EUROPEAN
MICROFINANCE WEEK
connecting the inclusive finance world

Oikocredit’s End-Client Survey Programme Focused on
End-client’s Perception of Change

Integrate voices of end-clients Build capacity to action end-client data

.... Participatory project team .... Analyses in collaboration
ll.ll from survey to data collection ll.ll project team
Instantly visualise data in m Action plans based on

dashboards dashboard data and strategy
ol il
Goals
Include the perspective of end-clients Improve products & services
Output 2022
19 MFlIs 18,500 end-client respondents
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Breaking Down the Barriers
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You can gain You can Responses Staff learn by
efficiency reach your can be doing
customers validated
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Topics to cover: ECS is first full year, last year 2021 pilot year

Preparation year 1 — Designing the questionnaire
Testing and adjusting

Launch and trouble shoot

Data dashboard — first analysis

Reporting and deeper analysis

Preparation for following year
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The end-client survey project shows us what is
happening from the perspective of the end-borrower

Support Track end-

partners client ,

collect, changes overf$/a
analyze and time s
action their

client data



The survey’s 23 questions reflect resilience, risk and

Income & savings

Food & nutrition

Housing & basic facilities
Internet

Education

Health & Mental wellbeing
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Extreme weather effects
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Partners access their clients’ responses via an
Oikocredit hosted and interactive PowerBl Dashboard

Pages << D File ™ 1= Export Vv |2 Share @ Chat in Teams Q Get insights  *-* O L—,I v O v ‘ O (1
< OIKO From Outreach to Impact: economic wellbeing section Responses
1. Demographics mmnene Al partners 211
2. Customer Experience 4 In the last 12 months
Income Savings (33% has savings)
3. Economic Wellbemg Hover over "Improved” or "Diminished" for more details

@ Improved a lot 60

4. Bus”"'ess Growth @ Improved a little bit

@ Improved a lot
353

@ Improved a little bit 115

@ Remained the same

=1 @ Remained the same
. . Diminished a little
5. Housing & Facilities e @ Diminished a little .
Diminished a lot 30
21 Don't know
. Don't know 1
6. Health & Education 2
.

7. Significant Changes Extreme weather has affected respondents’ income Savings withdrawn in the last 12 months

Hover over "Yes" for more details

4 6 0/0 Yes 34%

Covid-19 impact last 12 months on respondents’ life

No 66%

1% 7% Savings only can support for

® (Blank) @Very bad @Bad @ Not much has changed @ Good Less than one week 25 %, OI Ko
‘\.___._.f
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What a microfinance institution in Peru is saying

“We learned ... that a digital survey is a powerful instrument to get to
know our clients...The experience with you served as an impetus to

undertake new experiences with them.”
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