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HOW DOES COMMUNICATION WITH BOLSA FAMILIA (PBF) BENEFICIARIES WORK?
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Managing huge and complex public policies such as the BFP calls for the use of tools to
communicate with the beneficiaries. Such tools are both a necessity and a challenge. After
completing eligibility determination and the selection of beneficiaries it is vital to deploy a
set of communication tools to follow up the implementation of four key tasks by this Condi-
tional Cash Transfer program, which are: (i) granting the BFP benefits; (ii) ensuring payments
to beneficiaries; (iii) warning of the requirement to update the Federal Government’s Unified
Registry for Social Programs (Cadastro Unico); and (iv) overseeing BFP conditionalities. The
focus of this article is confined to communication channels between the government’s core
agencies and the program s beneficiaries. It does not explore communication vice versa, e.g.
beneficiaries directly seeking information from the Ministry of Social Development (MDS) or
state/municipal authorities.

The first BPF communication consists of a “welcome letter” that is sent to beneficiaries throu-
gh Correios, the Brazilian postal service. This letter informs the family that it has been ac-
cepted as a beneficiary of the program, and contains information on the steps to be taken to
access the initial payment. The letter also mentions the need for families to commit to the con-
ditionalities of the program, and carries instructions on what families must do before receiving
their first payment. It also provides information about payment schedules, advising that the
magnetic benefit card (Social Card) will be sent by mail in up to 20 days. The letter also in-
forms beneficiaries of other available means of obtaining the payment, existing channels of
communication, and the importance of safeguarding the letter for subsequent consultation. It
is reproduced in full at Annex 1.

The second communication is linked to the delivery of the BFP Social Card. The card is ac-
companied by a Fact Sheet about the program itself (operational aspects, responsibilities
required of families, ways to contact the MDS and the Caixa Econdmica Federal, and the steps
that need to be taken to activate the card by registering a password in one of the Caixa lottery
points (/otéricas) prior to beneficiaries being able to access payment. The person responsible
for the family unit (the legally responsible individual) is requested to telephone the Caixa Call
Center (Servico de Atendimento ao Cidadéo) to request activation of the card - in the nearest
Caixa lottery point - before being able to use it. This correspondence also contains a consent
form (Termo de Responsabilidade) for the beneficiary s signature. If some items are missing
from the package the beneficiary must contact the aforementioned customer service unit.
Annex Il contains the full text of this item.

In addition to the above communications the ATMs also issue printed payment receipts (extra-
tos bancarios) with information on the amount and date of the benefit payment. This receipt is
also used by the MDS to relay messages showing the exact status of the benefit and informing
the beneficiary of the procedures and deadlines to be observed e.g. reminding beneficiaries
to update their registration details and ensure that they are aware of the conditionalities un-
der the BFP (see Table 1).

Given the positive experience of communicating with beneficiaries through the BFP Social
Card, steps have been taken to improve the messages on the receipts by enhancing the fle-
xibility of the operation to include, for example, longer and more personalized messages.
Efforts have also been made to improve the type of language on the receipts and produce
clearer and more readily understandable messages tailored to the different types of people
that they are designed to reach.
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Caixa, with the support of the MDS, launched a publicity campaign called “Keep an eye on
the Bolsa Familia message”, to draw the attention of beneficiary families to the importance of
reading everything printed on the receipts when they withdraw the funds at ATMs. The Bolsa
Familia management network was recruited to display a series of posters in strategic places
normally used by beneficiaries such as health centers, bus-stops, schools, etc. (Figure 1.

Figure 1: Message on the Bolsa Familia payment receipt
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Source: MDS, 2015.

The key message of this advertising campaign can also be found on the back of the first Social
Card sent to beneficiaries, as follows:

Keep an eye on the Bolsa Familia message

You will get a receipt every time you draw your benefit. This is your statement. Pay close
attention to this piece of paper because it contains important information about your cash
benefit: registration updating, school attendance frequency, vaccination, etc.

Table 1 contains examples of messages sent to beneficiaries in this way, specifically those re-
lated to updating personal registration data).

1 The message in the receipt displayed in Figure 1is: “Go to the office responsible for Bolsa Familia and Cadastro Unico in your city to
update your registration. Report your income correctly and the employment of everyone in your family. For further information contact MDS
on 0800 707 2003
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Table 1: Examples of messages contained in Bolsa Familia statements relating to the

re-certification (Cadastro Unico) of current Bolsa Familia beneficiaries in Group 8.

Message Purpose

Bolsa Familia message: Attention. Be warned that it is over
two years since you have not updated your registration de-
tails. You have until 18 August to update your details in order
to retain your benefit. Go to the Cadastro Unico and Bolsa
Familia offices in your town. Do not leave this to the last mi-
nute. Take with you the documents relating to your whole

family and also an electricity bill if you have one.
For more information call MDS - 0800 707 2003.

Reason: Cadastral Review 2017 - COD. G8-73.

Bolsa Familia Message. Urgent. You have still not updated
your registration. You have until 18 August to update your
details in order to retain your benefit. Go to the Cadastro Uni-
co and Bolsa Familia office in your town. Do not leave this to
the last minute. Take with you the documents relating to your

whole family and an electricity bill if you have one.
For more information call MDS - 0800 707 2003.

Reason: Cadastral Review 2017 - COD. G8-74.

Bolsa Familia Message. Blockage. You failed to update your
registration and therefore your benefit has been blocked. To
resume benefits you must update your registration as a mat-
ter of urgency. Go to the Cadastro Unico and Bolsa Familia
office in your town by 20 October. Take with you the docu-
ments relating to your whole family and an electricity bill if

you have one.
For more information call MDS - 0800 707 2003.

Reason - Cadastral Review 2017 - COD. G8 G8-75

Bolsa Familia Message. Attention. Benefit cancelled. Your be-
nefit has been cancelled because you failed to update your
registration details. Go to the Cadastro Unico and Bolsa Fa-
milia office in your town by 20 October. Take with you the
documents relating to your whole family and an electricity

bill if you have one.
For more information call MDS - 0800 707 2003.

Reason - Cadastral Review 2017 - COD. G8. G8-76.

SUMMONS

Bank statement (receipt)
informs the recipient
that his/her registration
data in the Cadastro Uni-
co has completed two
years and needs to be
updated.

REPEATSUMMONS

Note on the August re-
ceipt reinforces the pre-
vious summons.

In cases where the family
failed to update the Re-
gister on time, the bene-
fit could be blocked and
clients warned of the
need to update registra-
tion.

CANCELLATION

In cases in which the fa-
mily have failed to update
the details, even after the
benefit has been blocked,
the message informs the
beneficiary that the be-
nefit has been cancelled
and that the family must
update its registered de-
tails.

Source: Operating Instruction No. 86 / SENARC / MDS Brasilia, 27/03/2017, Revised 11/5/2017.
Brasilia, 27/03/2017, Revised 11/5/2017.
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Table 2 gives an idea of the sequence of communications via payment receipts containing
guidance for beneficiaries in cases where the cadastral verification process (involving cross-
checking registration details in the Unified Registry with other administrative records) has
identified BFP beneficiaries with family incomes that exceed the limit of half of one minimum
salary per person, (i.e. income different from that declared in the Cadastro Unico).

Table 2: Examples of stepped messages in Bolsa Familia payment receipts. Cases related to
the Cadastral Verification survey (Cadastro Unico) where crosschecking with other admi-
nistrative records showed inconsistencies in the income statements of BFP beneficiaries in
Group 2 and the need for the funds to be immediately blocked.

Message Purpose

Bolsa Familia Message. Attention. Benefit Blocked. Go to the
office responsible for Bolsa Familia and Cadastro Unico in
your city to update your registration. Report your income
correctly and the employment of everyone in your family by

16 June 2017 in order to avoid your benefit being cancelled. IMMEDIATE BLOCKAGE

For more information call MDS - 0800 707 2003

Reason - Cadastral Review 2017 COD. G2-14

Bolsa Familia Message. Attention.Your benefit has been blo-
cked because your family’s income exceeds the maximum BLOCK

amount allowed under the Bolsa Familia. el hes wreskied e

Any questions please call 0800 707 2003. gistration and no longer
fits the PBF profile
Reason - Cadastral Review 2017 - COD. G2-15

Bolsa Familia Message. Benefit Cancelled. Your registration

was not updated on time and information from the Federal CANCELLATION

Government shows that your family earns more than what is

allowed under the Bolsa Familia. Family has failed to
update the Register on

Any questions please call 0800 707 2003. time

Reason - Cadastral Review 2017 - COD. G2-19
OR

Bolsa Familia Message. Attention. Benefit cancelled. You will
no longer receive the Bolsa Familia because your family earns CANCELLATION
more than what is allowed under the Bolsa Familia.

Family updated registra-
For more information, go to the Bolsa Familia section of your

city or call MDS - 0800 707 2003.

tion and no longer fits the
PBF profile.

Reason - Cadastral Inquiry 2017 - COD. G2-20.
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Message Purpose

OR

Bolsa Familia Message. Attention. You will no longer receive CANCELLATION

the basic benefit of R$85 from Bolsa Familia because your fa- . .

mily earns more than what is allowed under the Bolsa Familia. Fennlly Lipe Eitee] el
tion and no longer fits the

For more information call MDS - 0800 707 2003. profile for receiving the

Reason - Cadastral Review 017 - COD. G2-77 basic benefit.

Source: Operating Instruction 86 / SENARC / MDS Brasilia, 27/03/2017, Revised 11/5/2017.

Communication strategies with beneficiaries also involve correspondence sent through the
Brazilian Postal Service. However, in view of the high costs of letters, these are reserved for
special situations where it is necessary to communicate specific situations to families, such
as their failure to comply with conditionalities, to notify them of training opportunities and to
warn them of the need to update their data in the Cadastro Unico. The use of letters means
that the longer messages can be sent, especially regarding more complex situations.

Table 3: Examples of letters to Bolsa Familia beneficiaries.

Letter Content Purpose

Urgent notice
Cadastro Unico and Bolsa Familia Program

Dear [name of person responsible for the family unit],

You and your family are enrolled in the Unified Registry for Social
Programs. You and your Family are in the Unified Registry for So-
cial Programs (Cadastro Unico), but the information you provided
at your last interview differs from that contained in other Federal
Government records.

CADASTRAL
REVIEW

Please go to the office responsible for the Cadastro Unico and Bolsa
Familia in your city by 18 August 2017 to update your registration
details.

If you fail to update your data, you may have your account excluded
and you will not be able to receive benefits such as Bolsa Familia,
Bolsa Verde and discounts on your electricity bills, etc.

When you update your registration you must mandatorily provide
information on all the persons living in your house, including elderly
and disabled people, together with proof of the income received by
each of them.




Letter Conten Purpose

Bring your CPF or Voter ID and at least one official document, pre-
ferably the CPF, related to each family member. Be sure to inform
the name of the school attended by your children and adolescents
in your family, as well as an email and phone number where you can
be contacted.

Any questions, please call the Ministry of Social CADASTRAL
Development (MDS) REVIEW
0800 707 2003
The call is free.
Keep your registration up to date so that you and your family can
benefit from social programs
Urgent notice
Cadastro Unico and Bolsa Familia Program
Dear [name of person responsible for the family unit],
You have not updated your family’s data in the Cadastro Unico for
more than two years.
Please go to the office responsible for the Cadastro Unico and Bolsa
Familia in your city to update your registration by 18 August 2017 to
avoid losing your benefits such as the Bolsa Verde or discounts on
your electricity bills.
When you update your registration you must mandatorily provide
information on all the persons living in your house including elderly CADASTRAL
and disabled people, together with a statement of income received REVIEW

by each of them.

Bring your CPF or Voter ID and at least one official document, pre-
ferably the CPF, related to each family member Be sure to inform
the name of the school attended by your children and adolescents
in your family, as well as an email and phone number where you can
be contacted.

If in doubt, call the Ministry of Social Development (MDS)
0800 707 2003
The call is free.

Keep your registration up to date so that you and your family can
benefit from social programs

Source: Operating Instruction 86 / SENARC / MDS Brasilia, 27/03/2017, Revised 11/5/2017.

An innovation in communication strategy was the launching in 2016 of the Bolsa Familia smar-
tphone application. Beneficiaries can now consult payment calendars, check his/her benefit
status, see what new benefit instalments are available, and find the nearest place where the
funds can be accessed (Figure 2).
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Figure 2: Bolsa Familia Smartphone Application

Bolsa
Familia

01234567897

X | Lembrar meu MIS
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Source: www.mds.gov.br (MDS, 2016).




ANNEX | - First letter to beneficiaries

WELCOME TO THE BOLSA FAMILIA PROGRAM

The Federal Government has identified your family in the Cadastro Unico. From now on you
will receive the Bolsa Familia benefit. Keep this letter for future reference.

Bolsa Familia is a program of the Ministry of Social Development and Fight against Hunger
(MDS) aimed at improving families’ living conditions. The value of your benefit depends on
the number of people in your family, the age of any children and youths in the family and your
family’s income.

DON’'T FORGET

The commitment of your family with the program is to keep your details in the Cadastro Unico
up-to-date, enroll your children and teenagers in school and ensure that they attend regularly.
Also you must ensure that children are vaccinated at the correct time.

BOLSA FAMILIA CARD

You will receive a letter with the Bolsa Familia Card and the scheduled payments of the bene-
fit. The card will only be delivered at your home if you have someone there to receive it who
is over 18 years of age and can show an ID with a photo.

If you do not receive the card during the next 20 days, please call the Caixa Call Center on
0800 726 0207.

HOW TO WITHDRAW THE BENEFIT

Using your card you can withdraw your cash from the ATM of a Caixa agency, lottery point or
shops that have signs displaying “CAIXA HERE”.

To obtain your benefit before the card arrives you must go to a Caixa branch agency and
present a photo ID.

PAYMENT DAY

The Bolsa Familia Program produces a payment schedule (calendar) on an annual basis. To
check your payment date, see the final number of your Social Identification Number (NIS) and
check the schedule below:

ATTENTION: YOU CAN ALSO RECEIVE PAYMENT AFTER THESE
DATES

Each month’s benefit is available for 90 days.

If you do not know your NIS, call 0800 707 2003.

ANY OTHER QUERIES

For further information on the Bolsa Familia, look for the CRAS or Bolsa Familia office in your
town, call the Customer Service Center of the Ministry of Social Development on 0800 707
2003, or visit mdspravoce.mds.gov.br.




CAIXA Call Center - 0800 726 0207
SAC CAIXA - 0800 726 0101 (information, complaints, suggestions and compliments)
for the hard of hearing or with speech impairments - 0800 726 2492

Ombudsman - 0800 725 7474

Figure Al: Example of envelope containing the first letter to beneficiaries
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Figure A2: Contents of the first letter to beneficiaries.
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ANNEX |l - Contents (Bolsa Familia Card) of the second letter to beneficiaries

Your family is has been granted a benefit under the Bolsa Familia Program.

The Bolsa Familia Program was created to support the poorest families and guarantee the
right to food. The cash value of the benefit is transferred directly to families. The funds can
be withdrawn each month with the magnetic benefit card enclosed. Now that you are Bolsa
Familia family you must fulfill your responsibilities correctly in order to continue receiving this

benefit.

THIS CARD IS BLOCKED. TO UNBLOCK THE CARD TELEPHONE
0800 726 0207

How to withdraw your cash:

» Your Bolsa Familia Card is enclosed, together with the Term of Responsibility.

» The calendar below shows your payday (that corresponds to the final number on your
card).

» Your card is blocked at present and only the cardholder can unblock it. Call 0800 726
0207 to unblock your card. The call is free.

» To receive your first payment go to a Caixa agency or lottery point. Take with you your
Term of Responsibility, the magnetic benefit card and an identity document containing
a photograph. You will need to register your password, and after that you will be able to
receive your cash benefit on the date indicated on the calendar.

» In future you will be able to access the funds monthly with your card in any lottery
point, in places displaying the “CAIXA AQUI” symbol or in permanent Caixa bank bran-
ches.

TO CONTINUE RECEIVING THE BENEFIT YOU MUST:

» Keep your children in school - you must unroll your children and ensure their minimum
attendance of 85% of school time each month.

» Family healthcare - you must keep an eye on your children’s health (vaccinations, wei-
ght, growth measurement) and pregnant women (they must attend consultations and
prenatal sessions).

» Update your information regularly- any changes in your family data must be reported
to the local authorities for them to update the BFP register.

TAKE CARE OF YOUR CARD:

» Sign your card in the appropriate space as soon as you receive it;

» Avoid scratching, bending or damaging the card;

» Do not leave your card near a television set, magnet or electronic device;
» Do not leave your card with anybody. Keep it in a safe place;

» Do not write your password on the card. It is safer to memorize it.

For more information on the Bolsa Familia call the Ministry of Social Development (MDS).
Free call: 0800 707 2003

For more information for using the card and queries regarding your password, call CAIXA on

0800 726 0207 (free call).
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Figure A3: Envelope containing the second letter (with the Bolsa Familia Social Card) to beneficiaries.
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Figure A4: Second letter to beneficiaries containing the Bolsa Familia Social Card.
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