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1. Executive Summary 
 

During the month of November 2020, DanChurchAid (DCA) together with People In Need (PIN) 

conducted a Cash and Voucher Assistance program to promote market recovery during and after 

intense flooding in four provinces: Battambang, Siem Reap, Pursat and Kampong Speu. A 

total of 2,482 targeted beneficiaries are spread across the aforementioned provinces.  

To conduct this operation successfully, DCA joined forces with local partners as follows:  

• Battambang Development and Partnership in Action (DPA), Banteay Srei (BS), Chivet 
Neng Dei (CnD) & Life With Dignity (LWD) 

• Siem Reap BS 

• Pursat Farmer and Nature Net Association (FNN), Life With Dignity (LWD)  

• Kampong Speu FNN 
 
DCA and PIN once again partnered with WING as their operational agent throughout the four 
provinces. The process had two different routes. In Siem Reap and Battambang, DCA and CnD 
utilized the BMS Beneficiary Management System (BMS) to provide transparent, real-time data 
management for the stakeholders. The beneficiaries received a text message containing an 8-
digit Wing Code which they later used to collect the cash from WING. In a report conducted by 
PIN to evaluate Humansis, it was observed that the process was 100% successful within 8 
days with an 80% completion rate within the first 4 days. 
 
In previous evaluations, one of the most challenging aspects of this procedure was a constant 
change of phone number of the beneficiaries as they would change SIM card numbers instead of 
simply topping up the same phone number when running out of credit. However, during the 
interviews conducted in January 2021, it was found that beneficiaries were clearly instructed by 
the stakeholders and their respective Village Chief to maintain the same phone number and keep 
their phones fully charged so that the operation would work. Only 2 people interviewed changed 
their phone number during the distribution time frame, and they both alerted their village 
chief as to the occurrence.  
 
In Pursat and Kampong Speu LWD, FNN and DPA used WING vouchers as their primary 
tool for the cash distribution. In order to do this, beneficiaries were gathered in large numbers 
so that the CVA program process could be properly explained to them. The beneficiaries received 
cash vouchers which they then took to the WING distribution point and exchanged for cash. 
Thanks to data management, the stakeholders were able to see if all beneficiaries collected the 
cash and alert the appointed person should there be need of personal assistance.  
 
During the month of January and February 2021 (the timeframe was altered due to COVID-19 
outbreaks in some of the provinces), DCA conducted a post-distribution follow-up with an 
independent consultant to document:  

• Best practices 

• Challenges 

• Lessons learned 
 

It is the aim of this paper to present those findings, and in turn help to create the updated CVA 
SOP.  
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Overall, the findings are positive. While it is still difficult to mitigate corruption from local 
authorities during the selection process, ongoing relationship management has been an 
improvement, especially with a strong emphasis on letting authorities know that their work will be 
cross-checked and verified by DCA. The list of beneficiaries is then posted for 48 hours and, with 
over 2,400 beneficiaries listed, DCA only received 10 complaints; none of which were of sensitive 
nature.  
 
For the purpose of this field exercise, 15% of the beneficiaries were interviewed across all 
four provinces with a mix in age and gender via a structured questionnaire. Out of all the 
interviewed beneficiaries, 100% said that the CVA process was clear and easy to follow. 
Additionally, 100% said that they received the cash without any issues. As mentioned above, 
only two people changed their phone number during this time and five people complained that 
they were often out of a coverage zone while working in the fields, so the text was delayed. A 
total of six participants reported that the village chief followed up with them directly when they 
delayed going to the WING transfer point for over 48 hours and assisted them in getting the cash. 
In all six of these cases, participants did not know how to operate a phone or check their text 
messages.  
 
In all four provinces, 100% of the beneficiaries reported feeling safe at the cash distribution center 
with minimum issues faced on the road (in Battambang it was reported that the moto bikes often 
got stuck in the mud).  
 
100% of beneficiaries reported that their immediate food needs were covered in their 
household for an average of 4 to 6 weeks after the flood. However, in all provinces, with the 
exception of Kampong Speu, beneficiaries stated that vegetables and meat saw a price increase 
after the flood. Overall, beneficiaries elected to buy the following items as their number one 
priority: rice (46%), medicine (37%), food seasoning (7%), school supplies (6%), items to help 
their crops 3%).  
 
Overall, the feedback from targeted individuals was overwhelmingly positive, showing a solid 
relationship between them and the local stakeholders. There are no registered complaints 
concerning the mechanism and, for those who received the cash voucher, they said that it is 
the easiest process they have ever followed and extremely comfortable.  

2. Introduction & CVA Background  
 

Although Cambodia is used to heavy rains, during the year 2020, the month of October saw very 

heavy rainfall across most of the country. By October 26th, the rain had produced flash floods in 

a total of 14 provinces, resulting in a total of 175,872 households being seriously affected. 

DanChurchAid (DCA), in partnership with People in Need (PIN) cooperated to support the further 

development and implementation of a cash transfer as part of emergency preparedness in 

Cambodia during the floods that occurred in November 2020.  

The primary objective of the emergency response intervention is to reduce both the short and 
medium-term impact of flooding on a total of 2,482 targeted beneficiaries across four provinces 
in the Kingdom of Cambodia.  
 
Funded by DANIDA Emergency Response Fund (DERF), DCA was able to implement the flood 
response project with a total of five partners (DPA, LWD, BS, FNN and CnD) in the provinces of 
Kampong Speu, Pursat, Battambang and Siem Reap.  
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For the provinces of Battambang and Siem Reap, DCA made a joint decision with PIN to support 
a mobile transfer for targeted beneficiaries. The selection process was supported by local partners 
Banteay Srei (BS) and Chivet Neng Dey (CnD). On this occasion, the stakeholders utilized the 
Humansis platform, an open-source secure web application that enables users/account owners 
to manage beneficiary information and consequently deliver humanitarian services to those in 
need. DCA and PIN coupled with WING sent an 8-digit WING code to the targeted 845 families 
to process cash distribution.  
 
For provinces covered by LWD, DPA and FNN, DCA partnered with them to transfer money to 
the targeted families via a WING agent. In contrast to other provinces, the transfer was done 
manually by first depositing the money directly with a WING agent (via a pre-established contract) 
and distributing cash vouchers to beneficiaries via a distribution ceremony that was held 
strategically throughout the targeted villages.  
 
Across all provinces and with all stakeholders, the minimum amount distributed was $40 USD 
while the maximum was $50 USD per person. Although the SOP for selecting beneficiaries across 
the country is clear, the floods have a more severe effect on some areas of the country than on 
others.  
 

2.1 Aim of the report  
 

The aim of the report is to present the findings from the CVA post-distribution surveys and follow-

ups, presenting best practices, challenges, and recommendations for further improvement.  

The contents of this report aim to inform the update of the CVA SOP.  

2.2 Methodology  
 

The first step for this field exercise was to find a survey model that would be able to provide the 

interviewer with sufficient data to make informed conclusions without restricting participants from 

giving qualitative answers.  

A close-ended survey was designed with 34 questions that covered the cash distribution 

process from the point where the participants first received a training/briefing on the cash 

distribution process all the way to asking participants what they spent the majority of the cash on 

and whether or not goods increased in price from the floods. Questions were designed with 

yes/no answers, multiple choice answers, and fill in the blank.  

At the end of the structured interview, the interviewees are asked to take some time to openly 

discuss any feedback points they might have for DCA or any of the other stakeholders that 

might not have been covered during the structured survey. The document prompts the consultant 

to remind interviewees that there are no negative consequences for offering constructive 

feedback of any kind or sharing concerns.  

The second step involved coordinating a visit to each of the affected districts and was done with 

the aid of the various stakeholders involved in the Cash and Voucher Distribution Program. 

Criteria agreed upon was that a minimum of 15% of the participants were to be interviewed, 

always in their native language and always in a group setting (dictated by district). The selection 

included a balanced mix of both female and male participants and covered a wide age range.  



5 

 

 

 

The table below illustrates the partner in charge of each area, in addition to the geographical 

districts that were covered.  

Area Breakdown  

Province  District  Commune  Villages  Local stakeholders   

Battambang  Banoon  
Cheang 
Meanchey  Rong  

Banteay Srei, CnD & 
FNN 

      Dong    

      
Ching Ho 
Svay    

    Snoeng Boeng Prey    

      Samroang   

  Thmorkoul Chrey 
Prey 
Totoeng    

    Otaki 
Po Peal 
Khea    

    Bansay Treang  Thmey    

  Bavel  Bavel  Svay Chrom    

      Kompong 1   

      
Kompong 
Pnov    

      Slor Khlanh    

  Kamrieng  Ou Da      

  Phnom Preuk  Pech Chenda      

Siem Reap  Prasat Bakong Kandeak  Ou  Banteay Srei 

    Bakong  Rolous Lech    

      Svay Chey    
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      Lorley   

      Steoung   

  Angkor Chum  Nokor Peas  Kuk   

      Tonlasor    

    Tasourm  Mkak   

      Phnoa   

      Kork Chan    

      Pram-    

      Damleong    

Pursat  Veal Veng  Anlong Reap     

    Pro moay     

  Kravanh Samrong     

  Bakan Snam Preah      

  

Phnom 
Kranvanh Bak Chenchien     

    Leach      

    Samroang     

Kampong 
Speu  Thporng 

 Amleang 
  FNN 

  Oral Sangkae Satorb     

  Borseth Svay Chor Cheb     

 

Having established the methodology and logistics for the beneficiaries, the next step was to 

design an interview process for the local authorities and local partners.  

An open-ended questionnaire was designed for the local authorities in which the interviewer 

can conduct a one-on-one or group interview that will allow for troubleshooting and feedback. The 

partners had a similar interview process with open-ended questions and one-on-one interview. In 

addition, the consultant was able to join a group debrief session organized by DCA with all 

relevant stakeholders in Phnom Penh to discuss wins, challenges, and learning points.  
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3. Presentation of findings  
 

Overall, the responses did not vary much from one province to another, even though some areas 

were more adversely affected, the general feedback from the beneficiaries was positive overall. 

This section aims to present findings that might be of interest that are both directly related and 

indirectly related to the CVA mechanism.  

3.1 Overall findings  
 

When asked what was the most urgent item that they purchased with the money, the beneficiaries 

gave the following response:  

 

 

• 97% of beneficiaries reported receiving instructions for the CVA program. The 3% 

that did not receive instructions were invited to attend a training however, they did not 

attend due to fear of COVID-19 transmission. All beneficiaries that did not attend 

reported having had a personalized follow up by the Village Chief to explain the 

process in person.  

• 94% of beneficiaries that received cash via the WING SMS reported being able to identify 

the purpose of the text immediately thanks to the orientation they had previously received. 

The remaining 6% said that they did not understand how to open a phone to check 

messages/can’t read or write so they had to ask for assistance from a family member.  

• 100% of beneficiaries that received a cash voucher said that the procedure was very 

easy and comfortable for them. No issues were reported.  

• 100% of the beneficiaries that were intended to receive an SMS by WING reported 

having received the SMS without issue.  

• 100% of the beneficiaries reported having been told to charge their phone 

constantly and not allow the battery to run out. However only 87% were able to do 

0%

13%

25%

38%

50%

Rice (46%) Medicine (37%) Food seasoning (salt,
sugar, fish sauce, soy

sauce) (7%)

School supplies (6%) Investing in their
future (seeds for
crops, irrigation

systems, chickens)
(3%)

Purchased Goods 
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this. The remaining 13% reported occasionally letting the phone run out of battery for 

reasons such as “kids playing with the phone,” “did not have electricity,” “had to work in 

the fields for many hours and wasn’t able to charge my phone.” 

• An obstacle pointed out by some of the beneficiaries is that they occasionally lose 

the signal while at home or at work and the reception of the text message is delayed. 

This is because they are out of a coverage zone. There was no data to indicate that one 

cell phone company has better coverage than another, it seems like more of a generalized 

problem pertaining to geography.  

• When asked how they got to the distribution point, the beneficiaries answered as follows:  

 

 

There was a total of 10 instances in which they had to pay someone to use their moto (fee ranging 

between 2,000 and 5,000 riels).  

• 100% of respondents reported feeling safe during their travels to the cash distribution point 

as well as feeling safe at the distribution point.  

• When asked how many people in their household depended on the CVA (including 

children, parents or siblings who might live under the same roof), respondents reported:  

 

0%

25%

50%

75%

100%

Moto (92%) Bycicle (3%) Walking (4%) Car (1%)

Mode of Transport 
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It is interesting to note that most of the homes are multi-generational homes that have at 

least three generations living under the same roof.  

• None of the interviewed beneficiaries reported receiving any other kind of support in cash. 

However, 17% (most noticeably in Pursat and Kampong Speu) reported receiving 

assistance in kind from the government. The goods consisted of rice, dried noodles, 

canned fish, fish sauce, soy sauce, salt, and sugar.  

Some of the observations during the feedback sessions included:  

• “The cash vouchers are the easiest system that we have had, even easier than the SMS”  

• “We were very well informed, everything is very clear, no trouble understanding the steps”  

• “The money is very little; we would like some more so we can buy more food and medicine. 

It is very expensive to go to the doctor with many people that are sick in my house”  

• “Everything is easy and clear, that is why we kept our phone on charge. Even if I can’t 

read, I asked my son to check the SMS to make sure and he was able to help me and I 

could get the cash”  

• “I had to ask my neighbor to collect the cash for me because I have a lot of pain in my legs 

from an old injury and it is difficult to walk. She only had to give my name and my phone 

number then came back with the cash. Many thanks to DCA for helping my family during 

this time” 

• “The easiest way is if you bring the money to us directly. That would be the best”  

• “I wish to say thank you to DCA and to volunteers from all of us because the cash could 

help our suffering during this time”  

• “The steps are easy to follow. They explained everything very clearly” 

• “Even if the road is very muddy, we are able to arrive at cash distribution center without a 

problem”  

0%

8%

15%

23%

30%

38%

8 people
(10%)

7 people
(18%)

6 people
(21%)

5 people
(30%)

4 people
(15%)

3 people
(8%)

2 people
(7%)

1 person
(6%)

Number of people in the household 
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• “Actually, I do not know how to operate a phone, so the village chief came after a day and 

assisted me to collect the cash” 

• “I was able to feed my family for over one month, many thanks”  

3.2 Strengths  
 

1. When asked if they preferred to receive support in cash or in kind, 100% of the 

beneficiaries replied that they prefer to receive support in cash because they can spend it 

on what is most urgent for their families.  

2. An external report stated that the entire CVA program was completed in only eight days, 

with 80% of the cash successfully distributed within the first four days.  

3. On average, heads of households reported that they were able to feed their families for 

an approximate 4 – 6 weeks with the cash received, depending on the size of their families.  

4. A total of 96.5% of people interviewed stated that their immediate food needs were 

covered with the aid received.  

5. A total of 48% reported that their nutritional needs were covered with the aid received. The 

remaining 52% concur that, “Maybe it is not enough to cover for nutrition because we also 

need medicine and other things, but we can eat during this time.” 

6. When asked if the steps they are required to follow to get the cash are clear, 100% of the 

beneficiaries said that it was “very easy and clear”  

7. 100% of the beneficiaries interviewed were able to collect the cash (this is the case for 

both the SMS program and the cash voucher system).  

➢ Local authorities presented very little in the way of feedback. They stated that the 

program runs smoothly, and they had very little complaints from villagers 

concerning their eligibility for the program.  

➢ Local authorities concur that posting the beneficiary list publicly with 48 hours 

notice is good practice to avoid any sort of confusion, retrospective complaints, or 

altercations between villagers. 

8. All involved stakeholders said that having an SOP for the CVA in place greatly helped the 

process. In case of any doubt, the SOP was consulted, and parties were able to continue 

with their work without issue. All involved stakeholders welcome the opportunity to learn 

more about the next and upgraded CVA SOP.  

9. The SOP came in very handy when determining household eligibility for the CVA. It is 

important to follow the SOP strictly and unanimously in all provinces for the best possible 

outcome.  

10. The HUMANSIS platform utilized along with WING greatly helps track cash distribution in 

real time, allowing for all involved to document key implementation metrics.  
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11. During the entire interview process, the beneficiaries expressed having a good 

relationship with the local stakeholders in addition to expressing gratitude for their work 

with them on the field. 

3.3 Challenges  
 

1. 5% of beneficiaries reported that it was difficult to get to the cash point due to rough 

conditions on the road.  

2. Only 2 people reported changing their SIM number. This is of particular interest because 

the vast majority reports that they were informed during training to not change their SIM 

card number as it would cause logistical difficulties for WING. Although most people might 

change their number frequently when they top up on their credit, the prevention training to 

avoid this operational obstacle seems to work well. The only 2 cases where the number 

was changed was for the following reasons:  

a. An elderly woman lost her phone and subsequently asked the village chief to use 

her number instead.  

b. An elderly man was offered a promotion from SMART and decided to change 

numbers.  

3. A percentage of beneficiaries are elderly and either do not own a phone or do not know 

how to operate one and so they are unable to participate in the cash distribution via the 

SMS system implemented with WING. The solution presented by BS was that the 

Community Support Team write her phone number down instead, collect the cash and then 

take the cash directly to the beneficiaries.  

4. The COVID-19 pandemic has made it difficult to conduct mass ceremonies for beneficiaries 

to receive briefing/instructions on the voucher program. An approximate 15% (with 8% of 

those being in Pursat and the remaining in 7% in Siem Reap) of beneficiaries interviewed 

decided not to attend any sort of gathering out of a fear of infection. Additionally, the 

fluctuating infection rate from COVID-19 made it difficult for the organizers to properly plan 

a large session as the levels of precaution and subsequent protocols continued to shift and 

change. Overall precautionary measures of social distancing, hand sanitizer, and masks 

were always taken.  

5. When obtaining the cash from the cash distribution center via the SMS program, 

participants were only asked for their phone number and PIN number. In a few cases, 

people that were not the direct beneficiaries collected the cash on someone else’s behalf. 

This is both a positive thing (in case the beneficiary is too ill or physically unable to arrive 

at the cash point, they can still benefit from this system) and a negative thing (it leaves 

room for instances in which people might take advantage of the system by posing as a 

beneficiary as there is no cross check).  

6. The contract with WING takes a very long time to process and there is a lot of back and 

forth. If there are any changes to the contract, there is no possibility for a quick adaptation.  

7. The COVID-19 pandemic has made it hard not only to have village gatherings during this 

time but for stakeholders to hold meetings and consultants to travel to the province. 
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Although this is a temporary setback, it must be dealt with diligently for the sake of all 

involved.  

8. A challenge shared by all stakeholders when dealing with local authorities is corruption 

mitigation. All stakeholders shared that it is important to remain strict during the criteria and 

selection process. In one instance, an individual posing as a person in need collected cash 

from WING by giving a PIN number and a phone number. This person was probably related 

to the local authorities, but his identity has yet to be confirmed.  

9. When asked if goods at the local market were more expensive, less expensive or the same 

price as before the floods, the responses varied by area. Battambang beneficiaries 

indicated that everything increased in price, especially the vegetables. Siem Reap 

beneficiaries indicated that both meat and vegetables experienced a price increase after 

the flood. Pursat beneficiaries reported that vegetables increased slightly in price, but the 

meat remained relatively the same price. Kampong Speu beneficiaries reported that 

overall, the price of goods remained relatively stable. It is interesting to note, however, that 

100% of the beneficiaries reported that they have witnessed an increase in price since the 

beginning of the COVID-19 pandemic.  

3.4 Lessons learned  
 

1. All beneficiaries prefer to receive assistance in cash over kind, so they are free to choose 

what they purchase with the money.  

2. On average, beneficiaries choose to spend their money primarily on rice and medicine. 

Although the primary aim of DCA is food safety, the CVA also contributes to health 

preservation and, to a lesser degree, education (for beneficiaries that have elected to buy 

school supplies with the cash).  

3. To mitigate corruption, it is important to continue the practice that DCA validates the list of 

poor people that is handed over by the local authorities. This, in addition to posting the list 

of poor with 48 hours’ notice has helped reduce bias and complaints. As reported by the 

stakeholders, a total of 10 complaints were received (mostly from CnD & LWD, none from 

BS), none of which were sensitive cases.  

4. The criteria for poor inevitably change from one district to another. This cannot be avoided. 

Although flexibility remains an important factor, overall adherence to the SOP must still be 

followed. It must be stressed once again that it is imperative to remind the local authorities 

that “everything will be verified strictly, so please pay attention, and be serious with the 

selection criteria.”  

5. In addition to adhering to pre-established selection criteria for ID poor, it is important to 

factor in the predicted severity of the flood in each area. Explaining this properly to 

authorities will help increase awareness and decrease corruption.  

6. It is of great benefit when all parties involved understand that correct execution of the CVA 

is helpful to build good relationships, trust and ensure good collaboration with government 

officials, government institutions and possibly other NGOs.  
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7. There are no staff members carrying cash anymore. Everything is done in accordance 

with the SOP and with WING. Individuals that assist beneficiaries in collecting cash are 

either village chiefs or Community Support Team. This has greatly helped the process 

become safer and less risky.  

8. Humanitarian responses that operate under the “leave no one behind” guidelines 

contribute to the preservation of livelihood during emergency situations.  

9. It is important to inform the beneficiaries what currency they will receive from WING to 

avoid any confusion or complaints. Though this was not found during the beneficiary 

interview process, it was mentioned by the stakeholders in an interview.  

10. It was reported by three people that WING did not check the phone number or the PIN 

code because the staff was in such a rush to process all the people in line. This could 

potentially lead to the wrong people receiving the cash.  

11. Work further with HUMANSIS to see if they allow writing the date of birth in Khmer rather 

than English. This will allow people to fill out the forms correctly as well as help PIN verify 

the data more accurately.  

4. Recommendations  
 

1. Although some beneficiaries indicated that the easiest and most comfortable procedure 

for them is to have cash brought straight to their house, I do not recommend doing this. 

This would pose a security risk for the person carrying the cash, in addition to numerous 

problems in case the cash happens to disappear before it arrives at the beneficiaries’ 

homes.  (See also “learning points”) 

2. Gathering the beneficiaries to explain the process beforehand seems to have worked 

extremely well. I recommend this procedure remain in place with a particular emphasis on 

keeping the same phone number, keeping the phone’s battery well charged, knowing how 

to recognize a WING SMS.  

3. The follow-up protocol seems to work very well. I recommend continuing to use the 

platform provided by HUMANSIS in which organizers can be informed if there are 

beneficiaries who have not yet collected the cash. Over the interviews, there were nine 

instances in which beneficiaries reported having a direct follow up from their village chief 

asking if they needed further assistance or acting on their behalf because the cash had 

not been collected yet. Having this follow-up in place has decreased the chances of people 

not receiving assistance and should remain part of the protocol.  

4. When possible, implementing a cash voucher seems like the easiest solution for the 

beneficiaries and helps to avoid issues relating to changing phone numbers. However, 

when not possible for operational reasons, the WING SMS is still highly effective and can 

be used for distribution.  

5. It is imperative to continue to ask all workers to thoroughly familiarize themselves with the 

SOP and to follow it strictly from start to finish so that the proceedings are clear.  

6. As mentioned in a sharing session conducted by DCA, at times there are complaints about 

not being on the beneficiary list and, after a case review, it is found that the person is 
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eligible for CVA. Current practice is to have a reserve budget for such cases and I strongly 

recommend that this continues to be the practice especially as there can be unforeseen 

circumstances.  

7. Deliver a clear message to WING staff that, even though they are in a rush, it is a crucial 

part of the procedure to verify both the phone number and PIN/voucher number before 

dispensing the cash.  

 5. Conclusion  
 

The Cash and Voucher Assistance Program is an effective way of promoting market recovery 

for people who have recently undergone, or are still undergoing, adverse situations due to 

natural phenomena such as flash floods. The field exercise conducted to and reported in this 

paper shows that the objective of getting cash into the hands of people in need was well 

attained.  

The partners involved in the Cash and Voucher Assistance Program that was conducted 

during the month of November 2020 (PIN, FNN, DPA, BS, LWD and CnD) were all able to 

properly implement the existing SOP in order to effectively carry out the cash distribution in a 

total of four provinces, assisting 2,482 beneficiaries in these provinces. The lessons learned 

and documented in this paper will inform the update of the existing SOP, however the changes 

are minimal as overall the project has worked with great efficiency.  

WING, in conjunction with the Humansis platform, have provided DanChurchAid with a 

transparent and efficient way of transferring cash to targeted beneficiaries with the added 

advantage of being able to track data in real time. DCA and other stakeholders were able to 

use this to their advantage and individual follow-ups in instances where the cash had not been 

collected 48 hours later to trouble shoot; ultimately aiding individuals in obtaining the cash 

from the WING distribution center.  

Overall, the CVA implemented by DCA and PIN helped cover basic food needs of targeted 

individuals and their families for a period of 4-6 weeks after the floods. In addition, the CVA 

has helped many beneficiaries obtain medical treatment during this time.  


