
1A polycrisis unlike any we have seen in our lifetimes…
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Houenonvissi is a farmer and widow. 
She lives with her grandchildren in the south of the country.
During lockdown the vegetables she grew were left rotting. And she was running out of money. 
Like many others, as an informal farm worker, she was not covered by social protection.
But she had a mobile phone.  She was able to create a mobile money account and receive money.
More than half of households in Togo live below the poverty line. Households with a single adult female tend to be among the poorest. 
Togo’s challenge was how to find the poorest people who needed help.
Houenonvissi was among the 920,000 beneficiaries of Novissi program which means solidarity in the Ewe language.
The emergency cash allowed her to switch her main source of income to palm kernels with a longer shelf life.
She was also able to raise goats and save some money in case of future shocks. 





• Ending extreme poverty by 2030 (SDG #1) 
requires bold action.
0  Around 8.4 percent of the world’s population (670 

million people) still live in extreme poverty.

2

0  Despite expansion of SP during COVID-19, 4 billion 
people remain unprotected.

• Today’s global challenges have far-reaching 
consequences that jeopardize human capital gains 
and reverse poverty declines, with implications for 
productivity and economic growth.

• Harnessing technology, data, and innovations offers a 
unique opportunity to rapidly scale up and coordinate 
the delivery of SP in times of need and over the lifecycle.

Our present times are defined by 
long-term global challenges

Figure Source: Lindert and Karippacheril, SP Delivery Systems (2017)
Adapted for the Playbook on Dynamic Inclusion and Interoperability (Forthcoming 2024)

A PERFECT STORM…FRAGMENTATION OF SOCIAL PROGRAMS
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Houevnonvisi is not along in her story.
Around 8.4 percent of the world’s population still live in extreme poverty. 
Despite the expansion of covid-19 during the pandemic, 4 billion people remain unprotected.
Ending extreme poverty by 2030 – which is 6 years away, requires bold action and innovation.
Today’s global challenges have far reaching consequences. They jeopardize human capital gains, and reverse poverty declines, with implications for productivity and economic growth.
As we all know, the poor face multiple constraints – which also reflect the multi-dimensional facets of poverty
Low earnings
Limited assets
Low human capital
Remoteness, shocks, crime and violence
Family challenges
And Personal Challenges
It culminates in a perfect storm –the fragmentation of social programs.










THE CHALLENGE OF COORDINATION

Source: World Bank (2020) Sourcebook on Foundations of SP Delivery Systems

Complexity of 
delivering 
multiple 
fragmented 
social programs
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Given people’s diverse needs, many countries offer various social benefits & services to various groups along the life cycle of human development.
From families to pregnancy and early childhood development, youth, active age adults, disabled and elderly, social programs offer cash transfers, food assistance, housing subsidies, maternity benefits, nutrition supplements, child birth allowances, child care services, scholarships, school feeding, transport, work benefits, unemployment, injury, disability, social pensions, active aging, legal services, psychosocial support, among others.
As you can see, the delivery of social programs is a cross-cutting subject offered by different ministries and agencies across government. It’s never one single ministry that offers these services or benefits to individuals and families.
The challenge of coordination and the complexity of delivering multiple fragmented social programs, including education, health and social protection, through a whole-of-government framework is a core challenge for human development.

Fragmentation can be frustrating, costly, and inefficient…for people, program administrators, and policy makers.




DELIVERY CHAIN

Provide

Manage

Assess

Enroll

Delivery systems constitute the operating environment 
for implementing social protection benefits and services

Key actors (People and Institutions) intermediating along 
the delivery chain— facilitated by technology, data, and 
communications among other factors.

The core implementation phases along the 
delivery chain are:

• ASSESS: outreach, intake and registration, and 
assessment of needs & conditions

• ENROLL: eligibility determination, enrollment 
and benefit-service package decisions, and 
onboarding

• PROVIDE: payments of benefits and provision of 
services

• MANAGE: beneficiary operations management 
including their compliance, data updates, 
grievances, exits, and case outcomes

The Social Protection Delivery 
Systems Framework illustrates 
how people and institutions 
interact through the delivery 
chain.

These interactions 
are facilitated by 
technology and data.

Source: Sourcebook on the Foundations of 
Social Protection Delivery Systems (2020)
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But despite the differences, there are many commonalities in the delivery of these programs. 
Take any program – a cash transfer, which could be low touch, and a youth counselling program, which could be high touch, all programs require some kind of outreach, intake and registration, assessment of needs and conditions, eligibility and enrollment decisions, determination of benefits and services, notification, provision of benefits and services, beneficiaries compliance, updating and grievances, exit decisions, notifications, and case outcomes. 
The delivery chain processes intermediate between people on the one hand, and institutions or service providers on the other hand. These interactions are facilitated by technology and data. 
We call this common framework a delivery systems framework, and it constitutes the operating environment for implementing social benefits and services. 



Social protection delivery systems are a means to an end and not the end in itself

• Social protection delivery systems and 
digital infrastructure cannot operate in a 
policy vacuum.

• National policies set the strategic 
medium- and long-term goals of social 
protection programs.

• Social protection policy frameworks 
underpin the institutional architecture of 
social protection programs and their 
enabling delivery systems.

• Programs define the eligibility criteria, 
coverage targets and the interventions to 
be delivered.

• Delivery systems are enabling 
instruments to reach those policy 
objectives.

SOCIAL PROTECTION INSTITUTIONAL ARCHITECTURE
Functional allocation: who does what to achieve the strategic policy objectives?

SOCIAL PROTECTION NATIONAL POLICY
What are the strategic objectives? E.g., establishing a consumption floor, human capital formation, labor market insertion, resilience to shocks

SOCIAL PROTECTION DIAGNOSTIC
What are the main binding constraints hindering development? How are poverty and vulnerability defined and measured?

ASSESS ENROLL PROVIDE MANAGE

DELIVER

fID dynamic Social Registry BOMS Payments IBR GRM

PROGRAM A (Productive Cash Transfers)

Objective
minimum consumption floor

Intervention
monetary transfer + trainings

Eligibility criteria
consumption threshold + rural

Prioritization data requirements
consumption proxies + location

PROGRAM B  (Universal Healthcare)

Objective
improve health outcomes

Intervention
provision of subsidized health care services

Eligibility criteria
informal workers

Prioritization data requirements
employment status

PROGRAM C  (Scholarships)

Objective
educational attainment

Intervention
scholarships

Eligibility criteria
students

Prioritization data requirements
school assistance + age

MANDATES

INFORMS

ESTABLISHES

POLICY

PROGRAMS

DELIVERY SYSTEMS
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Source: Playbook on Dynamic Inclusion and Interoperability (Forthcoming 2024)

DIGITAL SOCIAL PROTECTION DELIVERY SYSTEMS
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However, social protection delivery systems are a means to an end and not the end in itself.
As such it is important to keep in mind the bigger picture.
National social protection policies are crucial to define medium and long term goals. For instance, a country might decide to establish a certain consumption floor, or to foster human capital formation, or to generate resilience to shocks. Based on these national policies, an institutional architecture is defined that creates the mandates for  programs.
Within the program level, individual programs will work towards the objectives previously defined. To do so they define specific eligibility criteria, coverage targets and the actual interventions to be delivered to reach those objectives.
So for instance, you could have a program that focuses on productive cash transfers with eligibility criteria based on a consumption threshold, or a program on universal healthcare for informal workers and so on.
Delivery systems are the enabling instruments to reach those policy objectives.
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ENROLL PROVIDE MANAGEASSESS

BENEFICIARY 
OPERATIONS 

MANAGEMENT 
SYSTEMS

PROGRAM 
INVENTORIES

DYNAMIC SOCIAL 
REGISTRY

UNIQUE 
IDENTIFIERS

MULTI-PROGRAM 
MULTI-PROVIDER 

PAYMENTS

DATA  
ANALYTICS

INTEGRATED 
BENEFICIARY REGISTRY

GRIEVANCE REDRESS 
MECHANISM PLATFORM

CASE 
MANAGEMENT

GEOGRAPHIC 
INFORMATION 

SYSTEM
GIS

CIVIL
REGISTRATI
ON AND
VITAL 
STATISTICS
Establish a 
person’s 
existence and 
record vital 
events

CRVS

Health

Disability

Humanitarian

Cash 
Transfers

Education

Civil Registry Geographic Information 
Systems

Financial / Banking Telecommunications Education Health Social Insurance

Land / Property Utilities Vehicles Taxes Farmer’s Registry Satellite Imagery Weather

Road Density

Disability Registry

DATA PROTECTION 
AND PRIVACY LAYER

CM
GRM

DATA 
EXCHANGE

Social 
Insurance

DATA 
EXCHANGE

Unique gateway 
to apply to one or 

more programs on-
demand

Dynamic data 
intake from 

multiple sources

Continuous data 
updates through 

interoperability 
and self-updating 

functionalities

Assess the needs 
and conditions of

applicants

Reach people in 
need of support 
and quickly scale

up social 
assistance for 

shock-response

Intake 
biographic and 
biometric data 

of individuals

Determine the
unicity of 

individuals and 
authenticate

them

Beneficiary data management and grievance redress

Enrollment decisions and determination of benefit levels 
and/or service package

Payment administration and reconciliation

Compliance with conditionalities or accompanying measures

Program’s performance measurement and monitoring

Dynamically intake data on the benefits 
delivered to individuals and households

Assess coverage of social protection programs

Identify complementary or redundant benefit 
allocations

Enable governments to make 
payments to people and 
viceversa

Interoperate with other 
systems to ensure third 
parties' acceptance of digital 
transactions

Payment provision and 
reconciliation

Just as different 
gears in an engine 
must mesh 
perfectly to 
transfer power 
and make the
engine work, DSPDS
- components 
are calibrated to 
work together 
seamlessly, to 
ensure smooth
and uninterrupted 
information flow 
and enable ever-
improved SP.
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DSPDS
DIGITAL SOCIAL
PROTECTION
DELIVERY SYSTEMS

Source: Playbook on Dynamic Inclusion and 
Interoperability (Forthcoming 2024)
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Which brings me to the digital social protection delivery systems framing
Just as different gears in an engine must mesh perfectly to transfer power and make the engine work, DSPDS components are calibrated to work together seamlessly, to ensure smooth and uninterrupted flow of information to enable ever improved social program delivery.
As you can see there several components here.



Digital service window

Community Service Center

Mobile Teams/ 
Facilitators Agents

ASSISTED

SELF-SERVICE

DIRECT INTAKE

INDIRECT INTAKE
Home visits, census sweeps

Admin data sources

Non-traditional data sources

PLATFORM  
LAYERSLorem ipsum

PEOPLE

DAT

DATA

View and 
manage 

applicant 
data

Update 
data

Assess 
needs and 
conditions

Outreach 
and notify 
applicants

Manage 
access 
controls

Exchange data: 
Push to 

beneficiary 
systems/

pull from other 
systems

LAYER 1

FRONT OFFICE APPLICATIONS 
(PEOPLE)

LAYER 2

BACK OFFICE APPLICATIONS 
(ADMINISTRATION)

LAYER 3

BACK OFFICE APPLICATIONS 
(DATABASES)

• They provide a unique gateway for households, 
families, and individuals to apply to one or more 
programs on-demand, reducing the burden on 
applicants and programs

• They intake data dynamically from multiple 
sources facilitated by an interoperability 
framework with data security and privacy 
protocols based on people’s consent

• They ensure that the data of already registered 
households is kept up-to-date

• They can register new households that might 
have fallen into poverty during crises to quickly 
scale up shock-responsive programs

• By serving as a repository of a wide range of 
information, they allow administrators to 
dynamically assess applicants’ needs and 
conditions to determine potential eligibility 
based on program-specific criteria for more 
precise targeting

DYNAMIC SOCIAL 
REGISTRIES (dSR)

7Source: Playbook on Dynamic Inclusion and 
Interoperability (Forthcoming 2024)
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Lets take a quick look at dynamic social registries.
They provide a unique gateway for households, families, and individuals, to apply for one or more programs on-demand, reducing the burden on applicants.
Information is either directly collected (or “self-reported”) from the individuals or households during the Intake & Registration phase.  There are two broad methods for collecting self-reported information:
                   - En Masse Registration, which is usually carried out by teams of interviewers who go door-to-door on site. These are often called “census-sweeps” as they seek to gather information on everyone living in a particular geographic zone, or “all rural areas” or even an entire country.
                   - On Demand, whereby individuals and households go to local offices to fill out an application form or participate in an interview – or complete the application online through self-help service windows.  

We observe diverse arrangements for carrying out en Masse Registration and On-Demand.
There are important advantages and disadvantages of on-demand systems:
On-demand supports more dynamic, permanent systems that can facilitate people to apply for benefits and services at any time; lower errors of inclusion and exclusion – provided that outreach is carried out to inform and bring in marginalized groups, with higher degrees of self-selection OUT of the system by wealthier segments of the population who don’t apply because they are unlikely to need or benefit from the programs anyway. .
They do require a large network to interface with people throughout the country (and not all countries can count on that capacity), and that they can miss the poor and vulnerable if they are uninformed, although active outreach can counter that risk.

Through dynamic social registries, anyone can register or update their information at any time (with no a priori guarantee of eligibility for specific benefits)
The window for registration is open and continuous, ideally with simple “user-friendly” intake, registration, and updating procedures (importance of human-centered design)
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Now let’s a look at how Togo was able to deliver benefits to Houenonvissi.
Togo used low-tech and a high-tech means to assess needs and conditions in a data poor environment.
The first step was low-tech: using data on uniqueness, employment, and location to assess applicants. 
The second step was high-tech. Togo harnessed the power of geospatial data, machine learning and artificial intelligence in partnership with the University of Berkeley, IPA, NASA Harvest, and NGO GiveDirectly.
Machine learning and artificial intelligence helped to create a poverty map with satellite imagery. It ranked 397 cantons from poorest to richest. 
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Anonymized mobile phone records of 5.8 million subscribers (managed entirely by academic researchers) helped to pinpoint the poorest households
They used a supervised machine learning model to estimate the daily consumption (as a proxy for poverty) using ground truth phone surveys as training data.
This allowed Togo to create an acceptance shortlist of 750K individuals with an estimated daily consumption of $1.25 and below located in the 100-200 poorest cantons. 
Compared to other feasible alternatives during the crisis, the dynamic data-driven approach reduced exclusion and inclusion errors





DATA

Data

Processing

Ind.1 H1

Ind.2 H1

Ind.3 H1

Ind.4 H1

Ind.6 H2

Ind.7 H2

Ind.8 H2

UNI Biographics HIN HH Location
+Composition Health Education Labor Program A Program BWelfare Proxies

yit x1it  ... ...  xnit

Biographic 
Data Set

Benefit Management 
Data Set

Socioeconomic 
Data Set

Frequency: Lowest Frequency: Low Frequency: HighFrequency: Medium to high Frequency: Medium to high

DSPDS enables the interoperability of data from different sources into biographic, socioeconomic, 
and benefit management data sets to avoid redundancies and exploit complementarities.

Data sets group together 
different data fields and help to 
organize the data models of the 
DSPDS component systems.

Beyond the specific contents of 
the data sets, modularity and 
minimalism are key attributes
needed to dynamically update DSPDS.

BIOGRAPHIC DATA SETS: contain basic 
biographic attributes of each individual as 
well as an associated unique identifier. This 
data structure needs to be part of all 
systems underlying the DSPI as it is 
necessary for interoperability.

SOCIOECONOMIC DATA SETS: contain the fields required to 
assess the needs and conditions of households and to
determine eligibility according to eligibility criteria of programs. 
These dynamic data structures can be modular to facilitate data 
management, with core modules populated for all and 
complementary modules populated as needed.

BENEFIT MANAGEMENT DATA SETS: constitute
the basis for the beneficiary registries generated by 
BOMS and integrated by IBR to allocate
and keep track of benefits delivered, being 
transactional in nature (benefit amount, date 
and location of delivery, etc.)

The most commonly used data sets include:
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Source: Playbook on Dynamic Inclusion and 
Interoperability (Forthcoming 2024)
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Now lets back up to see what kinds of data sets need to be curated to assess needs and conditions.
First is biographic data and the unique identifiers that WURI is seeking to support in your countries
Next is the household data and composition
Then socioeconomic data, including welfare proxies, data on education, health, employment, housing, among others.
Finally the benefits management data set, collected by different social programs based on their priorities.
Think of these as a modular and minimal




DATA

Data

Processing

dSR can harness data from different sources to populate and keep their data sets up to date

Taxes

Social Security Contributions

Unemployment Insurance

Pensions

Health Insurance

Educational Status

Property Ownership

Vehicle Ownership

Disability

Farmer’s Registry

PROTOCOLS FOR: Updating information | Rectifying information | Complementary Information

Self-Reported Information

Family Composition

Housing Conditions

Education

Health

Occupation

Income

Cash Transfers

Subsidies

Scholarships

Income Support Programs

Social Housing

Social Services

Etc.

Call Detail Records

Satellite Imagery

Road Density

Weather

Population

Nightlights

Non-Traditional 
Data Administrative Data from BOMS

dSR and IBR

Dynamic Social Registry (with interoperability) Integrated Beneficiary Registry

Data from other 
Administrative Systems

• dSR can harness data directly 
or indirectly collected, such as, 
such as self-reported 
questionnaires, and 
administrative public and 
private records.

• The most salient trade- 
offs between directly or
indirectly collected data are 
the coverage, cost in time and 
resources to generate them, 
as well as the accuracy and 
degree of subjectivity 
embedded in them.

• Hybrid approaches, whereby 
directly and indirectly collected 
data are combined and 
complemented, can decrease 
the overall costs of keeping a 
dSR up-to-date and lead to a 
more accurate and fairer 
prioritization of policies.
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Source: Adapted for Playbook on Dynamic 
Inclusion and Interoperability (Forthcoming 2024)
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Dynamic social registries and indeed integrated beneficiary registries harness data collected directly or indirectly to decrease the overall cost of keeping data upto date and leading to a more precise and fair prioritization of policies to people in need.
That’s the golden mean



Unclear 
Processes

Stigma 

Complex application 
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Language barriers  

Systems interruptions
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Separate 
Processes 
Numerous 
Programs

“DIGNITY”

IS KEY TO 
INCLUSION

INCLUSION
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Source: World Bank (2020) Sourcebook on Foundations of SP Delivery Systems.
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Aside from the technology to collect data on demand, providing dignity to people, particularly to the poor, is key to inclusion.
In applying to social programs, dignity is often lost in the interface between people and government, in the complex application forms we present to people, the cumbersome processes, having to go over and again to different offices who turn you away. When you get online, the system is down. Long wait times in government offices. The stigma of applying for benefits, language barriers. Not everyone will speak French or English. They may speak Ewe, Fula, Sula, Hausa, among others.
In delivering human development programs more broadly, understanding people’s contexts and their journey is fundamental to their design. 




GOVERNANCE

Strategic 
Institutions

Operations

Administrative 
interface

People are the “First Mile” in Delivering Social Protection Programs
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…OFTEN THE 
WEAKEST LINK IN 
THE DELIVERY 
CHAIN

INCLUSION

Sourcebook on Foundations of SP Delivery Systems (2020)
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While the traditional focus on administrative efficiencies enables improvements on the back-end, it can become harder for people to navigate on the front-end without a complementary focus on human centered design. 
When the front-end interface is weak, people will suffer - because they are in need and they cannot express that need - inefficiencies, inclusion and exclusion errors will permeate the system, and even the best technically designed program will fail to meet its objectives. Moreover, such weaknesses and failures on the frontlines are highly visible and cause political economy issues. 
People’s interactions can be improved by human-centered design techniques, by continually understanding and meeting users’ needs. Journey maps offer a compact visualization of an end-to-end client experience through empathy with their perspective, which can be quite distinct from the administrative process perspective.
Journey maps, can expose real bottlenecks in processes, inefficiencies, non-value-added or unnecessary steps, delays (and their root causes), tensions between expectations, behaviors, and emotions  and realities. In this hypothetical example, Anais, a single mother felt distraught after the loss of her job in the aftermath of a crisis, frustrated with bureaucracy, humiliated, discouraged, worried, hopeful, and eventually relieved. In addition to the obvious pain points of having to go to multiple offices, the daunting process of gathering documents, she faced other hassles. 63 days passed from the day she lost her job to the day she received her first payment and in the interim, she missed two paychecks, and she and her family used up their savings without sufficient income. Although she faced many challenges in navigating the process, the Ministry achieved its performance indicators for each critical phase. On the positive side, Anais was able to apply on-demand and investments in interoperability reduced the number of documents required to apply to programs



GOVERNANCE

Strategic 
Institutions

Operations

Administrative 
interface

Figure Source: Novissi Togo: Harnessing AI for Shock-Responsive Social Protection (2023)

A “Human Centered Design” approach to prioritizing delivery to vulnerable people
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Now let’s switch back to Togo and see how they implemented the Novissi program.
As you can see, all of the administrative processes ran in the back end
At the front-end, Houenonvissi applied for assistance by dialling *855# and providing minimal data via USSD. To do so, she needed a unique identification number, to make sure that she is who she is, and not anyone else in cyberspace. Cest moi, as in Benin.
When a decision was made, after all the computations at the back end, she received a notification on the decision on her phone
And she received a payment through her mobile money account. 
During the pandemic, these processes were delivered in minutes and a few days, and was globally recognized as a made-in-Africa innovation in simplifying the delivery of benefits through digital social protection.
This was in 2020 and 2021.
In 2023, the World Bank approved $100 million in financing for the Novissi program to cover all extreme poor in the country by 2028, with a focus on women’s digital financial inclusion and savings.
Togo is rolling out the delivery of eIDs or fIDs to all people in Togo this year through WURI. But that fID is only the tip of the iceberg. The real value of the fID is when people can use the fID as a key to access services – both public and private. India delivered 1.3 billion unique digital IDs to people, and people use their digital IDs to perform 80 million authentications for service delivery every day. That, ladies and gentlemen is the real opportunity of WURI – using the FID to facilitate access to services.



DYNAMIC 
INCLUSION

DIGNITY

HUMAN 
CENTERED
DESIGN
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In closing, I would like to summarize with a few ideas. We need to reimagine the delivery of social protection in a fundamental way. 
The concept of dynamic Inclusion and dignity for people has become more important than ever for governments to be able to anticipate shocks and respond to an expanding crisis. 
Safety Nets need to be able to catch people when they fall. 
This can happen when:  we are utilizing technology, data, governance, and innovations to rapidly scale up safety nets in times of need.

When our systems are inclusive and engender dignity by being human centered, they put vulnerable people at the heart of the design and delivery of these programs and create trust between people and the state. 





RESOURCES
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Click here for 
download
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10 Things to Know
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https://hubs.worldbank.org/docs/imagebank/pages/docprofile.aspx?nodeid=27882264
http://www.worldbank.org/en/topic/socialprotection/publication/social-registries-for-social-assistance-and-beyond-a-guidance-note-and-assessment-tool
http://pubdocs.worldbank.org/en/711791511796627637/10-things-to-know-about-social-registries.pdf
http://pubdocs.worldbank.org/en/134891510940248421/FAQs-SR-ext.pdf


SOURCEBOOK ON 
THE FOUNDATIONS 
OF SP DELIVERY 
SYSTEMS (2020)

Available online at 
https://openknowledge.worldb
ank.org/handle/10986/34044

IN FRENCH & ENGLISH
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https://openknowledge.worldbank.org/handle/10986/34044
https://openknowledge.worldbank.org/handle/10986/34044


REVISITING 
TARGETING IN 
SOCIAL 
ASSISTANCE 
(2022)

Available online at 
https://openknowledge.worldbank.o
rg/handle/10986/37228
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https://openknowledge.worldbank.org/handle/10986/37228
https://openknowledge.worldbank.org/handle/10986/37228


THANK YOU!

Forthcoming May 9, 
2024: Playbook on 
Digital Social 
Protection Delivery 
Systems: Towards 
Dynamic Inclusion and 
Interoperability

Tina George Karippacheril, Luis Inaki Alberro Encinas, 
Ana Lucia Cardenas Martinez, Conrad Daly, Satyajit 
Suri. World Bank 
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