
EUROPEAN MICROFINANCE WEEK 2011 
Inclusive Finance for Excluded People 
Microfinance refocusing on the underserved, unserved and vulnerable 

Establishing centralized 
microlending model 

 

Michael Kortenbusch 

 

November 4, 2011 

Luxembourg 



2 

Establishing centralized microlending model 

Adam Smith 
1723—1790 



3 

Establishing centralized microlending model 



4 

Establishing centralized microlending model 

Adam Smith 
1723—1790 

4,800 pins / per day / per worker 1 pin per day 

x10 
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Centralized microlending model… 

…enables lenders to:  

 reengineer and streamline processes  

 increase staff efficiency  

 reduce complexity at branch level 
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Key features 

Centralized 
microlending 

model 

Specialization 
of staff 

Centralization 
of critical 
actions 

Automation 
of processes 
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Specialization of staff: Function distribution 

Sales 

• Data collection 

• Initial screening 

• Disbursement 

Underwriting 

• Investigation  

• Credit scoring 

• Verification 

• Loan approval 

Monitoring & Collection 

• Marketing 

• Monitoring 

• Collection 

Loan officer 

Underwriter 

Call-center  

specialist 
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Centralization of critical functions 

Sales 

HEAD OFFICE BRANCHES 

Credit Analysis 

Loan Decision 

Monitoring 

Collection 

Training 

Underwriting 

Call center 

Training 
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INVESTIGATION VERIFICATION 

Centralized units: Underwriting 

LOAN 
APPROVAL 

Database 
screening 

Cross- 
checking 

AUTOMATIC 

MANUAL 

time 

Scoring 

Client 
contact 

Final 
Scoring 

+ 
Manual 

Approval 

LOW RISK 

MID RISK 

HIGH RISK 
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1 call-center specialist per 1000 loans 

 

Centralized units: Call center 

Marketing Monitoring Collection 

• Customer surveys 

• Product offer 

• Congratulations 

 

• SMS 

• Call 

• Direct Mail 

 

• SOFT 

• HARD 

• LEGAL 
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Centralized units: Training 

Loan Officers 

Trainer Head of Sales 

Sale of 

Credit 

Products 
Training 

Underwriter 
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BFC MasterAPS: Credit cycle automation 

MasterAPS 

Monitoring 

Contracting 

Loan decision 

Loan validation 

Application 
Core MIS 

External 

DBs 

Print, Scan, 

Offline mode 
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BFC MasterAPS: Key benefits 

High speed application processing 

Integrated electronic archive 

Built in reporting on process efficiency 
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Portfolio growth 
Jul. 2008 — Jul. 2011 

 

 

Outstanding loans 

Volume (USD) 

 

 

Showcase 

Disbursal time microloan: 40—60 min. 

Front office productivity: 30—45 loans/month  

Underwriter‘s productivity: 15—20 loans/day 

PAR<30: 3.5% 

Performance indicators 

957 

22,200 

9.7M 

136M 
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Sample project timeline 

Phase I 

• Up to 3 
months 

Phase II 

• Up to 6 
months 

Phase III 

• 12+ months  

Concept 

development 

Pilot Project and 

preparation for roll-out  

Rollout and  

Post-implementation 

monitoring  
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Impact 

Increasing efficiency 

Enhancing customer convenience 

Reducing operational risks 
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BFC  ·  Consulting  ·  Training  ·  Research  ·  Investment Analysis 
 
 
Max-Högger-Strasse 6 Phone: +41 44 784 22 22 info@bfconsulting.com 
CH-8048 Zurich, Switzerland Fax: +41 44 784 23 23 www.bfconsulting.com 

Thank You! 
 
Questions? 


