Single Window Services
for Social Protection

Summary of discussion during an international peer-to-peer learning workshop
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PREFACE
Over recent years a number of developing countries and
emerging economies in Africa, Asia and Latin America have
shown increasing interest in introducing single window services (SWS) for social protection programmes. Indeed, many
of them are already rolling out approaches nationwide or are
piloting SWS in selected regions. In many cases, bilateral and
multilateral development partners are being asked to support
these pilots and initiatives. At the same time, governments
are becoming increasingly keen to cooperate more closely
with other countries and share their experiences in establishing and developing SWS approaches.
To support the exchange of knowledge between countries
that are at different stages in implementing SWS for social
protection, the Global Alliances for Social Protection programme, financed by the German Federal Ministry for Economic Cooperation and Development (BMZ) and implemented
by the Deutsche Gesellschaft für Internationale Zusammenarbeit (GIZ) GmbH, hosted a peer-to-peer learning workshop
together with the Indonesian Ministry of Social Affairs (MoSA)
on 24–26 November 2015 in Yogyakarta, Indonesia.
The main objectives of the workshop were to facilitate the exchange of practical lessons learned among practitioners from
different countries and to encourage technical discussions on
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the challenges and solutions actually encountered in the field.
The workshop was targeted at policy-makers and practitioners from both central and local government who are responsible for designing and implementing SWS approaches in their
respective countries. Participants came from Brazil, Chile,
India (Karnataka State), Indonesia, Peru and South Africa (see
the list of participants in Annex 1)1. While some of these
countries already have mature SWS systems (Brazil, Chile and
South Africa), others are still in the initial stages of piloting
SWS (Indonesia and India) or are currently discussing SWS
approaches. For example, in Peru policy-makers are working
to ascertain whether SWS could be employed to improve the
country’s social protection system.
The session was specifically designed as a peer-to-peer
learning event in order to minimise lecture-style knowledge
transfer where technical experts ‘hand down’ their ideas to
participants. Instead, the participants – who are themselves
policy-makers and practitioners – were tasked with sharing
their own expertise and knowledge with each other. This
method is based on the assumption that policy-makers and
practitioners embarking on reforms can learn from their peers
who are also going through (or have experienced) similar
reforms (Andrews and Manning 2016). During the workshop
participants gained comprehensive insights into how SWS ap-

proaches have been or are being designed and implemented in
different countries. They were also able to get feedback from
their peers operating in other countries on how to improve
their own country’s models and overcome the challenges they
currently face. The resulting discussions were open and lively,
generating yet more ideas and fresh perspectives on the issues at hand (see the workshop’s full agenda in Annex 2).

making their participation possible and, in so doing, actively
supporting peer-to-peer learning in this field. We are especially grateful to the Ministry of Social Affairs of the Republic
of Indonesia and the Government of the District of Sragen for
co-hosting the peer-to-peer learning workshop and to the
Indonesian Ministry of National Development Planning (BAPPENAS) for their support in preparing and delivering the event.

This report is based on the outcomes of discussions held
during the workshop and has benefited from substantial input
and comment from the policy-makers and practitioners responsible for the SWS approaches discussed herein. Therefore
this report constitutes a peer produced knowledge product.
On the one hand, the report serves as a knowledge base to
stimulate further discussion on and to guide future knowledge-sharing activities between policy-makers and practitioners from different countries. On the other hand, workshop
participants can use this resource document to disseminate
the knowledge shared during the workshop within their organisations and with relevant parties in their country.

We are also very grateful for all the feedback, input and comments received from policy-makers and practitioners during
the final stages of producing this report.

The Global Alliances for Social Protection programme would
like to thank all the workshop participants for their preparations prior to and their active contributions during the workshop. We would also like to thank the host organisations for

The report has benefited enormously from the contributions
of Aretusa Ana da Silva Paula (Secretariat of Rio de Janeiro),
José Cisterna Sánchez, Cristóbal Eduardo Cornejo Muñoz and
Petra Albütz (FOSIS Chile), Chatrappady House Balaksrihna
(Department of Labour, Karnataka), Esawarappa Lakshmappa
(Department of Labour, Karnataka), Namerta Sharma and
Prashanth Hegde (IGSSP K India), Vivi Yulaswati (BAPPENAS
Indonesia), Carlos Rubén Calienes Villanueva (MIDIS Peru)
and Brenda Sibeko (DSD South Africa). We are indebted to the
Chilean Solidarity and Social Investment Fund (FOSIS) for its
invaluable support, which has involved translating the report
into Spanish.

1 In addition to the participants listed in Annex 1, also present at the workshop were representatives from several development agencies, including the
International Labour Organization (ILO), the World Bank and the Australian Department of Foreign Affairs and Trade (DFAT), and from various bilateral,
regional and sectoral programmes of German development cooperation.
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EXECUTIVE SUMMARY
Over recent years a number of developing countries and emerging economies have shown
increasing interest in introducing single window service (SWS) approaches for social protection
programmes. Indeed, many are already rolling out approaches nationwide or piloting SWS in
selected regions. At the same time, governments are becoming increasingly keen to cooperate
more closely with other countries and share their experiences of establishing and developing
SWS approaches.
To support the exchange of learning between countries that are at different stages in implementing SWS for social protection, the Global Alliances for Social Protection programme, financed
by the German Federal Ministry for Economic Cooperation and Development (BMZ) and implemented by the Deutsche Gesellschaft für Internationale Zusammenarbeit (GIZ) GmbH, hosted a
peer-to-peer learning workshop together with the Indonesian Ministry of Social Affairs (MoSA) on
24–26 November 2015 in Yogyakarta, Indonesia. The workshop was targeted at policy-makers
and practitioners from both the central and local government levels of a number of countries who
are responsible for designing and implementing SWS approaches (see the list of participants
in Annex 1).
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WHAT IS SWS FOR SOCIAL PROTECTION?
Single window services for social protection can be defined
as integrated social service delivery in the form of contact
points for (potential) beneficiaries of social protection programmes and other social services at the local level (e.g. the
community, municipal, sub-district or district levels). These
contact points, which provide clients with support on accessing different social protection schemes, offer a number of
services including:
• gathering information on existing programmes and
services that clients may be eligible for;
• assessing client eligibility;
• referring clients to service providers offering relevant
programmes and services;
• supporting clients with their application submissions
and following up on these applications with the service
provider(s) in question;
• verifying eligibility;
• helping clients to obtain the documents required for
enrolment (e.g. IDs, birth certificates, etc.);
• enrolling clients in programmes that they are eligible for;
• providing certain services on site (e.g. social worker
support, counselling sessions, etc.).
SWS approaches and the scope of services they offer vary
considerably from country to country. When comparing the
country cases included in this report, three models can be
observed (see Figure 2): (a) single referral points, which assess clients and refer them to the offices of service providers
without providing additional support, (b) single entry points,
which assess clients and verify their eligibility on behalf of
service providers and (c) one-stop shops (OSS), where service
providers and civil registration authorities are collocated in
a single office and where clients can be assessed, obtain
required documentation and enrol in schemes.
Typically, an SWS comprises a front office, which deals directly
with clients/beneficiaries, and a back office, which deals with
service providers, local authorities and government agencies
on behalf of clients (see Figure 1).

WHY SWS FOR SOCIAL PROTECTION?
SWS for social protection are usually implemented in developing countries and emerging economies to reduce the barriers
that make it difficult for poor, vulnerable and socially excluded
groups to access the programmes and services they are eligible
for (thus increasing demand-side benefits). SWS approaches
are also used to strengthen social protection systems through
the internal reorganisation of policies and programmes and,
in so doing, to shift towards more integrated and effective
social protection service delivery (thus increasing supply-side
benefits) (see Table 1).

WHAT LESSONS CAN BE DRAWN
FROM THE COUNTRY CASES DISCUSSED
IN THE WORKSHOP?

1. BRAZIL: THE CADASTRO ÚNICO AND REFERRAL
CENTRE FOR SOCIAL ASSISTANCE (CRAS)
Brazil operates a unified registry called the Cadastro Único,
which enables eligible citizens to access a wide range of
social protection programmes and services offered by diverse
ministries and government agencies. Households can register
with the Cadastro Único by visiting their municipal offices and
undertaking an assessment to define their eligibility for and
access to a range of social protection benefits. Those in need
can also approach their local Referral Centre for Social Assistance (CRAS) – a referral unit set up specifically to serve
communities in poor areas. Local administrations play a key
role in the realisation of this SWS model: while the Cadastro
Único scheme is steered by the Federal Government’s Ministry
of Social Development, it is the municipalities that are tasked
with implementing the registry on the ground and carrying
out its day-to-day operations. Performance-based payments
for municipalities that perform well and the use of contracts
to regulate cooperations between central government and the
municipalities are important elements of the model.
The SWS approach in Brazil provides other countries with
useful lessons on how vertical coordination (i.e. coordination
between different levels of government) in the field of social
protection can be improved and how the strengths of each
level of government can best be exploited.

2. CHILE: THE SEGURIDADES Y OPORTUNIDADES
(S&O) SUBSYSTEM
Chile operates a highly developed SWS model that makes it
possible to prioritise households living in extreme poverty
and provide them with a comprehensive package of benefits
and services under the aegis of the Seguridades y Oportunidades (S&O) subsystem, which is part of the social protection
system administered by the Ministry of Social Development
(MDS). Households access social protection programmes by
applying at their local municipal office to be included in the
Social Registry. Registration provides participating families
with access to the S&O programmes that they are eligible
for. In addition, S&O employs social workers in all participating
municipalities who help families develop a plan for improving
their living conditions, contact relevant state agencies, and
identify other relevant programmes and services and register
families with them.
Chile’s SWS approach provides other countries with useful
lessons on how social workers, as the main contact points
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BRAZIL

CHILE

for beneficiaries, can support beneficiary families using a
standardised methodology that helps them to better connect
to a structure of opportunities, as well as to better organise
and use their resources and capacities. Furthermore, Chile’s
approach is a good example of how human resources can be
used effectively and efficiently within SWS approaches by
involving both the central and local levels of government.

3. DISTRICT OF SRAGEN, INDONESIA:
THE INTEGRATED SERVICES UNIT FOR POVERTY
REDUCTION (UPT-PK) AND THE SELARAS PILOT
The Ministry of Social Affairs of Indonesia, host country of the
workshop, has piloted several SWS models in five districts.
While there is no standard approach for SWS in Indonesia
(partly due to the high degree of decentralisation in the country), the Integrated Services Unit for Poverty Reduction (UPT-PK)
model employed in the District of Sragen stands out as a particularly successful example. The UPT-PK (which has a coordination unit at the district level and branches at the sub-district
levels) operates a one-stop shop for the district government’s
social programmes that provides its clients with access to the
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full range of relevant services. In addition, it also serves as a
single referral point for national programmes, providing clients
with information and assessing their eligibility. In tandem with
the UPT-PK, Sragen’s district authority is also piloting the
National Integrated Services and Referral System for a Prosperous
Society (SELARAS), developed jointly by the Indonesian Planning Ministry and the Ministry of Social Affairs. The SELARAS
system assists national and local governments in identifying
the needs of poor and vulnerable people, connecting them to
the programmes most suited to their needs. For this, SELARAS combines data on different social programmes (provided by
both the central and local governments) with comprehensive
household and family data collected during household visits in a
single management information system (MIS).
The SWS approach in the District of Sragen and the SELARAS
pilot offer other countries useful lessons on the importance of
incorporating a state-of-the-art management information system
already in the early stages of the initiative in order to effectively implement its comprehensive business process. The data
generated by the system can then be used by central coordinating units, relevant programme managers, and administrators of
the national unified database for social protection programmes.

KARNATAKA STATE, INDIA

DISTRICT OF SRAGEN, INDONESIA

SOUTH AFRICA

4. KARNATAKA STATE, INDIA: SINGLE WINDOW
SERVICE CENTRES (SWSCS)

5. SOUTH AFRICA: THE INTEGRATED COMMUNITY
REGISTRATION OUTREACH PROGRAMME (ICROP)

The Government of Karnataka’s Department of Labour has
installed Single Window Service Centres (SWSCs) for social
protection in all of the state’s districts to simplify access
to social security for unorganised workers and to coordinate
awareness-raising activities for the schemes. The SWSCs are
embedded in the existing local government structure and utilise existing staff as facilitators who operate as contact points
for the beneficiaries. These facilitators help beneficiaries who
are eligible for one or more of the 13 prioritised social security schemes implemented by various departments. The pilot
phase of the SWSC scheme included an integrated monitoring
and evaluation (M&E) mechanism, which provided evidence of
the success of the SWS approach.

South Africa’s Integrated Community Registration Outreach Programme (ICROP) is an SWS model consisting of mobile units
that provide the different relevant authorities with a conduit
for reaching out to remote and vulnerable communities that
have previously been excluded from accessing social protection benefits. ICROP’s mobile units are customised vehicles
equipped with the information, resources and technology
required for the on-site processing of social assistance programme applications and for issuing certain civil registration
documents. They are staffed by officers from relevant agencies
and ministries.

The SWS approach in Karnataka provides other countries with
useful lessons on the importance of having a comprehensive M&E
system in place to measure impacts and effectiveness, particularly
during the pilot phase. This helps to improve how the approach is
implemented and, at the same time, provides evidence of its success, which can then be used to lobby for the scaling up of SWS.

South Africa’s SWS approach provides other countries with
useful lessons on how ministries and agencies can effectively work together across different sectors at the local and
national levels. Having a strong legal basis for intersectoral
cooperation facilitates outreach improvement initiatives like
the ICROP mobile one-stop shops that enable those living in
remote areas to register for social protection schemes.
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1. INTRODUCTION

2

Social protection schemes are often not fully utilised because many people lack sufficient
information about their entitlements and/or face geographical, cultural or economic obstacles
to accessing such schemes. Further obstacles include a lack of transparency with regard to the
roles and responsibilities of the various authorities involved, the failure of administrative units
to clearly define responsibilities, and the high level of fragmentation in social protection.
One way of addressing these challenges is the implementation of single window services (SWS)
for social protection. SWS in the context of social protection can be defined as the delivery of integrated social services by means of designated contact points for (potential) beneficiaries of social
protection programmes at the local level (district, municipality or village).
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SWS approaches address both the demand- and supply-side
challenges that social protection systems commonly face. The
most important demand- and supply-side benefits are listed
in Table 1 above.
Generally, in an SWS model the client or target beneficiary
approaches an SWS centre or location at the local level, or
is approached by SWS facilitators or enumerators, to gain
access to the services they are eligible for. Typically, an SWS
comprises the following:
• A front office that deals directly with clients/beneficiaries,
supporting their needs and providing relevant information,
making them aware of their eligibility, rights and responsibilities, and facilitating their contact with the institutions
responsible for the social protection programmes or services in question.
• A back office that deals with service providers, local authorities and government agencies on behalf of the client. The
back office facilitates coordination with service providers

and the authorities/government (by, for example, forwarding
documents, solving problems, assisting with verification, etc.),
and identifies and analyses problems and bottlenecks.
• Many SWS approaches incorporate some form of database
or management information system (MIS) to manage client
information.
The basic elements of SWS for social protection, as well as
the distribution of tasks between front and back offices are
outlined in Figure 1 next page.
SWS for social protection is more of a concept than a
specific model because SWS approaches vary considerably,
as evidenced by the diversity of the international examples
presented at the workshop (see section 2). SWS are shaped
by a number of (often country-specific) factors, including its
specific objective, available resources, political will, the social protection programmes covered, decentralised government
structures, its legal roles with respect to social protection,
and so on.

2 This section is mainly based on the results of the study Integrated Public Service Delivery for Social Protection: International Experiences with Single
Window Services (SWS), commissioned by GIZ (Ramkissoon 2016).

TABLE 1. DEMAND- AND SUPPLY-SIDE BENEFITS OF SWS FOR SOCIAL PROTECTION

DEMAND-SIDE BENEFITS

• Improved awareness of the programmes
and services available
• Improved information on eligibility criteria,
application procedures and benefits
• Improved access through the reduction
of both direct and indirect costs
• Reduced waiting times
• Support with asserting legal rights with
regard to programmes and services

SUPPLY-SIDE BENEFITS

• Reduction of administrative duplication
and the costs associated with outreach
and the registration of eligible parties
• Elimination of redundant elements
and costs through the reorganisation
and streamlining of functions
• Fostering of linkages and information
sharing rather than operating in an
isolated manner
• More efficient distribution of tasks

• Needs assessment and referrals to
complementary programmes and services
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FRONT OFFICE

BACK OFFICE
Interacting with service
providers and authorities
on the client‘s behalf
Pensions

SWS

Eligible
individuals/
households

Social assistance

Information

Assessment,
advice and
referrals

Assistance
with
application(s)

Social services
Local initiatives

Employment
programmes

Other services

SWS MIS

FIGURE 1. BASIC ELEMENTS OF SWS APPROACHES AND THEIR FRONT-AND BACK-OFFICE FUNCTIONS
(SOURCE: RAMKISSOON 2016)

When comparing the scope of services provided by SWS, the
following categories can be observed:

municipal level. Some approaches also include outreach
mechanisms for providing services at a more local level.4

• The single referral point provides the client with information on available schemes, assesses the client, and
refers them directly to service providers. In this approach,
it is the clients themselves who are ultimately responsible for registering for benefits. The single referral point
tends to be located at the community or village level.3

• In the one-stop-shop (OSS) approach, the authorities
responsible for verifying eligibility and client registration are grouped in a single location. In some cases,
actual services or benefits may also be provided on this
site. The OSS tends to be installed either at the municipal
or village level where it is simply collocated with the
local authorities, or at a much higher level where it is
part of comprehensive public service delivery reform
(involving, for example, the restructuring of the existing
government agencies and business processes responsible
for service provision, or special agreements between said
agencies to adjust the normal regulatory framework so
as to boost efficiency and streamline operations).5

• The single entry point reduces both the clients’ and the
service providers’ responsibilities by handling the application process for multiple (or single) programmes on
behalf of the client and by carrying out a number of core
functions, such as eligibility verification, for the service
provider. The single entry point tends to be located at the

12

One-stop shop

Single entry point

Single referral point
Information
awareness

Assessment

Referral

Application

Follow-up

Enrolment

Verification
and application
support

(Provision)

Application
processing
and enrolment

FIGURE 2. SWS APPROACHES CATEGORISED ACCORDING TO THE SCOPE OF SERVICES PROVIDED (SOURCE: AUTHOR’S OWN WORK, BASED ON RAMKISSOON 2016)

The scope of the different SWS approaches mentioned above
is outlined in Figure 2 above:
Based on these conceptual foundations, the remainder of this
report focuses on presenting the findings and outcomes of
the practical discussions held during the workshop, which
was hosted by GIZ’s Global Alliances for Social Protection
programme on 24–26 November 2015 in Yogyakarta, Indonesia. Section 2 outlines the country examples that were
presented and discussed in the workshop and includes the

principal lessons learned by and challenges for each participating country. Section 3 provides an overview of the main
challenges that arose when designing and implementing the
SWS approaches discussed in the workshop. The participating
countries also identified a number of topics requiring further
discussion and knowledge exchange, which may also be of
importance for other countries.

3 An example of this approach, the SELARAS pilot in Indonesia, can be found in 2.3.
4 Examples of this approach can be found in 2.1 (Brazil), 2.2 (Chile), 2.4 (Karnataka State, India) and 2.7 (Tajikistan).
5 Examples of this approach can be found in 2.3 (District of Sragen, Indonesia) and 2.6 (South Africa).
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2. A SPOTLIGHT
ON DIFFERENT
SINGLE WINDOW SERVICE
APPROACHES EMPLOYED
IN COUNTRIES AROUND
THE WORLD
This section provides an overview of the country examples presented in the workshop. Each country section outlines (a) the key features of each SWS approach described by country representatives, (b) the challenges each approach currently faces and (c) the lessons learned in the workshop
with regard to the further improvement and/or reform of the SWS approach in question.
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2.1. Brazil
A) KEY FEATURES OF THE EXISTING
SWS APPROACH 6
Over recent decades Brazil has developed a complex set of
social protection policies and schemes, with a particular
focus on cash transfer programmes for poor and vulnerable
people. The most popular is the Bolsa Família (Family Grant)
conditional cash transfer programme. However, there are
several other programmes (or programme components) targeting poor and vulnerable families. In this context, the Federal
Government of Brazil has, over the last few years, been rolling out a national SWS approach in all of the country’s 5,570
municipalities. The aim is to gain a better understanding of
the living conditions of poor and vulnerable households and
to provide them with a single entry point, called the Cadastro
Único, for accessing different social programmes.
The Cadastro Único (CU) para programas sociais (unified
registry for social programmes) is first and foremost a single
registry through which eligible citizens can register to be added to a beneficiary database. The database is managed by the
Caixa Econômica Federal (CEF), a public bank. Citizens register
themselves in person at the municipality’s service centre and,
in so doing, provide information on their living conditions.7 The
registration data that people provide are then cross-checked
against other databases (e.g. the social security and tax registry databases) and verified. Depending on their socio-economic
and socio-demographic status, citizens registered with the CU
can access a wide range of social programmes.
The CU is the Federal Government of Brazil’s main instrument for selecting poor and vulnerable families for inclusion
in national social programmes. Furthermore, federal states
and municipalities can also use the data to select beneficiaries for state and local government social programmes.
For example, the City Government of Rio de Janeiro used the

CU data to formulate the city’s 2010 Cartão Família Carioca
(family card for Rio residents) programme and, when the
programme got underway, to select its beneficiaries – namely
the city’s poorest and most vulnerable population. In this way,
synergies between national- and local-level social programmes can be more effectively exploited.
State and municipal administrations are not, however, just
using the CU database; they are also playing an active role in
its development. The Brazilian Federal Government’s Ministry
of Social Development (MDS) steers the CU initiative overall
and is, among others, responsible for training those operating the system (to do this, the Federal Government installs
qualified representatives at the state level who, in turn, put
qualified staff in place at the municipal level). Additionally,
the MDS is responsible for drawing up manuals, guidelines and minimum service standards (e.g. standards for the
physical infrastructure of municipal-level service centres, for
the number of staff working in the CU at the local level, etc.).
While municipalities are tasked with setting up and operating
the CUs, which includes registering citizens and regularly updating the data, it is central government that generally funds
them. Municipalities only receive their designated funds once
they have met the minimum standards required and are able
to prove that they are willing and able to properly implement
the CU. The better the municipality performs, the more it receives.8 All municipalities are required to sign a contract with
the Federal Government confirming that they will complete
the tasks set for them to ensure the smooth installation of
the CU. Where required, these contracts also commit municipalities to cofinancing the implementation of the CU.
Another very interesting aspect of the Brazilian model is the
implementation of the Centros de Referência da Assistência
Social (Referral Centres for Social Assistance – CRAS),9
which are public entities installed at the municipal level

6 Brazil was represented at the workshop by two participants from the City Government of Rio de Janeiro. As such, this section mainly reflects the
experiences and lessons learned by this municipality when implementing the national SWS approach.
7 The questionnaire for collecting the data is available in English at: http://wwp.org.br/en/publication/unified-registrys-registration-form/
8 To monitor how well the federal states and municipalities implement the CU and its main social assistance programme, Bolsa Família, the Índice de
Gestão Descentralizada (the Decentralised Management Index – IGD) was created. This index is used as the basis for calculating the budgets allocated to
each state and each municipality.
9 In addition to the CRAS, there are Centros de Referência Especializado de Assistência Social (Referral Centres for Specialised Social Assistance – CREAS).
While the CRAS mainly work with the beneficiaries of basic social assistance like Bolsa Familia, the CREAS focus on population groups that are
particularly excluded from society and are thus eligible for specialised social programmes. These groups include children, young people, the elderly,
and disabled people, as well as those experiencing other forms of exclusion such as homeless people, migrants, drug users, and abandoned elderly people.
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PROGRAMMES AND
SOCIAL SERVICES
Bolsa Família
Cortão Família carioca

CRAS */CREAS**

Minha Casa minha Vida

USERS
RECEPTION

REGYSTRY
MANAGER

SOCIAL
ASSISTANT

Tarifa social de
Energia Elétricia

Serviços de convivéncia
e fortalecimento
de vínculos-SCFV

Serviços de
Atendimento integral
a Família-PAIF

Other programmes

CADASTRO ÚNICO
(unified registry)

*CRAS: Centros de Referência da Assistência Social (Referral Centres for Social Assistance)
**CREAS: Centros de Referência Especializado de Assistência Social (Referral Centres for Specialised Social Assistance)

FIGURE 3. ORGANISATIONAL STRUCTURE OF BRAZIL’S SWS MODEL (SOURCE: POSTER PRESENTATION BY
THE CITY GOVERNMENT OF RIO DE JANEIRO IN YOGYAKARTA, INDONESIA, NOVEMBER 2015)

in highly vulnerable regions to coordinate support for poor
families. These centres provide (potential) beneficiaries of
social programmes with access to information on different
programmes and their respective eligibility criteria. CU staff
are located within the CRAS, which means citizens can also
register on site. Furthermore, the CRAS employs teams of social workers who provide integrated support and protection
services to poor and vulnerable families. In the city of Rio
de Janeiro, each CRAS employs 15 to 20 staff members (who
include social workers, psychologists, CU operators, Busca
Activa [active search] managers, etc.) and serves approxi-
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mately 200 families. To meet the needs of Rio’s 6.5 million or
so inhabitants, 92 centres would need to be set up. So far,
47 CRAS have been established. Figure 3 below outlines the
general elements of Brazil’s SWS approach.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
Although the CU model has proved very successful and has
been further developed and refined over recent years, the

Brazilian approach still faces the following challenges:

DATA COLLECTION AND UPDATING
As the system is based on self-registration (as opposed to
top-down approaches where government authorities seek to
register potential beneficiaries), it is to a certain extent vulnerable to excessive inclusion errors. This is due to the fact
that it is not usually in the interests of programme beneficiaries to report improvements in their living conditions that
have occurred since their initial registration, as they may no
longer be eligible for certain programmes.
Municipalities are responsible for regularly updating the data,
a process that is generally required every two years. This can
prove particularly challenging, especially in metropolitan areas where high numbers of locals are registered with the CU.
For this reason, families are asked to report socio-economic
changes themselves, and if they fail to report changes in a
timely fashion they face having their benefits stopped until
they do.
Furthermore, there are still hard-to-reach populations in
remote rural areas and favelas that, even now, the federal,
state and/or municipal governments have yet to reach. To
address this problem, the City Government of Rio de Janeiro
is now employing an active outreach approach called Busca
Activa (active search) to identify these families and get them
to sign up to the register (e.g. by helping them to source the
identification documents required to register with the CU).
Busca Activa is currently being rolled out across the country.

TRAINING AND QUALIFICATION
OF PROFESSIONAL STAFF
The adequate and effective training of staff at the local level
(i.e. CU teams and social workers) is a particularly challenging issue, as a high level of staff churn often makes
training inefficient. Recently, municipal governments of larger
metropolitan areas like Rio de Janeiro have sought Federal
Government permission to develop their own training measu-

res (instead of having to use those provided by state authorities, as required in the CU guidelines) to make the system
more efficient and flexible. The reason for this request is that
municipalities in these urban centres have very high numbers
of staff requiring training and qualification, and the CUs experience a high rate of employee turnover. State governments
are therefore often unable to meet the resulting demand.

CONNECTIVITY AND INFRASTRUCTURE
In certain areas, such as the favelas of Rio de Janeiro city,
there are still problems with internet connectivity, so it is
often still necessary to use hard-copy questionnaires to register citizens with the CU. These completed questionnaires
must then be appropriately stored to ensure that the data
they contain can be accessed and processed at any time.
Furthermore, in a number of localities the infrastructure
required for the installation of a CRAS is not yet in place or
is of low quality.

C) LESSONS LEARNED FROM
THE WORKSHOP
In terms of lessons learned, the Brazilian delegation felt
that an interesting way to further improve their SWS approach would be the creation of joint bricks-and-mortar
centres at the local level, such as one-stop shops, for
communicating and delivering the different social services
and programmes (especially those related to health and
education services) offered by diverse public institutions.
The CRAS are a good starting point for a model of this kind,
and their roles and responsibilities could easily be further
extended. During the field trip to the District of Sragen, it
was also observed that the adoption of a common visual
identity (e.g. a staff uniform) by social workers and other
staff employed at local-level service centres could enhance the visibility of SWS and further strengthen team spirit.
Additionally, Brazilian participants were very interested in
learning more about the family support approach included in
Chile’s Seguridades y Oportunidades (S&O) system.

All in all, Brazil’s Cadastro Único is a good example of how vertical coordination – coordination between
different levels of government – in the field of social protection can be improved through a well-designed
SWS approach and how the strengths of each level of government can best be exploited (see 3.2).
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2.2. Chile
A) KEY FEATURES OF THE EXISTING
SWS APPROACH

in extreme poverty and vulnerability are subsumed. Programmes coming under S&O target poor families, the elderly, homeless people and neglected children, among others.

Since 2000 Chile has been developing an integrated and
coordinated intersectoral social protection system for its poor
and vulnerable populations. The system consists of two subsystems. Chile Crece Contigo (Chile Grows with You) mainly
focuses on comprehensive early childhood development,10
while Seguridades y Oportunidades (Security and Opportunities
– S&O), formerly known as Chile Solidario – Programa Puente
(Chile in Solidarity – Bridge Programme), is the framework
under which all social programmes targeting families living

Similar to most other countries operating social protection systems for poorer people, Chile has a unified registry for social
programmes, currently called the Ficha de Protección Social
(Social Protection Scorecard – FPS).11 Chile’s 345 municipalities run the registration process with funds provided by the Ministry of Social Development (MDS). Citizens can self-register,
either in person at the municipal offices (local governments)
or online. The municipalities forward registration data to the

10 Early childhood development is seen as a key success factor for the eradication of poverty in the country, because the early-child stage is considered
to be the most important developmental phase in a human’s lifespan. According to the World Health Organization (WHO), healthy early-child
development, which includes the physical, social/emotional, and language/cognitive domains of development (each of which is equally important),
strongly influences people’s physical wellbeing, competence in literacy and numeracy, and economic participation throughout their lives. Early child
hood interventions are therefore seen to have a particularly high impact.

Systems

11 TAt the beginning of 2016, the roll out of a new system to replace the FPS, the Registro Social de Hogares (Social Household Registry), got underway.
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FIGURE 4. PRINCIPAL PROGRAMMES AND COMPONENTS OF CHILE’S SEGURIDADES Y OPORTUNIDADES
(S&O) SYSTEM (SOURCE: POSTER PRESENTATION BY MDS AND FOSIS CHILE IN YOGYAKARTA, INDONESIA,
NOVEMBER 2015)
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MDS, which then identifies the poorest households and decides
whether households are eligible for the S&O’s benefit schemes.

to a second component: the delivery by local-level social
workers of tailored family support.12.

By integrating various social protection components under
one national-level umbrella body, by being embedded at the
local (municipal) level and by using social workers as a
primary interface for its programmes, the S&O subsystem
is in and of itself an SWS approach. The S&O subsystem is
outlined in Figure 4 below.

The support provided by social workers comprises three elements (see also Figure 5 and Table 2):

The S&O subsystem comprises various social assistance
programmes, the most important of which is the cash transfer
programme for families, formerly called Puente: Ingreso Ético
Familiar (Bridge: Fair Family Income). This programme has
conditional and unconditional components depending on the
socio-demographic composition of each family. The transfers
are paid to eligible families over a period of 24 months. The
cash transfer programme component is very closely linked

• General support (acompañamiento a la trayectoria eje)
involves (1) diagnosing each family’s needs and opportunities at the start of the programme to develop a family
development (and occupational) plan that focuses on how
to overcome poverty and vulnerability, (2) monitoring the
family’s progress over a period of 24 months and (3) evaluating each family’s progress at the end of the programme.
• Psychosocial family support (acompañamiento psicosocial)
aims to improve the general wellbeing of the different
family members and consists of 19 sessions during which
the family development plan is further developed and follo-

12 Alongside the cash transfer and support components, S&O has a third key component, Gestión de Servicios y Prestaciones Sociales (Social Services
and Benefits Management – GSPS), as shown in Figure 4. This component aims to improve the supply side of social services (e.g. health and education
services) at the local level and to improve poor people’s access to social services also at the local level. This is important as demand is set to
increase due to the conditions beneficiaries have to meet in order to access the cash transfer programme and due to the provision of family support,
which makes families more aware of the importance of health and education services. For the GSPS component, the MDS cooperates closely with the
relevant sector ministries and, where required, disburses funds to these ministries, which then work in cooperation with the local government to
improve specific social services in locations with increased demand.
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Designing
intervention plan

1 to 2 months

Family
support

Evaluation
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Personalised, home-delivered sessions
for families
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support

Hub
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Final
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FIGURE 5. MAIN ELEMENTS OF CHILE’S FAMILY SUPPORT APPROACH (SOURCE: POSTER PRESENTATION
BY MDS AND FOSIS CHILE IN JAKARTA, INDONESIA, NOVEMBER 2015)
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Number
of social
workers
assigned

Average
monthly
salary of the
social worker
(in USD)

Regular
weekly
working
hours

Psychosocial support
(targeted at the family)

2,352

683

22

Municipality

Support with finding
employment (targeted
at the individual)

1,508

683

22

FOSIS

Diagnosis of needs,
monitoring and
evaluation of progress

183

1,444

44

Mode
of
support

Employed
at

Psychosocial
support

Municipality

Sociooccupational
support

Overall
support

Role

TABLE 2. PRINCIPAL PROGRAMMES AND COMPONENTS OF CHILE’S SEGURIDADES Y OPORTUNIDADES
(S&O) SYSTEM (SOURCE: POSTER PRESENTATION BY MDS AND FOSIS CHILE IN YOGYAKARTA, INDONESIA,
NOVEMBER 2015)

wed up. According to the goals established in the development plan, the social worker also supports the referral of
family members to other programmes provided by the state
or private sector that could help them to achieve these goals.
• Socio-occupational support (acompañamiento sociolaboral)
is provided to one or more persons from each beneficiary
family who have the capacity for income generation. Over
17 sessions, the selected family members are supported to use
their skills (or develop new skills) and thus to generate their
own income. The personalised occupational plan serves as
the basis for the sessions.
The professionals responsible for delivering the general
support elements come from the local offices of the Fondo de
Solidaridad e Inversión Social (Solidarity and Social Investment Fund – FOSIS), the government agency responsible for
implementing various social programmes. The social workers
responsible for delivering the psychosocial and socio-occupational support are contracted and employed directly by the
relevant municipality and are financed using funds transferred
from the central government through FOSIS to the local level.
In addition, municipalities can also finance additional social
workers from their own financial resources to complement
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this initiative. Municipalities therefore play a crucial role
in the S&O support approach. Central government regulates
participation by means of a formal agreement between FOSIS
and each municipality (local government).
Municipal-level social workers are responsible for the psychosocial and socio-occupational components. They usually
work 22 hours per week and are responsible for supporting
40 families. Full-time social workers (44 hours per week)
work with 80 families in total.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
IMPLEMENTING A NEW REGISTRY SYSTEM
At the beginning of 2016 the installation of a new system
for registering social programme beneficiaries got underway,
and this will replace the FPS. The information gathered in
the unified database of the new registration system, called
the Registro Social de Hogares (Social Household Registry),
will be more comprehensive, as the data on each family already held in the FPS and that captured in all future

The Chilean case exemplifies (a) how social workers tasked with working directly with families can be
incorporated in an SWS approach and (b) how human resources can be effectively and efficiently deployed in SWS approaches by involving both central and local government (see 3.4).

registrations will be complemented with data from other
existing databases (e.g. those of the civil registry or tax
registry). Having reliable data readily available in this way
will contribute to improving decisions on who should be
eligible for different programmes and on social investments
(e.g. the extension or reform of certain programmes).13
All persons, whatever their socio-economic status, can register with the new Social Household Registry through a self-registration process. Similar to the FPS approach, municipalities
also play a key role in the implementation of the new registry
as, under the supervision of the MDS, they are responsible for
handling the applications. The MDS is currently grappling with
making all municipalities familiar with the new process, training staff accordingly and ensuring the registration process is
correctly applied at the municipal level.

INCORPORATING A LOCAL-AUTHORITY-BASED
AND COMMUNITY-ORIENTED APPROACH
IN INTERVENTIONS
As outlined above, municipalities play a crucial role in both
the registration process and the implementation of the S&O
system’s social worker component. Efficient vertical cooperation
is ensured through various mechanisms in the S&O system. One
challenge that Chile is currently addressing is how to use the
involvement of decentralised governments as a way to draw
out the local knowledge held by community leaders and the
community at large and, in so doing, to better adapt social
programmes to local realities.

IMPROVING INTERSECTORAL
INTERVENTIONS
In general, the Chilean S&O system is a good example of how
intersectoral coordination can be improved to make social
protection systems more efficient. However, there is still room
for horizontal cooperation to be further strengthened between
the MDS (which has overall responsibility for social development policies targeting poor and vulnerable people) and other
responsible line ministries.

C) LESSONS LEARNED FROM
THE WORKSHOP
Although Chile’s SWS approach is already very advanced and
well developed, the Chilean participants still took away a number of ideas for improving their system further. For example,
it was recognised that SWS approaches in Chile and in other
countries significantly contribute to improving how central
government delivers social services and transfers to beneficiaries at the local level. Furthermore, these approaches can
also play an important role with regard to further improving
intersectoral coordination and cooperation in the field of social
development and poverty reduction at the local level. This
coordination and cooperation could be further stimulated by
increasing the involvement of different key stakeholders from
the local governments that are operating the system.
Other key issues include the challenge of strengthening community work as a complementary strategy for working with
families, and determining how to introduce a territorial approach that makes it possible to identify the overall context
of the family support programme and ensure it is comprehensively linked up with other complementary interventions.
Another lesson learned was that the SWS approach provides
beneficiaries with a better understanding of how programmes
work and how to access them, due primarily to the fact that
the SWS work in close proximity to the beneficiaries. Social
inclusion and also participation in and control over social programmes could be further enhanced by improving community
dialogue and providing communities with better information (i.e.
by implementing active outreach approaches).
Last but not least, the workshop provided the Chilean participants with interesting insights into how to enhance their use
of the unified registry, which is currently being transferred
to the new system. The various programmes run by different
government bodies from both the central and local levels may
find it more beneficial to generate very specific information
and variables for specifying beneficiary profiles, as this will
improve how they select beneficiaries and will build up a
detailed database of beneficiaries.

13 At the time of writing, no further information on the new registration system and on the replacement of the FPS in particular was available.

21

2.3. District of Sragen,
Indonesia
A) KEY FEATURES OF THE EXISTING
SWS APPROACH
In Indonesia 28 million people live in absolute poverty, equal
to 11.2% of the population. In addition, 70 million people
live just above the poverty line. In order to increase these
groups’ access to social services, the Indonesian Ministry
of Social Affairs (MoSA) piloted several SWS approaches in
five districts as part of its Pandu Gempita (whistle-blower)
initiative. One of the SWS approaches piloted is the District
of Sragen’s Integrated Services Unit for Poverty Reduction
(UPT-PK), which started out as a local initiative and benefited
from a high level of commitment from the district head and
government. While there is no standard approach for SWS in
Indonesia, the UPT-PK pilot in the District of Sragen stands
out as a particularly successful example.
The key reasons for establishing the UPT-PK were that (a)
50% of people in Sragen were living below the poverty line,
(b) services for financially poor and vulnerable people were
not integrated and were fragmented, (c) financially poor and
vulnerable people had to visit a number of work units to
obtain the services due to them and (d) national poverty data
was not regularly updated, leading to high numbers of inclusion and exclusion errors.
The SWS implemented in Sragen combines two types of SWS:
a single referral point for some services (especially national
social assistance programmes) and a one-stop shop for others
(especially social services provided by the local government).
This arrangement is due to Indonesia’s decentralised structuring of social protection delivery, which displays the following
characteristics: (a) local governments select beneficiaries for
locally developed and financed programmes, (b) local programmes are relatively numerous and sustainable, and (c) selection for national programmes is carried out at the national
level using the national unified registry (the Unified Database
– UDB), which, at present, is not dynamically updated.
UPT-PK improves access to social programmes delivered
by local government (e.g. social security for the elderly
and persons with disabilities, and housing programmes for
financially poor households) by facilitating enrolment at the
local (sub-district) level. It also works to improve access to
national social assistance programmes (i.e. subsidised health
insurance, cash transfers for financially poor households and
students, and subsidised rice) by referring eligible beneficiari-
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es to the respective counters of the Satuan Kerja Pemerintah
Daerah (SKPD), which are sectoral work units responsible
for implementing national poverty reduction programmes. The
UPT-PK consists of a unit at the district level and branches at
the sub-district and village level. It operates a comprehensive
management information system (MIS) that, using the internet,
links each sub-district to the UPT-PK at the district level.

FIGURE 6. CARDS ISSUED BY THE UPT-PK TO
DIFFERENT BENEFICIARY GROUPS IN THE DISTRICT
OF SRAGEN, INDONESIA
One of the UPT-PK’s main innovations has been its dynamic
targeting mechanism. In order to reduce exclusion and inclusion errors, the UPT-PK carries out poverty assessments of
clients and then issues them with one of three cards, shown
in Figure 6 above.
The three cards are issued as follows:
• The Saraswati Melati card is issued to a household that is
deemed financially poor according to the UPT-PK assessment and SKPD database (which means the household is
also listed in the UDB) and it enables the recipient family
to access both local and national social assistance programmes. Cardholders can access certain local programmes directly at the SKPD counters, which are collocated
with the UPT-PK, and also certain health programmes
directly at health centres. These households are already
eligible for national social assistance targeted via the UDB.
• The Saraswati Menur card is issued to households that the
UPT-PK deems financially poor, but which do not appear
in the SKPD database (and are therefore not in the UDB).
Menur cardholders can therefore access local social assistance programmes in the same way as Melati cardholders,

but not national programmes. The national body responsible
for the UDB will, however, be advised to include these
households in the next round of UDB data collection.
• The Saraswati Kenanga card is issued to households that,
although not considered financially poor by the UPT-PK or
SKPD, are awarded access to a limited number of health
programmes.
At the beginning of 2015, the District of Sragen was also selected as one of the locations for piloting the implementation
of the National Integrated Services and Referral System for
a Prosperous Society (Sistem Layanan dan Rujukan Terpadu
Untuk Masyarakat Sejahtera – SELARAS), which was jointly
developed by the Indonesian Planning Ministry (BAPPENAS)
and the Ministry of Social Affairs (MoSA).
The SELARAS system helps society and local governments to
identify the needs of financially poor and vulnerable people
and connects them up with the (central and local government) programmes most suited to their needs. SELARAS also
helps with identifying the grievances of financially poor and
vulnerable people, with making referrals and with monitoring
how complaints are managed to ensure that these grievances
are properly addressed.
Furthermore, SELARAS facilitates the dynamic and sustainable
updating of data (verification and validation) at the local level,
and can also become part of an on-demand application (ODA)
with a facilitator at the community level. SELARAS compiles
an inventory of social protection programmes, both at the
central and local levels, and records the membership(s) of
financially poor and vulnerable households/families in existing
social protection and poverty reduction programmes.
The SELARAS facilitator will visit or meet the households/
families being mentored in order to determine whether they are
registered beneficiaries (i.e. whether they appear in the database) of assistance/programmes, and will seek information on
relevant central and local government assistance programmes.

SELARAS’S BUSINESS PROCESS IS AS FOLLOWS
(ALSO SEE FIGURE 7):

on the household/family in question. For the household/family
to be added to the database or list of programme beneficiaries,
the national UDB manager will need to verify and validate the
results of this data collection process.
For households/families in the database, the facilitator will
(a) verify and record changes in the households, (b) document
programme participation, (c) identify beneficiary needs and (d)
list complaints.
Having completed the four actions above and had the
outcomes reviewed by a supervisor, the SELARAS manager
at the district level will then (a) forward the results of the
data and programme membership verification to the database
manager at the central level, (b) refer the beneficiary’s needs
and complaints regarding programme implementation to the
relevant programme managers at various levels and (c) refer
complaints about membership to the UDB manager.
SELARAS monitors how the information forwarded to the
respective social protection programme managers and UDB
administrators is followed up. The facilitator will then provide
feedback to the household/family on the status of their membership request and to those managing complaints.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
INSTITUTIONALISATION OF SELARAS
AND UPT-PK AT THE LOCAL AND
NATIONAL LEVELS
Both the UPT-PK unit in Sragen and the SELARAS initiative
have yet to be grounded in national regulations or local laws.
The UPT-PK set-up in particular is based on the support of
the incumbent district governor and the commitment of the
head of the UPT-PK, which carries the risk that, should the
administration change following district elections, the UPT-PK
may end up being abolished. Additionally, SELARAS depends
on the willingness and financial capacity of participating
districts. If the SELARAS system and local SWS initiatives are
to be effective and sustainable, a legal framework needs to
be developed for them at the national and local levels in the
short or medium term.

If a household/family is not yet in the database, the SELARAS
facilitator will gather preliminary information (baseline data)

The Indonesian case demonstrates the importance of having a state-of-the-art management information system (MIS) in place to effectively implement the comprehensive business process detailed above.
SELARAS’s MIS enables the facilitators and front-office managers of SWS centres to directly input (a)
personal and socio-economic data, (b) the family’s programme needs and (c) programme participation,
and (d) complaints into the system. The data can then be used by the central coordinating units, relevant programme managers and administrators from the national unified registry (see 3.1).
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FIGURE 7. THE SELARAS BUSINESS PROCESS IN INDONESIA (SOURCE: POSTER PRESENTATION BY
BAPPENAS IN YOGYAKARTA, INDONESIA, NOVEMBER 2015)

LINKING SELARAS WITH THE NATIONAL
UNIFIED DATABASE

FORWARDING COMPLAINTS TO SOCIAL
PROTECTION PROGRAMME MANAGERS

Although SELARAS and UPT-PK both collect data on the poverty status of the local population at the household level, this
has yet to be integrated with the data already existing in the
national Unified Database (UDB), which is managed by the National Team for the Acceleration of Poverty Reduction (TNP2K).
Up until 2015, the UDB data were updated every three years
through national household surveys involving proxy-means
testing. With the implementation of SELARAS and local SWS
approaches like UPT-PK in Sragen, it will be necessary to link
the new data on the poor and vulnerable at the local level
(using a dynamic updating system) to the national UDB. This
is important because the UDB data is used to identify beneficiaries, so those not included in the UDB will not be able to
benefit from any national social protection programmes.

The use of locally collected poverty data by national and local
social protection programme managers, as envisioned in the
SELARAS business process, is not yet operational. In the next
phase of SELARAS development, it is intended to build both
response and complaint mechanisms. As discussed by UPT-PK
Sragen during the workshop, the current response mechanisms
only work at the district level, so the aim is make them also
function at the provincial and national levels. To do this, several analytical tools such as Pro-Poor Planning, Budgeting and
M&E (P3BM) and an integrated poverty database (SIMPADU)
will be applied. Ultimately, SELARAS hopes to improve access
to social protection programmes for poor and vulnerable people
who are eligible to receive benefits by effectively forwarding
poverty data and then following up on its use by social protec-
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tion programme managers. One way of making sure this data is
properly used would be to agree memoranda of understanding
with the ministries in charge of the programmes.

C) LESSONS LEARNED FROM
THE WORKSHOP
The workshop gave Indonesian participants very detailed
insights into other countries’ SWS approaches and provided
useful learning and good practice. The examples from Chile
and Brazil show that, in order to increase outreach to poor
and rural populations, it is often useful to transfer additional
responsibilities to local governments. This could include, for
example, performing registration and MIS data entry at the
village level. Another important role for local government
could be raising awareness about SWS among potential beneficiary households to promote programme uptake.
Qualified human resources, especially social workers, remain
in short supply at the local level, and particularly in SWS. Increasing the number of qualified personnel could make it pos-

sible to broaden the range of services available at the point
of entry – e.g. by linking the services offered by the SWS to
other social services provided at the local level.
In many of the countries implementing an SWS approach,
monitoring and evaluation (M&E) is already a core process
for identifying shortcomings and bottlenecks and for ensuring
the effective design and implementation of SWS approaches.
Although an M&E system already exists in the Indonesian
context, it needs to be applied more regularly, allowing for
modifications to be made to the process on a daily basis. As
shown in the case of Karnataka, India (see below), introducing maximum response times for public officials to address
complaints is worth considering. This would increase both
efficiency and accountability, but would also require a high
level of cross-sector coordination.
Last but not least, increasing the participation of the private
sector is one way to grow the number of programmes and
services offered. Private organisations could, for example,
provide services at the household level.

RECOMMENDATIONS FROM THE FIELD TRIP
During the workshop, a field trip to the District of Sragen was undertaken to look at how an SWS model
is being applied in the host country. Afterwards, the cohort were asked to provide the Indonesian participants with concise feedback. Based on their observations of the Sragen model, they gave recommendations on (a) what needs to be taken into account when scaling up the SWS approach nationally and (b)
what changes would further improve the Sragen model. The following recommendations were given:
• A clear regulatory framework at the national level could be adopted to ensure the sustainable
implementation of the SWS model across all districts.
• A national overall framework for designing, monitoring and evaluating local government social
programmes might be useful for making sure that local approaches are in line with national social
policies and national programmes.
• The delivery of social services at the local level should be time-bound, which can be ensured
through the adoption of relevant national regulations (e.g. minimum service standards that set
response time limits for different processes).
• Additional staff might be needed at the central government level to roll out the SWS models nationally.
• Improving intersectoral cooperation at the different levels of government (national, district, subdistrict) might be helpful when seeking to extend the roll-out of the SWS approach.
• The SELARAS dashboard could also be used to develop better links between local and national programmes.
• For rural areas with limited electricity and/or internet connections, the SELARAS system may need
to be modified, with an offline approach offered.
• Local government administration could be tasked with regularly updating the data.
• In the District of Sragen example, the village level is currently only tasked with supporting the
registration process. It was therefore proposed that the village level could also take on the
delivery of social services, which would require the provision of more human resources and
capacity development for village administrations.
• A monitoring and evaluation mechanism to measure the success of the Sragen model could be
useful when seeking to convince other local governments to apply a similar model.
• The cohort recommended continuing with the country-wide implementation of these concepts going forward.
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2.4. Karnataka State, India
A) KEY FEATURES OF THE EXISTING
SWS APPROACH
The Republic of India’s federal structure means that social
security is delivered through numerous schemes that are
promoted and administered by different government agencies.
As such, the social security delivery system is complex and
fragmented. To simplify access to social security for unorganised workers who also have low levels of literacy and to
improve coordination and promote awareness of the schemes, the Government of Karnataka committed to establishing
Single Window Services Centres (SWSCs) for social protection
(referred to in the pilot phase as Worker Facilitation Centres or WFCs14) in all of the state’s districts. In total, 1,200
SWSCs will be established. This multi-departmental exercise
is supported by GIZ’s Indo-German Social Security Programme (IGSSP) in Karnataka under the aegis of the Unorganised
Workers’ Social Security Act (national legislation). To promote
effective inter-departmental cooperation among the respective
government agencies in charge of social protection schemes,
the Unorganised Workers’ Social Security Act enabled the
establishment of a social security board at the state level,

which has greatly facilitated the development of coordinated
processes. In addition, the roles and functions of the SWSCs
are laid down in a cabinet order.
The SWSCs are embedded in the existing local government
structure, with gram panchayat (village council) secretaries in
rural areas and community organisers in urban wards working
as facilitators and contact points for the beneficiaries. The
facilitators identify unorganised workers in the area, raise
awareness about the social security schemes available and
help eligible workers to enrol in schemes. The SWS operates
both front- and back-end services, with the former run by
village councils/community organisers and the latter by coordinators at the taluk level and officials from implementing
departments at the taluk and district levels (see Figure 8).
• Front-end services: The facilitators identify eligible persons
based on household data collected by India’s national
Socio-Economic Caste Census (last taken in 2011). The
services include not only disseminating information and
providing the necessary application materials, but also
supporting workers to complete

14 Although initially named Worker Facilitation Centres, the SWS’s target group consists of the poor and vulnerable as well as informal workers.

FIGURE 8. THE DECENTRALISED STRUCTURE OF LOCAL ADMINISTRATION AND THE ROLES THESE
DIFFERENT GOVERNMENT LEVELS PLAY IN THE SWS APPROACH OF THE INDIAN STATE OF KARNATAKA
(SOURCE: DEPARTMENT OF LABOUR OF KARNATAKA AND THE IGSSP-K POSTER PRESENTATION IN
YOGYAKARTA, INDONESIA, NOVEMBER 2015)

Zilla panchayat (district council)
• Council located at the district level
• District coordination committee for inter-departemental cooperation

Taluk panchayat (black council)
• Council located at the taluk (block) level
• Social protection schemes are approved at this level
• Taluk coordination committee for monitoring and review of SWS centres

Gram panchayat (village council)
• Council located at the village level
• SWS centres are located at this level, closer to workers
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applications, providing them with guidance on relevant
documentation, and screening applications to ensure
they are correct and complete. The facilitators performing these activities are supported by a comprehensive
management information system (MIS), which provides
information on beneficiaries’ eligibility for different
schemes and enables users to update the facilitation
records of individuals or households. Monitoring and
coordination between different entities is conducted
using the MIS, which makes it possible to track individu
al applications as they pass through the process.
• Back-end services: The applications are submitted on
behalf of the applicant to the responsible departments
at the taluk level for further processing and their status
is recorded in the MIS. The taluk coordinators appointed
by the Department of Labour interact with the officers
of other departments and follow up on the application
approval process.
The MIS has proved to be a crucial tool, facilitating the
identification and screening of completed applications and the
smooth follow-up of submitted applications. As a result, facilitators are able to provide and closely monitor comprehensive
risk coverage at the household level. In addition, the Right to
Service Act which was passed by the Government of Karnataka
in 2011 under the Indian Right to Public Services Legislation stipulates that applications must be processed within a
certain time frame, depending upon the scheme. If no response
is provided within the time frame stipulated, penalties are
applied to officials in the departments involved.
Next, the SWSCs issue Unorganised Workers’ Identification
Number (UWIN) cards, which presently cover four social security schemes. The UWIN card is issued by the labour inspector
at the taluk level.
Both the pilot phase and the ongoing programme implementation phase have undergone external evaluation. During the
pilot phase, the evaluations focused on determining how effective the SWSCs had been in raising awareness and facilitating access to social security schemes. The evidence gathered
in these evaluations was a crucial factor in the Government
of Karnataka’s decision to roll out the model.
As discussed above, the SWSC facilitators are government
employees who are incentivised to take on this additional responsibility. Therefore, the impact study on the present phase

is exploring three issues: (a) the extent to which the SWSCs
employing government staff as facilitators improves awareness of and access to government social security schemes,
(b) the impact that the incentives provided to governmentstaff facilitators have on improving awareness of and access
to government social security schemes and (c) whether
providing financial incentives to these employees affects their
performance in non-incentivised tasks.
Karnataka’s example clearly shows how important it is to monitor and evaluate the results of SWS approaches in their initial
stages and, in so doing, to support policy-makers at different
levels to make informed decisions about the right model.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
STAFF WORKLOADS AT THE VILLAGE LEVEL
With the transfer of responsibilities to the village level (gram
panchayat), the staff required to run the SWSCs are expected
to handle the transferred tasks in addition to their existing
responsibilities. This substantially increases their workload,
as they are already providing other services on behalf of a
number of ministries. It is important to ascertain whether
additional staff are required to adequately fulfil the new tasks.
Moreover, a change of mindset is needed in order to improve
the service orientation of SWSC staff. This may require the provision of additional training and awareness-raising activities.

INCREASED AWARENESS AND DEMAND
EXCEEDS PROGRAMME SUPPLY
The introduction of an SWS approach in Karnataka has
increased the demand for social protection programmes and
services. It will not, however, be possible to sufficiently satisfy
this growing demand as the resources provided by national
and local governments for such programmes are limited.

INTER-MINISTERIAL COOPERATION
Although SWSC operations are based on a legal framework
provided for in a cabinet order, cooperation between different
departments and agencies can be challenging, especially with
regard to the effective provision of services at the village level
and the time-bound referral of applications at the taluk level.

The Karnataka example illustrates the importance of having a comprehensive M&E system in place
to measure impacts and effectiveness, particularly during the pilot phase. Beyond improving implementation, the evidence gathered on the success of the SWS approach can be used to lobby government to scale up single window services across the entire state (see 3.5).
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C) LESSONS LEARNED FROM
THE WORKSHOP
Several lessons can be drawn from the workshop that will
be useful for shaping the ongoing implementation of the SWS
model in Karnataka. As mentioned above, the SWS set-up
requires in-depth coordination as well as processes involving
many government departments. In order to ensure more sustainable and effective inter-departmental cooperation as well
as reliable service provision by the gram panchayat (village)
offices, it may be useful to enact legislation designed to
foster inter-ministerial cooperation (such as that adopted in
South Africa).
Moreover, with the transfer of SWS responsibilities to the
gram panchayat offices at the village level, outreach in the
form of home visits has stalled as the government officer do
not have the time to carry them out on a regular basis. To
continue reaching out to rural populations, the South African
example of offering mobile (vehicle-based) one-stop-shop
services in remote areas, in addition to the regularly scheduled registration camps already being held in villages, may
also be appropriate for the Indian context.

As mentioned above, another current challenge for the SWSCs
is the additional workload they place on staff at the village
level. The example of the SWS in the District of Sragen in
Indonesia shows that employing additional or dedicated staff
to support the facilitator will help local public officials to
manage the SWS.
In contrast with other SWS approaches, the WFCs in Karnataka do not currently operate a grievance-handling mechanism.
It is, however, crucial to offer customers a channel for the
objective consideration of their complaints and concerns. Such
grievance-handling mechanisms could also be incorporated in
the MIS, so that response times can be monitored.
Corporate social responsibility (CSR) funds sourced from
private stakeholders could be used to support the effective
operation of the SWSCs, particularly since amendments to the
companies act include a regulation requiring private companies to spend two per cent of their profits on CSR activities.
This approach is already being applied in Sragen and other
Indonesian districts, where companies contribute to the
financing of programmes aimed at increasing the welfare of
local communities.15

15 With regard to CSR, Indonesia serves as an interesting example, given it is the first country to incorporate CSR norms in its national legislation,
both implicitly and explicitly.

2.5. Peru
A) KEY FEATURES OF THE EXISTING
SWS APPROACH
In Peru a national strategy on development and social inclusion
(Incluir para Crecer) was agreed in 2013. The strategy aims to
close the gap between the poorest households and the rest of
the population in terms of the coverage and quality of public
services and of access to development opportunities. The strategy, which will complete in 2016, aims to cover all the life stages
(life-cycle approach) with specific goals in four areas: (a) early
childhood development, (b) child and adolescent development,
(c) economic inclusion and (d) protection for the elderly. The
Ministry for Social Development and Inclusion (MIDIS) is running
five major social assistance programmes for poor and vulnerable
households that aim to contribute to the achievement of these
goals. They are Cuna Más, an early childhood development pro-
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gramme for children under three and their parents; Qali Warma,
school meals for preschool and primary school children; Juntos,
a conditional cash transfer programme for households with
children and pregnant women; Foncodes, promoting the economic autonomy of poor households in rural areas; and Pensión
65, a non-contributory pension scheme for people over 65
with no other pension provision. The life-cycle approach and
its respective programmes are outlined in Figure 9 beside.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
Peru has a steadily evolving comprehensive social protection
system, which includes the above-mentioned life-cyclebased programmes and is coordinated and managed by

the MIDIS. However, the country does not yet have an SWS
approach for social protection programmes in place at the
local level. Peru’s representative therefore participated in
the workshop as an observer, seeking to learn more about
the approaches taken by different countries and to determine
which elements could be applied to the Peruvian context.

C) LESSONS LEARNED FROM
THE WORKSHOP
The Peruvian representative was particularly interested in
learning more about how SWS approaches help break down
barriers to accessing social protection services and promote
the more efficient use of administrative resources at the local
level. However, the implementation of a single entry point or
one-stop-shop approach would require increased intersectoral
coordination. Additionally, strong political agreements would

be needed to enable different institutions to delegate their
functions (e.g. registration, application handling or beneficiary
enrolment) to the SWS mechanism.
To ascertain whether an SWS could be designed and implemented in Peru, a public investment project would be needed
to analyse the strengths and weaknesses of the different
approaches when applied to the specific circumstances of the
country (feasibility study). Also, the additional costs involved in designing and implementing such an approach would
need to be calculated, as would any savings resulting from
improvements in the efficiency of administrative structures (supply-side benefit) and in outreach to beneficiaries
(demand-side benefit). This evaluation should also consider
ways to strengthen the existing MIDIS orientation and information system, by increasing its presence at the local level
and giving it a stronger and more exclusive role.

1. Child nutrition
Reduce chronic child malnutrition
with interventions targeting children
between 0 and 3 years
of age and pregnant mothers

0–3 year-olds

0–5
year-olds

6–17
year-olds

18–64
year-olds

65 years and over

2. Early childhood development
Promote physical, cognitive, motor,
social and emotional development

3. Comprehensive development
for children and adolescents
Improve the educational and
occupational personal
development of each child
or adolescent according to
their age
4. Economic inclusion
Enhance households’ opportunities
and capacities to generate and
increase their incomes

5. Protection of the elderly
Protect and improve the
welfare of the elderly, assuring
access to a pension and various
quality services

FIGURE 9. PERU’S SOCIAL PROTECTION SYSTEM (SOURCE: POSTER PRESENTATION BY MIDIS IN JAKARTA,
INDONESIA, NOVEMBER 2015)
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2.6. South Africa
A) KEY FEATURES OF THE EXISTING
SWS APPROACH

the municipal level act as single window service centres for
social protection programmes (see Figure 10 below).

Section 27 of the South African Constitution states that ‘everyone
has the right to have access to social security, including appropriate social assistance if they are unable to support themselves’. The Government of South Africa is presently on track to
achieve this ambitious goal, with some 16.5 million poor and
vulnerable people now receiving social assistance grants (out
of a current total national population of 56 million).

The SASSA’s main function is therefore to (a) administer social assistance in line with Chapter 3 of the Social Assistance
Act (Act No 13 of 2004), (b) collate, maintain and administer
such information as is necessary for the payment of social
assistance, (c) take charge of the central reconciliation and
management of payments and the transfer of funds using
a national database that contains information on all social
assistance applications and beneficiaries, and (d) establish
a compliance and fraud mechanism to ensure the integrity of
the social security system.

In 2006 responsibility for the management, administration and
payment of social assistance grants was transferred to the
South African Social Security Agency (SASSA), which was established on the back of recommendations made by the Commission of Inquiry into a Comprehensive System of Social Security
for South Africa. The SASSA acts as a centralised institution
that ensures, under the supervision of the Department of Social
Development, the efficient and effective management, administration and payment of social assistance. The SASSA has a
hierarchical structure, with coordinating and monitoring units
at the provincial and district levels. Local service points at

The administration process for the various grant types includes
screening, attesting, quality control and verification:
• When screening, the completeness of the required documentation is checked, checklists in the required documen
tation are completed, and affidavits and forms are issued.
• Key activities in the attesting stage include interviewing
customers and checking documents for completeness,

FIGURE 10. CENTRAL AND LOCAL ORGANISATIONAL STRUCTURE OF THE SASSA IN SOUTH AFRICA
(SOURCE: POSTER PRESENTATION BY THE SASSA AND THE SOUTH AFRICAN DEPARTMENT OF SOCIAL
DEVELOPMENT IN YOGYAKARTA, INDONESIA, NOVEMBER 2015)

National
Policy & SOP‘s

Provincial
M&E

District
Coordination and Planning

Local
Implementing and
reporting
30

Local
Implementing and
reporting

Local
Implementing and
reporting

The South African case exemplifies how ministries and agencies can effectively work together across
different sectors at the local and national levels. South Africa has a strong legal basis for intersectoral
cooperation in place, which facilitates initiatives promoting better outreach – e.g. the ICROP mobile onestop shops in remote areas that support those seeking to register for social protection schemes (see 3.3).

completing the application form, inputting data into the
SASSA’s MIS (the Social Grants Payment and Administration system – SOCPEN), filing received applications, advising
customers and updating the relevant register.
• When conducting quality control, officers ensure that all
the documentation is complete and complies with legislative/process requirements, that the information captured on the SOCPEN is consistent with the documentation
required and that the quality control form is complete
and the quality control register updated.
• In the verification stage, information captured on the
SOCPEN is checked against the documentation submitted,
applications on the SOCPEN are approved or rejected, an
outcome letter and receipt are issued to the customer,
and the verification register is updated.

ACHIEVING BETTER OUTREACH THROUGH
THE INTEGRATED COMMUNITY REGISTRATION OUTREACH PROGRAMME
Due to staff shortages, especially at service points in rural
areas, some applications will need to be brought to the
nearest SASSA office for processing and approval. To improve its outreach in these areas, the South African government
developed the innovative Integrated Community Registration
Outreach Programme (ICROP) for socially excluded people living in the country’s rural and semi-urban areas. The ICROP is
an outreach programme that delivers social services through
fully equipped, mobile one-stop-shop units – i.e. vehicles
equipped with modern technology, facilities and personnel.
The programme’s objective is to promote development, poverty
reduction and social inclusion for isolated people. This shared
delivery mechanism is based on the Intergovernmental Relations Framework Law and the presidential Outreach Initiative,
which requires all departments and local governments to work
together to offer these services. Alongside the SASSA, which
is the lead implementing agency, other government departments – including Home Affairs, Health, Justice, Education,
Agriculture, and Cooperative Governance – and municipalities
are involved in delivering the programme. An inter-ministerial
committee facilitates coordination across departments.

Specifically, the ICROP:
• facilitates beneficiary enrolment and registration processes,
and issues smart cards for accessing benefits provided by
seven welfare programmes;
• identifies beneficiaries using biometric (fingerprint and
voice) recognition technology (in use since 2013);
• updates a web-based beneficiary database in real-time or
within 7 to 21 working days, depending on connectivity;
• provides information on and raises people’s awareness
about existing benefits and services;
• broadens access to pay points where smart cards can be
used at minimal cost and with reduced waiting times;
• facilitates access to the appeals process, which includes
assisting with applications for representation to appeal
against decisions to terminate benefits;
• employs medical staff and social workers to visit the homes
of individuals who are unable to go to hospital or leave
their homes due to disability or sickness, thus enabling them
to access the services and benefits they are entitled to.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
IMPROVING HOW THE SYSTEM IS INTERLINKED
WITH OTHER DEPARTMENTS
To date, policy integration is lacking, particularly with regard
to MIS applications and databases, which are still unable to
‘speak’ to each other. For example, there is still no interface
between the SOCPEN and the Department of Home Affairs’ MIS.
Therefore, to cross-check data, information requests must be
forwarded on a case-by-case basis, which usually involves a
burdensome and inefficient process.

LINKAGES BETWEEN SOCIAL ASSISTANCE
AND EMPLOYMENT
The Department of Labour and the Department of Social
Development still have divergent operating standards for their

16 Productive inclusion refers to interventions in labour and productive capacity-development that are specifically targeted at poor or vulnerable people
– e.g. improving financial literacy and facilitating access to formal financial services (financial inclusion), transferring assets, providing technical and
vocational training, supporting the development of soft skills (empowerment, communication skills, self-esteem, etc.), providing entrepreneurial
support, generating direct and indirect employment, and facilitating integration into the formal labour market.
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respective programmes and activities. This prevents the development of integrated service packages that would facilitate graduation from social safety nets through productive inclusion.16
Signal agreements and MoUs between the respective agencies
could be a first step towards enhancing inter-ministerial
cooperation in this field.

RANGE OF SERVICES PROVIDED
BY THE SASSA
The SASSA is only responsible for managing social assistance
programmes and thus does not deal with social insurance
and labour issues. This function is performed by three other
institutions: the Unemployment Insurance Fund (which provides
short-term benefits to contributors who have lost their jobs),
the Compensation Fund (which provides benefits to workers
who have suffered work-related injuries or diseases) and the
Road Accident Fund (which provides benefits to all victims
of motor vehicle accidents). Greater cooperation between the
SASSA and these institutions would radically increase synergies, reduce transaction costs, improve services to beneficiaries and ensure beneficiaries productive inclusion.

Another lesson taken away by South Africa is that the elaboration of a national development strategy could inform its
planning process in the area of social protection. The business
flow and processes of the SWS approach may profit from the
development of a clear intersectoral policy that clarifies different roles and functions. In addition, the production of handbooks could be considered.
One option for developing a single database for use by
different departments could be the collection of data at the
local level (ward/village) and the creation of a national
unified registry. This would not only reduce the duplication
of data collection efforts by different agencies and reduce
burdensome cross-referencing, but would strongly improve
needs-oriented monitoring and budgeting. In this regard, the
Sragen example shows that it is important to embrace the old
system, extract what is valuable from it and merge it with
new approaches and systems.

C) LESSONS LEARNED FROM
THE WORKSHOP

Although the ICROP has increased the availability of services
in remote and hard-to-reach areas over recent years, more
could be achieved by setting up fixed local service centres in
these locations. In this way, poor and vulnerable people would
have a local and constantly accessible contact point, and
could thereby avoid the expense of travelling long distances
to access services.

The South African model is targeted at the individual. However,
adopting a family-based approach, as Chile has done, may help
to overcome intergenerational inequalities and tackle household
issues. Also, deploying professional social workers as the first
point of entry for households was seen as an interesting model
for South Africa.

Last but not least, the importance of having local leaders
actively on board was underlined by the impressive example
of UPT-PK Sragen, which was being driven forward by the
local governor. This kind of engagement could be replicated in
South Africa in, for example, its housing SWS centres at the
local level.

2.7. Tajikistan
A) KEY FEATURES OF THE EXISTING
SWS APPROACH
Since 2000 Tajikistan’s National Development Strategy has
provided an overall political framework for social protection;
however, the country’s social protection programmes are still
being implemented in a fragmented way. As a result, people
struggle to access programmes, are left ill-informed about
whether they are eligible for them and do not know where
and how to apply for them.

approach with the support of German development cooperation, targeting citizens who are legally eligible for social
protection programmes and services. Besides the poor, these
include vulnerable people such as the elderly, the unemployed, people with disabilities, single mothers, etc. It was
decided to set up the SWS centres at the khukumat (district)
level, as this level (a) is sufficiently close to clients, (b) has
adequately staffed and competent administrative structures
and (c) already has the space and infrastructure required to
set up the SWS front offices.

Against this backdrop, the Ministry of Health and Social
Protection of the Population (MHSPP) decided to pilot an SWS

The main objectives of the SWS approach in Tajikistan are
to (a) facilitate access to social protection and health
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programmes and services for poor and vulnerable groups,
(b) contribute to the rationalisation of human resources and
to more efficient and coherent application, registration and
enrolment processes, and (c) facilitate the evidence-based
analysis of specific challenges by applying an M&E system
based on a baseline survey.
Pilots are currently underway in the districts of Dushanbe and
Yavan to test and refine the approach. Significant progress
has already been made, with the MHSPP approving, during the
preparation phase, a regulation to establish the SWS. In order
to ensure SWS office staff perform their duties appropriately,
a handbook and an MIS have been developed. Furthermore,
national and local policy-makers were provided with a broadranging introduction to the objectives and operation of the
SWS, and SWS officers received in-depth training.

crucial for building the evidence base on positive demandand supply-side impacts that is required to influence the
government’s decision to scale up the SWS pilot to a greater
number of districts.

USE OF RESULTS TO INFORM OTHER
GOVERNMENT INITIATIVES AND REFORMS
The SWS pilot is generating lessons and experiences that can
be fed into the ongoing process to develop a national unified
registry for social protection programmes in Tajikistan. For
example, data collection for targeting beneficiaries could be
linked up with referral and service provision by setting up local
contact points similar to those piloted in the SWS centres.

FINANCING THE SCALING UP OF THE PILOT
As German development cooperation’s technical support for the
programme ended in 2015 and the Tajik government currently
has insufficient resources available to scale up the SWS pilot,
alternative financing options need to be considered if the
approach is to be continued and rolled out.

B) IMPROVING THE SWS APPROACH –
CHALLENGES AND FUTURE GOALS
LIMITED TIME TO IMPLEMENT THE
SWS PILOT DUE TO THE TERMINATION
OF THE PROJECT
Due to a delay at the start of the project’s implementation
phase, the time available for piloting and evaluating the SWS
in Dushanbe and Yavan was limited.17 Evaluation is, however,

C) LESSONS LEARNED FROM
THE WORKSHOP
The participants from Tajikistan were not able to attend the
Yogyakarta workshop, so this section is not applicable.

FIGURE 11. CENTRAL AND LOCAL ORGANISATIONAL STRUCTURE OF THE SWS PILOT MODEL IN TAJIKISTAN
(SOURCE: POSTER BY THE MHSPP PREPARED FOR THE WORKSHOP IN YOGYAKARTA, INDONESIA, NOVEMBER 2015)
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17 German development cooperation’s support ended in December 2015.
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3. THE WAY FORWARD
Several challenges common to participating countries have been identified, which many still need to
tackle as they continue to roll out and improve their SWS models. However, as shown in the country
cases presented in section 2, many practical solutions have already been developed for overcoming
the bottlenecks and problems that arise when designing and implementing SWS approaches. This
section summarises these most common challenges, identifies good practices for addressing them and
highlights questions that need further attention in many countries.
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3.1. DESIGNING AND USING INTEGRATED
REGISTRATION MECHANISMS AND
MANAGEMENT INFORMATION SYSTEMS

3.2. IMPROVING COORDINATION AND COOPERATION
BETWEEN CENTRAL- AND LOCAL-LEVEL
GOVERNMENTS (VERTICAL INTEGRATION)

Most of the countries presented in this report are currently
already developing or using an integrated management information system (MIS) in their SWS approach. In many cases, the
implementation of SWS approaches contributed to initiating or
shaping the development of registration systems and MIS to
be used jointly by different programmes. This has increased
the efficiency of these systems by avoiding duplicated efforts
in data collection and processing.

The design and implementation of an SWS requires major
input from the local government level (state, province, region,
district, sub-district or municipality/village level) and often
goes hand in hand with the increased decentralisation18 or
deconcentration19 of social protection administration processes to the local level. In many countries, social protection
policies still tend to be steered and implemented by central
government, which often presents major challenges. Governments therefore need to make crucial decisions about how
and how much local governments should be involved.

In several of the countries implementing SWS, a move
towards adopting bottom-up or on-demand identification
systems for many of their social protection programmes can
be observed. In these kinds of systems, clients are able to
approach an institution at the local level (usually the SWS)
and register themselves for social protection schemes. This
is fundamentally different to the identification system that
countries tend to use, namely top-down targeting approaches where enumerators go from door to door collecting the
data required to determine whether households qualify for
a programme or not. Therefore, in this approach potential
beneficiaries must wait to be visited before they can register. The implementation of an SWS approach can support the
move to bottom-up approaches. On-demand registration is
usually also more cost effective than regular census-style
data collection and means that data can be updated dynamically. Furthermore, it provides hard-to-reach populations (e.g.
farmers, migrant workers, etc.) with a constant and thus more
accessible entry point for registration – particularly when it
is combined with an effective outreach campaign/mechanism,
such as Chile’s outreach programme conducted by social
workers (see 2.2). However, major challenges remain: if these
kinds of approaches are to be realised and their underpinning MISs are to support continuous registration and data
updating, fundamental changes are usually required.
Experience shows that integrated databases and MISs set up
for SWS approaches for social protection need to be revised and
updated on an ongoing basis to satisfy the requirements of an
ever-changing landscape of social programmes and changing
beneficiary profiles. Even Chile’s highly developed unified registry
system, the FPS, is currently being replaced by the new and even
more sophisticated Social Household Registry (see 2.2).
The case of the newly implemented SELARAS system in Indonesia demonstrates the importance of adopting a state-of-the-art
and user-friendly MIS at the outset. This system is currently
being piloted in several of the country’s districts and should be
rolled out in new areas over the next few years (see 2.3).

In general, three models for local government involvement can
be drawn from the country cases presented at the workshop:
• The central government steers and implements SWS.
The implementation is carried out by branches of central
government structures (e.g. the ministry of social af
fairs or its implementing agency) at the local level. Local
governments are only involved in certain aspects of
service delivery. An example of this model can be found
in South Africa (see 2.6).
• The central government steers the overall SWS, laying
down very specific and binding guidelines and regulations. Local governments are then tasked with implementing the model – or at least certain aspects of it – according to the standards set by central government. In this
model, central governments often employ performancebased financing approaches or financial incentives, which
are designed to encourage local authorities to further
improve on their implementation of SWS. Examples of
this kind of model can be found in Brazil (see 2.1) and
Chile (see 2.2).
• Local governments mainly steer and implement SWS, and
in many cases even initiate them. Here, central government’s role usually only involves setting very general
guidelines in order to create common ground at the
national level. This model can be found in countries
with a high degree of decentralisation like, for example,
Indonesia (see 2.3)
Countries with regions that are highly diverse geographically,
socio-economically and/or culturally often face specific challenges when deciding on the right model for the vertical integration of their SWS. It is, however, these countries that most
benefit from the increased involvement of local governments in
SWS, as the latter can operate as intermediaries between the

18 Deconcentration is usually referred to as the process by which the agents of central government control are relocated and geographically dispersed.
19 Decentralisation is usually referred to as the transfer of powers from the central government level to local government levels in a political-administrative and territorial hierarchy that differs from country to country.
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national government (by providing social protection services to
the whole population) and the beneficiaries who are very hard
to reach in certain localities.
The workshop discussions revealed how important it is for
central governments to provide a clear and mandatory legal
framework for regulating the roles and responsibilities of
central and local government and ensuring the smooth roll-out
of the SWS approach. At the same time, giving local authorities
greater autonomy can contribute to the success of SWS approaches, as they have more freedom to align the model with
local circumstances and needs. Furthermore, the country examples presented in the workshop show that strong political
will and leadership at the local level is often a key success
factor for the implementation of SWS. Political will at the
local level can be enhanced through information campaigns
targeted at local-level political leaders and through incentive
schemes. If local governments and leaders wholeheartedly
support the approach, it is much more likely that the funding
provided by central government will be backed up with local
financial resources.
Brazil’s approach is a good example of how vertical coordination and cooperation between central and local governments
can be arranged and how local governments can be encouraged to take on an active role in SWS (see 2.1).

3.3. IMPROVING INTERSECTORAL
COORDINATION AND COOPERATION
(HORIZONTAL INTEGRATION)
SWS approaches are usually adopted to address the needs
of people who benefit from a range of different social programmes in often diverse sectors (e.g. social inclusion, health,
employment, education, etc.). Besides vertical integration,
SWS also need an increased level of horizontal integration
– i.e. increased coordination and cooperation between the
government bodies responsible for different sector policies
and programmes, both at the central level (between ministries) and at the local level (between the different departments of local governments). A high degree of intersectoral
cooperation and coordination provides opportunities for
increasing the scope of SWS, which, in turn, makes it easier
for citizens to access programmes beyond social assistance
and even improves administrative efficiency by offering better economies of scale.
However, a major challenge in many countries is finding an
effective and adequate coordination mechanism and a binding
framework that involves all relevant institutions in developing
the required horizontal integration and that clearly defines
their roles and responsibilities. This is particularly important
in cases where the SWS approach mandates a single institution to carry out functions previously performed by other
ministries or institutions (e.g. assessing potential beneficiaries, supporting the application process or enrolment, etc.).
Countries have developed different approaches for tack-
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ling this issue. For example, in some countries the different
ministries involved have a memorandum of understanding in
place that defines their roles and responsibilities, in others
a government act has been adopted that delegates specific
tasks from government departments to the SWS.
South Africa’s ICROP is a good example of how ministries and
agencies can improve cooperation and coordination across
different sectors at both the local and national levels (see 2.6).

3.4. HUMAN RESOURCES FOR
SINGLE WINDOW SERVICES
Countries developing new SWS approaches need to ensure that they have sufficient human resources in place to
implement SWS on the ground. Even if SWS can improve the
efficiency of government programmes in the long run, in the
short term they require high levels of additional labour and/
or the training of existing local-level staff.
Before implementing SWS, governments must first decide how
to staff the SWS centres at the local level, opting to either develop new staff structures or reassign staff already employed
in local government. The first option is very costly, so it will
need to be ascertained whether the necessary financial resources are available and are sustainable. The second option also
often presents challenges because it increases staff workloads,
which can lead to a loss of morale among existing employees.
Another major challenge that several countries raised in the
workshop is the high level of staff churn at the local level
due to low salaries and/or the lack of career prospects. It
is therefore necessary to consider (a) strategies to counter
workforce attrition by offering improved financial and career
prospects for SWS staff and (b) effective approaches for
minimising the negative impacts of high staff turnover (e.g.
by providing ongoing training and qualification to ensure the
quick on-boarding of new staff).
During the workshop, many participants were particularly
keen to learn more about Chile’s experience in delivering family support through social workers (see 2.2). In Chile social
workers operate at the local level and receive special training on how to deal with beneficiary families and handle their
requests. Other countries seeking to develop this kind of approach may, however, find the high costs involved in training
and maintaining the local-level staff a major impediment.

3.5. IMPROVING MONITORING AND EVALUATION TO
MEASURE THE SUCCESS OF SINGLE WINDOW
SERVICE APPROACHES
To measure the results and impacts of SWS and to demonstrate their usefulness, cost-effectiveness and efficiency, it is
essential to monitor and evaluate both the pilot and roll-out
phases. Accordingly, workshop participants discussed the

best monitoring and evaluation (M&E) mechanisms for SWS.
Sophisticated M&E should be able to identify shortcomings
and bottlenecks in an SWS approach during the pilot phase
and inform decision-making when rolling out the SWS in
new locations.
Several of the country cases show that M&E findings can also
provide useful evidence for convincing other ministries or the
leaders of local authorities without SWS to adopt an SWS approach and to invest the financial resources required for the
implementation. However, a number of the countries piloting
SWS still lack a comprehensive M&E approach.
The Karnataka case study, presented at the workshop, illustrated the importance of having a comprehensive M&E system
in place to measure the impact and effectiveness of the SWS
and to determine how their performance could be improved
(see 2.4).

3.6. POTENTIAL FOR FUTURE
KNOWLEDGE EXCHANGE
The finding of the international peer-to-peer learning workshop on Single Window Services for Social Protection show
that the participating countries face similar challenges

when it comes to designing and (further) implementing SWS
approaches for social protection. Workshop participants
requested further learning on this topic to enable them to find
solutions for the specific problems and bottlenecks they are
facing in their countries. Table 3 ranks the SWS-related topics
of most interest to participants. Most of these challenges
were already addressed in the workshop sessions, and the
related discussions are summarised in the sections 3.1. to 3.5
above. However, many participants expressed an interest in
learning more about how to deal with these issues.
A number of country representatives are already in a position
to share their experiences of and approaches for addressing
these challenges. Participants therefore requested further
peer-to-peer learning opportunities on these topics, which
would enable them to learn from others as well as share
their own valuable experiences.
Decision-makers involved in designing, managing and implementing SWS need to be able to share information directly
and exchange lessons learned. For this reason, German development cooperation, through GIZ’s Global Alliances for Social
Protection programme, will continue to support and promote
peer-to-peer learning and knowledge exchange between countries in order to sustain and further stimulate this discussion.

TABLE 3. SPECIFIC ISSUES RELATED TO SWS DESIGN AND IMPLEMENTATION THAT ARE RELEVANT FOR
FUTURE KNOWLEDGE EXCHANGE ACTIVITIES
Topic

Votes

Designing and using integrated databases and MIS in SWS approaches

17

Improving coordination between the central and local levels through SWS
(vertical coordination)

15

Monitoring and evaluating SWS
(e.g. efficiency, impact at the beneficiary level, etc.)

12

Human resources for SWS (e.g. contact point staff, social workers, front- and
back-office staff, etc.) including training

8

Improving intersectoral coordination through SWS (horizontal coordination)

6

Strategies for raising the awareness of and informing potential clients
and the wider public about SWS

2
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ANNEX 2.
WORKSHOP
AGENDA
DAY 1: 24 November 2015

08.00 – 08.30

Registration

08.30 – 08.45

Welcome speech by
German development cooperation

Mr Zulazmi, Deputy Country Director,
GIZ Indonesia

Keynote speech and official opening by the
Ministry of Social Affairs (MoSA), welcoming
participants on behalf of the Government of
Indonesia and giving an overview of SWS
concept(s) in Indonesia

Mu’man Nuryana,
Head of Social Welfare,
Education and Research

08.45 – 09.25

09.25 – 09.40

Clarification of the workshop’s objectives,
expected outcome(s) and agenda

09.40 –10.10

Introduction of participants

10.10 –10.30

10.30 –11.00

11.00 –11.20
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Martina Bergthaller, GIZ
Jost Wagner, facilitator

Facilitator
All participants

COFFEE BREAK

Presentation by the Indonesian Ministry of
National Development Planning (BAPPENAS)
on the background and policy framework of
the SWS approach in Indonesia

Presentation on the conception, models and
key design issues of SWS

Vivi Yulaswati, Director of
Social Protection and Welfare,
BAPPENAS

Cormac Ebken, GIZ
Sandra Uyen Grehl, GIZ

DAY 1: 24 November 2015

11.20 –12.00

12.00 –13.15

Table discussion and plenary dialogue:
interactive Q&As

All participants

LUNCH BREAK

Case studies and international good practices
(four sessions, 50 minutes each).
Participants visit the following workstations
in rotation, (working counter-clockwise):
Brazil, Chile, India and South Africa.
At each workstation one country-team
member will lead the discussion on their
country’s topic.

Representatives of each of the
presenting countries

16.50 –17.20

Plenary dialogue: exchange ideas and
observations on the key lessons learned
during the workstation discussions

All participants

17.20 –17.30

Summary of day 1 and briefing for day 2
(field trip)

13.15 –16.50
(including
15 min.
coffee break)

18.00 –21.00

Facilitator
GIZ

WELCOME DINNER
at Rama Shinta, Prambanan Temple
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DAY 2: 25 November 2015

07.00 – 09.30

Bus trip from Sheraton Mustika Hotel, Yogyakarta to the District of Sragen

09.30 –10.30

Welcome by the Ministry of Social Affairs (MoSA),
German development cooperation and the
Secretary of the District of Sragen

10.30 –11.15

Presentation of the SWS model in the District
of Sragen from the Integrated Services Unit for Poverty
Reduction (UPT-PK)

Mr Suyadi, Head of UPT-PK Sragen

11.15 –12.00

Presentation on the Integrated Referral
and Service System for a Prosperous Society
(SELARAS) pilot in Indonesia

Abdurrahman Syebubakar,
Team Leader, SELARAS

12.00 –12.15

Poster presentation on the Indonesian examples

All participants

12.15 –13.00

LUNCH BREAK

13.00 –15.00

Field trip to five UPT-PK sites at the district,
sub-district and village levels: participants are
divided into five groups for visiting sub-district
and village sites to see how UPT-PK Sragen
is being implemented at the different levels
of government

15.00 –16.30

BREAK
(meeting point: Museum Sangiran)

16.30 –18.30

Bus trip from the District of Sragen to Sheraton Mustika Hotel, Yogyakarta

DINNER at the hotel
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Mu’man Nuryana, MoSA
Martina Bergthaller, GIZ
Tatag Prabawanto,
Secretary of the District of Sragen

Representatives from UPTPK
at district, sub-district and
village level

DAY 3: 26 November 2015

08.30 – 09.00

Registration

09.00 – 09.15

Orientation for day 3: brief summary of days 1
and 2, agenda for day 3

09.15 –10.15

Table discussion and panel dialogue:
Field trip review and discussion on
good practices in Indonesia’s SWS initiatives

10.15 –10.45

COFFEE BREAK

10.45 –12.15

Country-group dialogue:
‘The way forward’ – design and implementation
of SWS for social protection

12.15 –13.45

LUNCH BREAK

13.45 –14.30

Plenary dialogue: Presentation of the results
of the country-group dialogue

All participants

14.30 –15.15

Review and evaluation of the workshop

All participants
Facilitator
Julia Seitz, GIZ

15.15 –16.00

Close

16.00 –16.30

FAREWELL COFFEE

Facilitator
GIZ

All participants

All participants

Martina Bergthaller, GIZ
Vivi Yulaswati, BAPPENAS
Mu’man Nuryana, MoSA
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