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European Microfinance Award 2018 

Financial Inclusion through Technology 

Explanatory Note 

The European Microfinance Award 2018 “Financial Inclusion through Technology” is 

intended to highlight how financial services providers can use technology innovations to 

expand outreach, broaden product offerings, improve the client experience, and increase 

operating efficiency, all guided by an unwavering focus on socially responsible finance. 

The prize of €100,000 will be presented on 15th November 2018 during the European 

Microfinance Week in Luxembourg. 

Organised by: 
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European Microfinance Award 

 
The European Microfinance Award is a prestigious annual award with €100,000 for the winner, 

which attracts applications from financial service providers around the world that are innovating in 

a particular area of financial inclusion. The Award was launched in 2005 by the Luxembourg 

Ministry of Foreign and European Affairs – Directorate for Development Cooperation and 

Humanitarian Affairs, and is jointly organised by the European Microfinance Platform (e-MFP), the 

Luxembourg Ministry of Foreign and European Affairs, and the Inclusive Finance Network 

Luxembourg (InFiNe.lu), in cooperation with the European Investment Bank. It serves two parallel 

goals: rewarding excellence, and collecting and disseminating the most relevant practices for 

replication by others. Previous editions were devoted to the following subjects: 

 
2017, Microfinance for Housing 
How do MFIs respond to the complex housing needs of low income and vulnerable 
populations, helping them access better quality residential housing? 
Winner: Cooperativa Tosepantomin, for its holistic housing programme serving rural 
communities and promoting environmental responsibility. 
  
2016, Microfinance and Access to Education 
How can MFIs increase access to education for children, or provide skills training for youth and 
adults to enhance their employment and self-employment opportunities? 
Winner: Kashf Foundation (Pakistan), for its programme to serve low-cost private schools. 
  
2015, Microfinance in Post-disaster, Post-conflict Areas & Fragile States 
What can MFIs do in order to operate in exceptionally difficult environments and 
circumstances, helping increase the resilience of the affected communities? 
Winner: Crédit Rural de Guinée S.A (Guinea), for its innovative response to the Ebola outbreak 
in Guinea. 
  
2014, Microfinance and the Environment 
Is it possible to integrate environmental governance into the DNA of MFIs and promote 
initiatives to improve environmental sustainability? 
Winner: Kompanion (Kyrgyzstan), for its Pasture Land Management Training Initiative. 
  
2012, Microfinance for Food Security 
Which microfinance initiatives contribute to improving food production and distribution 
conditions in developing countries? 
Winner: ASKI (The Philippines), for serving smallholder farmers and fostering effective market 
linkages. 
  
2010, Value Chain Finance 
What are the outstanding microfinance initiatives in productive value chain schemes? 
Winner: Harbu (Ethiopia), for an initiative financing a soybean value chain. 
  
2008, Socially Responsible Microfinance 
What innovative initiatives can MFIs undertake to promote, measure and increase the social 
performance of its activities? 
Winner: Buusaa Gonofaa (Ethiopia), for the development of its client assessment system. 
  
2006, Innovation for Outreach 
What are breakthrough initiatives within microfinance that deepen or broaden rural outreach? 
Winner: The Zakoura Foundation (Morocco), for its programme on rural tourism.  
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European Microfinance Award 2018 

 

Financial Inclusion through Technology 

 
Microfinance has typically been a costly and human-intensive process. The remoteness of target 

communities, and the need for the ‘human touch’ in providing financial services to excluded 

populations means microfinance is expensive to do well, and limited in how it can expand to 

certain segments who need it the most. As well as being costly, manual processes are also 

vulnerable to errors and fraud, meaning there needs to be a balance struck between providing high 

quality services on the one hand, and sustainably expanding to underserved and remote segments 

on the other. 

The financial inclusion landscape is changing quickly, however. Recent years have seen the 

acceleration of technology as a driver for facilitating communication, expanding enormously the 

access and exchange of information, and interconnecting instantly people and services beyond 

geographic, cultural and language boundaries. Relatively cheap, transformational technology 

solutions have been made available for a growing number of users worldwide, including women 

and the poor. As just one example, the adoption of alternatives to cash in developing countries 

(mobile money), especially in Sub-Saharan Africa1, has immense potential to expand financial 

inclusion, a trend made possible through massive increases in connectivity and access: Internet 

usage in Africa overall is increasing 20% per annum; has doubled in a year in Benin, Sierra Leone, 

Niger, and Mozambique, and increased an astonishing six-fold in Mali since January 20172. 

The key relationship between financial inclusion and the technology that enables it is increasingly 

well recognised. The Group of Twenty (G20) has acknowledged this synergy as an instrument to 

bring together the world economy in an innovative, invigorated, interconnected and inclusive way. 

The United Nations has made clear that technology is a crucial element of achieving the 

Sustainable Development Goals (SDGs): in 2012, the UN Conference on Sustainable 

Development (“Rio+20”) called for identifying technology facilitation mechanisms in order to 

eradicate poverty and reorient current unsustainable development trajectories from 2015 to 2030, 

highlighting that affordable technological solutions have to be developed and disseminated widely 

in the next fifteen years. In 2017, Member States agreed that the May 2017 High-level Political 

Forum on Sustainable Development (HLPF), entitled Harnessing Science, Technology and 

Innovation to achieve the Sustainable Development Goals, should focus on "Science, Technology 

and Innovation for a Changing World - Focus on SDGs 1, 2, 3, 5, 9, and 14"3. There is no doubt: 

the use of technology as a facilitator of progress in low-income populations is at the top of global 

policy-makers’ agenda. 

These policy-makers understand that technology promises financial inclusion to more and more 

people. But technology-enabled financial services and solutions remain relatively nascent. 

However, a growing number of financial service providers across the world have started using a 

wide range of digital solutions to facilitate service delivery, collect and monitor clients’ performance 

data, and measure outcomes. Technology is changing the way of doing business, and its 

                                                 

 
1 GSMA State of the Industry Report on Mobile Money, Decade Edition: 2006 - 2016 
2 Global Digital Report 2018, We Are Social, https://digitalreport.wearesocial.com/  
3 UN Sustainable Development Knowledge Platform, https://sustainabledevelopment.un.org/TFM/STIForum2017#2017sti  

https://digitalreport.wearesocial.com/
https://sustainabledevelopment.un.org/TFM/STIForum2017#2017sti
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opportunities can attract new entrants into the financial inclusion sector that are disrupting and re-

shaping the status quo into the next era of financial inclusion. 

This expansion of financial inclusion through technology is a key element of a broader 

advancement in financial access that is taking place, some of which is attributable to technological 

innovation. According to the 2014 World Bank Global Findex, the number of unbanked adults has 

decreased from 2.5 billion in 2011 to 2 billion in 2014. Nevertheless, there remains much to do, 

particularly among women and the poor. Between 2011 and 2014, the gender gap in financial 

inclusion has remained unchanged and the poorest 40% of households still lag far behind their 

counterparts in higher-income segments.  

This is an opportunity as well as a challenge. Technology-enabled services and solutions (TES) 

are already proving how access to financial services could be enhanced for traditionally and non-

traditionally excluded groups such as women, the poor, the young, the elderly, farmers, small and 

medium enterprises (SMEs) and other underserved customer segments4 . It is not enough to 

develop technology by itself, though. It is crucial to take on the digital financial inclusion challenge 

as a means, not just an end: a way to reduce costs, broaden and deepen the scale of outreach to 

achieve universal financial inclusion, and realise technology’s promise in the context of responsible 

finance, which, with its twin focus on client protection and the social mission of financial inclusion, 

takes on even greater urgency with entrance of new actors and the rapid growth of financial digital 

services.   

The landscape of digital and technology-enabled financial service providers is extremely wide, and 

a variety of service providers are now active players within the microfinance ecosystem. Traditional 

MFIs, NGOs, cooperatives, commercial banks, local development banks, leasing firms, insurance 

companies, mobile money providers, Fintech companies, Mobile Network Operators (MNOs) and 

Money Transfer Organisations (MTOs) are all implementing technology solutions in different ways 

and levels of sophistication. Technology-enabled services are increasingly the result of 

partnerships between different, specialised providers: the opportunities and challenges around 

serving the base of the pyramid do not have a single accountability centre, but instead become a 

shared responsibility and opportunity alike. 

This Award seeks to shed some light on how technology-enabled services are improving access to 

finance for low income and financially excluded clients. By recognising those that do it best, it 

hopes to promote those financial providers that offer innovative products and services capable of 

responding to users’ needs for trust, speed, low cost, security, usability, and transparency, and 

become standard-setters for other players in the market.  

The Award 

The goal of the Award is to highlight how financial services providers (FSPs) can use technology 

innovations to expand outreach, broaden product offerings, improve the client experience, and 

increase operating efficiency, all guided by an unwavering focus on socially responsible finance. 

The Applicants should demonstrate good understanding of the implications of using technology-

enabled solutions in the financial inclusion landscape in which they operate and the impact this has 

                                                 

 
4 G20 High-Level Principles for Digital Financial Inclusion 
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on the lives of target clients. They are expected to provide an appropriate response to clients’ 

needs in the form of technology-enabled financial services, including, but not limited, to credit, 

savings (including e-wallets), insurance, payments, transfers, international remittances, 

operational/delivery-side innovations, or technology-enabled non-financial services. The applicant 

should present a clear strategy that ensures the long-term sustainability of the technology used 

and its enabled services and a delivery of such services in a manner consistent with the principles 

of responsible finance and the protection of vulnerable clients.  

The Applicants’ commitment to addressing clients’ financial needs will be assessed against the 

priorities set out in the strategy, the specific innovation in delivery and client relationships that is 

made possible by the technology, the overall social responsibility towards clients, the quality and 

outreach of the service offered, and the impact and outcome it has made possible. 

Technology-enabled solutions 

There are several ways that FSPs can deploy technological innovations to increase financial 

inclusion among low-income segments. The following is not an exhaustive list, but includes some 

of the better-known types of initiative. However, Applications that meet the eligibility requirements 

and are consistent with the goals of the Award are very welcome. 

Examples of technology-enabled solutions include one or more of: 

 Technology-enabled credit (TES-Credit): credit services delivered to clients using a digital 

channel (mobile operator network, USSD, e-wallet, internet, applications, credit/debit card, 

ATM) or digital process (e.g. technology solutions applied to marketing, origination, 

creditworthiness analysis, loan approval, loan disbursement, loan monitoring, loan payment, 

loan recovery). 

 Technology-enabled savings (TES-Savings): saving services delivered to clients using a 

digital channel (mobile operator network, USSD, e-wallet, internet, applications, credit/debit 

card, ATM) or digital process (e.g. technology solutions applied to marketing, account 

opening, saving deposit, saving withdrawal, account closing). 

 Technology-enabled insurance (TES-Insurance): insurance services delivered to clients 

using a digital channel (mobile operator network, USSD, e-wallet, internet, applications, 

credit/debit card, ATM) or a digital process (e.g. technology solutions applied to marketing, 

subscription, premium payment, claim submission, claim settlement, contract termination). 

 Technology-enabled payment and transfer (TES-Payment and TES-Transfer): payment 

and transfer services (national and international), including services provided in partnership 

with other organisations, delivered to clients using a technology digital channel (e.g. mobile 

network operator, USSD, e-wallet, internet, applications, credit/debit card, ATM).  

 Technology-enabled delivery solutions (TEDS): technology solutions introduced on the 

institutional – rather than the client-facing – side, that increase outreach and efficiency of the 

delivery of financial services (e.g. smartphone or tablet applications for loan officers in the 

field; ID verification technologies such as biometrics; innovations in client data management) 

that have a direct impact on service delivery to clients. 

 Technology-enabled non-financial services (TES-Non financial): non-financial services 

delivered to clients using digital channels. 
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Eligibility criteria 

 Eligible applicants are organisations active in the financial inclusion sector who use 

technology-enabled solutions to increase outreach of quality financial services to financially 

excluded segments. The technology must focus on socially responsible finance for low 

income, vulnerable and excluded groups.  

 Eligible institutions have to be based and operate in a Least Developed Country, Low Income 

Country, Lower Middle Income Country or an Upper Middle Income Country as defined by 

the Development Assistance Committee (DAC) for ODA Recipients. A list of Eligible 

Countries of ODA Recipients as defined by the DAC can be found at: 

http://www.oecd.org/dac/financing-sustainable-development/development-finance-

standards/DAC_List_ODA_Recipients2018to2020_flows_En.pdf 

 Various types of organisations are eligible including MFIs (all legal forms), NGOs, 

cooperatives, commercial banks, local development banks, leasing firms, insurance 

companies, Fintech companies, mobile money providers, mobile network operators and 

money transfer organisations, that provide financial services to retail clients (including SME).  

 At least one of the technology-enabled solutions should be fully operational for at least 2 

years (if a pilot test was conducted, this cannot be included). “Fully operational” does not 

however mean that all of the technology-enabled solutions must be offered in all branches 

(e.g. tablets used in all branches, digital loans available for all client base, etc.). 

 Eligible institutions must be able to provide audited financial statements. 

e-MFP member support 

Every applicant must be supported in written by an e-MFP member, e.g. by providing a short 

message or a letter addressed to the e-MFP Secretariat. A list of e-MFP members can be found at: 

http://www.e-mfp.eu/about-us 

If an applicant does not have a relationship with an existing e-MFP member, they are welcome to 

contact the e-MFP Secretariat (EMAward@e-mfp.eu) to be connected with a potential supporter.  

Award timeline 

When What Responsible 

23rd May 2018, 23:59 pm CET Deadline for applications Applicants 

June – July 2018 Preselection Phase 
Preselection 
Committee 

2nd half September 2018 
Selection of 7 to 10 semi-finalists and the 3 
finalists among the semi-finalists 

Selection 
Committee 

15th November 2018 
Selection of winner followed by 
announcement at the Award Ceremony 

High Jury 

 

  

http://www.e-mfp.eu/about-us
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The Award is launched in three languages: English, French, and Spanish. Applications must be 

submitted online. In order to apply, please go to the following website: 

http://portal.european-microfinance-award.com/ 

During the pre-selection and selection phases, the applicants might be contacted and asked to 

supply additional information on a case-by-case basis if deemed necessary. 

The judges' decision is final and not subject to appeal. Neither the judges nor the Organisers will 

enter into any correspondence relating to the decision.  

The Organisers regret that information relating to the on-going evaluation of applications will not be 

released. The three finalists will be announced in the second half of September and the winner will 

be announced at the Award Ceremony. 

The three finalists will be invited to attend the Award Ceremony on 15th November 2018, in 

Luxembourg, which will take place during the European Microfinance Week (EMW), 14th – 16th 

November 2018. The three finalists agree to ensure the presence of a representative from Senior 

Management from their organisation at the Award ceremony. 

Award Selection Process 

Preselection phase  

In order to be preselected and considered for the Award selection phase, applicants must: 

• Fulfil the eligibility criteria 

• Demonstrate adequate quality and effectiveness and social performance of their technology-

enabled solutions (Component 2 of the Application Form) 

•  Demonstrate sufficient financial performance (Component 3 of the Application Form) 

The quality, clarity and transparency of the application will also be assessed during the pre-

selection phase.  

Selection phase  

Applicants that meet the eligibility criteria (“Eligibility Criteria” section above) and pass the 

preselection phase will be evaluated on the basis of their technology-enabled solutions and 

services, taking into account the following sections of the Application Form: 

• 2A. Financial Inclusion and Technology Context  

• 2B. Technology-enabled Solutions 

• 2C. Monitoring and Outcomes 

• 2D. External validation and environment 

These sections will be evaluated on the basis of the criteria listed in the “General Assessment 

Grid” below. Please note that Section 2A is not scored but provides the important context within 

which sections 2B, 2C & 2D are evaluated.  

  

http://portal.european-microfinance-award.com/
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General Assessment Grid 

An overview of the indicative weightings for Component 2 is included below. However, decisions 

will be based on a holistic review of each application. 

Component 2 Weight 

2A. Financial inclusion and technology context N/A 

2B. Technology-enabled solutions 83% 

2B1. Description & strategy 18% 

2B2. Service delivery & marketing 20% 

2B3. Technology-enabled financial services 40% 

2B4. Technology-enabled non-financial services 5% 

2C. Monitoring and outcomes 12% 

2D. External validation and environment 5% 

Total Component 2 100% 

The final evaluation will take into account an overall assessment of the application based on its 

quality, clarity, and transparency. The score will be calculated as follows: 

Final evaluation = (Total Component 2)*90% + (Overall assessment)*10% 

Award benefits  

WINNER  

• €100,000 (one hundred thousand Euro). 

• Winner’s Certificate 

• Short video highlighting the winner’s initiative produced at the organisers’ expense; it will be 

featured during the Award Ceremony and available online afterwards 

• Two press releases (September and November), circulated worldwide 

• Media coverage by the Award organisers’ partners as well as by media covering the 

Ceremony and the European Microfinance Week 

• Attendance at the Award Ceremony and the European Microfinance Week with unique 

networking opportunities, along with travel, lodging and conference fee covered by 

organisers 

• Speaking opportunity at the European Microfinance Week 

• Initiative presented for the Award featured in several publications 
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FINALISTS  

• €10,000 (ten thousand Euro) 

• Finalist’s Certificate  

• Short video highlighting the finalist’s initiative produced at the organisers’ expense and 

featured during the Award Ceremony and online 

• One press release (September), circulated worldwide 

• Media coverage by the Award organisers’ partners as well as by media covering the 

Ceremony and the European Microfinance Week 

• Attendance at the Award Ceremony and the European Microfinance Week with unique 

networking opportunities, along with travel, lodging and conference fee covered by 

organisers 

• Speaking opportunity at the European Microfinance Week 

• Initiative presented for the Award featured in several publications 

SEMI-FINALISTS 

• Semi-finalist Certificate (electronic version) 

• Initiative presented for the Award featured in several publications 

 

All eligible applicants will receive a Certificate of Participation.  

Winner follow up report 

The Award winner will be requested to provide a follow up report by the 31st of January 2020 

describing how the Award funds were used. 

The instructions on how to prepare this report will be provided to the winner by the end of 2018. 
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Financial Inclusion through Technology 

 
Application Form 

 
The Application Form consists of three components: 

 Component 1. Institutional overview 

 Component 2. Financial inclusion through technology 

 Component 3. Financial performance 

 

Please note that this application asks for significant amounts of data and information. We advise 

planning ahead and setting aside sufficient time to gather the required information and then 

complete the application. 

 

Please be specific and concise, using quantifiable evidence to support your answers whenever 

possible. Please note that verification of any information submitted as part of the application 

process may be requested, therefore please include verifiable quantitative data wherever possible. 

 
General information 

Please provide the following information before filling out Component 1, 2 and 3. 

Please select the language you are submitting your application in. Please note that this will 
be the language used for further communication on the Award with you:  

 English 

 Español 

 Français 

How did you learn about the Award? (Maximum 50 words) 

 

Contact Information 

Contact information in this section will be used only in relation to the European 
Microfinance Award. Please indicate the primary point of contact for the purpose of your 
application to the European Microfinance Award. 

Institution   

Name   

Surname   

Title/position   

e-mail   

Phone number   
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e-MFP member supporting the application 

Please include name and contact details of the primary contact person. 

Institution   

Name   

Title/position   

e-mail   

Phone number   
 

Additional references 

Provide names and contacts of at least two people (outside the applying organisation and 
outside the e-MFP member supporting the application) to provide references about your 
organisation and initiative. 
 
Reference 1 

Institution   

Name   

Title/position   

e-mail   

Phone number   
 
Reference 2 

Institution   

Name   

Title/position   

e-mail   

Phone number   
 
Do you want to add a third reference? (Optional) 

 Yes 

 No 
Reference 3 

Institution   

Name   

Title/position   

e-mail   

Phone number   
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Component 1. Institutional overview 

The aim of this section is to give an overall picture of your institution, which will help set 
the context for the initiative presented to the Award. However, please note that this 
component is not evaluated. 

Institution name   

Year established   

Website or relevant internet source   

Head office address   

Country   

Geographical Area of Operation (please 
indicate if whole country, specific regions in 
the country, multiple countries, etc.) 

  

Type of organisation 
 

o MFI 
o Bank 
o Leasing firm 
o Insurance company 
o Mobile Money Provider 
o Mobile Network Operator 
o Money Transfer Organisation 
o Fintech company 
o Other 

If "Other", please specify  

For financial institutions, please indicate 
your legal form 
 

o Bank 
o Non-Bank Financial Institution (NBFI) 
o Cooperative / Credit Union 
o NGO 
o Other 

If "Other", please specify  

Regulator/Supervisor  

Professional network and/or holding 
company, if any 

 

Please specify if the institution is licensed and the applicable regulatory regime. If financial 
services are provided in partnership with other institutions (e.g. banks, insurance 
companies, mobile network operators, fintech), please specify the partners’ licenses. 
(Maximum 100 words) 

  

For shareholding institutions, indicate the list of shareholders and % of shares held, 
specifying any direct or indirect government affiliation of shareholders, if any. For non-
shareholding institutions, please list key partners, affiliated networks, etc. (Maximum 100 
words) 

  

Please indicate your institutional Mission and Vision. (Maximum 75 words) 
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Please provide a brief description of your organisation history, including key milestones. 
(Maximum 150 words) 

  

Please describe the target population (typical clients) served by your institution. (Maximum 
150 words) 

 

Financial services 

Please list each of the main financial products (loans, savings, insurance, domestic or 
international payments or transfers) offered and the launch year. For loans, savings and 
insurance please indicate the number of active clients and relevant volumes as of the end 
of fiscal year 2017 (i.e. total outstanding portfolio, accumulated deposits amount, total 
coverage of outstanding insurance contracts). For payments and transfers, please provide 
the number of transactions handled during 2017. For monetary values, please use the 
currency used in the financial statements. 

 Year 
Launched 

Number of 
Clients/Transactions 

(FY 2017) 

Volume 
(FY2017) 

Loans       

Savings (including e-wallet 
solutions) 

      

Insurance       

Domestic payment / transfer       

International payment / transfer    

Other financial service (please 
specify below)  

   

If "Other", please specify here the financial service provided 

 

Non-financial services 

In case you provide non-financial services (e.g. training, enterprise development, health 
services, educational services, business development service, market linkage service, 
etc.), please describe them in the table below. 

Non-financial 
service 

Brief description  
(max. 50 words) 

Year  
Launched 

Number of Clients 
(FY2017) 
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Please provide the required information for the last three years  

Please note that figures should be as of the end of the reported period. For monetary values 
please use the currency used in the financial statements. 

 FY 2017 FY 2016 FY 2015 

Number of staff       

Number of clients    

Number of borrowers    

Number of savers    

Number of insured clients    

Number of branches / sales points    

 

 FY 2017 FY 2016 FY 2015 

Currency symbol (e.g. EUR, USD, etc.)       

Exchange rate (to EUR) as of date of FY (refer to 
www.oanda.com) 

      

 

 FY 2017 FY 2016 FY 2015 

Total assets       

Total equity    

Total deposits    

Total compulsory deposits    

Gross outstanding loan portfolio       

Average loan amount at disbursement    

 

  

http://www.oanda.com/
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 Component 2. Financial inclusion through technology 

Component 2 describes the technology used by your organisation to enhance and enable 
financial inclusion. This section is composed of four parts: 

 2A. Financial inclusion and technology context: a description of the context in 

which your institution operates. This section is not evaluated directly; however it will 

be taken into account when assessing the relevance of the technology used in light 

of the context where it is implemented. 

 2B. Technology-enabled solutions: a detailed description of the technology 

solution implemented, its target clients, its delivery and operational model as well as 

the financial and non-financial services that it enables. This section will be 

evaluated in terms of quality of Technology-Enabled Service design and delivery, 

outreach and scale, including the programme’s effectiveness in meeting clients’ 

needs. 

 2C. Monitoring and outcomes: a detailed description of the system used to 

understand clients’ needs and monitor how the technology-enabled services 

manage to reach the target population, satisfy its needs and produce positive 

change. This part will be evaluated in terms of the results and the quality of reported 

information. 

 2D. External validation & environment: ratings and other external assessments, 

plus information regarding environmental impact and sustainability. 

Please note that throughout the application there are several questions where you 
are asked to provide quantitative information. You can skip these questions where 
data is not available or not relevant to your programme. However, if you have the 
information we strongly advise you to provide it, as it will help us to evaluate your 
programme. 

 
 

2A. FINANCIAL INCLUSION AND TECHNOLOGY CONTEXT 

In this section, please provide information illustrating the context related to the technology 
landscape and the financial inclusion market of the country and/or area in which your 
institution operates. 

Please note that this section is not scored. However, it will be taken into account when 
assessing the relevance of the financial technology used (section 2B), in light of the 
context where it is implemented. 

Please describe the technology landscape in which your institution operates. Please also 
highlight specific challenges related to access to finance, touching upon relevant cultural 
and social issues and providing statistics whenever possible on the financial inclusion 
context in the country and the area you operate in. (Maximum 400 words). 
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Please provide the following information at country level. For each indicator, you can find 
the values for your country in the Excel file available here: EMA2018-Context indicators 
(EN) 

Urban population (% of total)  

Mobile cellular subscriptions (per 100 people)  

Individuals using the internet (% population)  

If available, please provide additional indicators for your country or the areas you operate 
in that you consider important for the context of your technology-enabled services. Please 
specify the data sources and year. 

Indicator Value Year Source 

        

        

        

       

 
 

2B. TECHNOLOGY-ENABLED SOLUTIONS 

In this section, please describe your technology-enabled services. Please note that when 
responding to this section, the information should be exclusively related to the 
technology-enabled solutions & services (TES). 

To be eligible for the Award, at least one of the TES must have been in operation for 
at least two years (excluding pilot phase). If in addition you have been pilot testing or 
launching new components recently, please describe them as well in the corresponding 
section. 

For more information on eligibility, please refer to the Award Explanatory Note. 

 
 

2B1. Description & Strategy 

Please describe the technology solution implemented for financial inclusion, i.e. what it is, 
how does it work, when was it launched, its target population and how it addresses their 
needs, etc. Please note that the detailed information about products and services is asked 
later. (Maximum 600 words) 

  

Please describe the nature of the innovation in your technology-enabled services, your 
goals and objectives, and the strategy to achieve them. (Maximum 300 words) 

 

Please list & describe any partnership involved in the provision of your technology-enabled 
services (TES), e.g. agent network, software providers, banks, and any others that play a 
significant role. Please provide details of the duration of the partnership and the division of 
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responsibilities between you and the partner(s), please indicate where the partner is 
based. (Maximum 400 words) 

 

Please indicate if your organisation received support to invest in the technology solution. If 
yes, please describe the nature of the support (grant, subsidised loan, technical 
assistance or other in-kind donation), the amount and the duration. Please describe the 
strategy to maintain the technology solution, after the end of the support, if applicable. 
(200 words) 

  

Please describe the system used to understand clients’ needs in order to design and implement 
suitable technology-enabled services. (Maximum 200 words) 

  

If you have a technology solution that helps staff improve quality of operations and client 
service, please describe these improvements and provide quantitative information that 
shows the direct impact on operations, clients’ service and other relevant metrics. 
(Maximum 400 words) 

 
 

2B2. Service Delivery & Marketing 

Please provide a general description of the model used to deliver your technology-enabled 
services, including delivery channels such as the institution’s own sale point network, or agents or 
other third parties. (Maximum 400 words). 

 

Please indicate your growth plans (if any) to expand your service delivery for the next 3 
years. (Maximum 100 words) 

 

Please indicate the names of the top 5 regions / provinces (or any other official 
administrative division used in your Country) covered by your technology-enabled 
services, and the percentage of clients in that region served by the TES. 

Name of region / province  % of clients served by the TES  
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Please indicate the number of sale points used to deliver the technology-enabled services 
(TES), including any personnel and agents. 

Type # sale points 
(FY2017) 

# sale points 
(FY2016) 

# sale points 
(FY2015) 

Own network     

Agents’ sale points (including 
agents and aggregators / master-
agents) 

    

Please describe the current sales targets assigned to the sales force, and the productivity 
target categories (e.g. number of accounts, number and volume of transactions, loan 
disbursement, loan repayment, number of deposit accounts, volume of deposits, number 
of insurance subscriptions). (Maximum 150 words) 

  

Please describe the current incentive scheme for the sales force (if any), and the incentive 
factors (e.g. monetary premium for achieving a certain performance level, such as number 
of accounts, number and volume of transactions, loan disbursement, loan repayment, 
number of deposit accounts, volume of deposits, or number of insurance subscriptions). If 
available, please also add any data you collect on the ratio of base salary to 
performance/target incentives among your sales force. (Maximum 150 words) 

  

If you have a document that outlines the incentive scheme in detail, please upload it here.  

  

If your technology-enabled services (TES) require agents, please describe any agent 
monitoring system used and/or agent sanction regime. (Maximum 150 words) 

  

If applicable, upload a recent example of an agent monitoring report (e.g. compliance to 
policies, float management, any other monitored factor).  

  

If applicable, please show the percentage of clients using different technology channels to 
access services. 

% clients using USSD protocol to access services  

% clients using smartphone/tablet apps to access services  

% clients using the website to access services  

Please upload a document showing recent examples of each type of materials used to 
market the services to the clients and to display the cost of services (e.g. SMS, email, 
leaflets, billboards, posters, banners, calls from call centre – in this case, please upload a 
script sample). Please include material used by your organisation or third party 
organisations. 
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Please indicate the number of SMS, messages via VoIP messaging platforms (such as 
WhatsApp or Viber or equivalent), e-mails or phone calls sent to clients in order to inform 
them of the following items: 

 FY2017 

Account updates  

Offers and marketing  

Payment reminders  

Please upload a document with samples of any consent provided by the client to the use 
of client data (e.g. transactions, geo-localisation, etc.) from your organisation for 
commercial purposes, in the form of paper or digital agreement (pop-up message 
screenshot or other). 

  

Please describe what channels are available to clients to contact your institution to resolve 
any inquiries or complaints about the products and services they are using; please include 
any cost incurred by clients to access these channels. (Maximum 150 words) 

  

Please upload, if available, an internal report showing the number of inquiries in 2017 
through the above channels, organised by the type of client request (e.g. general 
information, addressing a specific issue, reversing a transaction, reporting of fraud, 
reporting of complaints, etc.) 

  

Please describe the system in place to detect fraud against clients by employees, agents 
and any third party. Please describe the most frequent fraud episode(s) occurring in the 
past few years, involving employees, agents and any third party. (Maximum 200 words) 

  

If applicable, please upload any material to advise clients on keeping security codes 
secret, and any other measures to raise awareness of fraud through sensitisation 
campaigns (SMS, billboards, posters, leaflets, stickers, etc.) 

  

If available, please upload either the checklist used by the internal audit team when visiting 
clients in the field (questions asked to the client) or any mystery shopping report (of both 
staff and external agents) conducted in the last two years. If both files are available, 
please note they should be uploaded in one single file. 

  

If the clients’ funds are deposited in a financial institution different than your 
organisation, please indicate the name(s) of the bank(s) where clients’ funds are kept and 
the bank credit rating, if available. (Maximum 50 words) 
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2B3. Technology-enabled financial services 

Note 

For applicants with Technology-enabled delivery solutions (TEDS):  throughout the following 
section, please provide data on the products affected by the solution, even if clients don't interface 
directly with the system. For example, if loan officers use biometric devices to identify loan 
applicants, loans offered via this system should be reported. However, products that aren't affected 
by the solution (e.g. savings deposits where biometrics are not used) should be excluded. 

Unless noted otherwise, figures should be as of the end of the reported period. 

Where monetary values are requested, use the currency used in the financial statements.  

Please provide the following data only for technology-enabled financial services (TES).  

 FY 2017 

Number of total clients  

Please provide the following data considering the following possible types of services: credit, 
savings (including e-wallet), insurance, domestic or international payment or transfer. 

 Number of active 
clients (FY2017) 

Number of 
transactions (FY 

2017) 

Clients with 1 type of service actively 
used 

   

Clients with 2 types of service actively 
used 

   

Clients with 3 types of service actively 
used 

   

Clients with >3 types of service actively 
used 

  

Please describe the most common combinations of types of services actively used by clients at the 
same time (e.g. payment and saving; or payment and international transfer, etc.). (Maximum 100 
words) 

  

2B3.1. Technology-enabled credit (TES-Credit) 

Do you offer TES-Credit? 

For applicants with Technology-enabled delivery solutions (TEDS): throughout the 
following section, please provide data on the credit products affected by the solution, even 
if clients don't interface directly with the system. For example, if loan officers use biometric 
devices to identify loan applicants, loans offered via this system should be reported. 
However, products that aren't affected by the solution (e.g. loans where biometrics are not 
used) should be excluded. 

 Yes 

 No (if “No” is selected, the system will direct you to the next section) 
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Please briefly describe your technology-enabled credit product(s) and how they meet your 
clients’ needs. (Maximum 250 words) 

 

Please provide the following data exclusively for the portfolio of technology-enabled 
services (TES).  

 FY 2017 FY 2016 FY 2015 

Total number of TES active loans    

Number of active clients (with one or more loans 
outstanding) 

   

Gross loan portfolio    

Portfolio at risk (PAR) more than 30 days (Total 
outstanding amount of TES-loans with one or more 
instalments late more than 30 days, including both the 
amount in arrears and the remaining outstanding 
balance / gross TES loan portfolio) 

   

Portfolio at risk (PAR) more than 90 days (%)    

Write-off ratio (value of loans written-off during the 
period / Average gross outstanding portfolio) 

   

Rescheduled portfolio ratio (rescheduled loan portfolio 
amount / total loan portfolio amount) 

   

Please indicate the share of technology-enabled credit services over the total credit 
services (please indicate an estimate in case the precise measure is not available). 

 FY2017 

Outstanding balance of technology-enabled active loans / total outstanding 
balance of active loans 

 

Number of technology-enabled active loans / number of total active loans  

For all technology-enabled loans, please indicate the number of clients that have borrowed 
in 2017, based on the number of loans taken (e.g. a client who has only taken 1 loan in 
2017 should be reported in line 1; a client who has taken 5 loans during 2017 should be 
reported in line 3, e.g. "4-6 loans"). Only loans disbursed during 2017 should be counted. 
Loans disbursed in 2016 or 2018 should not be counted. 

 Number of clients 
(FY2017) 

1 loan  

 2-3 loans  

 4-6 loans  

>6 loans  

 

  



 

EMA 2019 Call for a consultant – Supporting documents: EMA 2018 Explanatory Note & Application Form 14 

Please provide in the following table the characteristics of your top 3 technology-enabled 
credit products (including services provided in partnership with other organisations). 

 Product 1 Product 2 Product 
3 

Product name       

Brief description of the product (Maximum 25 words)    

Launch year       

Credit methodology (individual, group, village banking)       

If bundled with another service, please indicate which one 
and which organisation provides it (yours or another one) 
(Maximum 25 words) 

   

Currency    

Type of interest (declining balance, flat, upfront)       

Min. nominal annual interest rate (%)    

Max. nominal annual interest rate (%)    

Fees and commissions paid by clients to the organisation 
or any other party in order to access the service (% or 
amount, upfront or ongoing) 

   

Min. loan amount    

Max. loan amount    

Min. loan maturity (months)    

Max. loan maturity (months)    

Interest repayment frequency    

Principal repayment frequency    

Grace period    

Collateral/guarantees    

Compulsory saving (% or amount, upfront or ongoing)    

Compulsory insurance (% or amount, upfront or ongoing)    

Indicate which delivery channel is used: traditional branch 
and employees, own sale points, partner financial 
institution, agent network, mobile operator network, USSD, 
e-wallet, internet, applications, credit/debit card, bank 
account, ATM. (Maximum 25 words) 

   

Explain which process phases, if any, are digitalised: 
marketing, origination, creditworthiness analysis, loan 
approval, loan disbursement, loan monitoring, loan 
payment, loan recovery, all of the above. (Maximum 25 
words) 

   

If applicable, please list the partner organisations involved 
in the provision of the service. (Maximum 25 words) 
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Please provide the following data for the top 3 technology-enabled credit services (the 
same top 3 products described in the previous table).  

Product 1 FY 2017 FY 2016 FY 2015 

Gross loan portfolio    

Number of active loans    

Active loans / total TES active loans (automatic calculation)    

 

Product 2 FY 2017 FY 2016 FY 2015 

Gross loan portfolio    

Number of active loans    

Active loans / total TES active loans (automatic calculation)    

 

Product 3 FY 2017 FY 2016 FY 2015 

Gross loan portfolio    

Number of active loans     

Active loans / total TES active loans (automatic calculation)    

Please, fill in the following tables for the top 3 technology-enabled credit services 
described in the table above.  

Please select in the dropdown menu the values that best represent your product's 
distribution in the different ranges. Please note that the total must sum up to 100%. 

Please allocate the percentage of number of loans by Term, in months 

 Product 1 Product 2 Product 3 

<1month    

1-3 months    

3-6 months    

6-18 months    

>18 months    

Total    

Please allocate the percentage of number of loans by Loan amount range, in USD. If 
your financial statements are in currency other than USD, please convert the below ranges 
to your local currency equivalent. 

 Product 1 Product 2 Product 3 

US$0-50    

US$50-100    

US$100-200    

US$200-500    

US$500-2000    

> US$2,000    

Total    
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In cases where the client uses a digital interface to access the technology-enabled credit 
services, please upload, for the technology-enabled credit service which has the 
largest client base, a single document with the complete list of interface screenshots from 
the main platform used by the clients (USSD, smartphones/tablet apps, website, etc.). 
Please ensure the items on the list correspond to each step of the borrower experience, 
from loan marketing and application, to repayment and loan recovery. If available, please 
include screenshots of the proof of each transaction and the new balance. 

 

In cases where the client doesn’t use a digital interface to access the technology-enabled 
credit services, please describe what information is communicated to the client before 
signing a loan agreement, and how the information is communicated (paper, SMS, email, 
other). (Maximum 200 words) 

  

Please upload a sample credit contract. 

  

Please describe the system used to assess borrowers’ creditworthiness, including the 
factors considered, the sources of information, the way to collect data, the repayment 
threshold (if any), by loan product and size in case of different approaches. If you use an 
algorithm/automatic credit scoring, please describe it, including the number of years in use 
and if it is provided by a third party organisation (please indicate the name). (Maximum 
300 words)  

  

If you reported an algorithm/automatic credit scoring in the previous question, please 
indicate, by ticking the relevant boxes, the factors that are considered. We recognise that 
this is sensitive information and we guarantee its confidentiality: the information provided 
here will be solely used for the purposes of the individual assessment and not shared with 
any third parties. 

Category Factor Tick the box, if 
yes 

Credit history Previous loans: yes/no   

 Previous loans: type  

 Credit bureau: previous loans’ repayment  

 Credit bureau: current loans outstanding  

Demographics Language  

 Citizenship  

 Ethnic affiliation  

 Religion  

 Marital status  

 Age  

 Sex  

Area of residence Place of residence  

 Place where transactions are originated  

 Place where transactions are directed  
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Income Salary  

 Business sales  

 Business expenses  

 Household income  

 Household expenses  

 Occupation  

 Employer type  

 Date employed  

Transaction data Volume of transactions  

 Frequency of transactions  

 Type of transactions  

Mobile and interface Contacts  

 Battery use  

 SIM swaps  

 Characters used  

Alternative data Social media  

If your algorithm includes any other factors not listed above, please list them here. 
(Maximum 50 words) 

 

Please describe what systems are in place to prevent the risk of client over-indebtedness. 
(Maximum 200 words) 

 

Please provide a brief description of your loan recovery procedure, detailing the steps to be taken 
in case of delay in loan reimbursement. (Maximum 200 words) 

  
 
 

2B3.2. Technology-enabled savings (TES-Savings) 

Do you offer TES-Savings? 

For applicants with Technology-enabled delivery solutions (TEDS):  throughout the 
following section, please provide data on the products affected by the solution, even if 
clients don't interface directly with the system. For example, if officers use biometric 
devices to identify savers, savings offered via this system should be reported. However, 
products that aren't affected by the solution (e.g. savings deposits where biometrics are 
not used) should be excluded. 

 Yes 

 No (if “No” is selected, the system will direct you to the next section) 

Please briefly describe your technology-enabled savings product(s) and how they meet 
your clients’ needs. (Maximum 250 words) 
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Please provide the following data exclusively for the technology-enabled savings services. 
Please note that TES-Savings include e-wallet solutions. 

 FY 2017 FY 2016 FY 2015 

Total number of TES savings accounts    

Total savings balance    

Please indicate the share of technology-enabled savings services over the total savings 
services. Please indicate an estimate in case the precise measure is not available. 

 FY2017 

Balance of technology-enabled savings accounts / total balance of savings 
accounts 

 

Number of technology-enabled savings accounts / number of total savings 
accounts 

 

Please provide the following data only for savings accounts opened a minimum of 180 
days prior to end of FY 2017.  

Transaction data refer to any transaction initiated by the client (operations initiated by the 
client at any time or set to take place at periodic intervals with the client’s authorisation). 
Transaction data do not include the automatic operations initiated by entities different than 
the client (e.g. automatic deduction of account fees, or penalty fees). 

 FY 2017 

Total number of clients who made no transactions in the last 180 days  

Total number of clients who made at least 1 transaction in the last 180 
days 

 

 

Total number of clients who made 1 to 5 transactions in the last 90 
days 

 

Total number of clients who made 5 to 20 transactions in the last 90 
days 

 

Total number of clients who made > 20 transactions in the last 90 
days  

 

Please fill in the table below for FY2017. If your financial statements are in currency other 
than USD, please convert the below levels to your local currency equivalent. For example, 
for MXN (1 USD = 18.6 MXN), all accounts <186 MXN should be reported in line 1, 
accounts >186 and <1,860 on line 2, etc. 

 Total number of 
accounts  

Total balance (in local 
currency)  

Account balance is local currency 
equivalent of < USD 10 

   

Account balance is local currency 
equivalent of USD 11-100 

   

Account balance is local currency 
equivalent of USD 101-1,000 

   

Account balance is local currency 
equivalent of >USD 1,001 
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Please provide the top 3 technology-enabled savings product characteristics (including 
services provided in partnership with other organisations). 

 Product 1 Product 2 Product 3 

Product name       

Brief description of the product (Maximum 25 words)    

Launch year       

Compulsory (Yes/ No / Partly)    

If bundled with another service, please indicate 
which one and which organisation provides it (yours 
or another one) (Maximum 25 words) 

   

Currency    

Min. nominal annual interest rate (%)    

Max. nominal annual interest rate (%)    

Fees and commissions paid by clients to the 
organisation or any other party in order to access 
the service (% or amount, upfront or ongoing) 

   

Min. savings balance required to open account    

Term (months)    

Interest payment frequency    

Indicate which delivery channel is used: traditional 
branch and employees, own sale points, partner 
financial institution, agent network, mobile operator 
network, USSD, e-wallet, internet, applications, 
credit/debit card, bank account, ATM. (Maximum 25 
words) 

   

Explain which process phases are digitalised, if any: 
marketing, account opening, savings deposit, 
savings withdrawal, account closing. (Maximum 25 
words) 

   

If applicable, please list the partner organisations 
involved in the provision of the service. (Maximum 
25 words) 

   

Please provide the following data for the top 3 technology-enabled savings services 
described in the table above. 

Service 1 FY 2017 FY 2016 FY 2015 

Total Balance of Savings     

Number of savings accounts    

Number of saving accounts / total TES saving 
accounts (automatic calculation) 

   

 

Service 2 FY 2017 FY 2016 FY 2015 

Total Balance of Savings    

Number of saving accounts    

Number of saving accounts / total TES saving 
accounts (automatic calculation) 

   

 
  



 

EMA 2019 Call for a consultant – Supporting documents: EMA 2018 Explanatory Note & Application Form 20 

Service 3 FY 2017 FY 2016 FY 2015 

Total Balance of Savings    

Number of saving accounts    

Number of saving accounts / total TES saving 
accounts (automatic calculation) 

   

Please provide the following data for the top 3 technology-enabled saving services 
described in the table above.  

Saving product # of deposit transactions 
during Sep-Dec 2017 

# of withdrawal 
transactions during Sep-

Dec 2017 

Product 1    

Product 2    

Product 3    

In cases where the client uses a digital interface to access the technology-enabled saving 
services, please upload, for the technology-enabled saving service which has the 
largest client base, a single document with the complete list of interface screenshots from 
the main platform used by the clients (USSD, smartphones/tablet apps, website, etc.). 
Please ensure the items on the list correspond to each step of the saving experience, from 
saving service marketing and application, to deposit and withdrawal. If available, please 
include screenshots of the proof of each transaction and the new balance. 

  

Please upload a sample saving contract or any communication provided to the client at the 
time of subscription outlining savings terms and conditions. 

 
 
 

2B3.3. Technology-enabled insurance (TES-Insurance) 

Do you offer TES-Insurance? 

For applicants with Technology-enabled delivery solutions (TEDS):  throughout the 
following section, please provide data on the products affected by the solution, even if 
clients don't interface directly with the system.  

 Yes 

 No 

Please briefly describe your technology-enabled insurance product(s) and how they meet 
your clients’ needs. (Maximum 250 words) 
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Please provide the following data exclusively for the technology-enabled insurance 
services (TES). 

 FY 2017 FY 2016 FY 2015 

Outstanding coverage of TES insurance 
contracts 

   

Total number of TES insurance clients    

Total number of claims processed (including 
both valid and rejected) 

   

 

 FY 2017 

Incurred claim ratio (total claims incurred in the period / total premiums 
earned) 

 

Average time for claims resolution (number of days between reception of 
complete claim and payment of claim ) 

 

Claim rejection ratio (number of rejected claims / total number of claims 
received ) 

 

Please indicate the share of technology-enabled insurance services over the total 
insurance services. Please indicate an estimate in case the precise measure is not 
available. 

 FY2017 

Outstanding coverage of technology-enabled insurance contracts / Total 
outstanding coverage of insurance contracts 

 

Number of clients with technology-enabled insurance contracts / Total 
number of clients with insurance contracts 

 

Please provide the top 3 technology-enabled insurance products characteristics (including 
services provided in partnership with other organisations). 

 Product 1 Product 2 Product 3 

Product name       

Brief description of the product (Maximum 25 
words) 

   

Launch year       

Compulsory (Yes/No/ Partly)    

If bundled with another service, please indicate 
which service and which organisation provides it 
(yours or a different one) (Maximum 25 words) 

   

Average Annual Premium (cost of insurance 
policy) paid by client (in local currency) 

   

Fees and commissions paid by clients to the 
organisation or any other party in order to access 
the service (% or amount, upfront or ongoing)  

   

Events covered (Maximum 25 words)    

Coverage amount    

Coverage term (when coverage starts)    

Indicate which delivery channel is used: traditional 
branch and employees, own sale points, partner 
financial institution, agent network, mobile operator 
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network, USSD, e-wallet, internet, applications, 
credit/debit card, bank account, ATM. (Maximum 
25 words) 

Explain which process phases are digitalised, if 
any: marketing, subscription, premium payment, 
claim submission, claim settlement, contract 
termination. (Maximum 25 words) 

   

If applicable, please list the partner organisations 
involved in the provision of the service. (Maximum 
25 words) 

   

Please provide the following data for the top 3 technology-enabled insurance services 
described in the table above. 

Service 1 FY 2017 FY 2016 FY 
2015 

Outstanding coverage of insurance contracts    

Number of clients    

Number of clients / total TES insurance clients (automatic 

calculation) 
   

 

Service 2 FY 2017 FY 2016 FY 
2015 

Outstanding coverage of insurance contracts    

Number of clients    

Number of clients / total TES insurance clients (automatic 

calculation) 
   

 

Service 3 FY 2017 FY 2016 FY 
2015 

Outstanding coverage of insurance contracts    

Number of clients    

Number of clients / total TES insurance clients (automatic 

calculation) 
   

In cases where the client uses a digital interface to access the technology-enabled 
insurance services, please upload, for the technology-enabled insurance service 
which has the largest client base, a single document with the complete list of interface 
screenshots from the main platform used by the clients (USSD, smartphones/tablet apps, 
website, etc.). Please ensure the items on the list correspond to each step of the insurance 
experience, from insurance policy marketing and application, to filing a claim and receiving 
a payout. If available, please include screenshots of the proof of each transaction, such as 
payment of premiums or payout on a claim, and the new balance. 

  

Please upload a sample insurance policy agreement or any communication provided to 
the client at the time of the insurance agreement, outlining the insurance terms and 
conditions. 
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2B3.4. Technology-enabled payment and transfer (TES-Payment and TES-Transfer) 

Do you offer TES-Payment and/or Transfer services (domestic or international)?  

Payment: payment to a provider of goods or services (bill, airtime, merchant, bulk).  

Transfer: domestic transfers (e.g. P2P), international transfers (e.g. remittances). 

For applicants with Technology-enabled delivery solutions (TEDS): throughout the 
following section, please provide data on the products affected by the solution, even if 
clients don't interface directly with the system.  

 Yes 

 No (if “No” is selected, the system will direct you to the next section) 

Please briefly describe your technology-enabled payment & transfer product(s) and how 
they meet your clients’ needs (Maximum 250 words) 

 

Please provide the following data exclusively for the technology-enabled payment & 
transfer services. 

 FY 2017 FY 2016 FY 2015 

Total transacted amount (amount in currency used in FS) 
during FY 

   

Number of transactions during FY    

Average number of transactions per user per year    

Please provide the following data only for accounts opened a minimum of 180 days prior 
to end of FY 2017. 

Transaction data refer to any transaction initiated by the client (operations initiated by the 
client at any time or set to take place at periodic intervals with the client’s authorisation). 
Transaction data do not include the automatic operations initiated by entities different than 
the client (e.g. automatic deduction of account fees, or penalty fees). 

 FY 2017 

Total number of clients who made no transactions in the last 180 days  

Total number of clients who made at least 1 transaction in the last 180 
days 

 

 

Total number of clients who made 1 to 5 transactions in the last 90 
days 

 

Total number of clients who made 5 to 20 transactions in the last 90 
days 

 

Total number of clients who made > 20 transactions in the last 90 
days  
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Please fill in the table below. If your financial statements are in currency other than USD, 
please convert the below ranges to your local currency equivalent. 

Payment/transfer amount Number of transactions during FY2017 

< 1 USD   

1-5 USD  

5-20 USD  

20-50 USD   

50-500 USD  

>500 USD  

Please provide the top 3 technology-enabled payment and transfer services (domestic and 
international, if any) characteristics (including services provided in partnership with other 
organisations). 

 Service 1 Service 
2 

Service 
3 

Service name       

Brief description of the service (Maximum 50 words)    

Launch year       

If bundled with another service, please indicate which 
one and which organisation provides it (yours or 
another one) (Maximum 50 words) 

   

Currency    

Fees and commissions    

Min. transaction amount    

Max. transaction amount    

Daily transaction limit, if any    

Other key terms and conditions    

Indicate which delivery channel is used: traditional 
branch and employees, own sale points, partner 
financial institution, agent network, mobile operator 
network, USSD, e-wallet, internet, applications, 
credit/debit card, bank account, ATM. (Maximum 50 
words) 

   

If applicable, please list the partner organisations 
involved in the provision of the service. (Maximum 50 
words) 

   

For the top 3 technology-enabled payment and transfer services (domestic and 
international) presented in the table above, please provide the following data: 

Payment 
product 

Total transacted 
amount during FY 

2017 

Number of 
transactions 

during FY 2017 

Number of active 
accounts  as of end-

FY2017 

% of no. of 
active 

accounts 

Service 1      

Service 2      

Service 3      
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Please upload a single document indicating the detailed description, terms, conditions and 
all costs of the main payment and transfer services (domestic and international, if any) 
provided. 

 

TES-Payment: In cases where the client uses a digital interface to access the technology-
enabled payment services, please upload, for the technology-enabled payment service 
which has the largest client base, a single document with the complete list of interface 
screenshots from the main platform used by the clients (USSD, smartphones/tablet apps, 
website, etc.). Please ensure the items on the list correspond to each step of the payment 
experience, from service marketing and subscription, to cash-in and cash-out. If available, 
please include screenshots of: prior to transaction, cost of payment and request active or 
passive authorisation; after transaction, proof of transaction, cost incurred and new 
balance.  

 

TES-Transfer (Domestic): In cases where the client uses a digital interface to access the 
technology-enabled domestic transfer services, please upload, for the technology-
enabled domestic transfer service which has the largest client base, a single 
document with the complete list of interface screenshots from the main platform used by 
the clients (USSD, smartphones/tablet apps, website, etc.). Please ensure the items on 
the list correspond to each step of the domestic transfer experience, from service 
marketing and subscription, to sending and receiving money. If available, please include 
screenshots of: prior to transaction, cost of transfer and request active or passive 
authorisation; after transaction, proof of transaction, cost incurred and new balance.  

 

TES-Transfer (International): In cases where the client uses a digital interface to access 
the technology-enabled domestic transfer services, please upload, for the technology-
enabled international transfer (remittance) service which has the largest client base, 
a single document with the complete list of interface screenshots from the main platform 
used by the clients (USSD, smartphones/tablet apps, website, etc.). Please ensure the 
items on the list correspond to each step of the international transfer experience, from 
service marketing and subscription, to sending and receiving money. If available, please 
include screenshots of: prior to transaction, cost of transfer and request active or passive 
authorisation; after transaction, proof of transaction, cost incurred and new balance.  

 

2B3.5. Other technology-enabled services (TES-Other) 

If you provide other technology-enabled financial services not already described in above 
sections, please describe their main features (Maximum 300 words). 
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2B4. Technology-enabled non-financial services (TES-Non financial) 

Are clients offered technology-enabled non-financial services? 

 Yes 

 No (if “No” is selected, the system will direct you to the next section) 

Please briefly describe your technology-enabled non-financial services and how they meet 
your clients’ needs. (Maximum 250 words) 

 

Please describe the top 3 technology-enabled non-financial services characteristics 
(including services provided in partnership with other organisations). 

 Service 1 Service 
2 

Service 3 

Non-financial service name       

Type (e.g. training, health, business development, 
capacity building, etc.) 

   

Brief description of the service (Maximum 50 words)    

Target population    

Compulsory (Yes/No/ Partly)    

Launch year       

If bundled with another service, please indicate which 
service and which organisation provides it (yours or 
another organisation) (Maximum 50 words) 

   

If applicable, indicate any fees and commissions paid by 
clients to the organisation or any other party in order to 
access the service (% or amount, upfront or ongoing).  

   

Indicate which delivery channel is used: traditional 
branch and employees, own sale points, partner 
financial institution, agent network, mobile operator 
network, USSD, e-wallet, internet, applications, 
credit/debit card, bank account, ATM. (Maximum 50 
words) 

   

Explain which, if any, process phases are digitalised. 
(Maximum 50 words) 

   

If applicable, please list the partner organisations 
involved in the provision of the service. (Maximum 50 
words) 

   

Please indicate the number of clients using your non-financial services (total and for the 
top 3 technology-enabled non-financial services described in the table above). 

Non-financial service Number of clients (FY2017) 

Total non-financial services provided  

Service 1  

Service 2  

Service 3  
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2C. MONITORING AND OUTCOMES 

For this section, responses should be limited to clients served by your technology-
enabled services. Where data is not available or not relevant to your technology-enabled 
solutions, you can skip the question. However, if you do have the information, we strongly 
advise you to provide it as it will help us to evaluate your technology-enabled solutions. 

 

2C1. Measurement of client profile 

Please fill in the table below for FY 2017. 

% female clients  

% rural clients   

% clients below 25 years  

Please detail which client characteristics are captured in your tracking system. 

 Please tick the box if the 
information is captured 

in your system 

Average client household size  

% clients by marital status  

% clients below 25 years age  

% clients with primary or lower education completed  

% clients below the poverty line  

% clients with ownership of selected assets (e.g. house, land, 
appliances, etc.) 

 

% self-employed clients (versus employed)   

% clients who are employed  

% clients who are government employees  

% clients by business sector  

% clients by occupation  

% clients with basic numeracy  

% clients with basic literacy  

In case additional client characteristics are captured in your tracking system and not 
included in the table above, please list them here. (Maximum 50 words) 

  

Please provide quantitative data that describe the profile of your clients, either using 
indicators in the table above, or other relevant indicators. (Maximum 150 words) 

  

Please upload any report available describing the characteristics of your clients, including 
the indicators in the two tables above, or other indicators if available. If available, please 
upload reports that include the indicators disaggregated by type of service and/or by TES 
and non-TES clients. 
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2C2. Measurement of service quality 

Please describe the system used to collect client feedback on the technology-enabled 
services. (Maximum 200 words) 

  

If available, please upload a study on your clients’ needs, client satisfaction surveys, 
market studies, focus group discussions or any other research on client’s needs and 
satisfaction covering technology-enabled services. 

  

If applicable, please describe how you monitor what clients use technology-enabled 
services for and please provide relevant data. (Maximum 250 words) 

 

2C3. Impact & outcome measurement 

Please describe what has been the impact of the technology used on outreach, ability to 
meet clients' needs, institutional efficiency and diversification to new market segments. 
Please provide factual evidence. (Maximum 250 words) 

  

If applicable, please describe the system used to monitor the change / impact in clients’ 
lives after using the technology-enabled services: methodology, indicators, frequency, 
whether conducted internally or eternally, and audited internally or externally. (Maximum 
200 words) 

  

Please upload any available report on the change / impact in clients’ lives related to 
technology-enabled services. 

  

Please provide the required information for the last three years. For monetary values 
please use the currency used in the financial statements 

 FY 2017 FY 2016 FY 2015 

Operational expense ratio (operating expenses / gross 

revenue) 
   

Cost per client (operating expenses / average number of 

active* clients in the period) 
   

*"Active client" definition: an individual who has an account registered in his/her name before the 
previous 90 days and has used his/her account to make transactions it in the previous 90 days.  

The following indicators are calculated automatically 

 FY 2017 FY 2016 FY 2015 
Staff productivity, clients (total number of clients at the end of the 

period / total number of staff at the end of the period) 
   

Staff productivity, portfolio (gross outstanding portfolio at the end 
of the period / total number of staff at the end of the period) 
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2D. EXTERNAL VALIDATION & ENVIRONMENT 

If an EXTERNAL organisation has conducted an assessment or rating of your institution, 
since June 2016, please identify the organisation and provide the date if any of the 
following reports is available. Please upload them in the main page of the application 
website as indicated (Section 4. “External validation reports”). 

 Available (yes/no) Organisation Date 

External Financial Rating    

External Social Rating    

Smart Client Protection 
Certification 

    

GSMA Code of Conduct 
Certification 

   

Other external assessments 
(does not include self-
assessment, e.g. GIIRS) 

   

Please describe your institution's environmental policy to manage external environmental 
risks with customers, and internal environmental practices to reduce paper, water, energy 
consumption, waste production and carbon emissions. (Maximum 200 words) 

  
 
 

Additional information 

Is there anything else you would like to add with respect to your technology-enabled 
services that has not been covered in your previous answers? (Maximum 500 words) 

  
 

Planned use of the Award 

If you were to win the Award, how would you use the prize money? If you have a concrete 
project in mind, could you please provide a description of the project? Who would be the 
beneficiaries of the award? How would it help your institution’s mission? (Maximum 300 
words) 
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Component 3. Financial performance 

This section is intended to evaluate the financial performance of your institution. It is composed of 
three parts: 

3A. Financial statements 

3B. Financial indicators 

3C. Risk management 

 
3A. FINANCIAL STATEMENTS 

In order to complete this section, you need to submit the Audited Financial Statements for 
FY 2015, 2016, 2017 (you’ll be able to upload them in the main page of the application 
website). 

Please note that audited financial statements for FY 2015 & 2016 are mandatory (or only 
2016, if your operations started in 2015). Failure to submit these will automatically 
disqualify the application from consideration for the Award.  

Please indicate here the documents you’ll be submitting together with your application: 

 Audited Financial Statements FY 2015 

 Audited Financial Statements FY 2016 

 Audited Financial Statements FY 2017 

 Non-Audited Financial Statements FY 2017 

 No submission of Financial Statements FY 2017 

If no audited financial statements are available for FY 2017, please provide the non-
audited financial statements and explain below the reasons why and when you expect to 
submit them. If you are not able to submit any financial statements for FY 2017, please 
explain the reasons why and when you expect to be able to submit them. (Maximum 100 
words) 

  

 
3B. FINANCIAL INDICATORS 

Please provide the required information for the last three years. For monetary values 
please use the currency used in the financial statements. 

Please note that the indicators here refer to the entire portfolio, as opposed to the 
indicators in section 2B that refer to the portfolio of technology-enabled services only. 

 FY 2017 FY 2016 FY 
2015 

ROA (before donations)       

Operational Self Sufficiency (Financial revenues + Other 
operating revenues) / (Financial expenses + Provision 
expenses + Operating expenses) 

      

Net margin (net income / gross revenue)    
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Portfolio at risk (PAR) more than 30 days(Total outstanding 
amount of loans with one or more instalments late more than 30 
days, including both the amount in arrears and the remaining 
outstanding balance / gross loan portfolio) 

   

Portfolio at risk (PAR) more than 90 days (%)    

Write-off ratio (value of loans written-off during the period / 
Average gross outstanding portfolio) 

   

Rescheduled portfolio ratio (rescheduled loan portfolio 
amount / total loan portfolio amount) 

   

Provision expense ratio (provision expense / average gross 
portfolio) 

   

Financial expense ratio (interest and fee expenses on 
funding liabilities / Average gross outstanding portfolio) 

   

Operational expense ratio (operating expenses / gross 
revenue) 

   

Yield on gross portfolio (interest and fee revenues on loan 
portfolio, including penalty interest and fees / Average gross 
outstanding portfolio) 

   

Equity to assets (total equity / total assets) (automatic 
calculation) 

   

Growth of gross portfolio (automatic calculation)   N/A 

Please indicate the expected growth of loan portfolio (%) in the next 12 months. 

  

 

3C. RISK MANAGEMENT 

Please describe the risk management systems in place and the types and frequency of 
internal audit activities performed. (Maximum 200 words) 

 

Please describe the Know Your Customer (KYC) system in place to ensure that the 
financial services are not used for money laundering or terrorism financing. (Maximum 150 
words) 

 
 


