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Agenda

4:00 – 4:10 Welcome. Why do we organize this session?
Who is in the room?

Marieke Roestenberg, FMO
Koen Peters, GOGLA

4.10 – 4.25 Consumer protection in adjacent industries: the case of 
microfinance.

Isabelle Darres, SMART Campaign

4.25 – 4.40 Consumer protection in the off-grid industry: 
a first attempt to adapt lessons from other industries to 
the off-grid industry in investor due diligence.

Carsten Jung, Frankfurt School of 
Finance
Paula Berning, Mobisol

4.40 – 4.50 Going forward: a proposed project to develop industry 
guidance and a code of conduct 

Koen Peters, GOGLA

4.50 – 5.25 Discussion:
- do we address the right priorities?
- what concerns to keep into mind?
- which other initiatives/experiences to take on board?

Marieke Roestenberg, FMO
Koen Peters, GOGLA

5.25 – 5.30 Wrap up: what will be the immediate next steps, how to 
stay involved

Koen Peters/Drew Corbyn, GOGLA
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Consumer-centric practices

• Affordability (avoid over-indebtedness)

• Fair and transparent pricing and sales

• Data privacy

• Product and service quality

• Quality, durability, truth-in-advertising, after-sales service, 

warranty, end-of-life management
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Project outputs

• Guidance Note: minimum consumer 

protection standards (‘Code of 

Conduct’ for service providers)

• GOGLA Industry Opinion on minimum 

standards (recommendations for 

industry stakeholders)

e.g. Guidance Note: Promoting Quality to Protect Consumers:
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Building consensus

Ownership among off-grid solar providers.

Acceptance among investors and governments.

Consultation mechanisms:

• GOGLA Sustainability Working Group

• One-to-one consultations with members

• GOGLA Annual General Meetings

• Broader consultations at strategic points for investors and other 

stakeholders, including workshops in key markets and events
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January 2018 – June 2019 Q1 Q2 Q3 Q4 Q1 Q2

Background study & Guidance Paper
- Draft TORs and identify consultant
- background study and first draft Guidance Paper

Industry consultation on study
- Off-grid suppliers, investors, other stakeholders
- Other sector actors (GSMA, SMART, +)

Industry consultation on Guidance Paper
- GOGLA AGM, Sust. Working Group, webinars, 1-2-1s, events

Pilot in one or two countries
- kick-off event with national stakeholders
- Cooperation with pilot partners

Refine outputs and produce GOGLA Industry Opinion
- GOGLA Sust WG
- Industry Opinion paper to GOGLA Board

Promote adoption among GOGLA members and seek 
endorsement among industry and governments
- Present to GOGLA AGM
- Events, meetings, webinars, etc. 
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Poll: What is the main value you see in a Consumer-

Centric Practice Code of Conduct?

1. Customers are ensured products and services are affordable and their 
consumer rights are protected.

2. Off-grid service providers have guidance on sound consumer-centric 
practices and are more able to mitigate risks.

3. Off-grid service providers are able to communicate responsible 
behavior to investors.

4. Investors are assured their funds are delivering social impact and are 
able to reduce exposure to risk.

5. Governments are assured off-grid service providers are behaving 
responsibly and citizens’ consumer rights are protected.

6. Something entirely different!
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Mobisol | Customer Protection Principles 2

CPP Project Objectives and Milestones

Desk Review 
of Current 
Mobisol 

Compliance 
with CPP

Due Diligence 
in HQ

Due Diligence 
on the Field 
(Tanzania)

CPP Smart 
Diagnostic 

and Narrative 
Report

Results 
Presentation 
Workshop in 

HQ

Action Plan 
(Prioriti-
zation)

Imple-
mentation

February 

2017

March June August November December 2018

Project’s Objectives

• Assess the current level of Mobisol compliance with the Client Protection Principles (CPP) 

defined by the SMART Campaign

• Establish an action plan to improve Mobisol compliance with CPP



Mobisol | Customer Protection Principles 3

Mobisol specificities with respect to the SMART campaign CPPs

Business model

Loan terms

Institutional development

Mobisol products = physical products + associated services CPP 1

Low-touch underwriting process CPP 2, CPP 5

Mobisol is not a FSP CPP 2, CPP 3

Complex value chain All

No cash loan CPP 4, CPP 3

No collateral CPP 2, CPP 4

Early stage of institutional development All CPPs

Mobisol Specificities Impacted CPP



Mobisol | Customer Protection Principles 4

Disclosed examples of Mobisol CPP strengths and weaknesses

CPP STRENGTHS WEAKNESSES

1. Appropriate 

Product Design and 

Delivery

High quality and large variety of 

products available

Lack of formalization of product 

development process

2. Prevention of 

overindebtedness

Fast and affordable credit 

assessment process with limited 

subjectivity and errors

Limited staff awareness about the 

issue of over-indebtedness

3. Transparency No hidden commission/fee are 

charged to customers

Implicit interest to be better 

communicated to customers

4. Responsible Pricing Mobisol low cost of financing if 

compared with MFI

Analysis of impact of business model 

on price

5. Fair and Respectful 

Treatment of Clients

Active internal Sustainability 

Committee

No direct reference to 

overindebtedness in Code of Ethics

6. Privacy of Client 

Data

Current infrastructure ensure a 

secure access to client data

Privacy of clients’ data is not 

systematically addressed in the 

training materials

7. Mechanism for 

Complaint Resolution

Complaint channels appropriate 

to client needs

Complaints resolution is not part of 

staff bonuses



Mobisol | Customer Protection Principles 5

Overall Assessment Result & Summary

“Although scores have not been established, results are overall adequate and in some case good level 

of implementation of CPP is observed.”

“The spirit of all the principles is met, however some tools and systems can be improved to fully meet 

client protection standards”

To summarize: 

• Help understand benchmark among investors & companies

• Insight into customer protection matters, pushing for several important activities

• Creation of Customer Protection Committee

• Nevertheless: limitations because of the different business model

• Industry not yet as mature and therefore, very much in flux -> difficulty of creating similar 

principles for off-grid PAYG sector



Thank you 

for your attention! 

Paula Berning

Corporate Sustainability Manager

Mobisol GmbH

Paula.berning@plugintheworld.com



Consumer Protection as 

part of the sector’s DNA

The Smart Campaign journey: successes, 

challenges & lessons

January 24, 2018

Global Off-Grid Solar Forum and Expo

AUTHOR
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Smart Campaign Vision

 Vulnerable consumers at the base of the pyramid are protected 

when accessing financial services

 Financial inclusion industry leaders are united around a common 

goal: to keep clients as the driving force of the industry

Focus on 

clients

All financial 

inclusion 

industry 

stakeholders will 

put the interests 

of clients first

Transparent and 

prudent services

Financial Service 

Providers will 

provide 

transparent, 

respectful, 

prudent financial  

services

Full integration 

of client 

protection

Client protection 

principles will be 

fully integrated 

into provider 

operations

Gain pro-

consumer 

reputation

The financial 

inclusion 

industry will be 

distinguished as 

leader in 

responsible 

finance



Influence 
Model

Evolution 
of 

Standards



Evolution

 Global movement started in 2008 with a focus on microfinance

 With the rise of Digital Financial Services, Fintech and new 

business models, Campaign broadened to other financial service 

providers/ business models, as relevant to the target market

Consumer Protection Principles framework relevant to Off-Grid Solar 

Sector?

 For PAYGO financing model (in addition to group lending, 

individual lending, digital lending, savings, insurance, payments, 

etc.) 

 Beyond financing model (except for CPP2- Prevention of over-

indebtedness)



Client Protection Principles

1. Appropriate product design and delivery 

2. Prevention of over-indebtedness

3. Transparency

4. Responsible pricing

5. Fair and respectful treatment of clients

6. Privacy of clients data 

7. Mechanisms for complaint resolution



Milestones To-Date

- Pocantico 
Declaration

- Guidance and 6 
CPP. Dialogue groups, 
Beyond Codes 
Project

- Smart Campaign 
launch

- Standards v0.1

- Endorsement 
focus

- Partnerships

- Assessment 
methodology

- Get industry 
feedback. Move to 7 
CPP. Standards v0.2

- Tools, websites, 
capacity building

- Working groups

- Pilot certification 
Standards 1.0. Get 
industry feedback

- Decentralize

- Elevate client voice

- On January 24, 2013 
(exactly 5 years ago 
TODAY!)

- Launch certification 
program on January 
24, 2013

- Standards 1.0

- Support GSMA CoC 
for MNOs

- Get industry 
feedback on 
Standards 2.0 (DFS)

- Launch Standards 
2.0

- Launch Fintech 
community of 
practice

- Develop agenda 
with regulators

- Deepen work in 
selected markets

2008-2009

2009-2010

2011-2012

2013-2015

2016

Pre-launch Awareness
Monitoring & 
Improvement

Incentives
Beyond microfinance 

& FSPs

Timeline



 Conduct research and/or absorb evidence on financial client 

protection risks for low-income, vulnerable clients

 Articulate high-level guidance on identified risks 

 Develop and/or document examples of good practices or tools on how 

to mitigate key risks 

 Build consensus-building on where to ‘set the bar’ for good practices 

 Beta test draft standards, open for public comments and finalize 

 Roll-out in assessment and certification programs 

Communities 
of Practice 

Standard Setting



Stock-taking 

• CFI Fellow 
publication on 
responsible digital 
credit 
(forthcoming)

• Mobile Credit Brief 

Action Research 

• Push-marketing; 
more work in  
Africa 

• CFI Fellow 
publication on 
data sources and 
security 
(forthcoming)

Convening and 
Plugging in 

• Community of 
Practice & 
Standards 
Committee 

• Investor groups on 
due diligence 

• Digital Credit 
Observatory 

Moving the Needle on 

Responsible Mobile Credit



Stock-taking 

• Brief on 
Responsible Agent 
Management 

Action Research 

• Code of Conduct 
with BCFI; to be 
followed with more 
work in Africa 

Convening and 
Plugging in 

• BCFI Members

• GSMA Code of 
Conduct 

Moving the Needle on 

Responsible Agent Management



Main challenges

 More complex value (and liability) chains: Who do the standards 

apply to? 

 Inconsistent regulation across markets

 Main drivers of adaptations to the Client Protection standards: low 

touch vs high touch with DFS, decentralization 

Importance of: 

 Mapping new risks in consultation with the industry 

 Modular approach 

 Hold providers accountable for what is in their control



Theory of change

AWARENESS

Endorsement

Training

MONITORING

Smart assessment 
(self /external)

Investor/ Donor 
due diligence

Social ratings

Social audits

IMPROVEMENT

Implementation 
of action plan

Specific 
upgrading 

projects

Availability of 
tools and 

consultants, if 
and as needed

INCENTIVES

Client Protection 
Certification: 
reputation & 

differentiation

Preferential terms 
from funders

Taking the lead 
on regulators



Broad endorser base

http://www.smartcampaign.org/about/campaign-endorsers/campaign-by-numbers

(as of January 2018)

http://www.smartcampaign.org/about/campaign-endorsers/campaign-by-numbers


Growing interest in certification



Key factors

 Neutral facilitator

 Buy-in and involvement from the industry form the start

 Incremental approach 

 Regular update of standards

 Clear guidance on how to comply with the standards

 Alignment with regulation and investor due diligence 



What are the next steps coming out of 

convenings in Ghana, Nigeria and Benin?

Partners? Fintech Associations?  Research 

projects? 

Outside of Africa? ADB Research agenda?

www.smartcampaign.org; ibarres@accion.org

Thank you!  Get in touch:

mailto:ibarres@accion.org
http://www.smartcampaign.org/


Applying Smart Campaign Client Protection 
Principles to PAYG Solar 

Initial impressions from the FS-UNEP Centre based 
on two CPP assessments

Global Off-Grid Solar Forum & Expo
Hong Kong, 24 January 2018
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▪ FS-UNEP Centre is a think-and-do tank that assists the finance community to scale-up current 
investment

- Develop policies, regulations and initiatives that overcome existing or perceived investment 
risks

- Structuring of innovative financing mechanisms to leverage private investment

- FS IAS active in Microbanking with previous experience in traditional CPP assessments

▪ FMO mandated FS to adjust Smart campaign‘s existing CPPs for the PAYG solar sector and assess a 
PAYG solar company as part of their investor’s due diligence 

▪ In November 2017, FS conducted a similar assessment for a second PAYG solar company

 No accredited certification, but rather first attempt to identify minimum CP standards for the 
industry

 Case by case assessment (number of assessed companies not sufficient to determine a common 
market standard)

Why did FS engage in CPP assessments for PAYG? 
Brief applicability assessment of CPPs for PAYG Solar for FMO investment due-
diligence



Review of the existing 
CPP criteria

Company specific gap 
analysis (due diligence)

Company-specific action 
plan on necessary steps 

to comply with CPPs

▪ Principle by principle 
review of each 
indicator and re-
assessment of its 
individual suitability 
within the SHS sector

▪ Development of a 
catalogue of 
modified CPP
indicators for SHS 
providers

▪ Desk-review of the 
companies’ practices, 
processes and 
procedures

▪ Semi-structured 
interviews with 
employees, relevant 
stakeholders and clients 
on site  (3-5 days)

▪ Evaluation of results, 
scoring and weighting of 
criteria 

▪ Action plan with 
weighted 
recommendations 
(High/Medium/ Low 
Importance) 

▪ Presented in direct 
relation to the 
companies’ scoring in 
each standard of the 
CPPs

3

How did we carry out the assessments? 
Assessment of the applicability of the CPP, company due diligence, development of 
Action Plan
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Principle Current standards (Smart Campaign 2.0)  Modified standards  

Appropriate product 

design and delivery 

channels 

1.1 Products and services are suited to clients’ needs 

1.2 Monitoring the suitability of products, services and delivery channels 

1.3 Policy and documented process are in place to prevent aggressive sales 

techniques and forced signing of contracts 

1.1 Products and services are suited to clients’ needs 

1.2 Monitoring the suitability of products, services and delivery channels 

1.3 Appropriate advertising and marketing 

1.4 Policy and documented process are in place to prevent aggressive sales 

techniques and forced signing of contracts 

1.5 Appropriate direct acquisition and sales practices 

1.6 Appropriate contracts 

Prevention of over-

indebtedness 

2.1 Sound policy and well-documented process to loan approvals; decisions 

based on appropriate information and criteria 

2.2 Using credit reporting information, when feasible in the local context 

2.3 Senior management and board monitor the market and respond to 

heightened over-indebtedness risk 

2.4 Maintaining sound portfolio quality 

2.5 Incentivizing staff to approve quality loans 

2.1 Basic review of standards and procedures for creditworthiness assessment  

(incl. legal and regulatory requirements as well as coordination with credit 

bureaus) 

Transparency 

 

3.1 Policy and documented process are in place to require transparency on 

product terms, conditions and pricing 

3.2 Communication with clients at an appropriate time and through 

appropriate channels 

3.3 Taking adequate steps to ensure client understanding and support client 

decision making 

3.1 Policy and documented process are in place to require transparency on 

product terms, conditions and pricing 

3.2 Communication with clients at an appropriate time and through 

appropriate channels 

3.3 Taking adequate steps to ensure client understanding and support client 

decision making 

3.4 Transparent cost/benefit analysis 

3.5 Appropriate sizing of solar system 

Responsible pricing 

4.1 Managing sustainably to provide services in the long term 

4.2 Pricing policy aligned with interests of clients 

4.3 Financial ratios do not signal pricing issues (if outside the ranges, the FI 

must be asked to explain and justify) 

4.1 Managing sustainably to provide services in the long term 

4.2 Pricing policy aligned with interests of clients 

 

How did we carry out the assessments? 
Smart Campaign CPP adjusted to the PAYG Solar Sector



5

 

Fair and respectful client 

treatment 

5.1 Promoting and enforcing fair and respectful treatment of clients in line with 

a code of conduct 

5.2 Policy and documented processes to avoid discriminating against Protected 

Categories in selecting clients and setting terms and conditions 

5.3 Loans are collected by staff and collection agents in an appropriate manner 

5.4 Effective systems in place to detect and prevent fraud 

5.5 Insurance claims are processed in a fair and timely manner 

5.6 Management supports fair and respectful treatment of clients 

5.1 Promoting and enforcing fair and respectful treatment of clients in line with 

a code of conduct 

5.2 Policy and documented processes to avoid discriminating against Protected 

Categories in selecting clients and setting terms and conditions 

5.3 Appropriate and respectful procedure for dealing with delayed payments 

5.4 Effective systems in place to detect and prevent fraud 

5.5 Management supports fair and respectful treatment of clients 

Privacy of client data 

6.1 Client data is kept secure and confidential 

6.2 Clients are informed about data privacy and consent to the use of their 

data  

6.1 Client data is kept secure and confidential  

6.2 Clients are informed about data privacy and consent to the use of their 

data 

Client satisfaction and 

mechanisms for complaint 

resolution 

7.1 Effective system in place to receive and resolve client complaints 

7.2 Informing clients about their right to complain and how to submit a 

complaint 

7.3 Using information from complaints to manage operations and improve 

product and service quality 

7.1 Taking client satisfaction seriously, and knowing/analyzing the reasons for 

discontent 

7.2 Effective system in place to receive and resolve client complaints 

7.3 Informing clients about their right to complain and how to submit a 

complaint 

7.4 Using information from complaints to manage operations and improve 

product and service quality 

Technical support 

 8.1 Technical support with system installation, maintenance and repair works 

8.2 Proper introduction to system operation 

8.3 O&M manual    

System quality, security 

and warranties 

 9.1 Distribution of high-quality solar systems (e.g. efficiency factor, system 

degradation, durability, safeguard and protection) 

9.2 Appropriate system warranty (long-term and extensive) 

 

How did we carry out the assessments? 
Smart Campaign CPP adjusted to the PAYG Solar Sector
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▪ PAYG off grid companies provide a new financial system for the unbanked population to access 
microfinance for energy access, however CPP Standards are not universally transferrable  

▪ Even where CPPs are relevant to the PAYG solar industry, some are more important than others -
thus a weighting of indicators is important. 

▪ We have the impression that CPPs do sometimes reflect more than the bare minimum of client 
protection. What type of standard does the industry want (client protection or client centric) ? 

▪ CPP assessments can be rather lengthy and complex – simplification may be required to avoid 
inefficiencies and bureaucracy for industry players

▪ Lack of industry benchmarks, specifically for financial indicators / performance indicators

▪ Need to consider differences in business models as well as evolvement of business models

What are the key lessons learned?
Smart Campaign CPP are useful but not easily transferrable
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What are the most important CP aspects for PAYG Solar?
What does the industry want?

Principle Key Aspects for Client Protection ?  

Adequate Credit assessment & Prevention 

of over-indebtedness 

• No penalties should be applicable when a customer defaults 

• A CBA should be mandatory for customers and agents to understand if savings can be achieved or what the impact of the 

system on household income is 

• Income and credit-checks should be carried out (Questionnaire, credit bureaus etc.) 

• Sales agents should clearly communicate the cost difference of PAYG vs. up-front payment and assure understanding of 

PAYG as a fee for service product 

Responsible Pricing 

• Is the business model sustainable and are the products fairly priced - Benchmarks missing! 

• Rules for system reactivation and general pricing need to suit client income streams  

• Third party fees (e.g. Telcos) need to be moderate and clearly communicated/factored in CBA 

• Rules on deposit/collateral need to be clear and fair 

Transparency and Complaint Resolution 

• Contracts need to include all relevant information and need to be easily understandable (in the relevant language)  

• Standardized sales/marketing process (see above) 

• Clear complaint resolution practices to be in place and they have to be clearly communicated, i.e. ideally not through sales 

agents but through call centre  

Fair and respectful treatment of clients 

• Flexibility for delayed payments and system repossession should be granted and repossession should be carried out 

respectfully 

• No discrimination (race, tribe, religion, gender etc. in sales/operation) 

• Measures to prevent fraud, e.g. fake registrations to earn commission or collection of payments  

• Include relevant terms in Code of Conduct, HR policy and contracts 

Privacy of client data 
• Rules for data sharing have to be determined and clearly communicated to customers  

• Data security systems have to be in place 

Technical support and System quality, 

security and warranties 

• Technical Support Structures in place (Call-Centre)  

• Appropriate system intro to be given and O/M manual to be provided  

• Lighting Africa certification (or other relevant quality certification)  

• Warranty to be at least similar to leasing period 

 



FS-UNEP Centre for Climate & Sustainable Energy Finance
http://fs-unep-centre.org/

Thank you!


