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CUSTOMER CENTRICITY: Enabling Financial Choices and Positive Outcomes for Low-Income Customers
February 19-22, 2018 | Radisson Biu Temple Bay | Mamallapuram, India
This year's event was jointly organized by SPTF, CGAP, Dvara and LeapFrog Investments,
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Management Systems that organizations use to achieve their stated social goals
and put customers at the center of strategy and operations
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Approach that provides value for customers by responding to their
wants and needs through tailored experiences and products
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Our Very First Loan Rate

Even when the MFI industry was operating with an
interest rate between 35 - 40%




CCADHIE : 5D

CGAP(&. CCAICIISDDERNEETHDELTWND. CNSD5DDERZ RN E
D7Z(C. CGAPIFARR 1Y —)LZFHFEL TLD

RAZARER(C BREARER(C | BARABRD

EoZzET =NIDY O mA{ED |-z
mU—4 |8 A | =»poTo ’zﬁﬁﬁg
:/“J 70t %ﬁ@*ﬁ “J_)l/ * 707_-‘( j“ 1=
AL DRk RED5RL & E)




CCADHIE : 3DDZEAL

CGAP(&. HEINCCAZEBATDZH(CIE. Hlg, b, BRRD3DZEZZIRIFTNIEER
S E LTS

- Y
‘

-~
.a"ﬂ-' ) :
e ”

Strategy Culture

To adopt a customer-centric organization, shifts are required

BEADT > 5T1T
O R - SRA

EEh=ni-mEmnEDs
B R

14

ek S DR

ELEPYAES EREARES A 11

Product lens Financial journey lens

T N
‘*‘ : KM C Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved.
4



CCADE : HRARY—IL

- HEUTWND

HDHS5PDY —) L& RIE

CGAP(Z. #HfEANTIDOZELZEE T/

RRETYA1>29D

BT 5 %HIZERD

« 9DDVUY—-X

o 1Y

« HRENZ—

- BEDITY )L
- TIOAFT—2 3>
- BEEIRIENW

« NILWFrS—Fh

15

S 1—F>7

il

\

« SERDFIRES 1 K

« FEEFRATHA R

- BEmEEFMmS —

+ F—L- HEFHES— b

» JOS2x U hEtES— b

+ T—ARITA4>—h

- JO>2x 0 hFEHES—

d.

ESRAETILF /)X

C Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserve

e GAy =15 ES

AA
€« KM
y



CCADHIE : B Jz

Janalakshmi
CCADWFHIDTDEDEL T, > ROMFL, JanalakshmifH BT 41T L\ Zho 2pni kahaani

A& =52 THEY TIEICLDDI(E
EBETIC, BHXSwv IEH

525 C 2- 35 DTIFATED
FEENdZ Ikt AT Yutfas
EHHDD W TS oD

RS (CHBIEMIBEEDITCITTAED XIE(CIRFLEZ DL D

faKkH—EXR



BHiX

SEDA R hOBF j
SPM & CCADHIE
GEE. W)L, BH)

SPM&CCADLEE
GREXNSR. FSPRA>E>F1T)




SPM & CCADSREREE

USSPMI(ZE20124E(C. CCAHA RIF2017FE(ICHKE NN, TENENDOREDE = -
A (IERD

CPP* _
SPMREDE > i} Yk évgagjgé
ﬁ\% AVA
USSPM
usSPHM K
= 2.05K7E

20112012 2015|2016

CCAREDE D h\7 CCA CCAHAT R
IN—=hF—  RE
AR~

CCA

* . v 4
S KMC . CPP = Client Protection Principles Big/RERE. USSPMO—HE. .



SPM SPMFREDS =

USSPMERTEDE=(C(E. 2008FEMNSA > R JIFRS> ZHZT77, EOY IR
ETRE USROS EEH B DIENDORZEN KRS L)

“HSTFTHOIAoAT7AF>
ABEE6 AN FIm cELTE
NO PAGO (Fh(FHAMDTELY) EE

AR TORTTILFTYSITD
NAoOI 74> ABEEDENH
WEmCTRELTE

4
T N\
‘” ’ KM C Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved. 19
4



SPM SPMFREDS =

SPTF(d. BREDEHFAREITICEN DX DREBLEMNZMFINMTADIENK DS, SPI4
(CEET DEMZZHTUD

SPI4Zz{#> IEEEDth
CERiSE :l\_.ﬂ SP14 20 — Social Performance Indicators n ‘i \' ‘3”'”‘” =

The T 1 0 0d” vow Mr.mped by, TR0 s satass e cane Trentea lv vv o Metermaws Meagaren ot of o mm e (e Muracs o=

BAE DT BN
ABD =X LDEE

ZERBOMOEZ
ANEPEEE L\ HEER U
TWEIh?

EFEIURDIEIE
BAiEC I h ?

7
‘\ ’ KM C Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved. 20
4



CCAREDH =

CGAPH'CCAH A RoA > Z=KRELUEE=(CIE. ORMNHESNZEELTE. SR —
EXOFBZRDE EICHT UBEN > TULVRWLIRIKN D D

ﬂﬁ%ﬁ*ﬂﬂ@f‘ﬂ S8 (2011-2017)

#930% | 1[@/A

1El/EkE [#20%

~

{ARHRIR RE

CGAP (2018) Customer Centric Guide
A’ VKMC Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights ved.

HREINAIVINSF D OEE

1[8l/34 A |§169%
= N7

) J R ———

-------------------------------------------------------—’



CCAEBEDE=

ERIY — EX(EOFENDN TORMEDREZFHRL TRAF. CGAP(E. FSPH'CCAZER
93L& T. BECEBDLEDICIRDEMY —ERXRZRFET DT &=

ERMAERE FRTYVT

)d | '
STARTI

ATM(J(]‘@'ZD (B Jlpail

Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved.



C

L =S4 )ILERICHITBCCARE

FIz. CGAPC DA A =2 TCCCADERZEEL TULDIEHIC(E. MIROEDS &
PHMZE. ERIDTZHIUBICKDIURINHD EBOND

T _ TV DERDT ZH)EIC K DERE
IBXDFE/I\TI
Jt—Y—EX e

FSP
KASH O—5yF «lm
“=-===)

T EN AT —E X EDBED
SEH U= — 7 SREE 2%

1| o = THRADI0% N T4 ) LG

EREFCEIT ISV IUZ K @

P

| . MPESAD RS HILIIDZ ‘J

i\ < [ZUR—WVEEE(CLBBD I
\ /N T

of IR AANED10% (§91.45873.A)  Microsave (2018) Ditigal Credit
» KMC £8:Suri b Jack W (201:6) Theslongrrun poverty-and gender impacts of mobile money

ST )UB(F.
HCRER DR/ RT
RICYIDTLDB?

23



Hil FSPlCEH>TDSPMEAES

USSPMIEIMFIZZERICRESNIZH A RS51 >, SPTFRER U TLZSPMOEADE
REFERD. MFLFEEZFEDZHICSPMZEHREA LU TV —ANWERE=ND

AFEDSPMEA AW |~

P e e e e e e e e e e e e e e

REE E DEMIN SRR |
DL BENRESTIN
T AVRSY GRS

N e e e e e e e e e e e e e e e e e e e e ———

FIRDSPMEA XU W |~

BE&REDRREMENLH D

4 )

AL TOBDIEMFIEN D>
BOFSPOSPMADBILFEL

t i
: I

SPMA&AT (RS (CARAT 1 2 4K FE

/77— MICROFINANZA
LU RATING

- MicroRate

S

/

@
o

4
P\
‘VV KM Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserv,

24



Hil FSPlCEH>TDSPMEAES

SPTF(E. SPMDEA (LK D THREKDBHMEMRSND KL DI, MFIZIF TR <HRT
18 EDMDFSPHERARIEEIR T D MO LEBE A RS A 2 ZRE,

AFEDSPMEA X v ~

(BEEEOENNBREENE
. SERRE S22
BIEN5

MFID 145 MBDFSPICHE
I MHLAEEZEALTHRL

iE‘IﬁODSPM%—lX Uw I\

P e e e e e e e e e e e e e e e e e )

_____________________________________

FSPDIZ$HD
I hHhLEHE
AHARSAL>

1>2I\D bk
A

GUIDELINES

ON OUTCOMES
MANAGEMENT FOR
FINANCIAL SERVICE
PROVIDERS

A
vl WA
A

anam, meroms B
AEQSEDRE
BEEQBERMAND T ADM.E

BESix. AEETEDRM

st-effective, cutcomes management
\ . Feances Sena | o d

N .
‘ ’ KM L Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserv,
1 4

ed.

mERE%. R9vIER P,
25



FSPIC &> TOCCARERES

CGAP(F. ¥—o v b >D7IO—FICLIDLZ < DEEZESTETNIE, FIEORE
HMERSNESRAEUTHRDIIDESHIC. CCAZEAINRESTHDIEZ. BRI

EHzE L CGRATND L 5. RRAH
CCABAXUw h . 355 D ZFSPOCCASHI A7)
[ s<omENEEEN. It makes
EHRTE SR AT )
| ®cenT2d | bpusiness
RO W sense! AR X

Lusaka, Zambia..

= & Youlube I3

4
$ C 26
o~
‘ \ 4 KM Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved.
v



SPM&CCA LEBF ESH

Ut EzFEDDE. SPM - CCAIL. HICEEZ/\1S1 MUTWVWBREDD, L)
<D OHEESHN DD

CCA
EBTETD LS. i BHFH — EX D
2 E AR FIFSERE DR, AIROEDS S

AR — I DINE

B DITEN - (DIEDT

POE

B2V AN
SPl4. PPl 1 EIASF—2 3L
MFT _
(+ZDAIFSP?) i DB
EEFENTES [ mEmmTesRRELT
(+FRAIRE DR ADHEL ? )

RDIITZBDCENTED

Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserve

d.




BHiX

SEDANRS NOET ]
SPM & CCADOHIE
(&, W—J)L. FEM/)

SPM & CCADLEEER
(RESR. FSPRAA>t>F+ D)

ERTEBREEA N> MADSNMAVUY K




EMITEBEREAN> MEIMAXAVUY

SEIDELDIBART MMENT D LETESNILBHR - VY —X(F B TERDEFD
S CEDBIRIC, BRIGWNCETRICIIDZSEMNEZSND

AR PS5 EENS L

a8 N
ERtaEOEN
R - EERE -
——X%{0E

FTARIENTED
\

4 )

SR EICE D
SBEBETII—%
MAB_ENTES

RETENMED L

4 IR
HADE/ME

ARICEDhE T,
BHEERE X5

AN /

4 )

ETMEEFXRT
FEHNTNDE

4 )

SMELEDRYE
D—X 45 5T

FIREN LMD

- /

AB

EmMNTAS
-

(EFRELOSH )
DEIZET S
Sa=4H—I3

MR L—XIZ

- /

4
s

\g KM CCCCC ight©2016 by Kaihatsu Management Consulting, Inc . All rights reserve d.
4

4 )

thEDOEREIE
BPESEICT
HLEMTES

AN /

2 )
ARESNIZE

UFdoni=Jy—
AREFERTHE

AN

NTED

29



2%
_ IR AN DL v i (D

https://sptf.info/annual-meetings/2018-learning-event

B SPTFOSPMY 1 |~

[USSPM]
https://sptf.info/universal-standards-for-spm/universal-standards
[SP14]
http://www.cerise-spi4.org/download-form-pageen-2/

(070 b O LETE]
https://sptf.info/working-groups/outcomes

B CGAPDCCAY -1 |~

https://customersguide.cgap.org

OO ESTVWEUE

30

P\
L N\ k.
\ 4 KM Copyright©2016 by Kaihatsu Management Consulting, Inc. All rights reserved.
v


https://customersguide.cgap.org/
https://sptf.info/universal-standards-for-spm/universal-standards
http://www.cerise-spi4.org/download-form-pageen-2/
https://sptf.info/working-groups/outcomes
https://sptf.info/annual-meetings/2018-learning-event

