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Executive Summary

WHO are they

Sk

Bank Sakhi model is a gender

Z- NA" XT AJ3 J«°
Correspondence (BC) model.

This study focuses on Bank Sakhis
In Bihar.

Bank Sakhis work within an
extensive ecosystem of the SRLM
(State Rural Livelihood Mission),
Banks, CBOs (Community
BasedOrganizations), and their
families to deliver basic banking
needs to customers.

They have overcome several
gender and social norms to provide
the services they do today.

WHAT they do

Provide basic banking servicesto
rural customers.

Serve customers with little to no
banking awareness and handhold
them through the process.
Provide doorstep services to
vulnerable customers and ensure
extensive reach, which banks
otherwise were unable to achieve
through traditional BCs.

BENEFIT to them and the commur@

FINANCIAL INCLUSION OF
THEMSELVES and THE
COMMUNITY, . i .
The IgankSéJlk |progr#£1rﬁ‘ s X
Improving financial inclusion of

Bank Sakhisand their customers

IS THE BANK SAKHI MODEL
VIABLE?

The financial viability of the model is

a long-term play. On average, Bank
Sakhisachieve business viability after

41 months.

Z

Social and familial circumstances
require them to work as a social unit

to remain viable. Only 2.5% Bank
Sakhiswork independently.

They are stuck in a debt cycle to
fulfill cash flow requirements

and investing in devices to keep
their CSP (Customer Service Point)

running. 88.5% reported
expanding business as a challenge
due to low funds, which is a
common problem faced by all BCs.
Focused on the now - The multitude
of responsibilities that they juggle
on the home front leaves little time

for long term business planning.

-

SOCIAL IMPACT OF BANK
SAKHIS ON THE COMMUNITY

They choose to spend their earnings
improving the quality of life for their
children and immediate family.

Being a BankSakhiimproves their
self-esteem, which in turn earns
them respect from their family and
Inspires those around them.

CUSTOMER EXPERIENCE
DELIVERED BY BANK SAKHIS

62% customers prefer Bank Sakhis
over other BC for availing Banking
Services

83% customers choose

PROXIMITY as a key reason for
preference.

EXTENT OF CBO TRANSACTIONS
WITH BANK SAKHIS

There are no clear incentives for
Banks and CBOs to work with a
Bank Sakhi

What do they do
DIFFERENTLY?

HOW DO BANK SAKHIS
COMPARE WITH OTHER BCs?

Bank Sakhis prioritize serving their
community (as a result, improving
financial inclusion to vulnerable
sections of society) ahead of their
own business viability

Average number of transactions/Day

A1 Bank Sakhi 83 Other BCs

% BCs providing Doorstep Services

830/ Bank Sakhi 339/ Other BCs

CHALLENGES faced by Bank
Sakhis

J—

WHAT ARE THE CHALLENGES
FACED BY BANK SAKHIS?

In an environment riddled with
operational and technical

challenges, the absence of transaction
evidence breeds mistrust between the
digitally unaware customer and the
Bank Sakhis who typically enjoy the
trust of customers.

Bank Sakhis function in a male
dominated ecosystem that is hard
to navigate on their own, while
they are learning to use their voice.

88% of Bank Sakhis find server
down as a challenge

42% Bank Sakhis need support
with liquidity to provide better
service.




Executive Summary

v—

RECOMMENDATIONS v—-

Q)‘ & Bank Sakhisinteract with several stakeholders in their ecosystem regarding their business operations. However, the ecosystem does not

One stop grievance comprise of a systemized grievance redressal channel for their concerns.

redressal

™
‘. BankSakhisT - «Z° | JAX J Z-32aJK T z °JK °23J« IJN° -« 3XN-3TY F| X3 X sighEdto KJ MK
: their completed transactions and commissions earned will improve their ability to reconcile transactions and provide evidenceof transactions to

Digital transaction  customers when transactions fail.
records on the app

78 X
8 4= 8 The most significant need for CSPs is to balance cash rotation for daily transactions. Fostering formal cash flow channels tlough partnerships with
A a 2 local businesses, Micro Finance Institutions (MFIs), etc. could help ease cash shortages.

Foster formal cash ~ Given the volume of transactions that SHGs (SelfHelp Groups), carry out within the group, there is an immense opportunity to enable them to
flow channels leverage the BankSakhichannel. In turn, increasing their earning potential and eases cash shortages, thus leading to fewer trips to the bank and
better CICO (Cashin cash-out) balance.

pr_g_‘; Data indicates that services like account opening and passbook printing improve footfall, such BankSakhisalso earned higher commissions as a
| result.

Improve viability

N
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The Bank Sakhi Program




Program Objectives

To achieve financial inclusion of the community, JEEViIKAlaunched the Digital Financial Services Program by encouraging female community members to work as
bank agents, called as BanlSakhis(Bank female friends).

Q Q
é@é@ Expand the network of Business Correspondents in all villages for doorstep delivery of financial servicestowomen? , + J«T ©° | X 3 a X2 MX3
g Skilling and Livelihood opportunity for SHG members © - C- 31 J° #A~ « X~ $-33 X" °- «TX«®°o0VY
I | . . . . . g . . . . .
‘l Equip women SHGs, their higherlevel federations, members, and theirfamilies to make financial transactions on digital platforms.

QO/i Enable Social Security products available to SHG members and their family members, including other villagers nural areas.

$3XJ°X Z «J«N JHKB °3J« IJN° -« "0 .3 E -Z ?2,+ J«T °| X 3 axampmxsz’  ©°. X«JMF
Enabledigital transactions within SHG ecosystems.

A pilot initiative supported under NRLP (National Rural Livelihood Program),since June 2017, over 4000 SHG members have started their

entrepreneurial journeys as BC agents of partner banks in Bihar. SHG BCs are also present in 13 other states, like, Jharkhandadhya Pradesh, Odisha,
Rajasthan andChattisgarh and Uttar Pradesh.



Services provided and impact on banks

SERVICES IMPACT ON BANK

@l
588 % 50990 fr“'T 9
Offers all Banking services to Improved loan
customers Visit SHGs and Vlllage Increase in bank
Organizations (VOS) to t repayment rates due to
educate members about account usage access to banks
alternate channels of
2,"':"#%:@8 banking.
&g 2
Faclilitate SHG transactions
such as deposit, withdrawal,
fund transfer from SHG O Q
accounts. Q Q Migrates low value
transactions to low-cost Reduced attrition among BC
O/ . . £ o . ] channel agents
QM «J«N JK 2 X3 JNE - $#8Z

and their Community

Motivate all SHG members
to open bank account

Positioning women SHG members as BC agérage demonstratedthat women BC agents are apt to providehis lastmile banking service.

r 8 Xy Gg%
a F= A4 Ability in connecting with people = < Providing services with dignity
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Bank Sakhi Program

The Bank Sakhisare supported in capacity-building, training, and backend; the SRLMs provide these in partnership with local banks, their corprate agent network
managers, and other financial institutions. Additional resources and hardware devices are also offered.

[ Eligibility Criteria ]
At least 10th standard _
Pass Should have an Aadhaar Should not be a defaulter Should be conversant with
card with SHG or bank the use of smartphone
[ Capacity Building ] [ Financial Support } { Training } [ Post Training }
" . V  Support in the form of grants Vi Reglar inputsionibanking strLicture, Until the time banks en them as their
V Initial Training to BS PP J service and products ! the time ba .S cngage e : as el
_ _ and loans V  Various schemes for financial regular BCs, all trained and certified BSs
WV Cemialels ineeneleline) el V  Income deficit support for the incllision VVVOkaaS Digipay points ; "
monitoring of BS first six months taft carning commissions by providing
¢ x gglseoﬁ:cicmaa%g]i: basic banking services using AEPS etc.

V  This helps them maintain their skills until
a bank recruits them as a BC.

V  Building Capacity of community - _ -
In vernacular language

based organizations to handle BS V Hands on training on computer
operations
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Research Methodology and Report Structure

A Demand-Side Qualitative and Quantitative Study to assess the role and impact of SeHelp-Group women as BC agents. Data is sk-reported by Bank Sakhisand
Customers. Transaction data was corroborated by reviewing the records of BankSakhisduring the Qualitative Study.

RESEARCH METHODOLOGY REPORT STRUCTURE
WB and JEEViKA Kore Global - gender
CGAP specialists

2 8888 mr OR 70

Y Past reports v Landscape, past work and Vaishali, Muzaffarpur,
Y MIS Data expectations Darbhanga, Patna
Review existing research 69 1:1 interviews with Bank
;Y Socioecological framework for CICO | Sakhis Male BCs, and
N N _/
Banks to understand Bank
Sakht
Their daily lives and
Ecosystem
CSP operations and
Customer Experience (CX)
Challenges |
.Y Impact of being a Bank Sakhi_/

B —
E‘ X E E
RESEARCH ANALYSIS QUALITATIVE RESEARCH TRIANGULATION OF DATA
Y

R
DESK RESEARCH STAKEHOLDER CONVERSATIONS | QUALITATIVE RESEARCH WHO |
v Districts: Arwal, Samastipur, \@/
.

<

8
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ECOMMENDATIONS

=<

< <

Insights d z gﬂt FefP‘X‘drerr‘]tS had v Analysis across qualitative \
Pain points an istricts: Aurangabad, research and the surveys What do they do
Challenges Muzaffarpur, Nalanda, Nawa . .
. conducted with different DIFFERENT BENEFIT
Customer behaviors - daand Patna respondents o them and
N Y Operational workarounds | Y Self-r'eported data by Bank \ community
Sakhis, other BCs and
customers







they are




Meet the Women

Age: 36 Years
Location: Mahua, Vaishali
Activation Year: 2017

About her. She runs th&CSP with her
husband. She oozes confidence and is a
very selfassured woman. She is proud of
her work and knows that she provides
for her family.

Motivations: Beingthe sole income earner, she acknowledges
that life is hard. Her son dreamsof becominga cricketer and

" wants to go to a cricket academy While she is saving towards

supportingher” - «#®@ams,her husband would now needto
securea job to getsufficientfundsto educateher son

Overcominghurdles. Despiteseveralhurdles,like getting married
youngand beingrestricted from doingher highereducationby her
In-laws, sheworked as a teacherat her son'sschool,savedmoney
andwent onto graduate

Challengesexperienced Evenafter beingso confident, shefeels
saferwith her husbandaroundasthere are risks attached to
operating large amounts of cash. Shequotesan instanceof a
male,BC,who wasshot and robbedwhen he wason hisway back
from the bankwith cashon him.

Name: Sudha Kumatri \

SIoR

. WHO
@ P Vi

O
4 N

/

Name: Nikita \
Age: 23 Years

Location: Warisnagar, Samastipur
Activation Year: 2020

About her: Nikita is veryenterprising.
She continuoushypromotes additional
servicesto her customers. She
previously used to earn a satisfactory
commission of INR 8,000
9,000/month (USD ~110/mth).

She is also one of the few Baakhiswho visit the bank
themselvesinstead of relying on a male member in the family.

Motivations: She is venyproud of the identity the role has
given her and wears her badge with great pride. Hedaws are
very supportiveof her job as she balances her duties at home
without any trouble.

Overcoming hurdlesWhen she runs into challenges related to
performing a transactionor wants to understand it better,
shewatches Youtube tutorials to educate herself.

Challenges experiencediherecent change in her corporate

B C has thrown upseveral challengeslt has resulted in
serviceslikea/c opening, insurancebeing discontinued, and
Increas ed technical issuesesulting in a loss of income.

With the increasing popularity of the CSP modghenin

her locality have opened CSPs close to hers, leading to
decreased customer footfall. /




Demographic Characteristics of Bank Sakhis \WQ/

Age of the Bank Sakhis - Bank Sakhi Caste Marital Status of Bank Sakhis
40% . 50%
| 100%
40%
30% 259,
30%
20% 0
20% 50%
10% 10% 25%
0% 10%
Scheduled Scheduled Other Extremely General o °
0% | Tribe Caste Backward Backward 0% _ _

20-25 yrs 26-30 yrs 31-35 yrs 36-40 yrs 40+ yrs Class Caste Married Unmarried
Educational qualifications of Bank Sakhis Average household expenses of Bank Sakhis Average annual household income including all income sources
60% 80%

60%
60%
40% 40%
40%
20%
20% 20%
0% 0%
o INR < 5,000 INR 5,000 - INR 11,000- INR 16,000- INR 21,000- INR < 1,00,000 1“%800:881 T 300 OOII'YE 00,000 6.00 0011'_“1% 00,000
’ Class 10 completed Class 12 completed  Graduate/Degree Post Graduate 10,000 15,000 20,000 30,000 e e e " e

Source: Quantitative survey | 252 Bank Sakhis



A Day In the life of a Bank Sakhi L R

5:00 AM 7:00 AM 8:00 AM 9:00 AM @ G>recficl

() (0) (0) [n]

: ) -
& Y Sy

g L 5 —

Wakes up Y Cooks for the household Y Attends to customers at home vy Starts CSP
¥ Cleans the house Y Feeds kids and gets them ready for operations
school

Y Attends to customers at home

17:30 PM 13:30 PM 12:00 PM 10:00 AM
[ [
ey ey
2D > 2 )
v Tally transactions Y Travels to the bank for cash withdrawal Y Monthly: Attends SHG, VO meetings v Starts CSP operations
and cashinhandat Vv Visits Fuel Stations or Local businesses for cash Y Markets her services to visiting
the end of the day deposits customers and encourages them to do
more than save
18:00 PM 19:00 PM 22:00 PM

/m B @, @ @

2 M ~ PERSONAL
=/ A

v Go home before it gets too dark. v Personal and household activities CSP
Typically husband would pick them up v Provide CICO services to customers close to her home. v Sleep |
or they hail an auto or walk home. CO options in emergency situations very late at night | @
v Tally transactions and cash in hand Y. Wraps up CSP Operation and ' BANK

at the end of the day

______________________________






Bank Sakhi Ecosystem CUSTOMERS T

/ / \ thre?yrdo

Doorstep service

o
FINANCIAL SERVICE PROVIDERS LEL Qg g (A
Basic services \_ MEN WOMEN VAN AGED DISABLED Yy, 288
CICO transactions B

Roll out of DBTs and other JEEVIKA JEEVIKA
govt. initiatives BANK and CBOs

-

Service at Bank Sakhi CS}

-

Complicated processes and
discontinuation of services

Y Account Opening CHEQUE BANK CHEQUE
D D
Y Insurance = @ =
_ (== [ﬂ == e L
v Bill payments @ @ {é « EBE
v Cash for disbursement R R
v Passbook updates . <D @
_ Y Interactions and CX Y. : VILLAGE ORG-C:'E;UE BANKE' CLF
s | ~ J
Frequent technical challenges ﬁ’ﬂ '
Software [—]
Equipment -Tablet, POS, — |

MicroATM , Fingerprint scanner  ~opp g

and receipt PN
! e}
Delayed redressal \Doéoéj
Y Grievance redressal- via FAI\/I[I:-\'( and \
\_ Whatsapp ) COMMUNITY
! N sTaIaTe C ) aralh
‘ix?; a2
|l.| "_;;.‘!"1 L
Easy access to cash : % “’ﬁ“l ﬁfﬂ é@é@
. . PETROL BUNKS o
Weekly/Daily Deposits COCAL SHOPS Other BCs
Cash for disbursement i (MALE and FEMALE) HUSBAND IN-LAWS CHILDREN COMMUNITY
MFIs who deposit at CSP J Y Moral support Y Moral support but Y Participatedin | v Bank Sakhis save
. Y Technical support with the CSP operations money, time and
Y CSP Operations expectation of the Y Proud of their effort for them
____________________________________________________________________________________________ v Bank interactions housework not mothers Y Receive addl.
LEGEND Y Minimum involvement being financial advice
in household work compromised

%

Q)O@ SUPPORT(DINFORMATION @ MONEY @ DECISIONS | K

____________________________________________________________________________________________
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‘@] Bank Sakhisachieve
business viability, on

|
lA
\\

average,after 41

months of being In
business.

Average daily transactions of

Bank Sakhis are4 1 !

for those who have achieved

break-even is 73 .

Average monthly
commission earned by Bank

Sakhis isINR
3,962

70%Bank Sakhis are earning

enough commission to cover
their OPEX (Operational
Expenses)

~819p 2's

~60%

1-2yrs

TENURE

of Bank Sakhis who earn
enough monthly commission
to cover monthly OPEX

ll
A\

Profitability - Growth while
maintaining service levels

Income versus Expense(OPEX and
CAPEX)- meet Debt commitments

OPEX and Commission comparison- generate

sufficient income to meet operating payments

Bank Sakhisoffering services like account opening and passbook printing have higher transactions
(maybe higher footfall and recurring customers) and therefore earn higher commissions.

9 2 % Bank Sakhiswho

provide passbook printing and
a/c opening have earned more
Income (commission till date +
grants) than their Expenses
(CAPEX+OPEX) (Capital
Expenses + Operational
Expenses)

88% of Bank Sakhis who provide

passbook printing earned more Income
(commission till date + grants) than their
Expenses (CAPEX+OPEX). Only ~15% of
Bank Sakhis provide this service

currently

46% Bank Sakhis who provide

account opening have earned more
Income (commission till date + grants)
than their Expenses (CAPEX+OPEX) and
provide account opening

57% of the Bank Sakhis provide this
service currently

60% of other Female BCs surveyed are linked to Public Sector Banks. Data shows that BCdinked with
Public Sector Banks earn higher commissions than BCs working for Private SectorBanks.

o

11% Bank Sakhishave completely paid off their Jeevikaloan (an interest-free Rs 50,000 repayable in 50 installments). The rest, on average, have paid ofi~32% of Jeevika'sloan amount.



Performance of Bank Sakhis by Bank and Tenure B @ B

Avg. monthly commission earned by Bank Sakhis across banks

%10,000.00 %9,489.98 B Canara Bank

B uBl
B FINO Payments Bank

%7,500.00 DBGB
B ICICI Bank
M IDFC
o _ 34,677.50
Average monthly commissions earned by Bank Sakhis ¥5,000.00
40%
22,571.88
%2,500.00 32,090.76 21,947.06
21,333.89
30%
20.00

20%

Average Monthly Commission Earned by BS

[ 1-2 Years Tenure | 2+ years Tenure

%8,000.00

10% ¥6,978.49
36,042.84

%6,000.00

0% %4,709.56
INR <=1,000  INR 1,001- 2,500 INR 2,501- 5,000 INR 5,001- 10,000  INR 10,001- INR 15,001-
15,000 25,000
34,000.00

X2,000.00

X0.00

NRETP NRLM BTDP




Comparison- Bank SakhisVs Male BCs

Male BCs make more than double the number of transactions compared to Bank Sakhis Male BCs earn 4x the amount and Female BCs 2x that of BankSakhis. Possible reasons could
while they put in similar work hours. This could be a consequence of several reasons: be:

Y Their location - prime locations with heavy customer footfall Y Bank Sakhisare expected to balance their household responsibilities alongside running

Y They are not juggling home and work responsibilities simultaneously their CSPs, taking away from the actual time spent on transactions.

Y Have more services available, becoming a onestop shop for customers Y BCs provide passbook printing and account opening, which earn higher commissions.

Y Provide more doorstep services, which take longer

Average no of hours worked per

day
Bank Sakhi: Male BC:
9.08 hours 9.33 hours



