
microlinks.org/MPEPseries
MPEP Seminar # 14

Customer-Centricity for 

Financial Inclusion: 

Why It Matters 

Tanaya Kilara
Consultative Group to 

Assist the Poor (CGAP)

Monique Cohen
Independent Advisor



C ustomer C entricity for Financial 
Inclusion

T anaya K ilara, C GAP

August 7, 2014



Agenda

• C GAP and Financial Inclusion

• C ustomer and Provider C hallenges

• W hy C ustomer C entricity for Financial Inclusion?

• Project Examples

3



50+ %
w/out  for m al 

financial
account  
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~ 50%
wit h 

infor m al 
jobs

40+ %
below 

$ 2/day

Half the world lives in the informal economy



In some regions, 4 out of 5 adults financially excluded

S our ce: G lobal F index D at abase, W or ld  B ank   (2012) 

H igh- Incom e 
E conom ies 

89%
E ast  A sia &
P acific  

55%

E ur ope &
C ent r al A sia 

45%

L at in A m er ica &  
C ar ibbean 

39%

S out h A sia 

33%S ub- S ahar a
A fr ica 

24%

Middle E ast  &  
N or t h A fr ica 

18%

P er cent age of adult s wit h account  at  for m al 
inst it ut ion
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“There are lots of 
scam s .”

E t hel, N air obi, 
K enya

C ustomer C hallenges to Financial Inclusion
Reality of customers should guide us to solutions

“There are lots of scams.”

E t hel, N air obi, 
K enya

“My husband sends money from Jakarta. The 

ex t r a, I  put  int o an ar isan. W it hout  get t ing 
an ear ly  dr aw on t he ar isan , I wouldn’t have 

been able t o  st ar t  m y business.” 

S it i, T egal, Indonesia

P hot o C r edit s: C ont inuum , K enya 2014 and fr og | D alber g, Indonesia 2013

“When I need cash 
urgently I have to sell my 
stock at lower prices 
because I cannot always 
get a loan from my family”

G r ace, K am pala, 
U ganda

“I personally deliver 
money to my mother. I 
take a bus and then a 
motorcycle. Her 
village is so remote 
that she has to walk 
away from her home 
to get mobile 
reception.” 

Jam es, K um asi, 
G hana.



Provider C hallenges to Financial Inclusion
Access does not automatically lead to adoption and usage

• 219 Mobile Money deployments, 60m (29%) active 
(1 in 90 days), Majority airtime top-ups and P2P 
payments (GSMA, 2013)

• High dormancy in N o Frill Accounts in India 
(MicroSave, 2012)

• D ormancy of 20-90% of savings accounts for the 
poor (GAFIS, 2013)

• C ontinuous challenge of drop-outs in MFIs 
(MicroSave, 2002-2010)
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A ccess and use ar e not  t he sam e, e.g.

• Products do not fit customer context or serve a real 
need

• C lient interfaces badly designed (ranging from face 
to face, AT M screens, C ell Phone Screens)

• C onfusing products & functionality not even under-
stood by frontline staff, nor by Head O ffice staff P hot o C r edit : A J R udin, C G A P  P hot o C om pet it ion 2013

Why customers don’t use products



W hat is C ustomer C entricity?
Approach that leads to a win-win for customers and providers
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“C ust om er  cent r icit y  is defined as t he ecosyst em  and oper at ing 
m odel t hat  enables an or ganiz at ion t o  design a unique and 
dist inct ive cust om er  ex per ience. T his ar chit ect ur e enables t he 
business t o  acquir e, r et ain and develop t ar get ed cust om er s 
efficient ly  for  t he benefit  of cust om er s, em ployees and 

st ak eholder s .”                         

- D oug L eat her , T he C ustomer- C entric  B lueprint



W hy C ustomer C entricity as a Business Model?
Providers change from product push to customer focus 
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Products pushed 
that do not 

address 
customer needs

Products not 
used by 

customers

D ormancy, 
inactive mobile 
wallets, flawed 

business models

C ustomers 
understand the 

product and 
services and it 

adds value to their 
lives

C ustomers choose 
these products 

and services

Scale in uptake 
and revenue lift 

due to use
L ist en t o  

cust om er s, 
design &  
deliver  

accor dingly

L ack  of 
cust om er  
cent r icit y



Five Pillars of C ustomer C entricity
Customer experience is at the center
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V alue 
C r eat ion

O per at ing 
Model

C ust om er  
E x per ience

L eader ship 
&  C ult ur e

P eople &  
t heir  
t ools



• Q uest ions or  com m ent s about  t he m odel
• E x per iences t o  shar e

D iscuss
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Human-C entered 
D esign Projects
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P hot o C r edit :: E di W ibowo, C G A P  P hot o C ont est , 2013



Janalakshmi’s Story

P hot o C r edit :: L iveL abs, B angalor e 2013

W at ch t he v ideo at  
ht t p://www.cgap.or g/phot os-
v ideos/janalak shm is- jour ney - cust om er -
cent r icit y



C GAP C ustomers at the C enter Approach

W ithin the C ustomers at the C enter W orkSpace, where partners share and contribute
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Guide to C ustomer 
C entricity as a 
Business Model, built 
in the W orkSpace

D emo and learn, 
working with partners, 
increasing learning

Share and get more to 
follow this approach at 
scale

B uild the Guide together, learn f rom each other, share and scale
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C G A P  C ust om er s at  t he C ent er  W or k S pace
Join, share, help build the Guide for Customer Centricity as a Business Model

T he W orkSpace is an open collaboration space for the financial inclusion community where 
we share and collectively build the Guide to Customer Centricity as a Business Model. 

wor k space.cgap.or g 

Mem ber s 
collabor at e on 
specific  gr oup 
pr oject s t hat  
cont r ibut e t o  t he 
co- cr eat ion of 
t he G uide.



A dvancing financial inclusion t o  im pr ove t he lives of t he poor

www.cgap.or g

http://www.themastercardfoundation.com/
http://www.themastercardfoundation.com/


PUT T IN G C LIEN T S FIRST
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Five Pillars of C ustomer C entricity
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V alue 
C r eat ion

O per at ing 
Model

C ust om er  
E x per ience

L eader ship 
&  C ult ur e

P eople &  
t heir  t ools
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Retention 
Rates D eserters Dormancy

T he Language of Business T ells it All

moniquec@outlook.com



My O rganization is C ustomer C entric and Promotes 
C ustomer Empowerment

STRO N GLY  AGREE

AGREE

D ISAGREE

STRO N GLY  D ISAGREE

20moniquec@outlook.com



So What is “Putting C lients First”?

“W e have to think about our 

customers differently.”  

- Greta Bull, IFC

21moniquec@outlook.com



1. C ustomers Have C hoices and Make T rade-offs

Delivery

System

Product

DFS Commercial 
Bank

MFI ROSCA,
ASCA

SHGS INTRA-
FAMILY

Credit

Savings

Insurance

Payments

Remittances

22moniquec@outlook.com



Leapfrogging into T echnology and into Banking
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2. Moving Beyond Functionality 

moniquec@outlook.com



3.  Increasing Usage of D igital Financial Services

Financial behavior is strongly influenced 

I. by a customer’s past use of financial services, formal and informal. 

II. by how skilled s/he is as a money manager. 

III. by the customers capacity to bear risk and reduce their 
vulnerability.

If we want to increase financial inclusion and usage rates we need to 
consider these aspects of demand

24moniquec@outlook.com



4.  In T ransactional Finance Social Relationships Matter

D igital financial services are about transactional finance.  If it is to 
displace cash where does it work best?

T he experience of M-Pesa suggests we might do best to bet on the 
client to figure that out.

IT  MIGHT  N O T  BE W HAT  Y O U T HIN K .
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C O N C LUSIO N

Moving towards C ustomer-C entricity 

and T hinking about C lients D ifferently

26moniquec@outlook.com



Thank you for joining us!

Microlinks and the MPEP Seminar Series are products of Feed the Future Knowledge-Driven Agricultural 

Development (KDAD), funded in part by USAID’s MPEP Office.
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