulations
were also enacted to encourage the adoption of digital financial services. Data gathered during the pandemic indicate pro-digitize moves towards financial payments, yet, it also indicates how inequitable
access to these services are, particularly among the economically and socially marginalized communities.
Women have shouldered the brunt of the economic shocks emanating from the COVID-19 crisis. United
Nations Secretary General's Special Advocate for Inclusive Finance for Development suggests that women
are twice as likely to lose their jobs as a result. Female-led Small and Medium sized Enterprises are more
likely to close compared to their male counterparts. Further, this pandemic especially impacts vulnerable
groups, including segments that already face limited access to financial services and resources, such as
low-wage workers, SMES.
Alignment with SDGs
Financial inclusion is positioned prominently as an enabler of other developmental goals in the 2030
Sustainable Development Goals, where it is featured as a target in eight of the seventeen goals. These
include SDG1, on eradicating poverty; SDG 2 on ending hunger, achieving food security and promoting
sustainable agriculture; SDG 3 on profiting health and well-being; SDG 5 on achieving gender equality and
economic empowerment of women; SDG 8 on promoting economic growth and jobs; SDG 9 on supporting industry, innovation, and infrastructure; and SDG 10 on reducing inequality. Additionally, in SDG 17 on
strengthening the means of implementation through greater savings mobilization for investment and
consumption that can spur growth.
ICICI Bank has a well-defined Financial Literacy Plan to spread awareness and inculcate the habit of financial savings among rural customers. The Bank is especially focused on imparting financial education and
creating awareness of banking services in the unbanked and underbanked areas of the country. There is
academic evidence that financial inclusion models can support overall economic growth and the achievement of broader development goals. There is also growing evidence of financial inclusion creating more
stable financial systems and economies, mobilizing domestic resources through national savings and
helping to boost government revenue.7

"Financial Inclusion and the SDGs - UN Capital Development Fund ...." https://www.uncdf.org/financial-inclusion-and-the-sdgs.
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Equal Rights to Ownership, basic Financial Products and Services,
Technology and Economic Resources

Ending hunger, achieving food security and promoting sustainable
agriculture with the right financial resources

Profiting health and well-being that stem from sufficient income and
savings

Achieve gender equality and economic empowerment and financial
independence of women

Promoting economic growth by supporting the beneficiaries with the
learning of new skills for various jobs

Supporting industry, innovation, and infrastructure as the skill trainings that are provided in the program are in accordance with industry
needs

Reducing inequality by including all those who previously did not
have access to financial services

Figure 1: SDG Alignment

"Financial Inclusion and the SDGs - UN Capital Development Fund ...." https://www.uncdf.org/financial-inclusion-and-the-sdgs.
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Chapter II: CSRBOX’s Impact Assessment
Design and Approach

Objectives
Understanding the need of the program
Assessment of the program implementation approach (keeping the period-specific limitations in mind)
Assess the impact of the program as per the goals and objectives
Assess the gaps and challenges of the program and lay out strategies and recommendations to improve
the quality of the interventions, approach plan, and market linkages
Methodology
We have employed a two-pronged approach to data collection and review to include secondary data
sources and literature and primary data obtained from quantitative and qualitative methods of data
collection. This helped in gathering valuable impact-related insights from a 360-degree perspective
involving all the stakeholders.
Primary Sources of Data: The data collected from various stakeholders during the study using data
collection tools designed for this study is treated as primary data.
Secondary Sources of Data: ICICI Bank’s internal data of the coverage or other literature available and
various other secondary sources for the benchmarking study and Impact Assessment framework.

Study Design

Data Collection

Design of analysis
framework and
identifying key impact
indicators

Training of Survey
Team

Developing data
collection tools and
conducting pilot

Data Collection and
Entry
Data Monitoring on
Daily Basis

Analysis and
Reporting
Data Collection and
Cleaning
Quantitative and
Qualitative Data
Analysis
Report Making
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Approach
Desk Review
Interactions with ICICI Bank team to understand projects, geographies, mode of implementation, intended impacts and processes
Designing of impact map
Tool Design and Impact Analysis
Finalization of sampling plan for treatment group to be covered as a part of the study
Designing of tools for Impact Assessment study (tools were designed to capture responses through direct
interaction with beneficiaries)
Sampling plan and tools were finalized in consultation with ICICI Bank team
Stakeholder Interaction and Data Collection
In person-online focus group discussions with the selected sample stakeholders to gather data from the
ground
The discussions were conducted through virtual mediums
Data Analysis
Finalization of outline of the report
Analysis of data collected for the study
Preparation of final report

Impact Assessment
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Mapping the Theory of Change
Table 4: Theory of Change

Problem Statement: Target geographies are majorly rural households, dependent on daily wage
income as their primary source of income. The targeted communities lack basic access where they don't
hold bank accounts or have any knowledge/access to the formal banking system and all of their income
Goal:
program was conceptualized with an aim to leverage technology to ensure the rural population has
Government Schemes.
Major Components

Intermediate Outcomes

Enable unbanked
rural population to
access formal banking
services through digital
channels

Immediate
commencement of the use

Sustainable livelihood
generation

services and products

Women gain control

100% respondents have
improved access to banking at village level

which in turn improves
their mobility

Educate family
members of the rural
population to use
digital channels
for banking
Ensure that this community receives the various
central and state government agencies

More than 95% respondents have improved
access to DBT linked to
various Government
Schemes
More than 50% respondents have increased
saving

Overall Impact

Improved savings and
the future
Better scope at housing,
children’s education/
weddings, medical care
etc.

Key Stakeholders: Rural population of India and their families who lack access to the formal
schemes of central and state government agencies
Strategic Development Pathway: Women empowerment, development of business correspon
dents, access to various government schemes, support to access the formal banking sector
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Sampling Approach
The primary study was conducted through quantitative surveys with the target beneficiaries. Stratified
random sampling was utilized to select respondents for the survey. This approach along with sampling
methodology helped guarantee optimum possible representation of the universe across target intervention geographies. The sampling for the study represents a confidence level of 95% and a margin of error of
5%.
For the study, overall, 320 responses were captured through the stakeholder’s interactions.
34 banking correspondence agents were interacted with through virtual mode.
The breakdown of customers was selected based on the number of active accounts in top states of India.
The states selected for the interactions were Andhra Pradesh, Rajasthan, Telangana, Maharashtra, Chhattisgarh, Odisha, Punjab, Madhya Pradesh, Jharkhand and Haryana.
The data was collected through structured questionnaires and interactions with stakeholders via virtual
mediums.
The questionnaire was aimed to understand the benefits of financial inclusion interventions and the
various outcomes realized such as access to formal banking, access to direct benefit transfers into the bank
accounts and increased saving along with deposits.
The respondents interacting in the study were 48% female and 52% male.

Sampling
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State-wise Sampling
We will use randomized sampling approach for the sample identification
Confidence Level: 95% and Margin of Error: 5.5%
Sample Size of primary account holders: 320 (Quantitative Sample of Beneficiaries)
Business Correspondent: 34 (Qualitative Interview)

Execution of Data Collection
Table 5: Execution of Data Collection

Stakeholder
Business
Correspondents

Data Collection Tool
Quantitative
Qualitative

34

Qualitative Interview

Primary Survey

Beneficiaries

Sample Size &
Distribution

320

Table 6: Sample Population from Each State

Location

Number of FGDs

Total members

Uttar Pradesh
Haryana
Madhya Pradesh
Maharashtra
Andhra Pradesh
Gujarat
Bihar
Rajasthan

3
2
3
3
2
1
2
3

30
18
32
21
16
10

Tamil Nadu
Odisha
Telangana
Rajasthan
Punjab
Chhattisgarh
Jharkhand
Total

2
1
2
3
4
2
2
34

20
10

14
33

23
24
32
21

16
320
18

Chapter III: Scale and Coverage of
the Financial Inclusion Project

Overall Scale of the Financial Inclusion Program
The Bank has opened 19.0 million financial inclusion accounts through BCs till date. Of these, 6.7 million
accounts are seeded with Aadhaar and can receive government subsidies in them. The Bank has deployed
3,234 BC agents across 10,179 villages, which act as a point of withdrawals and regular banking service
point. Year on year progress under Financial Inclusion is as follows:
Table 7: Scale of Financial Inclusion Programme for FY 2018-21

FY2018

FY2019

FY2020

FY2021

Number of FI A/Cs opened (in million)

19.6

19.1

19.0

19.0

Outstanding of all A/Cs (in INR. million)

2,096.0

2,639.0

2,851.0

4,079.0

8.8

9.0

9.1

12.7

9,641.0

10,496.0

10,940.0

15,894.0

Particulars

Number of Transactions (in million)
Value of Transactions (in INR. million)

Beneficiary Profiling
The focus area of Client and Household demographics covers a variety of indicators related with client
demographics like – gender, educational status, number of earning members, family size and occupation.
Gender
Amongst the total respondents, 48% were female and 52% were male. The almost equal representation
of both genders is a testament to the inclusivity of the program. Access to a bank account and thereby
access to various government schemes play an important role in women empowerment.
Gender (in %)

48%

52%

Figure 2: Gender

Male
Female
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Educational Status
Amongst the interviewed beneficiaries, 43% of the members have no formal education, 24% completed
primary education, 21% completed high school/higher secondary and 12% studied further after higher
secondary.
Educational Status (in %)

12%

21%

43%

No Formal Education
Primary Education
Higher Secondary
Above Higher Secondary

24%

Figure 3: Educational Status

Number of Earning Members
Overall, 46% of the respondents had only one earning member in the household, 24% had two earning
members, 16% had 3-4 earning members and 14% had more than 4 earning members.

Number of Earning Members (in %)

14%

16%

46%

1
2
3-4
More than 4

24%

Figure 4: Number of Earning Members
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Occupation
Since a lot of the respondents hold multiple jobs for their livelihood, the question “what is your primary
occupation?” was kept as a multi choice question. There was a considerable population that were both
agricultural workers and did other daily wage jobs. About 46% of the respondents were agricultural workers, 34% were daily wage labors, 5.6% was self-employed, 11.6% were pensioners, 11.6% were housewives and 1.6% did other jobs for a living.
Primary Occupation (in %)
45.9
34.0

11.5

5.6
Agriculture
livelihood

Self
employed

11.5
1.5

Housewife

Daily wage
labour

Pensioners

Others

Figure 4: Occupation

Family Size
37% of the total respondents had a family size of 5-8 members, 22% of 2-3 members, 22% of 4 members,
13% of one member and 6% of more than 8 members.

Family Size (in %)

6%

13%

22%

37%

1
2-3
4
5-8
More than 8

22%

Figure 5: Family Size
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Chapter IV: Impact Canvas of
Financial Inclusion

The section highlights the detailed findings of the ‘Financial Inclusion’ initiative and the impact that it
created in the year 2020 – 21. The representation of the data below is derived from responses received
from the beneficiaries through questionnaire surveys, in-depth interviews with stakeholders, and secondary research. The purpose of this impact analysis is to find out whether the program broadens the resource
base of the financial system by developing a culture of savings among large segment of rural population
and plays its own role in the process of economic development. Further it measures whether the program
achieves its objectives of bringing low-income groups within the perimeter of formal banking sector;
protecting their financial wealth and other resources in exigent circumstances; mitigation of the exploitation of vulnerable sections by the usurious money lenders by facilitating easy access to formal credit.

Savings and Financial Planning
In the focus area of Savings and Financial planning, the
analysis will cover the client’s saving habits, following
indicators like – client’s savings habit, monthly savings
range, planning for expenses and purpose of savings.
There is a strong and positive impact of training on these
set of indicators.
Saving Behavior
Overall, 51% of the respondents saved money prior to which they had little to no savings with most of
their savings being held in cash, and 49% didn’t. 59% of the respondents did not save because they don’t
have enough income to save while 27% could not save because of the covid-19 pandemic. But none the
less, it is evident that the program has helped more than half of the beneficiaries save money.
The BCs confirmed that the reasons for not saving were the lack of steady income, as a lot of the respondents were daily wage laborers and they would go multiple days without finding work and were struggling to make ends meet on a day-to-day basis. The financial inclusion program was still beneficial for all
as they could still manage the little income, they have better than they used to. 51% of the respondents
still managed to save despite their modest income.
Saving Behavior (in %)

49%

51%

Figure 6: Savings

Yes
No
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Purpose of Savings
32% saved to be able to pay for current or unforeseen medical expenses, 24% to improve the scope of
their children’s education, 17% to improve the scope of their children’s weddings, 12% to improve their
business/agriculture livelihood, 15% to improve their consumption of food, clothes etc and 9% for other
purposes.
The BCs mentioned that if at all the customers managed to save, they don’t usually save for a particular
purpose but are rather saving for unwarranted or unforeseen events and circumstances like medical
emergencies, accidents, house damages, crop damages etc.
Purpose of Savings (in %)
32.1

24.3
17.1

15.0
11.5

Medical
expenses

Children’s
education

Children’s
weddings

Improved
Improved
livelihood consumption

9.3

Others

Figure 8: Purpose for Savings

Business Correspondents
In this focus area of Business Correspondents, the analysis looks at the impact that the BCs have truly
created by looking at various indicators such as – services availed by beneficiaries from the BCs, accessibility of BCs (by measuring proximity), and the education the BCs have provided.
Services Availed from BCs
The most availed service by the beneficiaries from the BCs was the AePS – money withdrawal. About 85%
of respondents utilized AePS money withdrawal, 55% used Aadhar linkage, 45% received their financial
and banking information from the BCs, 36% for eKYC purposes and 5% for other services.
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Services Availed from the BCs (in %)
84.6
55.0

45.3

35.6
5.3
eKYC

Aadhar Linkage

AePS

Information
services

Others

Figure 9: Services Availed from BCs

Beneficiaries making Online Transactions with AePs (in %)

40%
60%

Yes
No

Figure 10: AePS Online Transactions

60% of the respondents did not make online transactions with AePS. 80% of the respondents said they
use AePS for money withdrawal .
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Beneficiaries Withdrawing Money from BCs (in %)

20%
Yes
No
80%

Figure 11: AePS Cash Withdrawal

Figure 12: Beneficiaries Using AePs Cash Withdrawal from BCs
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Proximity of the BCs
Accessibility to financial service points was a highly prioritized objective of the program. 72% of the
respondents had their nearest BC points under 2 kms from their place of residence, and 18% within 2 – 5
kms.
Proximity of the BC points (in %)
2%
8%
Less than 2 kms
2-5 kms
5-10 kms
More than 10 kms

18%

72%

Figure 13:Proximity of the BC Points

80% of respondents stated the BC points are accessible and convenient, 17% stated it was moderately
accessible and only 3% stated that it was not accessible.
Accessibility of the Nearest BC point (in %)
3%

17%
Accessibility and Convenient
Moderately Accessible
Not Accessible
80%

Figure 14: Accessibility of the Nearest BC Point

Most of the BCs mentioned that they are located in the same village as the beneficiaries, making it convenient for the beneficiaries to approach the BC for any help with bank account creation, loan application,
banking transactions, AePS services and any other doubts or queries the beneficiaries may have regarding
the various services and products. This proximity also makes it easy for BCs to identify potential customers
and spread awareness amongst them.
The proximity also enables better relationships between the beneficiaries and the BCs.
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Education of Financial Services
One of the primary objectives of the financial inclusion program was the spread of financial literacy. 92%
of respondents stated it was the BCs that first educated them about financial and banking services, prior
to which they had no knowledge of the different financial services.
Education of Financial Services (in %)
92.1

4.0
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BC

2.8

1.8

Government
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Others

Figure 15: Education of Financial Services

Information and Updates
89% of the respondents received timely updates and information from their associated BCs.
Information on Saving Products and Schemes (in %)

11%

Yes
No
89%

Figure 16: Updates and Information
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Frequency of Use of Services
47% of the respondents used the services provided by the BCs on a weekly basis, 18% on a monthly basis,
7% daily and 28% only use the services occasionally.
Frequency of Use of the Services Provided by BC (in %)
0%

7%
28%

18%

47%

Daily
Weekly
Monthly
Yearly
Occassionally

Figure 17: Frequency of Use of Services
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Insurance Coverage and DBTs
In this focus area of Business Correspondents, the analysis tries to measure the impact the program had on the insurance coverage and Direct
Benefit Transfers of the clients.
Insurance Coverage
The program was largely implemented so that the beneficiaries get
access to government schemes. 71% of the respondents were covered
under one or more government insurance schemes, while 29% opted out
of insurance coverage.
Insurance Coverage (in %)

29%

71%

Yes
No

Figure 18: Insurance Coverage

Type of Insurance Coverage
The most popular insurance schemes were Pradhan Mantri Jeevan Jyoti Bima Yojana (PMJJBY) with 37% of
the respondents covered under it and Pradhan Mantri Suraksha Bima Yojana (PMSBY) with 35% being
covered under it. 29% was covered under a mix of other schemes namely Atal Pension Yojana (4.7%), Pradhan Manntri Fasal Bima Yojana (PMFBY) (6.5%), Weather based crop insurance schemes, Swasthiya Bima
Policy (Health Insurance) and LIC.
Type of Insurance Coverage (in%)
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Figure 19: Type of Insurance Coverage

Others
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Figure 20: PMSBY Insurance Sourcing in Chhotta Ghar, Punjab

Direct Cash Transfers
Only 53% of the beneficiaries were receiving direct cash transfers from government schemes before the
financial inclusion program. 97% of the respondents received timely direct cash transfers into their
account after associating with the BCs.

Direct Cash Tranfser before
Associating with BC (in %)

Timely Cash Transfer after
Associating with BC (in %)
3%

47%
53%
97%

Yes

No

Figure 21: Direct Cash Transfers before
Associating with BCs

Yes

No

Figure 22: Timely Transfer after
Associating with BCs
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Debt
In this focus area of Business Correspondents, the analysis tries to
measure the impact the program had on debt by evaluating two
indicators namely sources and purpose of loan.
Sources of Loan
One of the main objectives of the program was to educate and
provide the beneficiaries with a reliable and affordable source of
credit. This objective is achieved as 43% of the respondents used
the bank as their source of loan. Overall, 31% of the respondents
did not have any sort of loan.
Sources of Loan (in %)
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Figure 23: Sources of Loan

Purpose of Loan
37% of the respondents used their loans for livelihood (business and agricultural) purposes, 20% for their
children’s education and wedding. 7% for medical purposes and 18% for miscellaneous reasons.
Purpose of Loan (in %)
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Figure 24: Purpose of Loan

2.1
Other
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Quality of Services
In this focus area of quality of services, the analysis tries to gauge the perceived quality of the services
provided by the BCs to the clients by evaluating the following indicators – perceived quality of provided
services, perceived improvement of banking services at a local level, and challenges faced.
Perceived Quality of the Provided Services
82% of the respondents had a very positive impression of the provided banking services, rating the
services as good, 14% rated them as average and only 4% rated them as bad. 88% of the respondents
stated the quality of relationship between the customer and BC was good and 12% said the quality was
average.
Perceived Quality of Banking Services (in %)
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Figure 25: Perceived Quality of Banking Services

Quality of Relationship between the BC and Customer (in %)

12%

82%
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Figure 26: Quality of Relationship between BC and Customer

33

Improvement of Banking Services
95% of the respondents stated the program improved their access, understanding and approachability of
banking services at the village level. The BCs mentioned that there was no banking prior to the intervention. Any kind of banking services is new to the customers and is much appreciated as it makes all financial and banking services and products accessible and convenient to them.
Improvement in Banking Services (in %)
5%

Yes

No

95%

Figure 27: Improvement in Banking Services

Challenges Faced
Amongst the total respondents, 88% faced no challenges while associating with the BCs. Further, when
enquired about the challenges faced, minimal challenges were faced from the BCs. Other factors such as
not having enough regular income was one of the biggest challenges among beneficiaries.
Improvement in Banking Services (in %)

12%

No Challenge
Others
88%

Figure 28: Challenges Faced
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Chapter V: Way forward and
Recommendations

While there have been large numbers of positives which can be extracted from this project, there are also
few areas which can be improved:
Lack of Savings and Financial Planning: It can be seen that the beneficiaries now understand the
process, purpose and outcomes of saving after the financial inclusion program. But 49% of the respondents currently do not save money. 59% of the respondents stated the biggest hinderance against saving
money was the lack of sufficient income and 27% could not save because of the Covid-19 pandemic. 51%
of the respondents did not do any kind of financial planning for savings and expenses. A next step for the
financial inclusion program could be a training that teaches the beneficiaries how to plan for their expenses against their current and predicted income.
AePS online transactions: While 80% of the respondents used AePS for cash withdrawals from BCs, 60%
don’t use AePs to make online transactions. This was primarily because of the lack of knowledge of online
transactions. The program can next spread awareness on the various online markets and its benefits.
Debit Cards: 63% of respondents don’t possess a debit card. There was no objective of the program that
included providing debit cards for the beneficiaries, but providing them with debit cards could be one
way forward as debit cards will enable the beneficiaries to do cashless transactions with merchants, cashless bill payments, use of UPI and countless other benefits. Debit cards will also reduce the need for BC
intervention as currently the most availed service from the BC is cash withdrawal. After the beneficiaries
get debit cards, they will be able to withdraw cash directly from ATMs.
Awareness of different Government Schemes: Out of the total respondents, 35% enrolled under
PMJJBY and 37% enrolled under PMSBY. The program can next teach them about the various other government insurance schemes that provide them with health and crop insurance.
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Figure 29: Bank Sakhi project organised in Odisha
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About CSRBOX
CSRBOX is a social impact strategy practice and implementation organisation. We work with companies
and philanthropic organisations for better CSR program design, pre-project to post-project handholding
and Impact Assessment, and embedding technology solutions for responding to problems at a scale. We
are the largest knowledge platform with www.csrbox.org having mapped over 30,000 CSR projects in the
past 7 years. We work at the pan-India level with our Teams at Delhi, Gurgaon, Mumbai, Pune, Ahmedabad,
and Bangalore. We are also an executive committee member of Bharat Digital Platform under the aegis of
the Principal Scientific Adviser to the Government of India. We spearhead two collaborative platforms;
India Livelihoods Collective and IMPAct4Nutrition. Visit us at https://csrbox.org/about-CSRBOX
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