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Lecture content 

• Modelling social protection delivery chain by stages

• Inputs and outputs in specific stages in delivery chain

• Population reference groups: people in delivery chain

• From central to local administration of social protection delivery

• Delivery chain processes and journey maps: less and more friendly for 
individuals in need

• Summary



„Although benefits and services seem so different, 
virtually all were implemented in similar ways”

The Social protection Delivery Chain

Four stages or phases

Nine tasks by stages

Concepts and core elements of the delivery systems framework, in: Kathy Lindert et al. eds. Sourcebook 
on the Foundations of Social Protection Delivery Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


GRM = grievance 
redress mechanism

Inputs and 
outputs along 
delivery chain

Concepts and core elements of 
the delivery systems framework, 
in: Kathy Lindert et al. eds. 
Sourcebook on the Foundations 
of Social Protection Delivery 
Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


People in delivery chain: 
population reference groups

The first challenge is that people’s 
operational status changes 
throughout the delivery chain

Second, the distinction between 
the terms “assistance unit” and 
“designated recipient” is 
important (individual, family, 
household)

Third, there is no universal technical 
term that encompasses all of the 
following people: intended 
population, applicants, registrants, 
beneficiaries, individuals, families, 
households, assistance units, and 
designated recipients (e.g. client or 
customer are not universal and 
sometimes controversial)



Typology of intended 
population groups 
and social protection 
programs

Kathy Lindert et al. (eds.), 
Sourcebook on the Foundations of 
Social Protection Delivery Systems, 
2020

https://openknowledge.worldbank.org/bitstream/handle/10986/34044/9781464815775.pdf?sequence=9&isAllowed=y
https://openknowledge.worldbank.org/bitstream/handle/10986/34044/9781464815775.pdf?sequence=9&isAllowed=y


Subnational management and implementation with central oversight. In some countries, 
management and implementation of certain programs may be fully decentralized to 
subnational actors, either with full central financing or with joint cofinancing between 
central and subnational governments, often through block or matching grants

Fully decentralized. Some programs operate fully decentralized, with little or no 
involvement by the central government. This arrangement is common for social 
services, which can be “local” not only in their management and implementation, 
but also in their financing e.g. social assistance

Centralized with deconcentrated local offices. An individual program can be fully 
centralized in a constitutional sense, with implementation by deconcentrated 
local offices that report directly to the central agency e.g. social insurance

Central-local partnerships in decentralized contexts… the central ministry may 
enter into partnerships with autonomous local governments to ensure delivery of 
social protection programs

„Countries adopt various schemes in terms of the set of vertical institutional arrangements 
that support the central-local division of responsibilities for the delivery of social protection 

benefits and services, based on their institutional and administrative context”

Many programs outsource some or all aspects of delivery to partner agencies, 
which can include other public agencies, foundations, nonprofits, and 
specialized for-profit firms. Outsourcing is particularly common for the 
provision stage of the delivery chain… by output or outcome based contracts 



The philosophy behind the two approaches is 
distinct. 

• THE ON-DEMAND APPROACH envisions 
people approaching government for 
support. Clients initiate engagement and 
apply for benefits and services according 
to their own perceived needs and 
conditions, on their own timetable. 

• ADMINISTRATOR-DRIVEN APPROACH 
sees government approaching the people.
It initiates contact and registers groups of
potential clients (usually households) on
its own timeline.

On-demand approach vs 
administrator-driven approach

Concepts and core elements of the delivery systems 
framework, in: Kathy Lindert et al. eds. Sourcebook on the 
Foundations of Social Protection Delivery Systems, World 
Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


Delivery chain process map: an example of LESS FRIENDLY process for unemployed individual 

ESO – Employment Services Office
SSO – Social Services Office
UA – Unemployment Assistance

Concepts and core elements of the delivery systems framework, in: Kathy Lindert et al. eds. Sourcebook 
on the Foundations of Social Protection Delivery Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


Journey maps: 
understanding the 
client experience of 
social protection 
delivery systems with 
less friendly one

ESO – Employment Services 
Office
SSO – Social Services Office
UA – Unemployment Assistance



Italy’s exemplary 
case of delivery 
chain for Reddito di 
Cittadinanza (social 
assistance in cash)

ALMP = Active Labor Market 
Program; ANPAL = National 
Agency for ALMPs; GePI = case 
management information 
system; INPS = National 
Institute of Social Security; 
MLSP = Ministry of Labor and 
Social Protection; NGO = 
nongovernmental organization; 
PES = Public Employment 
Service(s); RdC = Reddito di 
Cittadinanza (Citizenship 
Income Program)



Harrison Neuret et al., Work Requirements Don’t Work A 
behavioral science perspective, ideas42, 2019

„Work requirements make keeping 
healthcare coverage a roll of the dice 
for busy Arkansans. Can you make it 
all the way through the process to 
report your work? Roll and move 
your way from start to finish. If you 
hit a red hand icon, you've failed to 
comply for the month and have to 
go back to the start.
Remember, if you are out of 
compliance for just three months in 
the year, your health insurance gets 
taken away”

Making health insurance for 
people living in poverty 
conditional on work in US: 
client journey to entitlement 
as a maze

https://www.ideas42.org/wp-content/uploads/2019/04/ideas42-Work-Requirements-Paper.pdf
https://www.ideas42.org/wp-content/uploads/2019/04/ideas42-Work-Requirements-Paper.pdf


„The standard economic approach to predicting 
human behavior suggests that we behave as if 
we consider all available information, weigh the 
pros and cons of each option, make the best 
choice, and then act on that decision.

The behavioral approach shows us something 
different: 

• we all make decisions with imperfect 
information, and it can be hard to choose 
what is best for us

• our decisions are products of particular 
contexts. Changing the context can change 
the decisions that people make”

Work requirements (conditionality) 
in terms of behavioural sciences

Harrison Neuret et al., Work Requirements Don’t Work A 
behavioral science perspective, ideas42, 2019

https://www.ideas42.org/wp-content/uploads/2019/04/ideas42-Work-Requirements-Paper.pdf
https://www.ideas42.org/wp-content/uploads/2019/04/ideas42-Work-Requirements-Paper.pdf


Various challenges to social 
protection payments for 
vulnerable groups

„A human-centered design (HCD) 
approach is helpful to make adaptations 
to payments provision for common 
intended populations. For example, low 
mobile phone ownership among women 
and poor digital and financial literacy
can all complicate women’s adoption of 
digital payment methods over manual 
cash transfers. Explicit design choices 
through an HCD approach can address
various challenges”

Concepts and core elements of the delivery systems framework, 
in: Kathy Lindert et al. eds. Sourcebook on the Foundations of 
Social Protection Delivery Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


Delivery chain process map: an example of MORE FRIENDLY process for unemployed individual 

ESO – Employment Services Office
SSO – Social Services Office
UA – Unemployment Assistance Concepts and core elements of the delivery systems framework, in: Kathy Lindert et al. eds. Sourcebook 

on the Foundations of Social Protection Delivery Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


Journey maps: 
understanding the 
client experience of 
social protection 
delivery systems with 
more friendly one

ESO – Employment Services Office
SSO – Social Services Office
UA – Unemployment Assistance

Concepts and core elements …, 
in: Kathy Lindert et al. eds. 
Sourcebook on the Foundations 
of Social Protection Delivery 
Systems, World Bank, 2020.

http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf
http://rszarf.ips.uw.edu.pl/inequality/lindert2020.pdf


Shock response through 
existing cash transfer 
programs and systems, 
e.g. COVID-19, refugee 
crisis

Gabrielle Smith, Thomas Bowen, Adaptive Social Protection: 
the Delivery Chain and Shock Response, 2020

Polish case of war refugees from UA (mainly women and children) 
2022: horizontal expansion of child benefits and social assistance

https://documents1.worldbank.org/curated/en/799281603376140118/pdf/Adaptive-Social-Protection-The-Delivery-Chain-and-Shock-Response.pdf


Deficits in decent work and social justice in the world 2022

https://www.ilo.org/wcmsp5/groups/public/---dgreports/---inst/documents/publication/wcms_865332.pdf


Summary
1. Social protection implementation is characterised by subsequent phases (stages) model of delivery chain with 

specific general stages: assess, enrol, provide, manage, and sub-phases e.g. assess sub-stages are outreach, 
intake and registration and assessment

2. People within delivery chain framework are depicted as: intended population, registrants before assessments, 
registrants with assessments, eligible and non-eligible population, eligible enrolled and eligible not-enrolled 
population, enrolled beneficiaries

3. Error, fraud and corruption in delivery of social protection is an issue often discussed and it is about intentional 
and unintentional actions and in-actions by clients and administrators 

4. Social protection delivery can be organised as fully centralised (e.g. social insurance) to fully decentralised 
systems (social assistance, social services) and in between (central-regional partnerships, subnational 
management and implementation)

5. There are two models of social protection delivery: on-demand (in most developed countries) and administrator-
driven (often in developing countries)

6. Social protection delivery can be pictured as maps in terms of 
1) phases, units (e.g. ministry, social services office, social employment office) and concerned individuals (delivery chain process 

map)
2) feelings, doings and time costs for individuals (client journey map)

7. Some requirements and conditionalities attached to social protection benefits or services make delivery chain 
more complex and difficult to navigate by people living in poverty. Making that journey easier is a good and 
feasible idea 

8. Social security systems have responded to shocks such as COVID-19 or the refugee crisis with several strategies: 
horizontal and vertical expansion, but also through design tweaks and emergency programmes
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