@ DSWD W

Department of Social Welfare and Development BAGONG PILIPINAS

This is not an ADB material. The views expressed in this document are the views of the author/s and/or their organizations and do not necessarily reflect the views or
policies of the Asian Development Bank, or its Board of Governors, or the governments they represent. ADB does not guarantee the accuracy and/or completeness of

the material’s contents, and accepts no responsibility for any direct or indirect consequence of their use or reliance, whether wholly or partially. Please feel free to
contact the authors directly should you have queries.

Optimizing Artificial Intelligence in
Enhancing the Grievance Redress of the
Philippine Conditional Cash Transfer

AUGUSTUS LITO M. NARAG
4PS - National Program Management Office

#BawatBuhayMahalagaSaDSWD




ODbjectives:

1.Provide brief background on Philippine Conditional Cash
Transfer and its current accomplishment;

2.Discuss how Artificial Intelligence Is Integrated into the
process of CCT specially on Grievance Redress;

3.ldentify potential deterrents and challenges on Grievance
Work Automation

4.Recommend on policy actions to further optimize Aritificial

Intelligence In the social service delivery (grievance
management)

INTERNAL. This information is accessible to ADB Management and Staff. It may be shared outside ADB with appropriate permission.



The Philippine Conditional Cash
Transfer |/ Pantawid Pamilyang
Pilipino Program (4Ps) Is the national
poverty reduction strategy and a
human capital investment program
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Soclal Protection Framework (2023 - 2028)

Risks and Vulnerabilities Reduced

Pantawid Pamilyang
Pilipino Program
» 4Ps
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16 years

IN impactini the Filiiino HHs



e World Bank: CCT program as one of the
driver for poverty reduction In the
Philippines (1.4% poverty reduction in 2013,
1.5% in 2015 and 1.3% in 2017)

e National Economic Development
Authority: Major factor In Its improvement
of poverty reduction by providing the income
of poor households

e 3 Waves of Impact Evaluation (2012,
2015, 2018): consistently shown that it kep
children in school and healthy



GEOGRAPHIC COVERAGE

- P

99.55%

of the total 42,027 barangays in
the entire Philippines

100%

of the all cities (142),
provinces (82) and
regions (17) in the entire
Philippines

of the total 1,486
municipalities in the entire
Philippines
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HOUSEHOLD COVERAGE

4,419,785 (100.45%)

of 4,400,000 target households
served by the end of the year
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PROFILE OF THE BENEFICIARIES

Age Group (Years Old) Sex
Grade Level & & Total ERICeHtage
1 ¥ K
Oto2 3to5 1 15to 18 Girl Boy
Kindergarten - 235,804 224,214 104,421 268,677 295,762 564,439 6.52%
Grades 1-6 - - 2,998,728 434,371 1,624,850 1,808,249 | 3,433,099 39.66%
Grades 7-10 - - 1,146,106 1,834,058 1,446,489 1,533,675 | 2,980,164 34.43%
Grades 11-12 - - - 996,267 530,330 465,937 996,267 11.51%
No Grade Level 23,779 206,750 300,096 152,362 316,051 366,936 682,987 7.89%
Reported
Total 23,779 442,554 4,669,144 3,521,479 4,186,397 4,470,559 | 8,656,956 100.00%
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4Ps HUMAN DEVELOPMENT MILESTONE

(From FY 2016 to Present)

4,111 Board Examination Passers
40 Board Topnotchers
82 Magna Cum Laude

 —
32,556 &

Finished College 1532 with Special Distinctions
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4Ps HUMAN DEVELOPMENT MILESTONE

GRADE LEVEL COMPLETION (From FY 2016 to Present]

- &

Graduated from Elementary  Graduated from High School

11,456,958 3,254,002




4Ps HUMAN DEVELOPMENT MILESTONE

355,414

Self-Sufficient Households

by the end of FY 2023 and were
graduated from the program

Pantawid Pamilya : : .
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Critical Period for
Transformative Change



The demand for digital
transformation Is, In fact, an

understatement.




GAMECHANGER

Drastic impact of technology of how Filipinos live and how
It IS redefining the narrative of poverty and the manner
through which social services delivghsd
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We are EVOLVING.
We are RESPONDING.
We are CHANGING.



Grievance Redress
System

resolve grievances and utilize such
grievance data for program
development with the end view of

minimizing incidence of
grievance and improving

beneficiary experience and
satisfaction about the Program.
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Grievance Redress Workflow
Automation System or
NEWGRS

leverage Artificial Intelligence and
rule-based workflow engine

Automate the interconnectivity of
various field implementers across
levels of operations for iImmediate
resolution



Walk-in

Grievance Desk

Phone Call

Snail Mail

Email
4psassistance@dswd.gov.ph

Facebook

/DSWDPantawidPamilya

(TIMEFRAME:
ICTMS sends to 4Ps
NPMO a day after
receipt of all 4Ps
complaints. GRD
responds w/in 3 days

Website

pantawid.dswd.gov.ph/contact-u

0918 912 2813
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-Heavily manual
and disintegrated.
Should move
towards process
automation!

Grievance
Details &
Response Data

(TIMEFRAME:
c/o GRD

Processing

Time

- -
- .

1. Intake and Response

GRIEVANCE =X
. REDRESS &

T PROCESS
4. Feedback O o 2. Processing

Lo

3. Resolution




Grievance Redress Workflow
Automation System or
NEWGRS

e Text analytics solutions on emails and
SMS (and subsequently snall mails

e Segregate emails with grievances from
other emails

e Extract the grievance and classify It Into
the 8 types of grievances

e Extract specific information (Beneficiary,
Household 1d, period of grievance etc)
from the email text for accelerating

allocation and resolution.




And other ] S—
channels CC Engine » Al classifier *»  Qutput
‘ consumed by
B __NewGRS J
Tru-Al Platform

Phase-1:High-level architecture




LMPROVING THE GRIEVANLCE REDRESS
SYSTEM WLTH AL

RUTOMATED GRIEVANCE ENHANCING TRANSPARRENCYS
HANDLING AND ACCOUNTABILITYS
Al can enhance the efficiency of Al can improve transparency and
GRS by automating case accountability in the grievance
management (case classification handling process (dashboard
and resolution tracking) analvtics, feedback mechanism)

PERSONALIZED SUPPORT

Al can offer personalized support
to individuals filing grievances
(virtual support agents)



Enhancing Data Collection
and Analysis

T

Improving Beneficiary
UOutreach and
Communication

Streamlining Application
Processes
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DETERRING FACTORS AND CHRLLENGES

Digital Divide and Access
Issues

Data Privacy and Security
Concerns

System Reliability and

Bias
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ERRERRREE 17:\1 holds S|gn|ﬂcant potentla\ for opt|m|zmg the

|mp\ementat|on of the Philippine CCT program
by enhancing data management, improving
communication, and streamlining processes.
However, to ensure INnclusivity and
responsiveness, policymakers must address
challenges such as digital access disparities,
- data privacy concerns, and potential biases in Al
systems. By leveraging Al effectively, the GRS
can be made more efficient, transparent, and
responsive to the needs of beneficiaries.

PANTAWID PAMILYANG PILIPINO PROGRAM
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SEEE.
RECOMMENDAT LONS

I%KEI%E&PREIE?E;EL * beneficiaries in remote areas have access
to necessary digital tools and the internet
ENHE'}E-EEHIEE&THL * training and support for beneficiaries
. e
IDmHEI'lﬁEEEg;EEEDTEIUDSNT * strong data protection policies
B
mUNITDEEH]f:\IFI?SFIDDRESS * review Al systems for bias
EE— and ensure fair treatment
STRENGTHEN THE GRS * enhance the efficiency, transparency, and
responsiveness of the grievance redress process

* - ill l PANTAWID PAMILYANG PILIPINO PROGRAM
] s #BawatBuhayMahalagaSaDSWD
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The heart of 4PS is the

empowerment of the poor,
disadvantaged and vulnerable
to find their voice to address
the drivers of poverty, and to
break the cycle of
Intergenerational poverty.
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The
HOUSEHOLDS _

maltter.
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EMPOWERMENT

the poor, vulnerable and
disadvantaged matter.

Important and critical actors
IN Making decisions for the
families to address their risks
and vulnerabilities
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Together, let
us remain
true and
committed to
the heart of
the program.
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