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5ŜƭƛǾŜǊȅ ǎȅǎǘŜƳǎΥ  ¢ƘŜ άƘƻǿέ ǘƘŀǘ ƎƻŜǎ ǿƛǘƘ άǿƘŀǘέ 

o Countriesoffer a rangeof risk managementpoliciesand programsto help households
manageshocksto livelihoods,reducepovertyand improveequity. Theseoccuracross
the life cycleof individuals. (TheάǿƘŀǘέύ

o Delivery systemsare the processesand methods by which programs are actually
implemented. Theycut acrossthe typesof programs. (Theάhowsέύ

Social 
Safety Nets

Labor/Skills Jobs Pensions &
Social

Insurance

Delivery Systems and Implementation 



Given diverse needs, 
many countries offer  

many social protection 
benefits& services
to various groups 
along the life cycle

Cash Transfers (CCTs or UCTs) In-Work 
Benefits

Social 
Pensions

Unemployment
Benefits

Birth, Child Allowances

Scholarships

Disability 
Benefits

Food 
Stamps

Nutrition 
Supplements

Maternity
Benefits

Survivor & 
Death 

Benefits

Sickness & Injury
Benefits 

School Feeding, 
Supplies, Transport

Contributory 
Pensions

Emergency 
Assistance

Care-Giver
Allowance

Wage Subsidies

Housing & 
Utility 

Subsidies

Family 
Services

Employment Services to help people find jobs

Parenting Services

ECD & 
Nutrition

Child Care Services

Services for 
At-Risk Youth

Child Protective Services Social & Long-Term 
Care Services

Active
Aging 

Services

ALMPs to help people improve employability, skills

Emergency 
Services

Legal services

Social Work Services: Information & awareness; Assessment & referrals; Counseling & mediation

Health Benefits

Disability 
Services

Public Works

Financial & 
Productive
Inclusion 
Services

Transport Subsidies

4



All Benefits and Services Have a Similar Delivery Chain
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Recurring 
Cycle

Provide

7

Monitor &
Manage
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EnrollAssess
Potential Demand



All Benefits and Services Have a Similar Delivery Chain
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Periodic Re-Assessment

Recurring 
Cycle

Provide

7

Monitor &
Manage

98

Enroll

654

Assess
Potential Demand

321
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People & Institutions 
interact all along the 

delivery chain.

Communications, Information Systems, and Technology
can all serve as enablers to help intermediate among them.

Interface



Recurring 
Cycle

Provide

7

Monitor &
Manage

98

Enroll

654

Assess
Potential Demand
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The Challenge of 
Fragmentation
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Grievance 
Redress

Whole-of-Government Interoperability & Data Protection Framework

Social Registry 
Platform

Beneficiary Operations Management System

Beneficiary 

Management

Compliance 
Monitoring

Foundational 
ID Platform

Payments 
Platform

Foundational Technology Platforms for Social Protection and Beyond

Grievance 
Redress 

Data Analytics 
Platform

Recurring 
Cycle

Provide

7

Monitor &
Manage

98

Enroll

654

Assess
Potential Demand

321

Registration & 
Assessment system 

Operations 
Management 

& Process 
Automation 

underpinning 
Delivery of SP 

benefits/ 
services

GIS 
Platform

Civil 
Registry

Information systems 
as enabling factors

all along the 
delivery chain
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Clarity of Institutional Roles & Sequencing of Steps
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1. Go to ESO 
to register 

as 
unemployed

4. Provide 
application 

form, checklist, 
information on 

UA process

5. Fill out 
application, gather 
docs, go to SSO to 
submit application

6a. Receive client check 
application package, 
schedule interview, 

create client account

Outreach Intake & Registration

7. Go to SSO for 
interview on 

scheduled date

8. Conduct 
interview, 

obtain consent 
form, explain 

next steps

13. Receive 
notification; if 

approved go to ESO

14. Client onboarding: 
Jobseeker profile, 

Individual Action Plan 
and Jobseeker 

Logbook.

Assessment of N&C Enrollment

12. Receives aƻ{!Ωǎ
decisions, sends 
notifications to 

applicants

10. UNISO verifies client data, 
and automatically checks 

eligibility and computes benefits 
for UA and other benefits

11. 
Enrollment 
Decision

2. Review 
documents, 

certify 
UWOI 

declaration

9. Assess client 
profile;

submit profile 
to MoSAvia 

UNISO

3. Go to 
SSO to pick 

up UA 
application

6b. Enter data into 
UNISO, scan documents, 
cross-check information
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15. Start job 
search, record 

efforts in 
Jobseeker 
Logbook

Monitoring Benefit Provision

17. Check client 
information, verify 
compliance in job-
search logbook; 
submit reviewed 
benefit claim to 

MoSA

16. File 1st

benefit 
claim at 

SSO

19. 
Receives 

1st

Payment

21a. Monthly service 
appointment with 
client: provide Job 
Search Assistance, 

referrals

MonitoringService Provision Benefit Provision

26. Receives 2nd

Payment, continues 
job search activities 

& recording in 
logbook

18. Reviews benefit claims, 
authorizes payment and sends 

payment order to post office (not 
shown), which then sends the 

check to clients in the mail
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20. 
Continue 

job search, 
Go to ESO

Repeat
20-26

24. Check client 
information, verify 
compliance in job-
search logbook; 
submit reviewed 
benefit claim to 

MoSA

25. Reviews benefit claims, 
authorizes payment and sends 

payment order to post office (not 
shown), which then sends the 

check to clients in the mail

23. File 2nd

benefit 
claim at 

SSO

22. Record 
service visit 
in Jobseeker 

logbook
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Scenario 1: Katia's Experience Applying for UA Benefits with Job Search Requirements
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Frustrated with
bureaucracy;
Humiliated

Distraught

Submit
Application

Discouraged by process; 
worried about using up 

savings to pay bills

Interview
Go to

ESO, SSO

Job
Loss

4 + 3 hours
$4 bus fare

2 visits

18 hours
$16 bus fare

$10 notary fees
4 trips

Learn
about UA
through
friends

Take bus to ESO,
Walk to SSO;

Long lines
at both offices.

Go back to
employer &

many agencies 
(twice) + 
Notary to 

gather docs

Go back
to SSO

to submit 
Application

Go back
to SSO 

for interview

Hopefully the 
benefits will
arrive soon

3 hours
Long walk

1 visit

6 hours
Long walk

1 visit

MP$ MP$

MP$ = Missed Paycheck

Worried about delays,
missed notification, & paying bills;

still no job leads despite efforts

Approval!

Still hopeful, but 
worried about 

paying bills;
Only a few leads
for job search

File Claim

Frustrated:
Check still
ƘŀǎƴΩǘ ŀǊǊƛǾŜŘ
miss paying
some bills

Benefit
check

arrives!

Relieved!

WƻǳǊƴŜȅ aŀǇǇƛƴƎ ¢ƻƻƭǎΥ !ƴŀƛǎΩ 9ȄǇŜǊƛŜƴŎŜ ŀǇǇƭȅƛƴƎ ŦƻǊ ¦! .ŜƴŜŦƛǘǎ ǿƛǘƘ Wƻō {ŜŀǊŎƘ /ƻƴŘƛǘƛƻƴǎ

Hopeful

Job Search

Record job 
search activities 

in logbook

Missed
Notification?

Onboarding 
@ EFO

Go back to SSO twice 
to inquire about status 

of her application. 
Missed notification?
{ŜŀǊŎƘ ŦƻǊ ŀ ƧƻōΧ

Relieved!

3+3 hours
Long walk

2 visits

4 + 3 hours
$4 bus fare

2 visits

Go to ESO,
Create Jobseeker profile

on self-service kiosk;
Print Jobseeker number;

Pickup Jobseeker Logbook

Go back
to SSO
to file 

Benefit Claim

Receive
Approval

Notification
By Mail Receive

Benefit Check
By Mail;
Continue
Wƻō ǎŜŀǊŎƘΧ

3+3 hours
Long walk

2 visits

63 days after 
ƭƻǎƛƴƎ ƧƻōΧ

Job Search Job Search
Gather docs



{ǘǊǳŎǘǳǊŜ ƻŦ ǘƘŜ ά{ƻǳǊŎŜōƻƻƪέ
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Chapter 1:Introduction

Chapter 2: Overview of the social protection delivery systems framework, including delivery chain, actors (clients, institutions, interface)  
and enabling factors (communications, information systems and technology)

Chapter 9: Measuring, Monitoring & Evaluating the Performance of SP Delivery Systems

Chapter 10: Conclusions and Future Directions in Delivery Systems

Glossary of Terms

Chapter 3

Chapter 4 Chapter 5
Chapter 6 - Benefits
Chapter 7 - Services

Chapter 8
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Mainstreaming Groups & Programs Across the Sourcebook
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Demographic Groups:
e.g., Children, Elderly

Categorical Programs:
e.g., Child Allowances, Social Pensions

Socio-Economic Groups:
e.g., Poor, Low-Income

Programs Targeted by Socio-Economic Status:
e.g., UCTs, CCTs, public works, labor benefits, social 
services, health insurance subsidies, needs-based 

scholarships, housing & utility benefits, etc.

Disabled Persons:
Moderate vs Severe; Short-Term vs Long-Term

Benefits & Services for the Disabled:
e.g., Disability Insurance & Assistance; 

Social-Care Services

Individuals Classified by Labor-Force Status:
e.g., Unemployed, Job-Seekers

Labor Benefits & Services:
e.g., Unemployment Insurance & Assistance, 

Employment Services, ALMPs, activation packages

Individuals Facing Social Risks:
e.g., Children, Youth, Adults, Elderly

Social Services:
e.g., Social Work Services (information & awareness; 

assessment & referrals; counseling & mediation);
Social Care Services (home, community, institutional); 

Specialized Preventative Services

Integrated Approaches:
e.g., Population groups with multiple constraints

Integrated Approaches for Programs:
e.g., Programs with multiple eligibility criteria; multiple 

programs using common delivery platforms



Chapter 1:Outreach
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Outreach is crucial for promoting inclusion, 
awareness, and understanding

15

1

Outreach

ωOutreach officers

ωOn-demand

ωMobile teams
Direct Outreach

ωPeer-to-peer outreach and mentoring

ωRely on local capacities for disseminating info, connecting people

Community-Based 
Outreach

ωPersonal referrals from other professionals or programs

ωDisseminate info via other services (schools, clinics, etc.)

ωInfo via other organizations ςe.g., foundations, employer or trade 
organizations, community organizations

Outreach via 
Intermediaries

ωPrinted media

ωMass media

ωOnline, websites
Indirect Outreach

Avoid Access Barriers:



.ǊŀȊƛƭΩǎ BuscaActivaςExample of
Proactive Outreach Strategy

ÅConcerns about missing extremely poor HHs: indigenous 
groups, disabled, those living in remote areas, homeless / 
street populations, etc.

ÅActive search process included door-to-door visits by 
social workers, mobile social assistance vans and boats, 
partnerships with local governments and civil society 
organizations to promote referrals

ÅResult was registering additional 1+ million families that 
had previously been excluded ςthereby facilitating their 
access to numerous social programs including Bolsa 
Familia

16
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Community-.ŀǎŜŘ hǳǘǊŜŀŎƘ ƛƴ tŀƪƛǎǘŀƴΩǎ .L{t

ÅCommunications Assessment: Media Habits of 
Target Population
Å96% illiterate

ÅPrimarily word of mouth; >50% had phone

ÅNot much use of radio or recall of communications 
materials

ÅCommunity-Based Communication Strategy:
ÅParticipatory, informal communications channels

ÅLocal leadership & BISP Committees

ÅMother leaders from each community serving on 
union councils

17
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Outreach



Chapter 4: Registering & Assessing Intended Population
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Assess
Potential Demand
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2 Distinct Operating Models
with Implications all Along the Delivery Chain

On-Demand Approach

At any time
(own timing)

Own initiative

Administrator-Driven Approach

Groups or Cohorts of HHs

Primarily used for programs targeted to 
households according to Socio-Economic Status
(and often with relativerankings) 

Å Can be used for Covariate Shocks (and could do 
additional data collection and/or more frequent 
updates in shock-prone areas) 

Å But not compatible as a response-mechanism for 
idiosyncratic shocks (or changes in HH conditions)

¶Requires permanent and extensive network for client interface 

(physical, mobile, or digital) - challenging

¶Requires continuous administrative budget + flexibility in design 

& implementation

Administrative Aspects: 

Used with all types
of SP Programs &
Intended Populations
(Target Groups)

Programs & Groups: 

Can be used for both Covariate Shocks 
& Idiosyncratic shocks or changes in 
conditions of specific HHs/individuals

Circumstances & Shocks: 

Circumstances & Shocks: 

Programs & Groups: 

¶Can be useful in countries with low administrative capacity or 

confidence, difficult outreach, asymmetric information

¶Temporarily requires large numbers of mobile teams, vehicles, other 

inputs for mass registration waves

¶Requires large & lumpy administrative budget for registration waves

Administrative Aspects: 

2



Assess
Potential 
Eligibility

ProvideEnroll
Integrated

Social Registry

Enroll

Enroll

Many countries 
use

Integrated Social 
Registries

as a common 
registration & 

eligibility 
άƎŀǘŜǿŀȅέ

for numerous
social programs

20

1 2 3

See our recent social registries study:
Leite et. al. (2017).

Manage

Provide Manage

Provide Manage



Cash Transfers

Social Pension 
& other 

allowances

Labor & 
Employment

Social 
Services

Emergency 
Assistance

In-Kind 
Programs

Housing 
Benefits

Energy & 
Other 

Subsidies

Education & 
Training

Health 
Benefits

Productive 
Inclusion

Legal Services

All countries
In sample

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

Chile, China, 
Colombia, 
DR, Djibouti, 
Georgia, 
Mali, Pakistan, 
Philippines, 
Turkey, Senegal

Chile, China, Colombia, 
DR, Djibouti, Georgia, 
Mali, Pakistan, 
Philippines, 
Turkey, Senegal

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

Brazil, Chile, Georgia, Indonesia, 
Mexico, Pakistan, Philippines, Turkey

Brazil, Chile, China, Colombia,  Djibouti, Mauritius
Pakistan, Philippines,  Turkey

Brazil, Chile, DR, Georgia, 
Indonesia, Macedonia, Turkey

Brazil, Chile, China, 
DR, Georgia, 

Indonesia, 
Philippines, Turkey

Chile, China,
Colombia, 
Philippines, 
Sierra Leone, 
Turkey

Brazil, Chile, Colombia, 
Georgia, Mauritius,
Mexico, Pakistan, 
Philippines, 
Sierra Leone

Chile, Georgia

Integrated
Social 

Registries 
can serve 

as 
Integrated 
Platforms 
for Social 
Protection 
& Beyond

21

Integrated 
Social

Registry

See our recent social registries study:
Leite et. al. (2017).



Chapter 5: Who gets in & Who gets what? 

22

Enroll
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Tensions between inclusion goals & limited budget constraints

Intended 
Population

Outreach1
Intake & 
Registration

2

Registrants

Registered 
population 

that is 
assessed for 

needs & 
conditions

Eligible 
Population

Enrolled Eligible 
Applicants

(in)

Non-enrolled 
Eligible Applicants

(waitlist)

Non-Eligible Applicants
(out)

Assessment 
of Needs & 
Conditions

3
Eligibility & 

Enrollment Decisions
4

Content of information
+ info from interoperability,
CBT methods; + Issue of  
registration targets/quotas 

Tools and algorithms
for profiling classifications

Profiles from assessment + Program eligibility criteria +
+ Other factors for prioritizing enrollment (e.g., program capacity,  
budget space, first-come-first served, rationing, etc.)

Some people
may be
referred
to other 
programs

Enrolled
Beneficiaries

7

8

Decide on B/S
Package;
Notification &
On-boarding

5

6
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Absolute & Relative Thresholds for Eligibility

150

100

HH1

100

HH3

Absolute Thresholds Relative Thresholds

Region 1

Region 2

160

HH4

10%

10%

160

HH6

90
(not registered
in initial wave)

HH5

90
(situation worsens)

HH4

?

?

160

HH2

90
(situation worsens)

HH2

?

4

Axis = 
Welfare Measure

($ or score)

Axis = 
Ranking of 
households

from poorest 
to richest
for each
region

Zero income

Poorest 
Household
Region 1

Poorest 
Household
Region 2

Richest 
Household
Region 1

Richest 
Household
Region 2



Tensions Between Design of Benefit Menus vs. Ease of Implementation
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Table 5.3τImplementation Considerations of Various Benefit Structures (See Appendix 5.1 for Examples)

Benefit Structure 

Ease of Implementation:
Scale of 1 (simple) to 5 (complex)

INFORMATION FOR 

BENFITS 

CALCULATIONS

NOTIFICATION & 
BENEFICIARY 

UNDERSTANDING

PAYMENTS PROCESSING, 
DENOMINATION ISSUE

MONITORING, UPDATES, GRM

1. FLAT BENEFITS 1 1 1 (especially if even denomination) 1

2. VARIABLE BY HH SIZE, COMPOSITOIN 3 2 2 2

3. VARIABLE BY SOCIO-ECONOMIC 
GROUP

3 3 3 3

4. VARIABLE BENEFITS 
DIFFERENTIATED BY INCOME LEVEL 
(e.g., GMI)

5 5 4 5

5. VARIABLE BENEFITS BY EARNINGS & 
CONTRIBUTION HISTORY (UI, DI)

4 5 4 5

6. VARIABLE BENEFITS BY DEGREE OF 
DISABILITY

3 3 2 3

5



Activation Benefit-Service Packages for the Unemployed

High

Low

Intake & 
Registration
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Far from LM + Complex Risks

Farther from LM

Closer to LM

Goals: Improve Employability / 
Address Complex Risks

Intensive Counseling/IAP
+ Social Assistance Benefit

+ ALMPs to enhance employability
+ Referrals to social services

Goals: Improve Employability
Counseling/IAP
+ UI/UA Benefit

+ ALMPs to enhance employability
+ Some Employment Services

Goals: Connect with Jobs
Possible IAP

+ short-term UI/UA Benefits
+ Employment Services, such as job 
search assistance, career counseling

Assign Benefit & Service Packages
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