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■ Association focused on disseminating knowledge and tools for ethical 
finance

■ Founding members: five French organizations specialized in 
microfinance

■ Partners: MFIs, networks, TA providers, investors, donors, 
researchers, worldwide

■ Working areas: impact and social  performance, governance, rural 
and agricultural finance.

www.cerise-microfinance.org



Social Performance Fund – 3rd round

Who we target?

 MFIs, National networks, Local regulators, Investors

SP Fund offer for Microfinance Stakeholders

 On-line trainings (in English, Spanish and Russian) for network

representatives, MFIs' managers, credit analysts and SPI4

auditors on the data collection and use of SPI4

 Off site individual TA for selected MFIs, networks and credit analysts

 Scholarships to participate to SPTF annual meeting in 2016 and 2017

First calls for proposals since January 2016

More : http://www.mfc.org.pl

http://www.mfc.org.pl/


Objectives of this webinar

1. Discuss the key issues around Operations in SPM

2. Understand the key indicators related to Operations in the 

Universal Standards (and SPI4 filtering option)

3. See examples on how to improve practices on Operations 

4. Identify technical resources

Objectives



What are the key issues around 

Operations in SPM?



Dimension 1 : Define and 

monitor social goals 

 The institution creates management reports that 

include client level data, at least once a year.

 The institution discloses social performance data 

through one or more of the following channels: 

Mix, national network, annual report, etc



Dimension 3: Products that meet

clients’ needs

 Adequate products: Operations Department

has to work with most of the Essential Practices 

identified on the Standard 3b "The institution’s 

products, services, delivery models and 

channels are designed to benefit clients, in line 

with the institution’s social goals.”



Dimension 4: Treat clients 

responsibly

Product Management ensures that client 

protection policies and procedures are put into 

practice during the delivery of products and 

services. 

It concerns all the Standards in Dimension 4



Key client protection responsibilities:

• Enforce the FI’s policies on client repayment 
capacity analysis.

• Facilitate reporting client information to the 
credit bureau.

• Enforce the FI’s policy on how and when to 
consolidate or reschedule loans for clients 
who are willing but unable to repay.

• Include the above policies in a credit manual.

Standard 4a/ CPP 2. 
Prevention of 

Overindebtedness

• Enforce the FI’s policies on: 1) disclosing the 
total amount that the client pays for the 
product, 2) communicating all the prices, 
terms, and conditions of all financial products, 
prior to signing a contract, 3) giving adequate 
time for review before singing a contract, 4) 
communicating in a way that facilitates client 
understanding, 5) providing proof of payment. 

Standard 4b/ CPP 3. 
Transparency



Key client protection responsibilities (con’t):

• Enforce the FI’s policies on: 1) 
acceptable/unacceptable debt collection 
practices, and provide them to employees in 
writing, 2) informing clients of the main 
aspects of the Code of Conduct, particularly 
those related to clients’ rights and how they 
can make complaints to the FI.

Standard 4C/CPP 5. 
Fair and Respectful 

Treatment of Clients

• Ensure employees get written consent to 
share client information or photos with any 
external audience. Ensure that this consent 
form is included in the product contract.

• Ensure clients are instructed on their 
responsibilities for keeping data private.

Standard 4D/CPP 6. 
Data Privacy

• Use complaints information to understand 
product/service design and delivery problems, 
and make corrections.

Standard 4E/CPP 7. 
Complaints Resolution



How to assess practices on 

Operations?



How to assess Operations issues with SPI4?

 Quick demo of filtering option for Operations: we find the 

key issues listed above.



Questions/Confusing or challenging 

indicators?



Examples on how to improve 

practices on Operations



1. Adequate products: knowing the 

reasons for drop out: Peru

 Context: MFI operating in rural areas

 High-drop out of clients from remote areas

 Solution: branch opening hours change

15



Any question on Product?

Experience to share ?



2. Prevention of over-indebtedness –

FI policies support good 

repayment capacity analysis

Can you answer YES to 

following questions?



 Is the loan repayment capacity analysis done for each loan?

 Does the credit committee decision look at repayment capacity first before taking into 

account guarantees (co-signers, guarantors or hard collateral)?

 Does credit methodologies include collecting information on client cash flows and 

assessing repayment capacity? 

 Does evaluation of the client's cash flows consider business and family expenses? 

 Does the evaluation of the client's cash flow consider the income, expenses and 

outstanding debt of the household? 

 Does the evaluation of the client's cash flows consider liabilities from other sources? 

 Does the institution apply more conservative installment / disposable income 

threshold for higher risk loans (e.g., start-up, consumption, higher loan amounts to a 

more vulnerable segment)? 

 Does evaluation of the client's cash flow include (with a discount) the loan for which 

the client is a guarantor? 

 Does the institution apply a discount to volatile income sources (e.g. remittances)? 

 Does the institution have a policy that specifies the need to consult a credit bureau 

for all loan cycles? 

 Does the institution check client repayment history prior at each loan cycle? 

 Do you report your clients' repayment history to the credit bureau?



Concrete example on Prevention of 

overindebtedness

EFSE tool to assess capacities to take a 

loan in foreign currency



Transparency vs. Currency risks
 Communicate 

currency risks to 

client

 Interest rates for 

indexed loans may 

create confusion in 

clients minds by 

appearing lower than 

they are

 Do not promote 

indexed loans as 

cheaper than local 

currency loans.



Any questions on prevention of over-

indebtedness or transparency?

Experience to share ?



Effective examples from the field

 FINCA, Azerbaijan provides 

each client with special letter (on 

yellow paper) so it is distinguish 

from other documents

 SIS Credit, Bulgaria -special 

business card with account 

number to pay a loan on one 

side and phone number, email 

on other side with information 

that clients can use it to contact 

institution for any matter. 



List of questions which LO/or somebody else in branch 

should ask the client to verify client understanding prior

to signing an agreement

 What is the total cost of loan?

 What is the monthly installment?

 What is the date of monthly installment?

 How you can repay the loan (e.g. in the branch, transfer 

through bank, etc)?

 What are the fees?

 What are the penalties?

 Did you read the contract?

 Do you know who to contact if you have questions or 

problems?



Technical resources for Operations 

department



Where to find SPI4 and related resources?
www.cerise-spi4.org

http://www.cerise-spi4.org/


Consult the SPTF Resource Center!

http://sptf.info/resources/resource-center



Specific resources for Operations 

 Universal Standards Implementation guide
 http://sptf.info/spmstandards/universal-standards

 Smart operation: see chapter on Operations: Appropriate 

roles for 11 areas of microfinance operations. 

 http://www.smartcampaign.org/tools-a-resources/796

 EFSE tool: http://www.efse.lu/studies-publications/publications/page/2/

http://sptf.info/spmstandards/universal-standards
http://www.smartcampaign.org/tools-a-resources/796
http://www.efse.lu/studies-publications/publications/page/2/


Specific resources for Operations 
 SP Fund has developed a number of case studies for 

Operations and product development

http://www.mfc.org.pl/en/content/sp-fund-case-studies

 Al Majmoua (Lebanon) Client Satisfaction and Client Exit Survey

 Peoples Bank of Caraga (Philippines) listens to Members: Customer 

satisfaction survey

 AMK Cambodia: Using client data to inform the strategy

 Arvand Tajikistan: Using mystery shopping to understand clients

 FINCA Azerbaijan: Transforming clients’ complaints into loyalty for 

life

 UGAFODE Uganda: Listening to client complaints

 Muktinath Bikas Bank group (Nepal) training manual: Supporting 

informed client decisions

http://www.mfc.org.pl/en/content/sp-fund-case-studies


If you need help …

 SP Fund can offer off site TA in English, 

Spanish and Russian e.g.

 Provide guidance in conducting an audit, 

understanding the indicators

 Suggest exisiting tools which can help reduce SP 

gaps



Next webinar SPI4 – Internal

verification data (for Internal Audits

Managers)

 19th May 9.30am CEST – ENG

 19th May 16.00 CEST – SP

 24th May 9.30am CEST - RUS



Contacts CERISE:

spi4@cerise-microfinance.org

www.cerise-spi4.org

Contacts MFC: 

kdabrowska@mfc.org.pl

mailto:spi4@cerise-microfinance.org
http://www.cerise-spi4.org/
mailto:kdabrowska@mfc.org.pl

