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Conclusion

Introduction
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Financial exclusion can be described as a wicked problem with several institutional and behavioural roadblocks involving
myriad stakeholders, each with diﬀerent motivations and contexts. The motivations and trade-oﬀ dynamics identiﬁed by
this study must be leveraged in order to alleviate impediments to ﬁnancial inclusion.

Financial Inclusion has been a priority for the government and the Reserve Bank of India for several decades. The
Department of Financial Services has helped in ﬁnalizing

Final Mile Consulting is the ﬁrst organisation in the

the recommendations of the study and is the guiding

world to systematically apply behavioural economics,

force of the project on driving PMJDY accounts.

cognitive sciences, and design to understand, explain,

Pradhan Mantri Jan Dhan Yojana was a big step in this direction. The account opening phase of the project saw
unprecedented success. Over 213.1 million new accounts have been activated as of March 2016 making it the largest
exercise in ﬁnancial inclusion ever attempted. However, the levers of this success - the zero balance account and the

and inﬂuence decision making through behaviour
The initial success of PMJDY has been the result of a combined eﬀort of a visionary government, committed

change. CDFI engaged FinalMile in conducting this

functionaries and a population eager to enter the fold of formal ﬁnancial services. The insights and recommendations

behavioural study on PMJDY account holders and
Bank Mitrs (Bank Correspondents).

highlighted in this study are intended to trace the initial steps towards a continuing regimen of ﬁnancial management,

DRIVING PMJDY ACCOUNT USAGE

promises of insurance claims and loans to a population accustomed to unrestrained government payouts - acted as an
impediment for the subsequent ‘engagement’ phase with these accounts. Over 50% of these accounts remained
dormant nine months after the scheme was introduced.

and an alignment towards a culture of discipline around formal credit among sections of the population that have thus
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far been denied these opportunities.

CDFI, under the guidance of DFS, undertook the project to address this impediment. It hired FinalMile Consulting to
CDFI was set up in September 2014 as a Centre

info@cd.in

focused on developing and scaling new innovations

@indiaCDFI

and creating an enabling environment for expanding
access to digital ﬁnancial products and services.
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understand the account holders and their engagement with bank accounts using behavioural tools. The other actor
central to this piece was the ‘Bank Mitr’. The study aims to align the existing structures to the goals, aspirations and

CDFI

anxieties of the target audience.
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conduct a behavioral study on PMJDY communication and Bank Mitr remuneration model. The focus of the study was to
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Coverage & Methodology

Key Findings

Decision Levers

Bank Mitr Engagement

Final Mile’s research technique is predominantly

The research was carried out in two stages. The ﬁrst

The study revealed that users had a strong intent to save

expensive interaction for them. They harbour feelings of

From the key ﬁndings, a number of behavioural levers were identiﬁed that could be useful in an endeavour to increase

The ﬁrst phase of PMJDY was a tremendous success with

the bank branch. The in-group bias displayed by bank

qualitative. However, considering the scope of the

stage was the immersion phase which helped

but low ability to create savings. A typical PMJDY user’s

intimidation and unfamiliarity when it comes to banking

engagement with the bank.

Bank Mitrs playing an active role in the opening of bank

employees leaves the Bank Mitr feeling sidelined.

project, the qualitative research was supplemented by

understand the situation on the ground and frame the

income is insuﬃcient to meet the needs of their families.

procedures, thus lowering their engagements with the

accounts. However, with no speciﬁc targets to work

Thus, an important lever to improve the eﬀectiveness of

issues that were relevant for further research. Interviews

They are compelled to make ends meet by compromising

bank. Also, there exists a mental model among users

towards in the subsequent phase, there was a drop in

Bank Mitrs is enhancing their stature at the bank branch.

any needs or desires beyond certain basic needs. Any

that banks are only for large amounts, typically in excess

their motivation levels. Additionally, many Bank Mitrs

Improving the oﬃcial branding and insignia for Bank

surplus is seen as an opportunity to meet their

of Rs. 10,000. This obviously results in very infrequent

interviewed were the sole breadwinners for their

Mitrs will increase their sense belonging under the aegis

compromised needs rather than as savings. The focus is

interactions with the bank and low likelihood of small

families. Majority of the Bank Mitrs felt the need to have

of the bank. A ‘guardian’ bank employee can be assigned

on managing the present rather than looking at future

savings. Language of instruction is another such

a secondary source of income, as they were unable to

to manage their relationship with the bank branch.

ﬁnancial goals and managing their ﬁnances to achieve

impediment towards engagement.

an extensive quantitative component.

of account holders and Bank Mitrs were conducted in
Areas covered during Immersion and EthnoLabTM:

both, urban and rural centres in order ascertain a better
understanding of the problem at hand. A few bankers
were also interviewed in order to determine the
establishment perspective.

C

The second stage of research was the EthnoLabTM phase.

M

It was more elaborate and aimed to emulate the PMJDY

Y

population coverage while keeping in mind geographical

1.

those goals.

Bridge the gap between the users present and
future by connecting savings goals to more

4.

Bank Mitrs should be leveraged in urban centres
to address the psychological distance between

immediate desires. Emotionally relevant mental

the users(urban poor) and the banks. They are

accounts such as ‘Child’s Education Savings

key in delivery of literacy as users ﬁnd them

Scheme’ should be leveraged to improve their

more relatable and can communicate easily with

future focus.

them in their vernacular.

Loans from banks are a good entry point for the users as
They are constantly exercising self control when it comes

it is relevant to their needs and are signiﬁcantly cheaper

2.

Users understand their shortcomings when it

5.

Peoples mental models regarding the PMJDY

to discretionary purchases. Research on self control has

than loans from moneylenders. Low income customers,

CM

and coterminous constraints. Traditional research tools

shown that the countless trade-oﬀs that people make in

however, do not see the bank as a potential source for a

daily life depletes their self-control. The scarcity

loan. Their perceptions of bank loans are very uncertain

relationship characterised by the informal

MY

often rely on elicitation of drivers of decisions and

with artiﬁcial barriers to withdrawal will lend
the future self more control as compared to the

behaviours through deliberation, and may fall prey to

experienced by this segment makes it harder for them to

owing to the excessive documentation and bureaucratic

sector needs to be absorbed into the mental

CY

present self.

responses that are ‘lies honestly told’. This tool alleviates

deal with self-control as compared to other income

procedures involved in availing these loans.

some of these conventional biases of research.

groups. Often, the decision to spend depends on

EthnoLabTM combines ethnography with scientiﬁc

whether account holders can borrow for it. This leads to

Lastly, many users see this account as the government’s

regular engagement with informal ﬁnancial sources, as a

objective to transfer beneﬁts to them, rather than as

result of which they understand the basics of ﬁnance and

instruments to access savings or credit products.

ﬁnancial engagements.

Additionally, a mental model that exists is that anything

There are certain barriers that exist that prevent similar

that comes from the government is free and does not

interaction with banks. The study uncovered a large

need to be repaid.
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NORTH I

Ludhiana, Khanna

NORTH II

Lucknow, Barabanki,
Varanasi, Mirzapur

methods and speciﬁc controls. It creates a platform for

WEST

Mumbai, Solapur,
Nadiad, Anand

CENTRAL

Indore, Dewas

make several decisions related to the topic of study

EAST

Guwahati, Puthimari, Nalbari

SOUTH

Chennai, Kanchipuram,
Madurai, Melur

before engaging in conversations with moderators. The

participants to engage in game-like environments to

collated results shed light on the context that users
operate in, and the heuristics and mental models by
which they are inﬂuenced.

psychological distance that exists between the target
users and banks. Engaging with banks is an emotionally

3.

comes to self control. Commitment products

As a result of their interaction with the informal
ﬁnancial sector, new-to-banking customers
understand the beneﬁts of savings and low
interest rate loans. They are new, however, to
banking and banking processes. Hence, a shift
has to be made from ﬁnancial literacy to
‘process literacy’ i.e. what they need to do
rather than why they need to do it.

accounts must be addressed. The reciprocal

models surrounding the PMJDY scheme as well.

even cover basic overhead costs with their existing
income. Grievances such as these have furthered the dip

The study showed that many Bank Mitrs long-term goals

in Bank Mitr morale.

are aligned to personal ambition which is entrepreneurial in nature. Others are keen to have the perks of being

Widening their scope of activities can solve both of these

permanent bank employees. The program should

issues simultaneously. By receiving additional work

leverage these long term goals to keep high performing

opportunities, Bank Mitrs can expand their customer

Bank Mitrs motivated.

base giving them a goal to work towards while increasing
their earning base. Furthermore, variable compensation

Lastly, Bank Mitrs also displayed empathy for the

needs to be higher at lower levels of sales to account for

ﬁnancially underprivileged and have derived satisfaction

their ﬁxed overhead costs. At higher levels of sales,

from contributing to this cause. Instituting awards for

variable compensation need not be as steep as ﬁxed

Bank Mitrs will create a sense of recognition for the

costs are already taken care of.

noble cause that they have undertaken. Moreover, it will
ensure focus of product sales on the ignored and

Bank Mitrs have witnessed a considerable enhancement
in their social standing in the community since the
account opening phase. However, this doesn't reﬂect at

under-serviced locations and economic groups.

