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The Smart Campaign… 

…represents a global, industry-wide effort: 

2,250+ endorsers from over 130 countries 

…has an international steering committee 

…collaborates with the Social Performance Task 

Force (SPTF), MIX Market Social Reporting, 

MF Rating Agencies, MFTransparency, and 

many others 

…is housed at the Center for Financial Inclusion 

at ACCION International 
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Vision of the Smart Campaign 

The Smart Campaign envisions a fundamental 

transformation of the microfinance industry in four key ways: 

Focus on clients 
 

• All industry 
stakeholders 
will put the 
interests of 
clients first 
 
 

 

Transparent and 
prudent 
services 

• MFIs will 
provide 
transparent, 
respectful, 
prudent 
financial  
services 

Full integration 
of client 
protection 

• Client 
protection 
principles will 
be fully 
integrated into 
all 
microfinance 
operations 

Gain pro-
consumer 
reputation 

• The 
microfinance 
industry will be 
distinguished 
as leader in 
responsible 
finance 
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Timeline of the development of the principles 

- Pocantico 
Declaration from 
microfinance leaders 
emphasizes client 
protection failures.  

- The industry starts a 
client protection 
campaign.  

- The Smart Campaign 
defines 6 Client 
Protection Principles. 

Center for Financial 
Inclusion’s Beyond 
Codes project and 
dialogue groups 
produce learning on 
client protection. 

Smart 
Campaign 
officially 
launched. 

- Client 
Protection 
Principles 
updated. 

- Tools and 
certification 
developed. 

2008 

2009 

2010 

2011 
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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 client data 

7. Mechanisms for complaint resolution 

 

Client Protection Principles 
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Now is a critical time to focus on client protection, 
for several reasons: 
 
• Demands for accountability and transparency 

 
• Microfinance crises in several countries 

 
• Negative media attention regarding impact 

 
• Public and governmental concern over high interest 

rates 
 

• Rapid growth, rising competition, and new players 
 
 
 

 

Why Now? 
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Collaboration 
Network Name Country/Region 

RADIM Argentina 

AMFA Azerbaijan 

Consortium Alafia Benin 

FINRURAL Bolivia 

APIM Burkina Faso 

REDCAMIF Central America 

AFMIN Africa 

CAM China 

Emprender Colombia 

MFC Eastern Europe 

RFR Ecuador 

AEMFI Ethiopia 

GHAMFIN Ghana 

Sa Dahn India 
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Network Name Country/Region 

APSFD-CI  Ivory Coast 

AMFI Kenya 

MAMN Malawi 

APIM Mali 

Sanabel MENA 

AMSOFIPO Mexico 

ProDesarrollo Mexico 

CMF Nepal 

Pakistan Microfinance Network Pakistan 

Red de microfinanzas del Paraguay Paraguay 

COPEME Peru 

MCPI Philippines 

Russian Microfinance Network Russia 

AMIR Rwanda 

AMFIU  Uganda 

YMN Yemen 

Collaboration 
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Feedback from Participants 

What challenges have you faced? 

• Prevention of over-indebtedness 

• Transparency 

• Client complaints 

• Confidentiality … 

How does the competitiveness of 

your local market affect your 

strategies and decisions? 

What do clients appreciate most 

about your institution?  What would 

they change if they could? 



14 

1. Introduction to the Smart Campaign 

2. Principles of client protection 

3. Why the Smart Campaign matters now 

4. Feedback from participants 

5. First steps for implementing client protection  

6. Conclusion and call to action 

 

Agenda 



15 

Smart Campaign Encourages MFIs to “REACT” 

Reach out – endorse the Campaign  

Engage – learn, train, and self-assess 

Assess – commission an external evaluation 

Change – pilot projects, share experience, 

utilize available technical tools  

Track – report and receive certification 
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 Endorsing is very easy! 

 
Go to our website (smartcampaign.org) 

to find: 

• A diverse set of ways that you can 

support the Campaign 

• Options to recieve more information, 

tools, and other instruments to implement 

the Client Protection Principles. 

Respond: Endorse the Smart Campaign 
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Educate: training presentations 

Networks can train MFIs 

MFI managers can train staff 

Staff can train clients 

Training presentations are available on each of the seven client 
protection principles. These are found on the Smart Campaign 
website. 
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Getting Started Questionnaire:  
Client Protection Self Assessment for Microfinance Institutions 

Principle 

Indicators 

Explanation 

of indicators 
Your score 

Educate: institutional self-assessment 
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Sample results from Getting Started questionnaire: 

Educate: self-assessment (continued) 
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Assessors 

certified by the 

Smart 

Campaign 

provide 

objective 

evaluations. 

Smart Certified Assessors trained in Nairobi, 2009 

Assess: Evaluation from a Smart Certified Assessor 
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Change: Technical Tools Available for Download 

Dozens of tools developed from industry 
experience are publicly available on the Smart 

Campaign website. 

Associat-
ions 

Toolkit 

Investor 
Toolkit 

MFI 
Toolkit 
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Change: Examples of Technical Tools 

Conducting Client Protection Assessments: A Guide  

Client Protection and Ethics Codes: Examples for 
Getting Started  

How to Talk to a Bank: A Brochure for Consumers  

Investor/Donor Planning Guide for Implementing Client 
Protection Initiatives  

Educating Clients about Client Protection: A Guide for 
Financial Service Providers  

Smart Lending: Client Protection in the Individual Loan 
Process  

Complaints Handling Manual (FONDESUCRO) 

Smart Note: Protecting Client Data at Fundación 
Delamujer  

These and 
dozens more 

tools are 
available on the 

Smart 
Campaign 
website. 
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Change: Share and Disseminate Best Practice Examples 

Example of a 

“SmartNote” 

case study 

on client 

protection  
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Track: Monitor Change 

Through the MIX Market Social Performance Standards (SPS) Report, 

an MFI measures and monitors its overall social performance through a 

set of social performance indicators—including client protection 

indicators. 

Sample from the MIX SPS Report: 
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New 
partnerships 

with 
networks 

Certification 
program 

State of  
Practice 
Report 

Client Voice 
Task Force 

What´s new at the Campaign? 



26 

1. Introduction to the Smart Campaign 

2. Principles of client protection 

3. Why the Smart Campaign matters now 

4. Feedback from participants 

5. First steps for implementing client protection  

6. Conclusion and call to action 

 

Agenda 



27 

The Smart Campaign is a global, industry-wide initiative promoting 
client protection. 

The industry urgently needs to address client protection 
weaknesses. 

The Campaign calls for transparent, responsible, and ethical 
practices that put clients’ interests first. 

The Campaign has tools to help organizations integrate and monitor 
good client protection practices. 

Visit the Smart Campaign website for tools & resources: 
www.smartcampaign.org 

Conclusion 

Call to action: How can your organization get 
involved and support client protection in 
microfinance? 
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Thank you! 

Endorse the Smart Campaign. Visit 

www.smartcampaign.org 

Sign up to receive news and 

information. 

Download the Getting Started 

Questionnaire and conduct a client 

protection self-assessment. 

What’s 

next? 

Email us! 

comments@smartcampaign.org  

http://smartcampaign.org/tools-a-resources/2/41
http://smartcampaign.org/tools-a-resources/2/41

