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JUNE 4 - Trainings, workshops, and stakeholder sessions

8:30-17:00 REGULATOR EXCHANGE ON FINANCIAL INCLUSION AND CLIENT

PROTECTION (invitation only)
View More | Rm: Sampaguita Hall A

9:00-17:00 TRAINING ON THE UNIVERSAL STANDARDS FOR SEPM (open to all)
View More | Rm: Centennial Hall B

9:00-18:00 GOVERNANCE AND RISK MANAGEMENT TRAINING AND WORKSHOP

(invitation only)
View More | Rm: Champagne Salon

15:30-18:00  SOCIAL INVESTOR WORKING GROUP MEETING (invitation only)

View More | Rm: Sampaguita Hall B
NB: attendees of this meeting are encouraged to attend the Governance Workshop
from 9:00-15:00 and then the SIWG meeting in the afternoon.

JUNE 5 - First day of plenaries and breakout sessions

8:45-10:30 CULTIVATING RESPONSIBLE FINANCIAL INCLUSION ECOSYSTEMS: The

role of commitment and collaboration among stakeholders
View more | Rm: Centennial Hall

10:30-11:00  NETWORKING BREAK

11:00-12:30 BREAKOUT SESSIONS:
e Breakout A: Client Protection Pathway

View more | Rm: Centennial Hall
e Breakout B: Customer Empowerment
View more | Rm: Champagne Salon
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12:30-14:00

14:00-15:30

15:30-16:00

16:00-17:30

18:00-20:00

e Breakout C: Improve Practice in Social and Environmental

Performance Management
View more | Rm: Sampaguita Hall A

LUNCH

Rm: Centennial Hall

OPTIONAL INFORMATION SESSION

View more | Rm: Champagne Salon

DIGITAL FINANCIAL SERVICES: Customer protection risks & solutions
View more | Rm: Centennial Hall

NETWORKING BREAK

BREAKOUT SESSIONS:

e Breakout A: DFS and Partners
View more | Rm: Champagne Salon
e Breakout B: DFS and Fraud
View more | Rm: Sampaguita Hall A
e Breakout C: DFS and Complaints
View more | Rm: Centennial Hall

NETWORKING RECEPTION

View more | Rm: Rigodon

JUNE 6 - Second day of plenaries and breakout sessions

9:00-10:30

10:30-11:00

11:00-12:30

ADDRESSING ENVIRONMENTAL THREADS: Key ingredients for building

and implementing strong environmental strategies
View more | Rm: Centennial Hall

NETWORKING BREAK

BREAKOUT SESSIONS:

e Breakout A: How to Build an Environmental Strategy: Concrete
pathways
View more | Rm: Centennial Hall

e Breakout B: Implementing Environmental Performance
Management in Agriculture
View more | Rm: Sampaguita Hall A

e Breakout C: Managing Vulnerability to Climate Shocks
View more | Rm: Champagne Salon



12:30-14:00

14:00-15:15

15:15-15:45

15:45-17:00

17:00-17:30

LUNCH
Rm: Centennial Hall

OPTIONAL INFORMATION SESSIONS

View more | Rm: Champagne Salon

SUSTAINABLE OUTCOMES MANAGEMENT: Latest insights

View more | Rm: Centennial Hall
NETWORKING BREAK

BREAKOUT SESSIONS:
e Breakout A: Outcomes Management and Client Protection: Case

studies and practical insights
View more | Rm: Centennial Hall

e Breakout B: Empowering Sustainable Change: Outcomes
management and SDGs in Practice

View more | Rm: Sampaguita Hall A
e Breakout C: Regulation and Outcomes
View more | Rm: Champagne Salon

CLOSING SESSION

JUNE 7 - Field visits

6:30-17:00

7:00-17:00

7:00-17:30

CARD & ASA - Financial services related to microenterprise loans,

microsavings, and housing
View more

K-COOP - Climate mitigation project focused on energy efficiency and

utilization of renewable energy sources
View more

NWTF - Non-Financial services aimed at decreasing vulnerability of

customers, e.g, medical missions
View more



June 4 - Trainings, Workshops, and Stakeholder Sessions

8:30-17:00 REGULATOR EXCHANGE ON FINANCIAL INCLUSIONS AND CLIENT PROTECTION
(for regulators only)
This full-day workshop will cover the topics listed in Annex 1.

Return to top

9:00-17:00 TRAINING ON THE UNIVERSAL STANDARDS FOR SOCIAL AND ENVIRONMENTAL
PERFORMANCE MANAGEMENT V3
This full-day training will cover the following:
1. Overarching framework: why social performance management is essential to both financial
sustainability and positive outcomes for customers (0.75 hours)
2. Introduction to the Universal Standards for Social and Environmental Performance
Management (0.75 hours)
SPI Platform - online audit tools on ESG, CP, SEPM, and green (1.5 hours)
Deeper dive into eight standards on client protection (2 hours)
5. New standards for the responsible provision of digital financial services (DFS) - (1 hour)

»w

Return to top

9:00-17:00 GOVERNANCE AND RISK MANAGEMENT TRAINING AND WORKSHOP

(for CEOs, shareholders, investors, and board members only)

Effective client protection practices depend a lot on the governance and management systems of
the financial service provider (FSP). The board and management are critical in ensuring effective
client protection of the FSP.

This full-day workshop will explore:
1. Why corporate governance is central to client protection
2. Role of the corporate governance in effective client protection
3. Ensuring implementation of Client Protection Starting your client protection journey — case
studies and tools

Return to top

15:30-18:00 SOCIAL INVESTOR WORKING GROUP (SIWG) MEETING

(for investors and donors only — NB: attendees of this meeting are encouraged to attend the
Governance Workshop from 9:00-15:00 and then the SIWG meeting in the afternoon.)

Client Protection Pathway implementation, new standards for Responsible Digital Financial
Services, Responsible Investments and Exits

Return to top



June 5 - First Day of Plenaries and Breakout Sessions

CULTIVATING RESPONSIBLE FINANCIAL INCLUSION ECOSYSTEMS:
The Role of Commitment and Collaboration among Stakeholders
Setting the tone for the theme of this year’s annual meeting, we will explore the components
necessary for fostering a responsible financial inclusion ecosystem. Drawing upon the successful
model in the Philippines, we'll explore how culture and collaboration have been pivotal in shaping a
landscape that benefits all stakeholders involved.

At the heart of any responsible financial inclusion initiative lies a robust network of stakeholders.
From regulators ensuring compliance and consumer protection, to industry and consumer
associations advocating for best practices, financial service providers innovating inclusive solutions,
and customers understanding their rights and responsibilities, every entity plays a crucial role.

We will spotlight the collaborative efforts among stakeholders that created a conducive
environment in the Philippines. By fostering an atmosphere of trust, transparency, and mutual
respect—listening attentively to each other and to customers—these collaborations have not only
expanded access to financial services but have also empowered consumers.

Moderator: Eduardo Jimenez (KMBI President and BSP Adviser)

Panelists: Governor Eli Remolona, Jr. (Bangko Sentral ng Pilipinas); Commissioner Javey Paul
Francisco (Securities and Exchange Commission); Chairperson Gilbert Maramba (Microfinance
Council of the Philippines); Vice Chair and Senior Management Adviser Dr. Dolores Torres (CARD

Bank)

Return to top

Return to top

e Breakout Session A — Client Protection Pathway
This session will delve into the collaborative efforts between investors, financial
service providers, consumer associations and regulators in bolstering client
protection. It will:

o Examine the current state of practice of FSPs, in particular on the pivotal role
of committed governance in this landscape, emphasizing its significance in
fostering an institutional client-centric culture.

o Explore what investors are doing to integrate client protection into their
investment process, highlighting some of the results of the Joint Statement
reporting, and listening to some proactive measures that investors are taking.




o Discuss the significance of advisory panels or committees comprising all
relevant stakeholders, including consumer associations, to inform policies and
business solutions with a consumer-centric approach.

By emphasizing the importance of structured stakeholder engagement systems, we
aim to foster a comprehensive understanding of how collective commitment can
safeguard the interests of clients effectively.

o Moderator: Anne-Laure Behaghel (Cerise+SPTF)

o Panelists:

Edgardo Perez (Fundacion Génesis Empresarial - Guatemala)
Vuthy Chea (Incofin IM)

Moses Musantu (Bank of Zambia)

Ashim Sanyal (Consumer Voice in India)

Return to top

Breakout Session B — Customer Empowerment
Customers who have the ability and confidence to make informed choices exhibit the
characteristics of an empowered customer: treated with respect and dignity, have
voice and dialogue with their provider, can use and shape the financial services to be
more in control of their financial lives, are more likely to be able to make effective
use of the services available, provide input to shape the products and services
available, and able to better manage their financial lives. This session underscores
the pivotal role of customer empowerment in reshaping the financial landscape. As
empowered individuals, customers not only possess the ability and confidence to
make informed choices but also become active participants in shaping the financial
services that cater to their needs. By showcasing successful examples of financial
literacy programs, training initiatives, and transparency campaigns, we aim to highlight
the tangible benefits of empowering customers. Not only does this empower
individuals to make informed financial decisions, but it also enhances their overall
financial well-being and resilience, ultimately contributing to a more inclusive and
sustainable financial ecosystem.
o Moderator: Laura Foose (Cerise+SPTF)
o Panelists:
m Lalaine M. Joyas (Aral Plus Consultant, MCPI )
m  Pheakdey Men (Director, National Bank of Cambodia, NBC’s Safe Finance
working with village commune officers)
m  Upoma Antara Husein (BRAC International and Consumer Education
through BRAC NGO/AIM and BRAC International)
Seth Spiro (VP & Chief Marketing Officer, FINCA Impact Finance)
Sheila Senfuma (Consumers International — Transparent Digital Finance
Campaign)

Return to top




Breakout Session C - Improve Practice in Social and Environmental Performance
Management (SEPM)
Organizations are increasingly recognizing the importance of Social and Environmental
Performance Management (SEPM) as a key component of sustainable business
practices. This session will showcase real-world examples of companies that started
their SEPM journey with small steps and have progressively improved their impact
year after year. FSPs, national associations, and trained professionals for SEPM
technical assistance (SEPM Pros) will share their experiences, challenges, and
strategies that have driven their continuous improvement in SEPM. There will be
breakout tables with SEPM Pros and associations on targeted topics (governance,
environmental performance management, SPI analysis, outcomes measurement tools)
in the last part of the session to get a deeper understanding of tools and resources
available, practical tips, actionable insights that you can apply within your own
organization, regardless of where you currently stand in your SEPM journey.
o Moderator: Cara Forster (Cerise+SPTF)
o Panelists:
m Caitlin Scott (Friendship Bridge)
m Plinio Vergara (ADRA)

B Dominic Fajardo (OnePuhunan)

m SEPM Pros/TA providers and their subjects of expertise for breakout
table discussions:
e Dr. Andrij Fetsun, Founder & CEO, Agents for Impact (Germany)
o Social rating, ESG assessments, data analysis
e Juan Carlos Sanchez and Javier Vaca, Director, Programa GIF, (Bolivia)
o Governance assessments and improvements, ESG
assessments
e Charlot Razakaharivelo, SEPM Pro, Fideco Consulting (Madagascar)
o expertise in SPI, SPM, institutional assessment, action planning
e Oricel Caminero, SEPM Pro, Achieve Consulting (Dominican Republic)
o expertise in client protection, SPM, governance, resilience,
leadership coaching, institutional assessment, training
e Pranav Sridhar, Head of Sales for Europe and Asia, 60 Decibels (UK)
o Institutional assessment, client surveys, data analysis
e Anna Manahan, Program Manager - Capacity Building, MCPI,
(Philippines)
o Environmental performance management, training

Return to top



How to design and strengthen governance in your institution - GIF Program, Juan
Carlos Sanchez and Javier Vaca

* A good strategic plan is executed with solid governance

» Good international governance practices as measurement indicators

» Governance as a measurable system

* How to improve the performance of an MFI through governance and client
protection

Return to top

DIGITAL FINANCIAL SERVICES: Customer Protection Risks and Solutions
This plenary will provide an overview of the new management standards for the responsible
provision of digital financial services (“DFS Standards”), with a particular focus on the following
topics: a) the urgency for management practices that mitigate risk, given the scope of harm that
customers are experiencing; b) how Cerise+SPTF developed the DFS Standards; c) summary of the
content in the finalized DFS Standards; d) what is next - how each stakeholder in the digital
ecosystem can promote more inclusive, safe, and beneficial financial services. The plenary will be
followed by breakout sessions on three topics.

Moderator: Amelia Greenberg (Cerise+SPTF)

Panelists: Arshi Aadil (MSC); William Blackmon (IPA); Sheila Senfuma (Consumers International);
Aria Widyanto (Amartha - Indonesia); Tanwi Kumari (MFR)

Return to top

Return to top

e Breakout Session A - DFS and Partners
Many DFS providers rely on partners to deliver financial services to end customers.
These partners perform a multitude of functions, from cash-in / cash-out agent
networks, to cybersecurity, to app development, to providing access to mobile money,
and to loan collection, among many others. It is essential for DFS providers to identify
the customer protection risks associated with each partner’s function and then
identify management practices to mitigate those risks, considering in all phases of
partner engagement: selection, jointly defining success, implementation, and
oversight. This session will invite financial service providers and other stakeholders to
explain how they partner to deliver better financial services to their customers, and
what lessons they have learned over the years about what makes a successful



partnership. It will then explore the partner management practices included in the
DFS Standards, demonstrating how they reflect best practice in the field.
o Moderator: Blaine Stephens (independent consultant)
o Panelists:
= Raunak Kapoor (MSC)
m Edgardo Perez (Fundacion Génesis Empresarial - Guatemala)
m Bunthe Hor (Wing Bank - Cambodia)

Return to top

Breakout Session B - DFS and Fraud
Fraud is a huge and growing problem, and is becoming increasingly sophisticated.
Globally, mobile app fraud is rising faster than mobile app usage and smartphone
usage. Since the boom in online activity during the COVID-19 pandemic, one in three
people in Southeast Asia experience online fraud. This breakout session will dive into
the research on the types and scope of fraud currently observed in the context of
DFS. It will also discuss the management practices in the DFS Standards related to
addressing fraud risk, which are divided into three categories: understanding the
specific risks(s), implementing preventative measures, and responding to customers
who were victims of fraud. Additionally, speakers will share their experience from the
field to give examples of the scale and nature of harm as well as possible solutions.
o Moderator: Tanwi Kumari (MFR)
o Panelists:
m Arshi Aadil (MSC)
m Sonia Charak (Consumers International)
m Joseph Michelo (Association of Digital Finance Practitioners in Zambia
(ADFP) and Digital Banking Manager at Indo Zambia Bank PLC)
m Abubakar Shehu (Association of Digital Finance Practitioners of Nigeria) -
via video

Return to top

Breakout Session C - DFS and Complaints
Inadequate complaints resolution is a widespread and significant problem in the

digital financial services (DFS) sector, in part due to the accountability vacuum
created when the financial service provider (FSP) enters into one or more
partnerships in order to deliver financial services, but also due to a delivery channel
that involves minimal or no direct contact between the customer and the FSP. In
some cases, this can be exacerbated by limited customer familiarity with new
technology. This session will share research on current challenges with complaints
resolution, covering both inadequate resolution for those who do file complaints and
the many reasons why some customers simply do not use existing complaints
mechanisms. Next, the session will share innovative solutions implemented in various
countries and lessons learned to date about what does and does not work.

o Moderator: Amelia Greenberg (Cerise+SPTF)

o Panelists:



William Blackmon (IPA)

Jackie Mbabazi (AMFIU - Uganda)

Seema Nareeta Shandil (Consumer Council of Fiji)
Rochelle Tomas (Bangko Sentral ng Pilipinas)

Return to top

Enjoy networking, light fare, and cocktails from 6pm to 8pm.
Return to top

June 6 - Second Day of Plenaries and Breakout Sessions

ADDRESSING ENVIRONMENTAL THREADS: Key Ingredients for Building and
Implementing Strong Environmental Strategies
In this session, we will discuss what is needed to build and implement strong environmental
strategies, with governance to lead, tools to assess, financing to roll out the environmental
strategy and products, capacity building, locally available, and technical resources to support
implementation. We'll explore three critical components: tools and governance, financing, and
capacity-building.

Moderator: Cécile Lapenu (Cerise+SPTF)

Panelists: Allan Sicat (MCPI); Marilou Juanito, Regional Social Performance / Capacity Building
Coordinator, SE Asia (Oikocredit); Laura Foschi (ADA), Joana Afonso (eMFP)

Return to top

Return to top

e Breakout Session A - How to build an environmental strategy: concrete pathways
In this session, we will share various testimonies of how FSPs have developed their
environmental strategies. We will explore how (1) these strategies are intricately
linked to the profile and context of each FSP’s intervention, emphasizing the
importance of identifying critical environmental issues; and (2) the importance of
formalizing a thoughtful and cohesive strategy to prevent the proliferation of pilot
projects that never come to fruition.

o Moderator: Lalaine M. Joyas (MCPI)
o Panelists:

m  Mercy Rivera Abad (ASHI)

m Dexter Flores (K-Coop)




m Nitesh Kumar (Svasti)

Return to top

Breakout Session B - Implementing Environmental Performance Management in
Agriculture

This session will focus on how to implement client protection and environmental
performance management when supporting the agricultural sector. We will show how
the Universal Standards can inspire the agricultural sector to define a social and
environmental strategy and to work on client/smallholder farmers protection. We will
also share examples of pilot farms and how green products can be developed to
support Smart Agriculture.

An agricultural transition is needed to promote the emergence of climate-resilient
agricultural practices to redefine farming systems to ensure soil sustainability and
food security in a context of climate change. FSPs have the direct potential to
mitigate the damaging consequences of climate change for their clients, as part of
their social and environmental strategy. The wide selection of financial services they
offer (loans, savings, microinsurance, etc.) can enable rural farmers to diversify their
sources of income and acquire the raw materials or assets they need to produce and
protect themselves. Further, non-financial services, such as awareness-raising,
training and entrepreneurial skills development, can add real value by enhancing
farmers' skills to improve their practices.
o Moderator: Maxence Soulet (Cerise+SPTF)
o Panelists:
m Larry Millan (ECLOF)
= Anna Manahan (MCPI)
m  Mathilde Bauwin (ADA)

Return to top

Breakout Session C - Managing vulnerability to climate shocks: how to prevent,

r re, r n nd recover from clim ven
In this session, we will present concrete cases of FSPs responding to vulnerabilities
of their clients with adapted products and services to prevent, prepare, respond and
recover from climate events, through insurance, guidance on process to recover and
manage shocks, and appropriate support and resources. We will explore
comprehensive frameworks for assessing vulnerability, the critical role of crop
insurance, the importance of partnerships in building resilience, and an investor's

perspective on promising program examples.

The session aims to:

o Showcase practical solutions for building climate resilience through financial
services.
o ldentify key challenges and opportunities in this field.



o Spark collaboration and action to ensure financial inclusion empowers
vulnerable people to build their resilience.

Moderator: Fanny Le Maguet (Cerise+SPTF)
Panelists:
m  Marilou Juanito (Oikocredit)
m Jane Manucdoc (ASKI)
m Kelly Hattel (ADB)
m Edouard Sers (Fondation Grameen Crédit Agricole)

Return to top

Learn more about Atlas, Tanwi Kumari

ATLAS is a data platform that offers an all-in-one approach to data management and
insights in financial inclusion to impact investors and other stakeholders.

Atlas hosts validated data on financial service providers’ financial and impact
performance. Services available to subscribers, include:

Flexible benchmarking tools

Portfolio monitoring

Bespoke data management solutions

Customised data analytics

Access to a range of reports, including MFR ratings

Return to top

SUSTAINABLE OUTCOMES MANAGEMENT: Latest insights
This session will explore the essential steps to establish a cohesive set of practices throughout the
entire value chain, spanning from investors to end-clients. We'll provide insights into the processes
and tools necessary for acquiring the desired information, ranging from Theory of Change
frameworks to identifying key indicators and leveraging outcomes data for informed
decision-making by FSPs, investors, and regulators. The session will offer a detailed walkthrough of
this process, highlighting where different initiatives fit within the broader framework, and
ultimately share the business case for social performance management leading to better
outcomes.

Moderator: Amelia Greenberg (Cerise+SPTF)
Panelists: Edgardo Perez Preciado (Fundacion Génesis Empresarial); Ging Ledesma (Oikocredit);

Pranav Sridhar (60dB), Cecile Lapenu (Cerise+SPTF)

Return to top



https://www.mf-rating.com/pcategory/rating-products-and-services/

Return to top

Breakout Session A - Outcomes Management and Client Protection: Case studies and
practical insights

In this session, we'll examine case studies that highlight the importance of outcomes data in
protecting clients from harm. We'll discuss why collecting outcomes data is crucial for
ensuring client safety and avoiding potential risks. Additionally, we'll explore how utilizing
your complaints unit can help you save on research costs while providing valuable insights
into your customers' experiences. Take advantage of this opportunity to better understand
your clientele and improve your overall service delivery.

o Moderator: Anne-Laure Behaghel (Cerise+SPTF)
o Panelists:

m Upoma Antara Husain (BRAC)

m  Arya Murali (Gojo & Company)

m  Sudhir Narayan (M-Cril)

Return to top

Breakout Session B - Empowering Sustainable Change: Outcomes management and SDGs in
practice

In this session, we will explore the crucial link between outcomes management and the
Sustainable Development Goals (SDGs). We will discover how collecting and using outcomes
data serves as a powerful tool in driving positive and sustainable change for clients. We'll
delve into standard approaches and decision-making frameworks that leverage outcomes
data to ensure impactful results aligned with the SDGs. Panelists will share their data
related to: Non Financial Services and the role they play to support better customer
outcomes on Health (SDG 3); spotlight the intersection of gender equality (SDG 5) and
income equality (SDG 8) within outcomes management and learn how integrating gender
perspectives and income-focused strategies can effectively advance these key SDGs,
creating meaningful impact and fostering inclusive growth.

o Moderator: Cara Forster (Cerise+SPTF)
o Panelists:
m Maria Antonniette Dreyfus (NWTF)
m Caitlin Scott (Friendship Bridge)
m Nitesh Kumar (Svasti)
m lan Best (Entrepreneurs du Monde)

Return to top




e Breakout Session C - Tracking and Using Outcomes Data for Stronger Regulation on

Responsible Inclusive Finance
In this session, we will explore how to track and utilize outcomes data to strengthen

regulations for responsible and inclusive finance:

1. Climate/Environmental Outcomes:

o ESG Reporting Frameworks: \What specific information is required, such as GHG
emissions?

o Environmental Risk Management: How to calculate and interpret this data in terms of
managing environmental risks?

2. Customer Outcomes:

o Regulatory and FSP Usefulness: What information is beneficial for regulators,
consumer associations and Financial Service Providers to promote positive impacts
and prevent harm to customers?

By focusing on these aspects, we aim to enhance the regulation of responsible and inclusive
finance through better utilization of outcomes data.

o Moderator: Cecile Lapenu (Cerise+SPTF)
o Panelists:
m Mathilde Bauwin (ADA)
m Joseph Kizito (The Uganda Communications Commission (UCC)
m Jack Ngoma (MLF Zambia)
m Juanita Smit (Senior Specialist, Supervisory Framework, Financial Section
Conduct Authority, South Africa) - on video
m Saroja Sundaram (Citizen Consumer and Civic Action Group)

Return to top

Return to top




June 7 - Field Visits

Field visits will be full day sessions, driving with minibus to locations 2 hours outside of Manila to
visit programs in the field and to talk with management at branch locations. Fee includes the cost
of transportation and lunch.

Participants may choose to attend one of the following:
e CARD and ASA - Financial services related to microenterprise loans, microsavings, housing -
more information coming soon. View complete details and agenda for the CARD and ASA

visit.

e K-Coop - Climate mitigation project focused on energy efficiency and utilization of
renewable energy sources. View complete details and agenda for the K-Coop visit.

e NWTF - Non-Financial Services aimed at decreasing vulnerability of customers, e.g, medical
missions. View complete details and agenda for the NWTF visit.

Return to top




Annex 1 - Regulator Exchange on Financial Inclusion and Client Protection

Workshop sponsored by the Asian Development Bank ADB

Cerise+SPTF believes in the power of peer learning and practical approaches. The Client Protection
Pathway Standards and the Universal Standards, for example, are not aspirational, “true North”
declarations. They reflect the practical experience of providers.

We believe that several markets are at an inflection point in wanting to improve their client
protection regulation and supervision. Cerise+SPTF has been approached by the following
countries over the past year alone: Tunisia, Dominican Republic, Egypt, Jordan, Laos, Cambodia,
Indonesia, Mongolia, Rwanda, Senegal, and Cote d’lvoire. This is the moment where these
countries can align around a meaningful client protection agenda.

Towards that end, we believe there would be great value in bringing stakeholders to the Philippines
to learn about its journey creating meaningful client protection frameworks and systems. The
Philippines has aligned its regulatory framework with global best practices related to client
protection and financial sector regulation.

Here are some key ways in which the Philippines has addressed client protection:

e Bangko Sentral ng Pilipinas (BSP): The Bangko Sentral ng Pilipinas, or BSP, is the central bank
of the Philippines and the primary regulatory authority for the financial sector. BSP plays a
significant role in establishing and enforcing regulations aimed at protecting clients of
financial institutions.

e Consumer Protection Regulations: BSP has implemented consumer protection regulations
that govern the conduct of banks, non-bank financial institutions, and other financial
service providers. These regulations include rules related to transparency, fair treatment of
clients, disclosure of fees, and dispute resolution mechanisms.

e Microfinance Regulation: The Philippines has a well-established microfinance sector that
serves low-income and underserved populations. The regulatory framework for microfinance
institutions includes measures to protect clients from abusive practices and ensure
responsible lending.

e Security and Exchange Commission (SEC) Microfinance NGO Regulatory Council (MNRC):
Accrediting body for microfinance NGOs which established criteria for accreditation and
monitoring of MF NGOs, on sound and measurable standards of financial performance,
governance, and social performance including client protection indicators from the Universal
Standards. Accredited institutions receive two percent (2%) preferential tax rate.

e Financial Consumer Affairs Group (FCAG): Within BSP, the Financial Consumer Affairs Group
is responsible for handling consumer complaints and inquiries related to financial services.
This unit plays a crucial role in addressing consumer concerns and ensuring that financial
institutions comply with consumer protection regulations.

e Know Your Customer (KYC) and Anti-Money Laundering (AML) Regulations: To protect clients
from financial crimes and fraud, the Philippines has implemented KYC and AML regulations.
These regulations require financial institutions to verify the identities of their clients and
report suspicious transactions.


https://cerise-sptf.org/about-client-protection/
https://cerise-sptf.org/about-client-protection/
https://cerise-sptf.org/universal-standards/

Credit Information System Act (CISA): The Philippines has a credit information system
governed by the Credit Information Corporation (CIC). The CISA allows lenders to access
credit information, which promotes responsible lending practices and helps protect clients
from over indebtedness.

The Microfinance Information Data Sharing Inc. (MiDAS) is the credit bureau for microfinance
institutions in the Philippines to address client protection and prevent overindebtedness. It
is the data sharing system that allows MFIs to submit reports, send inquiries, and retrieve
results on borrower information and has a complementary role to CISA

Investor Protection: In addition to banking and lending, the Philippines also regulates the
securities and investment industry. The Securities and Exchange Commission (SEC) oversees
this sector and has implemented regulations to protect investors, including rules on
disclosure and transparency.

Financial Education Initiatives such as Department of Trade and Industry (DTI): aimed at
promoting financial literacy and empowering Filipinos to make informed financial decisions.
These initiatives include: financial literacy campaigns; training and workshops on personal
finance management, budgeting, saving, investing, and debt management; and financial
education materials and resources to access tools for improving their financial literacy.

To add to the experience of the Philippines, we want to invite countries which have weathered
client protection crises, to share their learnings, such as India, Nicaragua, and Morocco, and
provide practical strategies for safeguarding against these risks. We will also hear from the Bank
of Zambia which has just established independent Prudential and Market Conduct Departments to
foster client protection supervision.

Discussion Topics:

The roundtable coverage will include three main themes around client protection:

Exploring the Regulator Challenges in Client Protection:

Delves into the challenges that regulators observe and face in ensuring effective client
protection in their countries. This will include challenges in digital financial services (DFS) as
well as traditional financial services related specifically to micro and SME sectors. The
hurdles faced and observed by regulators can include those that are inorganic (e.g., financial
service provider aggressive sales and collection) and organic (e.g., supervisory capacity).
With the surge in the utilization of digital financial services, regulators across various
jurisdictions are grappling with a rise in fraudulent activities, including Ponzi schemes and
scams. A discussion focusing on the novel client protection risks emerging from DFS is
warranted. The discussion on challenges is pivotal as it offers an opportunity to draw insights
from challenges faced by peers and fostering motivation to start and continue the process.
Policy responses to the challenges:

The roundtable will carry forward the discussions around challenges and will deep-dive into
the importance and specific role of policy makers in creating a culture of effective and
sustainable client protection. The peer group will be encouraged to explore incentives and
disincentives in regulation that can help create the culture and respond to the specific
challenges, including, the evolution of what has been put in place by certain regulators, and
the process of building key stakeholder buy-in.

Enhancing Client Protection Monitoring and Supervision:

The AFI Member Needs Assessment has consistently underscored members' heightened
interest in market conduct supervision. Present an overview of the Market Conduct
Supervision Toolkit, offering practical guidance on developing and implementing key



components of a market conduct supervision framework. Highlight a case study of the Bank
of Zambia, which recently underwent a successful reorganization, resulting in the
establishment of independent Prudential and Market Conduct Departments aimed at
bolstering client protection supervision efforts.

We believe a candid exchange of views, by people from diverse geographies and cultures could be
one powerful tactic in a strategy to create a better future for clients.

Invitees:
e Representatives from the respective central banks
e AFIl Market Conduct and Consumer Empowerment Working Group chair and members

Return to top




Annex 2 - K-Coop Field Visit

AGENDA, PROJECTS, AND BENEFICIARIES

AGENDA FOR JUNE 7th

TIME ACTIVITY
7:00 a.m. — 7:30 a.m. Call time

Pick up point: The Manila Hotel
7:30 a.m. — 8:30 a.m. Travel to K-Coop Office in Quezon City
8:30 a.m. — 9:30 a.m. Introduction of K-Coop and discussion of ERS program
9:30 a.m. — 10:30 a.m. Travel to San Jose Del Monte, Bulacan
10:30 a.m. — 12:00 p.m. Client visits: Jonalyn Sison and Riza Imuz
12:00 p.m. — 1:00 p.m. Travel back to K-Coop Office
1:00 p.m. - 2:30 p.m. Lunch
2:30 p.m. — 3:30 p.m. Debrief and closing session
3:30 p.m. — 5:00 p.m. Travel back to hotel

TIPS/REMINDERS FOR PARTICIPANTS:

e Wear comfortable clothes and shoes. The Philippines is experiencing EL Nino, which could
possibly extend until June 2024.
Bring a hat, sunglasses, and umbrella. They may be handy during the client/center visit.
Wear sunscreen to protect your skin against UV radiation.

K-COOP PROJECT #1 — TOMASETTI

SUMMARY:
The Tomasetti Project is a resilient housing program that provides Incremental strengthening
interventions for disaster prevention through microfinance institutions.

DURATION:
January 2020 to February 2021

OBJECTIVES:



To utilize the Thornton Tomasetti Foundation support to provide materials and labor up to
the equivalent loan value of Php 50,000 to 70,000 each to support between 7 to 10
households, identified through Kasagana-Ka, to implement incremental strengthening
interventions on their houses.

To target the existing low-income clients of Kasagana-Ka to have access to
disaster-resistant construction processes and tools.

To enable the final trialing and fine-tuning of technical assistance processes and tools
currently under development, specifically starting from "household selection" to "actual
construction”, one step ahead of Kasagana-Ka taking them to scale.

To monitor the efficiency and effectiveness of the developed technical assistance processes
and tools to 7 to 10 houses with varying roof-wall-size configurations.

To check the accessibility, in terms of supply/logistics and cost, of construction materials
and manpower during implementation.

MEMBER-BENEFICIARY: CONSTRUCTION: ACTUAL PROJECT COST:
Riza Imuz Wall configuration and stability PHP 112,220.00

K-COOP PROJECT #2 — GREENS-GIF

SUMMARY:

The Greens-GIF Project is an environmental sustainability program that increases the capacity of
the microfinance partners to achieve the third bottom line of microfinance, i.e. the environmental
sustainability in their operations, through a green inclusive finance offer to their members.

DURATION:
April 2021 to April 2024

OBJECTIVES:

To help the three MFI-partners develop an adequate offer, including financial and
non-financial services, to help their clients/members mitigate or adapt to climate change
effects.

To increase the resilience of agriculture-based micro, small, and medium enterprises
(MSMESs) (agriculture and fisheries) and urban communities facing the effects of climate
change through new practices in agriculture and fisheries by using solar energy products or
energy-efficient solutions.

To raise awareness regarding climate change effects and green finance among the
low-income population and the member-MFls of MCPI.

MEMBER-BENEFICIARY: CONSTRUCTION:
Jonalyn Sison Energy-efficient house design

Return to top
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Annex 3 - CARD and ASA Field Visit CARDILIN

AGENDA AND ORGANIZATION PROFILES

AGENDA FOR JUNE 7th

In the morning, half the group will visit CARD, and half the group will visit ASA. Then in the
afternoon, everyone will come together again to mutually discuss both ASA and CARD.

TIME ACTIVITY
6:30 a.m. — 7:00 a.m. Call time
Pick up point: The Manila Hotel
7:00 a.m. — 9:00 a.m. Travel to ASA Philippines Travel to CARD MRI branch in
branch in Laguna Laguna
9:00 a.m. — 10:30 a.m. Introduction of ASA Philippines [ Introduction of CARD MRI
10:30 a.m. - 12:00 p.m. Center/client visit at ASA Center/client visit at CARD
12:00 p.m. — 1:30 p.m. Lunch at Maharlika Square and Event’s Place
1:30 p.m. — 3:00 p.m. Joint learning and debrief session at Maharlika Square and

Event’s Place, San Pablo, Laguna

3:00 p.m. - 5:00 p.m. Travel back to hotel

TIPS/REMINDERS FOR PARTICIPANTS:

e Wear comfortable clothes and shoes. The Philippines is experiencing EL Nino, which could
possibly extend until June 2024.
Bring a hat, sunglasses, and umbrella. They may be handy during the client/center visit.
Wear sunscreen to protect your skin against UV radiation.

PROFILE OF ASA PHILIPPINES FOUNDATION

ASA Philippines Foundation, Inc., was conceptualized by the President and CEO, Mr. Kamrul Hasan
Tarafder as a non-profit, non-stock corporation specializing in microfinance. Since the
establishment of its first branch in Camarin, Caloocan in August 2004, ASA Philippines has



expanded its operations nationwide, catering to more than 2 million microentrepreneur-clients with
a total loan portfolio of more than PhP 42 billion (USD 840 million).

ASA Philippines has a vision of increasing the number of poor Filipino families raised out of poverty
by providing microfinancing to help them establish or otherwise improve their own
microenterprises. It vows to deliver its commitment to three sectors - 1) the marginalized poor
sector for which the Foundation exists, 2) the staff members who are dedicated to achieving the
Foundation’s goals, develop a better career path, and experience the fulfillment of changing other
people’s lives as well as their own; and 3) the founders and patrons to make ASA Philippines the
best managed and most self-sustainable MFI in the country.

It offers three major service products to its microentrepreneur-clients. These products are
composed of financing through loans, capital build-up as an alternative micro-savings designed to
promote savings among poor families for future needs, and locked-in capital build up as a fixed
and mandatory savings, to serve as a monitoring tool of client's performance and a basis for
determining the amount for loan renewal.

In 2023 and onward, ASA return a 50% net income to the clients as they are the main stockholders
of the Foundation and 10% of the releases was under malASAkit financing that has zero percent
(0%) interest provided to the clients for the recovery of their business that experienced financial
crises because of pandemic effect, high inflation rate, calamity, and untoward incident in the family
beyond their control.

PROFILE OF CARD MRI

Founded by Dr. Jaime Aristotle B. Alip in 1986, the Center for Agriculture and Rural Development
Mutually Reinforcing Institutions (CARD MRI) envisions of becoming a world-class leader in
microfinance and community-based social development undertakings to improve the quality of life
of socially-and-economically challenged women and families towards nation building.

Its mission has been focused on:

e empowering socially-and-economically challenged women and families through continuous
access to financial, microinsurance, educational, livelihood, health and other
capacity-building services that eventually transform them into responsible citizens for their
community and the environment;

e enabling women members to gain control and ownership of financial and social
development institutions; and

e partnering with appropriate agencies, private institutions, and people and community
organizations to facilitate achievement of mutual goals.

Through CARD, Inc. (A Microfinance NGO), and its microfinance-oriented rural banks (CARD Bank,
Inc., and CARD MRI Rizal Bank, Inc., and CARD SME Bank, Inc.), CARD MRI offers both financial and
non-financial services and products to its clients, thereby addressing the different facets of
poverty.

To date, CARD MRI is composed of 23 mutually reinforcing institutions, with 9.26 million clients
served and 29.72 million insured individuals.
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AGENDA AND ORGANIZATION PROFILE

INEGROS WOMEN FOR TOMORROW FOUNDATION, INC.

AGENDA FOR JUNE 7th

TIME ACTIVITY

7:00 a.m. — 7:30 a.m. Call time
Pick up point: The Manila Hotel

7:30 a.m. — 9:00 a.m. Travel to Sto. Tomas, Batangas

9:00 a.m. - 10:00 a.m. Introduction of NWTF

10:00 a.m. — 12:00 p.m. Community visit for NWTF Medical Mission

12:00 p.m. — 1:30 p.m. Lunch

1:30 p.m. - 3:30 p.m. Learning session with NWTF and sharing from other MFIs on
non-financial services

3:30 p.m. — 4:00 p.m. Closing session

4:00 p.m. — 5:30 p.m. Travel back to Hotel

TIPS/REMINDERS FOR PARTICIPANTS:

e Wear comfortable clothes and shoes. The Philippines is experiencing EL Nino, which could
possibly extend until June 2024.
Bring a hat, sunglasses, and umbrella. They may be handy during the client/center visit.
Wear sunscreen to protect your skin against UV radiation.

PROFILE OF NWTF

Negros Women for Tomorrow Foundation (NWTF) was founded in 1984 as a non-governmental
organization that aimed to help women achieve self-sufficiency and self-reliance, particularly in
low-income and depressed urban and rural communities. NWTF has been operating as a Non
-Government Organization for almost 40 years now and 35 years as a Microfinance Institution using
the Grameen Method of lending. With over 500,000 active loan clients in 252 branches located in
the Visayas and Luzon Islands.

As a microfinance institution, NWTF is working hard toward the achievement of its mission “To
provide sustainable financial and client-responsive developmental services to the poor”. As a social



institution, NWTF is continuously providing various non-financial services to its clients to improve
their quality of life

The following are the Financial and Non-Financial products and services that NWTF provides to its
clients:

FINANCIAL PRODUCTS NON-FINANCIAL SERVICES
GENERAL/BUSINESS LOANS: CLIENT SERVICES:
e PD Graduate Loan ( Individual e Scholarship
Loan) Skills and Livelihood Trainings

[}
e Financial Wellness
o

SPECIAL LOANS: Business Development

e Dungganon Housing Loan Services

e Educational Loan e Environmental Awareness and
e Balik Eskwela Loan Programs

e \Wash Loan

e Green Loan CLIENT WELLNESS:

e Philhealth Loan e Medical Mission

e Business/ Home Asset Loan o Dental

e Agri- Assistance Loan o Circumcision(clients

e Calamity Assistance Loan male children)

o PAP Smear
o Eye Check-up
o Basic Laboratories
PD Clinic
Backyard Farming
Minor Surgery
Funrobics
Dungganon Discount Card
Mass Wedding
Blood donation drive
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