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Disclaimer

- The target audience of this research is financial service providers. It is aimed at identifying emerging
case studies that demonstrate innovations, which have the potential to enhance the effectiveness of
operational processes supporting AML/CFT compliance within a business offering financial services.
Client acquisition and on-going monitoring was particularly in focus, as designing lower cost, more
efficient electronic processes for client acquisition and on-going monitoring are critical factors to enable
financial inclusion.

- The term “innovation” as defined for the specific purposes of this study are:

* Improvements implemented in operational processes in order to support AML/CFT compliance, resulting in cost
and time savings for the financial service provider. This may be related to the use of new technology that has
enabled/supported low income persons access to more secure, transparent, efficient, cost effective access to
financial services, while also facilitating AML/CFT compliance for the financial service provider.

 Increased ability to provide lower income customers access to financial services through new targeted products and
different delivery channels, as a result of such provider level operational improvements.

- The research only highlights live deployments already in place in selected countries. As only financial
service providers were interviewed for the purposes of this research, it did not take into account any
risk assessment of the selected innovations, against national AML/CFT frameworks or international
standards. According to the interviews, in most cases, innovations of practices and products, in the
countries that have been part of the research, have been introduced in close collaboration between
financial service providers and the supervisory authority.

- The study does not use FATF terminology and does not interpret the FATF standards. It does not
assess what is considered compliant according to FATF standards in relation to the issues and
innovations presented.

((Z)‘ GAP 1. Anti Money Laundering Policy — Deutsche Bank Group — Minimum requirements. https://www.db.com/en/media/Deutsche_Bank_Group_- 3
- _Anti_Money_Laundering_Policy.pdf



Disclaimer

This study identified innovative** operational practices among financial service providers in, broadly speaking, the
following stages of the AML/CFT compliance process only: (1) Identification (2) Verification (3) Monitoring (4)
Sanctions and Reporting and (5) Ongoing Management/Exiting. The definition of each stage for the specific
purposes of this study is described in Slide 14.

As mentioned in the previous slide, the study does not use FATF terminology and does not interpret the FATF
standards. It does not assess what is considered compliant according to FATF standards in relation to the
issues and innovations presented.

However, the researchers are aware that the aforementioned stages of the AML/CFT compliance process reflect
some elements of FATF Recommendation 10: Customer Due Diligence. For example, FATF Recommendation
10 states the following CDD obligations (verbatim) should be taken by financial institutions:

(a) Identifying the customer and verifying that customer’s identity using reliable, independent source documents,
data or information.

(b) Identifying the beneficial owner, and taking reasonable measures to verify the identity of the beneficial owner,
such that the financial institution is satisfied that it knows who the beneficial owner is. For legal persons and
arrangements this should include financial institutions understanding the ownership and control structure of the
customer.

(c) Understanding and, as appropriate, obtaining information on the purpose and intended nature of the business
relationship.

(d) Conducting ongoing due diligence on the business relationship and scrutiny of transactions undertaken
throughout the course of that relationship to ensure that the transactions being conducted are consistent with
the institution’s knowledge of the customer, their business and risk profile, including, where necessary, the
source of funds.

FATF Recommendation 10 is comprehensive and could be incorporated into national legal frameworks and
provider-level compliance practices to effectively mitigate money laundering and terrorist financing risk. FATF
Recommendation 10 also includes elements that are not reflected in this research.

**The term “innovative” for the specific purposes of this research is defined in Slide 3.

HCGAP 4



Glossary (1/2)

Term
Aadhaar

AML

Agents/BC's

Branchless banking

Cash-In/Cash-Out

CBN
CFT
CGAP
CNIC

e-Wallet / mobile
wallet

eKYC

(OCGAP

Definition
The Aadhaar scheme, a unique identification project being implemented by the Unique Identification
Authority of India (UIDAI)

Anti-Money Laundering, refers to a set of procedures, laws or regulations designed to stop the
practice of integrating illegally obtained funds into the legitimate financial market

Business Correspondent are 3" parties, not employed directly by the financial services provider.
They can be an individual or legal entity. They are typically stores, shops, local coops, where other
trade already occurs. BCs can perform account opening, cash-in and cash-out, other transaction
such as transfers or bill payments, and increasingly other AML/CFT compliance related activities

The delivery of financial services outside conventional bank branches, often using agents and
relying on information and communications technologies to transmit transaction details — typically
card-reading point-of-sale (POS) terminals or mobile phones

Refers to the depositing of cash into an electronic wallet/withdrawing cash from the balance in your
electronic wallet

Central Bank of Nigeria

Combating the financing of terrorism

The Consultative Group to Assist the Poor
Computerized National Identity Card

Prepaid stored value financial product, used by consumers to store, send and receive money

Electronic KYC

Note: The definitions of the terms included in this glossary are the researcher’s definition solely for the purpose

of this study
5



Glossary (1/2)

Term Definition
FI Financial Inclusion
FS Financial Services
INEC Independent National Electoral Commissions
Interoperability Refers to cross compatibility in systems and technology infrastructure across different financial service

provider, for example in mobile banking a customer with an account with one service provider could
send or receive money to or from the account of a customer with a different service provider.

Innovations (Channel, Categorization used to highlight AML/CFT compliance operational innovations. Channel refers to the

Process, Product, way products are accessed e.g. mobile phone. Process refers to the way AML/CFT compliance

Service model) procedures are managed operationally. Product refers to the offering of a new product. Service model
refers to the way the client is serviced

KYC Know Your Customer, refers to the due diligence activities that financial institutions and other regulated

companies are performing to ascertain relevant information from their clients for the purpose of
appropriate risk assessment and doing business with them

LI/Low-Income For the purposes of this study low-income consumers is referring to the unbanked population

MFI Micro-finance institution

MNO (or Telco) Mobile Network Operator, is a telecom service provider or GSM (Global System for Mobiles) provider.

Mobile money A term describing the services that allow electronic money transactions over a mobile phone.

NADRA National Database and Registration Authority, Pakistan

POS Point-of-Sale device, one type of technology interface in which a transaction is executed

Tiered KYC Refers to country KYC legal requirements based upon tiers with varying levels of due diligence as per
national risk assessment

UIDAI Unique ldentification Authority of India (UIDAI) is an agency of the Government of India responsible for

implementing the Aadhaar scheme.

Note: The definitions of the terms included in this glossary are the researcher’s definition solely for the purpose

L(Z)CGAP of this study 6
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Executive Summary (1 of 3)

Background: This report contains the findings of a research project to identify and categorize leading operational AML* compliance practices
among financial service providers for the identification, verification and ongoing monitoring and management of lower income customers. This
project began with the hypothesis that an increasing number of financial service providers with products targeting lower income population
segments are reducing client acquisition and monitoring costs, and improving efficiency and effectiveness of the processes in scope.

Audience: The audience of this research is financial services providers interested in understanding the landscape of such practices across the
jurisdictions in scope.

Methodology: Desktop research was done and researchers performed online surveys, in-person and telephone interviews with a diverse range
of financial service providers, including banks, mobile phone network operators, as well as advocacy and support organizations, regulators, and
3rd party services providers. Financial service providers covered in the research represented 24 developing countries across Africa, Asia and
Latin America, with 122 survey responses and 67 interviews.

Outputs: The outputs include an overview of the survey results, evaluation of the key findings on innovations? and challenges, leading
practices from interviewed firms and six case studies outlining examples of AML/CFT compliance innovations. These selected innovations are
focused on specific, actionable, operational changes and improvements with an impact on the efficiency and effectiveness of processes for
managing AML/CFT compliance in customer identification and verification, transactional monitoring and regulatory reporting, as well on-going
management and exiting.

Key Findings:

Anti-money laundering (AML) is a particular focus for regulators, who heavily influence the evolution of financial services in

developing countries and try to balance it with AML/CFT regulatory compliance.

» Regulators in a number of countries have facilitated reform in customer identification and verification to enable the development of products
such as mobile money. According to financial service providers interviewed, regulators remain cautious and usually react to market
developments due to the need to comply with national and/or international AML/CFT standards.?

» Tiered KYC regulations have been introduced quite widely, easing requirements of identification and verification for some products, but this
does not necessarily provide a complete solution for financial inclusion, as typically lower tier KYC are for simplified bank account or
electronic wallet, which while useful and perhaps merited given risk assessment, does not offer customers access to full banking services. 2

» On the other hand, some significant developments are just emerging. For example, the Reserve bank of India is enabling eKYC* 2, allowing
BCs* to perform customer verification, as well as opening up the potential to allow further outsourcing of some of these processes.

> In general, regulatory guidance around customer verification, particularly for products such as savings and credit, can often remain unclear
or complex, adding to the cost and compliance barriers in serving the low-income population.

*See Glossary of terms, 1. Innovation: Promote technological and institutional innovation as a means to expand financial system access and usage, including by

7 addressing infrastructure weaknesses — Annex 3, FATF Guidance on Anti-Money Laundering and Terrorist Financing Measures and Financial Inclusion, 2011,
)( GAP 2. ‘Anti-Money Laundering Regulation and Financial Inclusion’ CGAP blog, May 2013, 3. RBI/2014-15/160 UBD. BPD (PCB). Cir.No. 5/14.01.062/2014-15 7



Executive Summary (2 of 3)

Advancements, particularly in mobile technology, and the introduction of disruptive innovation, are enabling financial

services providers to offer more financial solutions across multiple channels and platforms.?

» Mobile money has made a significant difference to financial inclusion in places like Africa?, through the development of the branchless
banking channel. This has created both complexities as well as driven innovations in AML/CFT operational processes compliance
practices, including the emergence of limited data sharing and alignment of AML/CFT compliance processes of identification and
verification of customers between mobile operators and banks.

» Partnerships® are emerging as a strong model for the go-to-market approach in most countries. This is mainly due to the agility of
mobile operators in providing technological innovation and connectivity that the banks are unable to provide alone, often due to issues
with the national infrastructure or cost. The use of 3rd party services* to manage business correspondents are also slowly emerging.

» Competition remains very strong between mobile operators and banks, and although they collaborate, this cooperative model is still
emerging and is often in the form of an uneasy marriage of convenience. That impacts the ability to fully align customer KYC
identification between partners, due to issues with overall customer ownership between the banks and mobile operators.

The national infrastructure needed to enable access to financial services drives significant AML/CFT challenges and

opportunities.

> Interoperability® is lacking due to technological challenges and/or competition between providers. As a result customer identification
and verification data for products such as mobile wallets is often not transferable between operators, even though some limited KYC
data sharing for low risk low value basic e-wallets may benefit poor people. Given that low income persons tend to have multiple SIMs/
constantly change SIMs, overall monitoring of customer activity across usage with different operators becomes also more complex.

» Access to service points or connectivity for branchless servicing is still lacking6 in remote areas, making identification and verification
for new products more costly to administer through the traditional branch based model.

» The absence of national ID is a major issue for AML/CFT compliance processes in many countries as identification and verification of
low-income customers with no documentation is very difficult, especially when combined with the lack of other sources of information.

» National identification systems are making a significant difference to AML/CFT compliance processes, particularly identification and
verification in places like Pakistan” and India reducing the complexity and cost of verification. Biometric data (mainly fingerprints) is key
for such innovations.

Significant innovations have been introduced in customer onboarding and AML/CFT compliance operational processes.
» Technological automation is increasingly used to capture information for managing identification and verification e.g. mobile phones.
» Agents or business correspondents are widely used to provide access points through designated individuals/legal entities, such as

peOple with IOCE'I%QI%H&Q Qfﬁﬁ%gﬁﬁervices in Africa At the Tipping Point: an inclusive approach, Accenture August 2014, 2. Tanzania hits financial inclusion target early
due to mobile surge, July 2014, Bank of Tanzania governor Benno Ndulu statement , 3. Examples of countries’ actions to support financial inclusion, Annex 4,
FATF Guidance on Anti-Money Laundering and Terrorist Financing Measures and Financial Inclusion, 2011, 4. Extending the third-party aggregator model
from ATMs to Business Correspondents, IFMR Trust blog, 5. Interoperability in Branchless Banking and Mobile Money, CGAP blog, January 2012, 5. 2012 study

) )( :( ;Ap by Gallup, Inc. and the World Bank, an estimated 2.7 billion people in emerging markets — almost 40 percent of the world’s population, 7. NADRA provides free 8
- of cost CNICs, verification to IDPs (internally displaced people).



Executive Summary (3 of 3)

Data innovation! has advanced at a slower pace beyond the establishment of national ID systems and efforts to build product

cross-sell and up-sell algorithms for credit.

» Data sharing captured by partners for registration/identification of customers between market participants is limited. Often
identification and verification of customers is even duplicated between partnering organizations. This is mainly due to commercial
considerations on overall customer ownership concerns, as well as data privacy issues.

» Processes to request customer consent to share personal information between mobile operators and banks for the purposes of on-
boarding/KYC are rarely in place, even though they may be offering products in partnership.

» Data privacy laws may often be unclear or prohibit data sharing.

» Data management! to drive analytics and improve product offerings and/or customer identification and monitoring remains a low
priority, although it is a future priority.

» In many countries, there is lack of 3rd party data sources that could aid customer verification, except where there is a well established
national ID system that has enabled the infrastructure to support AML/CFT verification.

Measuring the explicit cost of AML/CFT separately from other costs of on-boarding and customer management is not a primary

area of focus for most organizations at the current market maturity level. The focus is on scaling up business through customer

acquisition.

» Most organizations are focused primarily on quickly scaling their business through rapid customer acquisition, so the specific
AML/CFT cost management is not a priority.

» Most organizations measure their overall cost of customer acquisition, without making a clear distinction of the AML/CFT component.

» The cost of customer acquisition is more often measured on the basis of cost to onboard an individual or cost of maintaining a branch
or agent relationship (incentive fees) or just as part of the overall operating cost

7
(Z) 1. For Banks, Better Data Management Means More Effective Fraud and Crime Prevention, Steve Culp Accenture Global FS lead, Forbes June 2014 9
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AML/CFT compliance operational processes and Financia

Inclusion

World Bank research! shows that an estimated 2.5 billion working-age adults globally—more than half of the total adult
population - have no access to the types of formal financial services delivered by regulated financial institutions that
wealthier people rely on. Instead, they depend on informal mechanisms for saving and protecting themselves against risk. They
buy livestock as a form of savings, they pawn jewellery, and they turn to the moneylender for credit. These mechanisms may be
risky and often more expensive.

As governments and other international bodies are focusing on increasing the ability of the lower-income part of the population
to access formal financial services, there are two seemingly conflicting aspects to solving the same problem:

» requirement for easiness of access to financial services/products

» pressure on financial institutions to comply with increasingly stringent anti-money laundering (AML) regulations.

Thus, the need to balance AML/CFT compliance with the needs of the low-income/unbanked populations is therefore

greater than ever. This is particularly critical as governments in Asia, Africa, and Latin America seek to increase financial

inclusion for low-income populations in order to reduce poverty and support economic growth. Even though financial inclusion

and integrity may be mutually reinforcing objectives, the actual balancing act of financial inclusion and integrity can be

challenging and there emerges two key questions:

1. Does the increased regulatory burden drive process complexity and cost for managing AML/CFT compliance at an
operational level, affecting efforts to achieve financial inclusion?

2. What key innovations have organizations employed to address this challenge across the customer management
AML/CFT compliance related operational processes?

This new CGAP research has focused on identifying the specific innovations and leading practices for efficient and
effective management of AML/CFT compliance operational processes across products, processes, channels, and service
models.

L(Z)‘ GAP 1. The Global Financial Inclusion (Global index) Database 11



Introduction to the Research

Background on the Research Study

The Challenges and Innovations with compliance AML/CFT operational processes and financial inclusion study
tests the hypothesis that an increasing number of financial service providers with products targeting lower
income population segments, are reducing client acquisition and monitoring costs, and improving efficiency and
effectiveness of their AML/CFT compliance related processes.

The research sought to identify leading AML/CFT compliance operational processes practices and trends,
particularly around customer onboarding and management. Such practices could be focused around partnership
agreements and regulatory or technology-driven innovations. This was to be accomplished with a systematic and
standardized process of background research, written questionnaires and/or telephone interviews with a diverse
range of financial service providers, including banks, mobile network operators, retailers, and technology
companies.

Logistical Details
= Accenture Development Partnerships conducted this study on behalf of CGAP

* The study was conducted between June 9"— August 10%", 2014

= The geographical scope of the research was global, covering some of the countries relevant to financial
inclusion across: Asia, Africa, and LATAM.

= Research had a deeper focus in the countries listed below, attributed to time/resources and a greater
number of survey responses:

> India, Pakistan, Indonesia, Malaysia, Philippines, Nigeria, South Africa, Tanzania, and Ghana

)CGAP 12



Scope of the Research

Out of Scope

Limitations

Geographic Scope: The research was conducted in 24 developing countries across Asia, Africa and Latin America.
Organizational Scope: Organizational coverage focused on a CGAP and Accenture list of global target organizations,
based on relevance to the study, including: banks, mobile operators, technology providers, regulators, microfinance
institutions, and industry experts. The main focus was placed on providers of branchless banking, electronic/digital, or
agent based services.

Methodology Scope: Online Survey, Phone Interviews, In-person Interviews, Background Research

AML/CFT Compliance Processes Scope: The research covered AML/CFT compliance processes around customer
identification, verification, sanctions, screening and ongoing monitoring, which included the regulatory requirements as well
as the broader business function of customer onboarding.

Geographic Out of Scope: Developed countries were not included in the research.
Organizational Out of Scope: Non-financial institutions and institutions not serving low-income customers were excluded.
Methodology Out of Scope: Research was limited due to time and travel constraints as well as response rates from
targeted organizations.

AML/CFT Compliance Processes Scope: Process scope excluded the full customer relationship management (CRM)
lifecycle, which would have involved a much larger business context.

AML/CFT Risks were not in focus: The research focused on the internal processes and innovations of financial service
providers without looking at the associated risks.

Statistical limitations: The research did not involve a fully statistical approach and did not include a control group or
statistical sampling due to the limited number of organizations and KYC professionals available.

Statistical relevance: The total number of responses while large, may not yield statistically significant results within sub-
geographies.

Difficult to reach target audience: There are limited numbers of individuals with deep expertise in KYC and risk
management within financial services providers in developing countries.

Diversity: The research was limited by the diversity in products covered as well as the types of individuals interviewed as
many of the target organizations have an existing relationship with CGAP or Accenture.

Research challenges based on extrapolating on AML/CFT compliance trends and patterns in light of very diverse
products, types of financial service providers and national regulations - however, marginal value of research gathered
outweighed these potential challenges




Context of the Research across the AML/CFT Compliance Oper‘“

Processes

The research targeted identification and categorization of leading practices, supporting processes that allow financial services
providers to achieve minimum AML/CFT compliance, while enabling financial inclusion. The practices in focus are categorized along
the AML/CFT operational processes used by most major financial institutions globally (as expressed through their relevant policies 1).

The basic requirements for achieving AML/CFT compliance, based on such policies, are focused in the following key areas:

Ascertainment of customer identity, Establishment of purpose of business relationship, Client account monitoring, Reporting of
suspicious circumstances/transactions, Anti Money Laundering controls, Anti Money Laundering Risk Analysis, Embargo
Requirements.

These specific requirements can be categorized along the following “high level” areas of AML/CFT operational compliance, across the
customer management processes lifecycle:

On going
management
[ Exiting

Sanctions and

Verification reporting

Identification

Description of the process steps of the AML/CFT Compliance Operational Practices:

= |dentification: Pertains to the customer attempting to authenticate himself/herself without any verifying details displayed as yet

= Verification: Refers to the act of validating a customer identity based on independent source data, documents provided by the
customer (e.g. national ID card, mobile phone number, voter registration card, etc.), followed potentially against an available
government or 3 party database

=  Monitoring: Is the surveillance and monitoring of customer transactions, typically based on a customer profile and specific
details relating to that customer

= Sanctions and reporting: Involves the screening of customer transactions against designated (national or international) black
lists and recognized sanctioned entities and individuals, as well as the reporting of suspicious activities to national authorities

= Ongoing management: Is the continued monitoring and management of customers identified against potential suspicious
activity until potential discontinuation and exiting of the customer business relationship

= The above definitions and categorization may not be based on FATF definitional criterion, does seek to interpret the FATF standards and what is
considered compliant according to FATF standards. The authors also do not make any judgment on provider level compliance with national legal
frameworks and international standards.

Q)‘ GAP 1. Example of AML/CFT policy published by Deutsche Bank. Anti Money Laundering Policy — Deutsche Bank Group — Minimum requirements. 14
g https://www.db.com/en/media/Deutsche_Bank_Group_-_Anti_Money_Laundering_Policy.pdf




Methodology

Preliminary Research
and Survey

Interviews and
Supporting Research

Country regulatory and
general market landscape

Industry background for
financial services, mobile
operators, MFIs and
government

Identification of key market
players (banks, mobile
operators, technology
providers, regulators, and
industry experts) to conduct
survey and interview whilst in
country

Preparation and testing of
online survey

Survey distribution and results
collation and analysis

Analyze Research and
and Develop Report

» Develop interview guide for

telephone and in-person
interviews

Review survey results and
contact participants for
interviews

Conduct interviews
(completed 33 face to face
and 34 telephone
interviews) to establish a
view of the current market,
issues and innovations, and
understand the potential
impact of these innovations
on the industry

Follow up by email or phone
for additional validation of
findings

Analyze research results
and identify key findings

Develop overview report of
findings and analysis

Create case-studies high-
lighting innovative
organizations

Develop database of
contact details of target
organizations

Compile interview notes for
CGAP reference

Publish findings via CGAP
website through the
research paper and blogs

(Z)CGAP 15
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Survey Overview

Emails were sent to a targeted group of financial service providers, requesting the completion
of an online survey consisting of 13-questions. The survey was accessed through a link

provided in the email, with follow up reminders sent periodically to encourage the response
rate.

The research was conducted from June 8st to August 10™,
2014. The survey findings were followed up by telephone
and in-person interviews with Banks, MNQO’s, MFI’s, lllustrative view of online survey**
regulators and other industry stakeholders, focused on e —
providing products/services geared towards low-income TS TS
consumers.*

- 2Vt it ywr Roke / Priemary RespoasibiinyT (Setect ame that sppies besty

Survey Focus: ~ _ e

= AML/CFT Compliance Innovative Operational Processes e e e

=  AML/CFT Compliance Operational Challenges

L L L ey ——

[ TR o ot e ; b U g e Swtg 6 B —

= Costs of AML/CFT Compliance - [

o VA - - AT L. ¥Rt b ywwr Compeny " g Serviom by s
| 8P b your Bamnem? (Chimme o1 St spply

= MIS Systems and Data Management o |

Results: The full results of the survey only responses and =

their analysis by questions can bee seen in the Appendices

7 Notes: *: For the purposes of this study low-income consumers is referring to the unbanked population
)CGAP ** :Please refer to annex to see complete survey questions 17



The research was conducted in 24 countries, with 122 sun

responses and 67 interviews

Over 120+ survey respondents CGAP (40%) and Accenture 24 Countries across Africa, Asia, & LATAM
(60%) contacts

Total Survey Requests

Region Country Surveys Interviews
Survey Responses Africa Benin 1 0
] Burkina Faso 1 0
Phone Interviews Cote d'Ivoire 3 1
| | . Ghana 5 2
n-person nterviews Kenya 3 2
Nigeria 2 5
Papua New Guinea| 1 0
Rwanda 2 1
Senegal 2 2
South Africa 2 2
[Tanzania 30 15
Uganda 2 1
Asia Bangladesh 4 0
J Cambodia 2 1
\‘ India 6 7
- Indonesia 12 11
* & Malaysia 2 2
FL | Myanmar 1 0
“ Pakistan 10 5
Philippines 5 4
LATAM [Brazil 8 1
|:| Countries COIO.mbia 4l 2
Visited Mexico 6 2
Countries Covered ___Peru 1 1

Remotely

QZ)CCAP Source: CGAP Survey Results 18
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Key themes from this research indicate that innovations In AML/(

compliance management processes and customer onboarding are

Key Research Finding Themes

On-boarding and AML/CFT

* Three quarters (75%) of the world’s poor don’t have
a bank account *
» Key drivers behind change in AML/CFT compliance
Current activity affecting financial inclusion, are:
Status * Regulatory compulsion
* Competition for LI customer segment
» Support for effective business growth

* Reaching the unbanked is key to growth, as the
traditional customer base of the banks is saturated.
Scaling up and acquiring the unbanked customer
is the driver rather than effectiveness of the
AML/CFT compliance operational processes

* Regulatory compulsion has had limited affect as
businesses only do the minimum to comply

Trends

* Theregulatory environment around KYC -
identification and verification can be limiting
product development

» Overall ecosystem, including national
infrastructure of identification and connectivity to
support money movement between available
channels and operators has significant gaps

* Lack of market coordination, often channels to
agree on a common approach on critical issues
affecting all players are not available

Challenges

QZ)CCAP *Source: World Bank, **Low-income for the purposes of the survey is not limited to an specific income band only. It includes

people with no access to FS services i.e. the unbanked population

Coamniianco

Governments, regulators, and market participants have
developed a clear understanding of the requirement for
change in AML/CFT regulations, particularly around
KYC for the unbanked population

The processes of KYC identification and verification
remain predominantly paper based, particularly for
the banks

Innovative FS providers are focusing on the
simplifications of identification and verification of LI
customers. This is critical in supporting their customer
base growth

Innovation in other AML/CFT compliance operational
processes i.e. on going customer monitoring, remains
limited and focused on achieving minimum regulatory
compliance

Stringent requirements for proof of identity and
address are often still in place, making these
processes costly to administer or not relevant to low-
income customers, with limited access to official
documents

Although there is increase in commercial partnerships,
coordination in developing market consensus on
AML/CFT regulatory change is insufficient

Access to independent sources of information for
verifications is limited

20




Low-income customers are considered critical for growth by

organizations participating in the survey, as their existing custome
base of mid/high incomes is often saturated

Strategy drivers in offering services to Low-Income

Most market players increasingly see the low-income

80% segment as their opportunity for growth
20% * Mobile operators are providing financial products

across payments and credit
60% + Bank and other new FS market players can scale
their business, through innovation e.g. short term

|
50% i loans and bank accounts
40% ) !
|
30% I
20% L 17% AT,
| A %
. ; 0 J
10% ; ;8% S
| T =
0% T T II I!: il _ T 1
| Already a will be Expect Sig. !Do not expevt | Req. by .' Does not plan Does not plan
i priority inportant from Rev. in Futurel Rev but National Reg. to serve-low to serve-cost
i compt. persp. Important ‘-\. 7 potential

Regulatory compulsion is often dealt with through a tick box approach by affected organizations. Countries
like India, have had regulatory driven financial inclusion targets for many years with limited effect to date.

By contrast, the Central Bank of Tanzania has just announced* that they met their financial inclusion targets
(75% of the population in 5 years) driven by mobile financial services product innovation.

L(Z)CGAP *Source: Central Banking.COM: Governor of Central Bank of Tanzania -

** CGAP Survey Results




AML/CFT regulatory changes, on the other hand, have played=

key role in enabling recent innovations in financial inclusion,

although significant gaps still exist

Current
Status

4

Innovations

Challenges

(OCGAP

Key Research Finding Themes

On-boarding and AML/CFT

=

» Regulatory change is on-going, driven by the
need to enable Fl and react to market changes

* Regulation has enabled innovation in most
regions, particularly in branchless banking

* Gaps in regulation and guidance exist across
new products and services

+ Tiered KYC is simplifying the identification and
verification processes for low value products, and
no frills bank accounts

* Mobile money is enabling access to an increasing
number of FS products through mobile phones

* eKYC, acceptance of electronic documentation
such as IDs and signature for identification
Iverification is being enabled

« Data sharing, for KYC and credit risk assessment
is emerging

+ Balance between Fl and risk management,
regulators have to take a balanced approach in
managing overall market risk, while enabling
innovations

« Capacity and knowledge, analyzing the impact
of introducing new products within a market
requires a high level of experience and
knowledge that is often not available

Comniiance

T TTT TTATT U O

Mobile wallet for payment products, for low amount
transactions, with no cash out, have been enabled in
most countries with no or limited KYC identification and
verification requirements

Bank account access is also available in certain areas
with reduced identification requirements

Identification rules have eased off in many jurisdictions
by simplifying the acceptable ID documents such as
in India and Pakistan (national ID)

Proof of address requirements have been simplified to
accommodate migrant workers e.g. India

Paperless verification through only electronic means

(NADRA, Aadhaar) has been allowed

Customer verification by BCs is possible (India)

Regulations normally impose daily and monthly
transactional limits, as per risk assessment, which
helps for example control for suspicious activity and on
going monitoring of transactions

Regulators are reluctant to introduce rapid change
due to their lack of experience and/or evidence to the
support the impact assessment of enabling new
products, channels, and services in relation to
managing AML/CFT compliance to global standards

Source: CGAP Survey Results, * Fl: Financial Inclusion, BC: Business correspondent

* Researcher analysis based on multiple interviews across covered regions.

22




Partnerships between banks, MNOs, MFIs, and 3" party servic

providers are emerging rapidly, offering opportunities for AML/CF'_

compliance operational processes innovations, but are not fully reali:

Current
Status

Key Research Finding Themes

On-boarding and AML/CFT

4

Innovations

Challenges

)G -

« Strong competition between banks and mobile
operators is coupled with partnerships borne out of
necessity that enable the required ecosystem for
branchless banking

* Mobile operators entered the FS market in most
countries through mobile wallets and other e-money
services and products

» Operators are establishing and maintaining
growing networks of BCs/Agents

« Utilizing credit risk scoring and outsourced SMEs
that support up/cross-sell credit products and
support training of BCs on on-boarding, respectively

« Establishment of processes that support providing
complimentary services such as loan and bank
accounts

* Interoperability, MNO to bank, and MNO to MNO
connectivity and ability to transfer funds is often not
present due to competition or a lack of infrastructure
(refer to slide 4)

* Market coordination, driving interoperability or
regulatory clarity on product innovation has often no
owner, without government policy drivers

» Fierce competition between MNOs and Banks for
low-income market makes partnerships tenuous

Source: CGAP Survey results, *BC: Business correspondents, FS: Financial Services, PIN: Personal Identification Number

( nmnllr-mr‘p

The on-boarding of customers for mobile wallets is
owned by the mobile operators. When additional
services like savings are required, the bank owns the
customer and the AML/CFT compliance processes
Other 39 party partners offering outsource services
such as training for BCs have emerged

Offering on-boarding access point through a BC
network is becoming increasingly critical

BCs (non-bank employees) can perform customer
identification on behalf of the bank in some cases
Utilize mobile phone operator registration as initial
KYC for verification, to provide basic bank account
Use of mobile phone number and PIN code as
identification for performing transactions and on going
monitoring of customer activity

Infrastructure and market coordination that would
enable the creation of credit bureaus, daily
reconciliation of transactions between banks, and no
fee use of mobile and bank channel access, has not yet
taken off in most places

Competition between mobile phone operators and
banks for customer ownership when offering financial
services has not allowed for further development of
shared single AML/CFT processes beyond
identification in most cases
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Current
Status

Key Research Finding Themes

On-boarding and AML/CFT

F

Innovations

Challenges

The establishment of national ID systems
supported by basic ID (unique identifier, name,
date of birth, address) and biometric data has
allowed for full electronic KYC identification
and verification in some cases but tends to be
lacking in most of the countries researched

National ID systems enable unique
identification and provide opportunity to better
maintain and utilize customer data through a
centralized database (Aadhaar, NADRA)
Biometric data (mainly finger prints) is becoming
part of the ID data in some jurisdictions

Sharing of customer data to drive credit scoring
and client behavior analysis for offering loans
Digitalizing customer information gathered
through physical forms by centralized teams

Data privacy, legislation prohibits data sharing of
individuals

Lack of 3rd party data sources, availability
and/or integration of additional data sources that
can support the identification and verification of
customer information

Unsophisticated maintenance and
management of client data to enable effective
servicing

KZ)CGAP Source: CGAP Survey Results

UI 1 I I |a| I\JC
Typically, BCs cannot complete verification on behalf

of a bank, though this was recently enabled in India
Identification and verification is completed through the
collection and analysis of own customer data by
banks, requiring dedicated bank officers and
verification teams, usually centralized in a hub/ HQ
location

A unique ID number is assigned to an individual that
can be used to link customer activity throughout the
AML/CFT compliance ops processes — ongoing
monitoring

The use of biometric data (mainly finger prints)
enables the accurate verification of customers
Customer data is digitalized through 3rd party data
entry and scanning, allowing faster KYC processes
The use of data validation at point of collection with
the use of electronic forms through relevant controls,
improves data quality i.e. minimize data entry errors
that affect KYC processes timing and increase cost

Mobile operators and banks often do not established
processes that would enable customer data sharing
by obtaining consent at registration for the
purposes of completing KYC offered through
partnerships

Data sharing has commercial and privacy
considerations

External data sources are either not available or not
used in most case to aid the identification and

verification of customer e.g. integration of ration card .

data or voting registers, 1 avallable

Al
=Sk



A more detailed view of the key data centric issues and

affecting or benefiting respectively, the ability to perform more €
across the AML/CFT compliance operational processes IS provicde

Basic identity data management that can enable to the AML/CFT compliance processes across the
customer on-boarding and management processes is still a critical issue most firms have to deal with

Issues

Innovations

government data sources?
e.g. ration card database
(Axis bank, India) at the
KYC data collection stage.
The process also used to
support verification

Data validation within an
online form for collection
(BTPN, Indonesia)

Pakistan, Aadhaar India
Use of external data for
credit scoring® e.g. use of
transactions data from
mobile wallet, retalil
payments to establish and
drive credit scoring
algorithms for small,
unsecure loans

held by Bank of
Indonesia and shared
with the banks for
verification for credit
products

Payment receipt data
tracking for loans
provided to farmers to
monitor repayments

Use and
maintenance of in-
house transactional
monitoring
systems. Analysis
of alert data trend
to manage volumes
e.g. remittance
business 4

el / Exiting
Lack of reliable 3rd party Where available, 3rd party Lack of collection and Update of sanctions + Linking data
verified ID data sources ID data that can be used to management of credit lists data and the information
makes the process of verify new customer during worthiness data screening against it across the
collecting identification data identification and changes is technically lifecycle e.g.
manual and costly verification is not utilized in Ability to capture and challenging customer ID
Lack of unique identifiers most cases. Lack of manage change to Data collection and and
e.g. ID numbers that can integration customer data e.g. analysis for transactions,
link customer records to Lack of external credit address changes reporting to to create a
transactional activity reference history/scores, High transaction data regulators is complete
Collection of data in as FS operators do not volumes and lack of manual and labor picture of
physical forms (lack of share transaction history customer data quality intensive potential
digitization) impacting cost with a 3 party body that make alerts more suspicious
and speed to ID customers to act as a credit agency costly to manage activity
National ID systems? with or National ID systems ‘Back list’ data Use of 3rd party » Use of social
without biometric data cards providing verification information access for providers for media and
(e.g. Pakistan, South Africa) support in batch or individuals with bad sanctions data mobile
Access to alternative online! e.g. NADRA credit history e.g. data maintenance operator

partner data to
predict default
risk for credit
products 3

()CGAP

1. See Case Study No 6. 2. Use of ration card in KYC, Reserve Bank of India KYC FAQs, 3. See Process Innovations Banko example. 4. See
Process Innovations example, UAE Malaysia




Cost management of AML/CFT compliance operational proces

remains secondary to scaling up the business at the current of th"»

market maturity
Key Research Theme Findings

Current
Status

F

Innovations

Challenges

@DCG

On-boarding and AML/CFT

The cost of KYC is not measured separately from
overall operating cost, in most cases

Instinctively most firms see verification as more
costly, although they do not focus sufficiently on the
impact of AML/CFT requirements on other AML/CFT
processes

The uptake of their products by LI customers and
gaining market share is a priority for service providers,
managing cost through scare

Access to online or batch identification and verification
(NADRA, Aadhaar) reduces verifications cost per
customer

Use of reduced cost smart phones and other hand
held biometric data devices to capture data and
utilize eKYC verification

Tuning of in-house transactional monitoring systems to
manage cost of alert management (e.g. UAE
Exchange, Malaysia — See Innovations section)

Industry standards, industry definitions do not
support standardized method of measuring cost
Market maturity, need to scale up and capture
market share does not lend to focusing on
efficiencies and cost savings

Change levels, improving effectiveness of existing
AML/CFT processes is not a focus due to fast pace
of change

Source: CGAP Survey Results, LI: Low-income

*Other —

roamniianco

The current focus of activities for improving on-boarding
are driven by improved customer services and
bringing the right product to the LI customers, rather
than reducing the cost of specific AML/CFT
compliance operational processes

The AML/CFT cost is normally part of the aggregate
cost of on-boarding and customer management g

NADRA (Pakistan) identification and verifications
process transaction cost: 35PKR ($0.34) in the
branch, 45-48PKR ($0.44-0.47)online, 15PKR ($0,15)
for bulk, Aadhaar (India): currently virtually fee free
Lower cost smart phones and identification/verification
devices reduce the cost and time of registration of new
customers, e.g. investment for Aadhaar verification
tablet type devices by agent is small enough to
encourage investment by BC. Also provides support
through investment program for BCs to buy equipment

Measurement of cost for AML/CFT processes is not
standardized across any market internationally—there
is limited experience in doing so even in major financial
services markets

Cost reduction for performing identification and
verification as well as ongoing monitoring requires
mature and established AML/CFT processes, that
are currently not available as the market and regulation
develop

comments include: “The KYC costs are minimal relative to other expenses”, non customer based organization (regulator) 26




Most surveyed organizations do not measure AML/CET complianc
processes - specific costs, but they consider customer Verificationss
the most costly process step in managing low-income customers '

Break down of AML/CFT processes’ cost impact AML/CFT operational processes cost break

M Process 1: Customer This is an example of the break down of AML/CFT

Identification

compliance opeartional costs of a major mobile
W Process 2: Customer phone operator that partners with banks and other
Verification MFlIs to offer a wide range of financial services
W Process 3: Ongoing products*. These costs are not measured routinely and

Customer Monftoring are not a separate focus for the business.

M Process 4: Sanctions

» Total Cost: 7% of the total acquisition cost

m Process 5: Customer Issue » Verification, including document transit, is 61% of
Escalation/Customer the total cost

= Brotegs 6 Regulatory « On going management and monitoring for
Reporting Indexing, Storage and Stationery cost is 6% of the
Process 7: Internal total C(_)St . . .
Reporting * On going management and monitoring: Retrieval

for audit is 33% of the total

Incurs the most cost
to support

Most firms believe that customer verification carries the highest cost, particularly when field agents or
business correspondents are involved in remote rural areas

* Access to online or batch verification through national ID systems, like in the case of NADRA in Pakistan,
have significantly reduced the cost of verification and thus the ability to offer products to the low-income
segment

* Some credit products incur even higher costs for ongoing Customer Management mainly due to the

additional burden of collateral verification through site visits and repayments collection.

Q)CGAP Source: CGAP Survey Results

* These relate to the cost of KYC for supporting full access to FS services i.e. cash out



Product as well as channel innovations have driven many of

improvements in on-boarding and relevant AML/CFT operational™

processes for supporting the low-income customer segment

Current
Status

Key Research Finding Themes

On-boarding and AML/CFT

F

Innovations

Challenges

(Z)CGAP *The Hindu newspaper: Basic suite of products by banks, key to financial inclusion: RBI Governor Raghuram Rajan

Most of the standard FS products are available in
various forms to low-income customers. Credit and
loans, savings, payments are the more available and
relevant than most

Remittances have transformed the delivery channels in
some countries through mobile wallet services

Mobile money can be a major driver for growth and
inclusion of the low-income segments, giving
branchless access to a range of products

Providing basic suite of products* such as no frills
savings accounts, low value loans, and mobile wallet
channel access

Tiered KYC requirements allow providers to offer basic
savings and credit products

KYC requirements, being able to meet identification
requirements. Lack of basic ID

Regulatory framework, allowing mobile operators to
provide full FS services (banking license)

Product design, meeting the actual need of the poor
through appropriate delivery channels

Financial literacy affecting up take, including cultural
tendencies of mistrust towards FS

Compliance

The introduction of mobile wallet services by a
number of mobile phone providers (in partnership with
banks or not) has enabled the development of services
with reduced AML/CFT compliance processes for
identification and verification — Tiered KYC

No frills accounts have also allowed the reduction of
complexity particularly of verification

Mobile wallet products with reduced access to cash out
as well as amounts being transferred are available with
none to minimum identification, verification, and
monitoring

Access to credit is available through small loans
approved based on algorithms utilizing existing
identification and transaction behavioral information

Clarity on the role of the mobile phone operators in
offering financial services is often require. This could
translate in them owning the whole AML/CFT
compliance operational processes lifecycle, including
verification of customer identify, effectively becoming
banks

Further new product development is impacted by the
lack of specific regulatory guidance, particularly
around eKYC acceptance

28




A more detailed product view of the AML/CFT compliance opera

processes innovation trends and demonstrates the impact of these

product :
requirements for making payments as compared to opening a bank account (basic KYC vs. tiered or full KYC)

However verification was subject to different levels of scrutiny contingent on level of KYC tier

In comparing the AML/CFT compliance operational procesess lifecycle across product offerings to the LI customers, differences
were noted in only three of the phases as Sanctions/reporting and ongoing monitoring was relatively identical across the key

Identification: The identification process was generally similar across savings and credit products. However, there were fewer KYC
Verification: Credit products tended to have more stringent requirements, requiring some form of income and/or address verification.

Monitoring: The three products are all subject to different levels of transaction monitoring--Savings and payment products require a
similar type of monitoring, while credit products require additional monitoring associated with loan repayments and management of

defaults.
On going
Identification Verification Monitoring Sanctions and reporting management /
Exiting

Savings Account
Customermeets
bank officer at
Branch or Bank

typical process flow

Collect Other
Iinformation (i.e.

Customerinfo Name and
sent to head

office for

Receive Approval
Sanctions & Reporting Take Deposit Issue

informationon
applicaton

Fill out Application

Ongoing Management

Agent (not branch) Biometrics) verification verified Card = =
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Products Specific Findings: Savings Accounts

Savings Account typical process flow

Customelj meets Collect Other Customer info Name an'd Receive Approval

bank officer at Fill out Application Information (i.e sent to head Information on Sanctions & Reportin i Ongoing Management

Branch or Bank PP Biometrics) = office for application p 9 Take Deposit, Issue going 9
Agent (not branch) verification verified Card ————

) Customer info is ansactio
o - on monitoring. Data
ﬁ (- Application screened from Bank and
9 9 9 automatically pre- .

(‘ Photo ID approval against gil\/ce(iolz Lérseegitto

l.Dl' (- Signature SENEIEN ! scoring and used

Branch

Source: Researcher Analysis

for cross-selling

Eased KYC, Banks are working with regulators to reduce requirements of documentation/verification
needed to sign up low-income customers so that banks can more easily offer savings accounts

MNO Partnerships, Banks and MNQO’s, who cannot take deposits, are partnering to offer savings
through mobile wallet

More Technology, increased use of mobile phones/tablets and handheld devices to capture customer
info, biometrics, photos

Innovations

Instant Account Opening without Branch, leveraging mobile phone technology and eased KYC,

Bank field officers are able to open account anywhere instantly (BCs not legally permitted to do so).
Partner Outlet Account Opening, agents or business correspondents collect physical application

form and open account, verification and account activation is done once branch agent verifies KYC
Mobile Savings Account, customers can apply for bank account via mobile wallet

Challenges

OCGAP

Poor Infrastructure, the lack of a national ID and biometric data can make it difficult to verify
customers identity and to establish contact with the customer

No Risk Based KYC, countries requiring the same KYC for all make it difficult for unbanked to
become banked

Unable to Outsource Verification, inability to outsource customer verification is a costly detriment to
increasing financial inclusion through scale (legally required to be performed by bank officer only).
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Products Specific Findings: Credit / Loans

Credit Product typical process flow

Applicant Customer Lender performs Underwriting / Credit . Cust o .
requests e p Risk Analysis Sanctions & Reporting Loan disbursed ustomer ngoing
loan Identification KYC conducted by Lender to customer repayment Management

Customer details

>3] Application filled with verified against Customer info is
9 9 Q%) basic cgstomer details 9 available%ata 9 C 9 screen_ed Transaction
- Online . D, $ automatically Monitoring
« in-person (branch/ . DOB i against sanction Cash or Cash or
representative) . Proof of . list Digitally Digitally
via mobile phone Residence,

. Mobile number
Source: Researcher Analysis

* Low-income customers are increasingly able to get access to instant cash

* Partnerships between Telco/Bank’s to provide credit products geared to low-income users

Trends * Using technology to capture customer data at point of contact, field-agents are being utilized to do
KYC for rural customers

* Micro loans disbursed to mobile wallets whereby larger loans through traditional MFI’s

* Money disbursed through digital and alternative channels (i.e. mobile banking, cashless ATM’s)

* Leveraging SIM card registration for KYC, such as M-Shwari in Kenya with low transactional limits

+ Customer Risk Rating using Mobile Operator and Social media Data to generate credit score or
recommended loan amount (i.e. BanKo, First Access).

Innovations

» Lack of financial literacy, Customer don’t understand the mechanism of how loans work and/or the
associated terms, leading to higher default rates and ultimately a higher cost of credit to consumers

» Address verification is difficult and costly for lenders, creating a barrier for customers to provide

Challenges proof of residence

* Regulatory bias: The regulatory environment for mobile operators and banks are not always aligned,
as banks are facing more stringent KYC requirements than the Telco’s

OCGAP 31




Products Specific Findings: Payments

Payment Product typical process flow

Sender initiates funds
transfer through 3¢ party

Trends

Innovations .

Challenges ‘

(OCGAP

Customer Customer due Funds Transferred to Recipient Cash-out Purchase
Identification diligence Recipient Account Goods/Services

. @
Basic KYC Customer « AirTi
completed at verification _'9 % a * Bank branch prme

t2)
ccount of Identity with 3 _ or ATM ( !) ) o
Opening Party as available * Pre-paid Card Remittance
* Mobile Wallet E * Retail Store _* « Merchandise
* Retail Agent ==

* Bank Account

Growth of mobile remittances through partnerships with Mobile Operators

Expansion/growth of Agent network and field agents to service rural customers

Low transparency and high fees and costs due to underdeveloped financial infrastructure in some
countries

Electronic channels make it easier to conduct due diligence on the bank account of the remitter and
the recipient

Further development of mobile money, pre-paid cards, and online services (social network) to
remit funds

KYC due diligence conducted on the sender, not recipient

Lack of National ID, The challenge for many remittance services is that many users do not own an
official identification necessary to meet KYC requirements.

Growing regulatory requirements are increasing cost for service providers

Limited access points in rural areas; which are still largely unbanked and customers do not have
access to bank accounts
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A number of innovations across Product, Process, Channel

Models* were identified during this research across the AML/CE T
compliance operational processes in scope

Through our research and interviews we discovered the following
iInnovations in the market:

) — NMB First Access — ~ Safaricom\CBA — Orange Kenya —
Product i o _ PEWA
innovation - NMB Cj\hap Crt'?p M%blle .Crfd’t Wsshwarl  “M-shwari” - emergency
ccoun coring airtime”
. ——  Axis Bank 1T HBL BTPN —/ — BanKo
Process “eKYC through “NADRA D BanK®)  “Credi "
i i - 3 ‘e- ” redit Score
innovation Aadhaar”™ 2L HBL Verification” btpn e-form for KYC ‘
— Banko HBL OXXO 7 MTN\Mansard
Channel - “Coo & “Saldazo . . )
innovation -1 oy . LBl giometric ATM” | | [®04®  pre-paid wenseze “MTN Yello
Partnerships » life insurance”
ATM Card
——  First Access Egg Energy MTN Uganda Manko Sengal

Service model o /™ ‘Rent-to-own “Mobile Account “Mobile banking
/ Q Simplified KYC” \stee model” @ ATMICash—olLJIt” Platform”

Note: For the purposes of this study, it has not confirmed that these examples are all 100% compliant NON EXHAUSTIVE
with respective domestic legal and regulatory requirements, as this is not the focus of our study.

)CGAP a4

Source: Researcher Analysis, *See Glossary for terms
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These innovations have been mapped across the AML/CF_ i

operational processes to highlight their relative impact

The organizations that have shown innovations across product, process, channel and service
model that were encountered during our research have been mapped below to illustrate in
which phase of the AML/CFT compliance operational lifecycle the innovation was uncovered.

N N Sanctions On going
Identification Verification and management
reporting / Exiting
_ N ytpy ‘e-form form
NM8 Chap thap blpl'l ‘e-form torm NMB Chap-Chap | for KYC”
Account for KY! Account” Simplified KYC “Simplified
Ay d B » “Simplifie ?
. “MTN Yelio e e P NMB KYC”
T ife insurance” >  Mobile
“Mobile Credit Account “Chap-Chap
Scoring” ATM Cash-out” “Mobile Credit Account” ———
“Mobile banking ‘Mobile banking ~ ~°°"™9 “M-Shwari"
Platform” Platform”
OXXO OXXO UAEXCHANGE UAEXCHANGE
‘PEWA “Saldazo Pre-paid ’ » . “Transaction “Transaction x
emergency ATM Card” PEWA Saldazo Pre-paid Monitoring System” Monitoring System” b[[)n
airtime” emergency ATM Card”
p airtime” “e-form for KYC”
NADRA “
*L 14BL Verification” " eKYC throgg h
Wit “Biometric ATM” B le en AECEED
= arss BonK®, Bask@, “Coop
“M-shwari” i ‘eKYC through ‘M-Shwari” ® 4@ Verification” g o d s
'mqeﬂ 0 Aadhaar”’ “Biometric ATM” ) . ) ) Partnerships
Credit Score “Credit Score”
“Coop - “Coop
‘Rent-to-own BanKa@y Partnerships” { _4 Partnerships”
model “Credit Score” “Rent-to-own model”  “Credit Score”

@CGAP
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Product Innovations (1/2)

Product Name

Product Description

AML/KYC
Innovation

Value proposition
to customers

Value proposition
to the business

“Chap-Chap
Savings
Account”

-
NMB

See case studies 47-48

“First Access”

Savings account tied to

mobile wallet

Simplified process of

opening an entry level
mobile saving account

tied to an ATM card,

Source: NMB Launches Chap Chap

Account, offering instant access to

finance for millions of unbanked
Tanzanians”

Mobile based access, 3™

part identification and

verification service and

credit scoring system.
Geographic,

demographic, financial
and social data used to
reliably predict credit risk
for borrowers in informal
markets. Lenders are
provided a borrower loan

limit.

Identification and
verification process
conducted on site by
field agents using a
POS device and
collecting biometric
data (finger prints)
used for transaction
verification and
customer monitoring

Instant customer
identification,
verification conducted
at any location through
an Agents mobile
device by inputting
customer's mobile
phone number. The
mobile phone number
is the unique identifier
used to access the
identification /
verification data of the

10-minute account
opening with
minimal KYC
identification
documentation
requirements

No minimum
balance or
maintenance fees
No need to visit
bank branch

Access to credit
through credit
history, created by
analysis based on
financial and social
media data
Reduced cost and
increased for
borrower with the
appropriate credit
history

Increased access to
deposit base from
the unbanked
population

Potential for future
upsell opportunities
of other products for
new customers

Lenders are
provided a borrower
loan limit, reducing
time and efforts and
cost around
underwriting.
Reduced cost of
borrowing by
managing default
levels through
better lending
decisions.

Source: “First Access and Vodacom customer

7 Tanzania Ink Financial Inclusion Deal”
(Z)CGAP 36

Source: Researcher Analysis
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Product Innovations (2/2)

Product Name

Product Description

AML/KYC
Innovation

Value proposition
to customers

Value proposition

to the business

“M-Shwari”

M-Shwarl

é_afa ricom cha

See case studies 49-50

“PEWA”

orange’

(OCGAP

Paperless banking
service—Mobile account
offered to M-Pesa users

Partnership between
Safaricom and CBA. M-
Shwari services include
bank deposits and
withdrawals and loans.

Source: “Case Study: Extending
Financial Inclusion Integrated savings
and loans CBA & M-Pesa launch M-
Shwari”

Pewa is an Orange
service which enables its
mobile pre-paid and
wireless customers to
receive emergency air
time credit

Source: “PEWA Emergency Credit with

Orange”

Source: Researcher Analysis

Customer’s savings
account identification
and verification of
account opening
leverages initial KYC
registration with
Safaricom, eliminating
the need to visit a
bank branch.
Integration of mobile
phone registration and
KYC identification and
verification

Leverages Orange
SIM registration for
verification and
identification of
customer, for what is
effectively a credit
product. Integration of
the processes
between the two
partners

No transaction
charges

Interest earning
mobile account
Ability to move
money in and out of
a customers M-
Pesa account
Remote Account
opening

Access to
microloans

Emergency top-up
accessed through
mobile phone of up
to Ksh 50

No transaction fee if
payable within 24
hours

Access to deposit
base

Expansion of
service offering and
related revenue
growth

Reduced cost of
verification

Revenue growth
from fees attributed
to emergency top-
up usage

Minimal cost for
potential revenue
gains
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http://www.ifc.org/wps/wcm/connect/91a41e8040475ba0b90dbb82455ae521/Tool+10.3.+Case+Study_M-Shwari.pdf?MOD=AJPERES
http://www.ifc.org/wps/wcm/connect/91a41e8040475ba0b90dbb82455ae521/Tool+10.3.+Case+Study_M-Shwari.pdf?MOD=AJPERES
http://orange.co.ke/pewa/emg/credit/pewa_emergency_credit.html

Process Innovations (1/2)

Product Name

Product Description

AML/KYC
Innovation

Value proposition
to customers

Value proposition

to the business

“eKYC through
Aadhaar”

See case studies 56-57

“NADRA
Verification”
“Fee Innovation”

2 HBL

P PR

UAE)(cHANes.-

“Transaction
Monitoring
System”

(OCGAP

eKYC customer verification
completed using MicroATM
and Aadhaar eKYC

in India

Source: Axis Bank introduces eKYC,
MicroATM facility

-Online Verification using
CNIC ID in Pakistan

-HBL allows customers to
access its mobile wallet and
banking with a single annual
fee.

Transaction monitoring and
sanctions screening system

Source: Researcher Analysis

Access to customer ID
data through integration
to the Aadhaar
database. Paperless,
instantaneous and
secure customer
identification and
verifications through
biometric data. ID data
can be used to pre-
populate the application
forms and improve data
quality

Ability to verify customer
identity Online via
Verisys (NADRA online
Platform). Batch
verification requests
capability at a different
cost to the FS service
provider

Sophisticated in-house
transaction monitoring \
sanctions screening
system with alert
management, rules
tuning, and dedicated IT
staff

1-day opening ,
convenient and
seamless on-
boarding

Ability to open an
account by providing
a unique ID number
and scanning their
fingerprints

No requirement for
additional
identification
documents

Individuals can open
an HBL branchless
bank accounts at
agent locations or
when they sign up for
smart ID card at
NADRA locations.
Cost savings for
customers

Reduced costs to
monitoring
transactions can be
passed down for
cheaper remittance
service to the
customer

KYC cost savings
from verification
paperless model
(near zero transaction
cost currently)
Reduced manual
data entry by BCs
and bank officers
Immediate
enablement of
revenue generating
services

Cost savings by low
cost KYC
identification and
verification. Also
reduced requirements
for compliance
verification staff
Reduced time for
activation of product

Cost savings for the
business associated
with alert

management

Reduced dependency
and risk associated
with outside vendors 3g


http://www.thehindubusinessline.com/companies/axis-bank-introduces-ekyc-microatm-facility/article5729216.ece

Process Innovations (2/2)

Product Name

Product Description

AML/KYC Innovation

Value proposition

to customers

Value proposition

to the business

“e-Form for KYC”

“3rd Party Agent
training”

btpri

“Credit Score ”

uPl Q{: Gt

BonK@‘

See case studies 51-53

Oxigen (Non-Bank)
performing
Verification using
POS Terminal and
Aadhaar

oxigen

(OCGAP

E-form app on mobile phone
captures photo of ID,
signature, and other
customer info that satisfy
KYC requirements

Credit score algorithm used
to determine micro-loan
amount limit for a customer

Customer identification and
verification completed using
Aadhaar number and
biometric of customer by
Oxigen.

Source: Researcher Analysis

- Digitized, short, “e-form”
for KYC identifications and
verification data collection
by BCs that enables them
to send customer data
direct to the bank server
after collecting on mobile
phone (including biometric).
-3 party run BC network
KYC training, management

Mobile phone operator,
Lenddo social media, and
BanKo data used to identify
and verify a customer and
generate credit score for
automatic, online approval
of credit products. Enables
the automatic credit
assessment as part of the
verification

Oxigen Point of Sale

Terminal (M3000) is used to

collect customer Aadhaar

ID number and biometrics

and perform verification by

31 party instantly.

» Verification completed by
non-bank agent.

Faster access to
opening a bank
account

Fees cost savings for
customers as
technology allows
reduced cost for
processing KYC
identification and
verification

Credit score allows
BanKo to issue
unsecured micro-
loans at favorable
interest rates
Access to credit for
low-income
customers

Instant access to
bank account on
mobile platform from
non-bank agent.
PoS terminal can be
used to perform
remittances, cash-
in/cash-out,

payments, and mobile

wallet cash loading

Reduced time and
cost to process KYC
verification

Increased customer
satisfaction
Overcoming financial
literacy issues in rural
and remote areas of
Indonesia

Enhanced credit risk
management
Decreased default
rates, increased profit
margin

Support new credit
product design and
offering

Reduced time and
cost to process KYC
verification
Paperless process is
cheaper and faster
Costs reduced to 20-
25% of existing costs
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Channel Innovations (1/2)

Product Name

Product Description

AML/KYC
Innovation

Value proposition
to customers

Value proposition
to the business

“BanKo Partner
Outlets ”

BP g.::am

BonK@‘

See case studies 51-53

“Biometric ATM”

@ HBL

(OCGAP

Micro-savings and Micro-
loan products on mobile
platform

ATM access requiring
biometric fingerprint
verification

Source: HBL to set up 200
biometric ATMs to promote
cardless banking

Source: Researcher Analysis

Identification done by
partner outlets
(Coops’, BC’s, Field
Agents). Physical form
mailed to BanKo
branch for verification
to reduce burden BC
time for performing
identification activities

ATM system requires
thumb impressions of
customers matched
and verified with
NADRA records from
ATMs.

Transaction monitoring
is accurate and
consistent

Customers have
access to banking
services in rural
branchless areas
Field agents cover
regions using
BanKo vans

Creates a card less
banking option for
customers
Additional account
security

Reduced time and
cost to process
KYC verification
Increased customer
satisfaction

Reduced time and
cost to process
KYC verification
Increased customer
satisfaction
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http://pakbanker.com.pk/?p=12794

Channel Innovations (2/2)

AML/KYC Value proposition Value proposition
Product Name Product Description Innovation to customers to the business
“Saldazo” Banamex, Oxxo and Visa  Customer * Mobile payments, » Access to deposit
partnered prepaid ATM identification and transfers, balance base
Card verification is inquiry, withdrawals, < Potential to upsell
, B performed at the Oxxo and airtime customers in the
m Prepaid card tied to retail site and requires purchase future
— : Banamex mobile saving only an official ID connected through * Revenue growth
account offered at OXXO Banamex/Telcel
retail stores, allowing for » Transfer works
@ Banamex withdrawals, deposits and through (SMS)
purchases texting messages
+ Savings/withdrawal
Source: Banamex and Oxxo launch at Oxxo retailer or

debit card Saldazoe
Banamex branch

“MTN Y’ello” MTN and Mansard Leverages initial SIM + Airtime-based life » Diversified product
partnered Life insurance card registration, insurance paid daily offering for MNO
policy offered directly covering customer rather than upfront + Additional outlet for

MTN Yello Cover through mobile phones ide_n_tification and _ + Simplifies sales for insurance
Derarmrpe 2 SRR NS B verification, to offer life paperwork company
~~~~~ e @) =@ insurance by Mansard associated with * Revenue growth
el on MTN's moblle signing up for
platform, payments insurance
are made using air * For N15 dalily,
time. subscribers get
N350K life

insurance coverage

(Z)CGAP 41

Source: Researcher Analysis


https://www.banamex.com/en/conoce_banamex/quienes_somos/prensa/contenido/2014/11_february.htm
http://mansardinsurance.com/index.php/component/content/article/9-products/155-mtn-y-ello-cover-powered-by-mansard

Service Model Innovations (1/2)

Product Name

Product Description

AML/KYC
Innovation

Value proposition

to customers

Value proposition
to the business

“First Access”

“Egg Energy”

\—EGG-¢ric

Mobile credit scoring

system with SMS based

customer verification

Sustainable energy
provider

Rent-to-own financing of

solar energy systems
using SIM based
technology for service
delivery.

Identification and
verification completed
by field agent by
inputting customers
mobile phone number
into a mobile
application to receive
an instant customer
credit score (as a max
loan amount). The
customer data is then
used for ongoing
monitoring.

Customer personal
data along with a
picture to identify the
customer. Verification
of address is
completed by agents
and geotagged using
SIM technology

Instantaneous
credit limit decision
accessed through a
lenders mobile
phone

Application can be
used anywhere
there is connectivity

Financing model
creates an
affordable energy
solution
Partnership with
MNOQO'’s allows for
payment through
mobile money

* Business model
driven on the
scalability of the
technology platform

* Increases plausible
customer base
* Revenue growth

Source: EGG-energy provides energy
solutions that improve lives.

)CGAP 2

Source: Researcher Analysis



http://egg-energy.com/what-we-do/solution/
http://www.firstaccessmarket.com/index.php
http://www.firstaccessmarket.com/index.php

Service Model Innovations (2/2)

AML/KYC Value proposition Value proposition
Product Name Product Description Innovation to customers to the business
“MTN Mobile MTN mobile money Customer Card less Increased access to
Money” Account, which allows identification technology using Bank ATM network
users to cash-out at ATMs  completed on mobile mobile phone for MNO
phone and can access Increased Potential future
MTN Uganda partnership  cash through an ATM convenience and upsell opportunities
with Crane Bank and machine using a 4 access to funds for the bank
® Inter-switch allows digit TIN # that is across rural areas
@ Crane customers to withdraw generated by

“Mobile Banking
Platform”

(OCGAP

funds from their mobile
accounts at partner ATMs

Mobile bank (1-branch)
offering banking with
Societe Generale
products such as savings
and microloans

Source: Manko, banque 100% mobile
de Société Générale

Source: Researcher Analysis

customer via their
mobile phone.
Customer verification
at ATM is done using
the TIN#.

Identification and
verification done by
bank officers who
travel to meet clients
at any location

Branchless banking
with convenience of
traveling bank
representatives
SMS based
transactions
Mainstream bank
products offered at
lower fees

Business model—
reduced cost
associated with
minimal brick-and-
mortar branch
locations
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http://cestpasmonidee.blogspot.com/2013/05/manko-la-banque-100-mobile-de-societe.html

Biometric data is a key technology innovation that is

supporting improvements in customer identification and

verification

What is
Biometrics?

How is it

used?

Key Findings

and
Challenges

Biometric identifiers are distinctive characteristics used
to describe individuals. They may include fingerprint,
palm veins, face recognition, DNA, palm print, hand
geometry, iris/retina scan.

» Banks have began to collect biometrics (fingerprints)
when customer signs up for new account. Banks use
this biometric data for customer verification.

» Countries with national ID’s are linking biometrics to
individual ID #’s allowing for verification of customer
photo and demographic using biometrics.

Findings
« Biometric recognition can alleviate issues around
customer identification, verification, and monitoring

* While helpful, biometrics require a significant
investment in infrastructure—cost can prohibitive for
individual organizations, and seem to be more
effective with government/industry involvement

Challenges

 Verification success rates can vary due to technology
infrastructure (~92% best case for Aadhaar)

» Privacy concerns around data management are a
growing issue
— Aadhaar in India was asked to provide the police

records for a criminal case in Goa and Aadhaar took
this to the High Court as they were not able to share
biometric data for the purposes of a criminal case

JCGAP

Biometric Verification Example

(' .
Erolimcns laimed identity _—1
i AT Feature i ‘
) ) h&:::l.;.. | Matching | (FF
_J o (1 matching)] ' 7 )
AR, = m——
Biometrie  pon o ccion template J—‘L Database
Sensor )
| Verification Trus/False
Enrollment
\ : ) Feature A
Q) [’_\ Feature ) Matching &l
i Y Extraction £ P Y
J (N matchings N |
nplates — p—
Biometrie B ansITsson termpiate J—L Database
Sensor |
Identification

Examples of Biometric Implementation

Bank Danamon in Indonesia attempted to
implement biometrics for identification and found the
process to be complicated and too expensive , and
are replacing this with chip and PIN technology

NADRA in Pakistan is a sophisticated version of this
with availability of data against a national ID and
online and batch verification of individuals against a
central repository.

Central Bank of Nigeria has required all new
accounts be given a BVN (Bank Verification Number),
which includes capturing customer biometrics in a
shared repository that can be accessed by all banks
to identify a customer
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Stage in
AML/CFT Life
Cycle

Country/
Region

Company Product Innovation Rationale for case study

NMB Chap Chap

Safaricom CBA M-
Shwari

BPI Globe BanKo

UBL - Omni

Airtel Axis Super
Account

© © © © 0O

AADHAAR

Mobile
Savings

Mobile
Savings &
Loans

Mobile
Savings

Savings and
Biometrics

Bank
Account

National
Smart ID

Product

Product
Partnership

Partnerships
Service Model

Product

Product
Partnership

Biometrics
Unique Smart
ID

Identification
Verification

Verification

Identification

Identification
Verification

Identification
Verification

Identification
Verification
On going
monitoring

Tanzania

Kenya

Philippines

Pakistan

India

India

“Chap Chap” Account is a branch-less
banking effort to target the low-income
customers using on-the-ground agents
Capturing biometric data that is stored
centrally and potentially used for
customer identification and transaction
authorization

Data sharing between Telco & Bank
Mobile savings and credit product

Collaborate to provide e-money products
Data sharing to credit score and provide
loans

Onboarding/identification process using
NADRA. Online

Biometrics used to disburse govt.
payments

Collaborate to provide credit and savings
products

Identification data shared between the
Telco and bank

Implementation of eKYC

Effective Identification enablement
Cost reduction of identification &
verification

@CGAP




I Case Study — NMB Bank

Overview of the model

* Legal issuer: NMB Bank

« Partner: N/A

* Receiving country: Tanzania
* Product: Savings Account

Features:
* Instant Account Opening and ATM Card in 10 minutes
» Customer doesn’t have to visit branch to open account

NMB has created an entry level account intended to reach
the vast unbanked (80%) community in Tanzania,
promoting financial inclusion on a large scale.

Chap Chap account holders can instantly begin banking
without having to visit an NMB branch. Additionally,
interoperability between Mobile wallet and savings account
enhances customers ability to transact.

How it works

Customer photo,
and photo of ID
and signature
captured by
Agent’s mobile

Agent with Customer

completes
application

Backpack
approaches
customer in e
the field phone and sent to
home office

Head office
Agents takes receives Customer can
Biometric fingerprint customer details access money
using handheld and instantly through a NMB
device and issues verifies and ATM or mobile
ATM card approves the wallet

account opening



https://bspaceext.accenture.com/sites/brandspace/imagelibrary/Photographic Images/8455.jpg
https://bspaceext.accenture.com/sites/brandspace/imagelibrary/Photographic Images/8455.jpg
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=olhSLM28nsyiBM&tbnid=0S43Fbb_Md5gGM:&ved=0CAUQjRw&url=http://www.24tanzania.net/nmb-forms-business-club-in-tarime-district/&ei=GobqU5PoJ8n-igK9nIHIDA&bvm=bv.72938740,d.cGE&psig=AFQjCNEQmHN9pIaw6WbbA1-KJFBqyd3FzA&ust=1407965070822785
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=olhSLM28nsyiBM&tbnid=0S43Fbb_Md5gGM:&ved=0CAUQjRw&url=http://www.24tanzania.net/nmb-forms-business-club-in-tarime-district/&ei=GobqU5PoJ8n-igK9nIHIDA&bvm=bv.72938740,d.cGE&psig=AFQjCNEQmHN9pIaw6WbbA1-KJFBqyd3FzA&ust=1407965070822785

Case Study — NMB Bank

+ ldentification: Agents equipped with smartphone & Point of Sale devices
’Serwce model

(POS) allows travel to remote areas mnovatlon

* Verification: 10-minute account opening with a “soft” KYC approach i
requiring minimal documentation, with the requirement that NMB captures gl e
individual biometrics _innovation )

—— B

* Monitoring: Moving forward the bank strategy is to use the e
Customer fingerprint to verify identity and transactions < in':r’lrg\%%n )
* Other: Interoperability with Mobile Money without cost — —

« Identification/Verification: lack of national ID and proof of residence
* Mobile operators are completing with the established banking network through
a wide-reaching agent based network

Issues / Challenges « Service model is based on “soft” KYC, future changes to strength regulatory
requirements will impact the ability to open accounts

« Service and account processing is reliant upon mobile connectivity

» Service model innovation allows 500-600 account openings a day

* On-the-ground agents help to over come psychological barriers of the poor who
are hesitant to enter bank branches, as well as reduce traffic in retail branches

e 1
kz) CGAP Source: Researcher Interview £a
B




Case Study — Safaricom M-Shwari

Overview of the model

* Legal Issuer: Commercial Bank of Africa

» Partner: Safaricom

* Receiving country: Kenya

* Products: Savings Account and Instant Loans

Features:
» Savings Account on M-PESA via mobile phone, 2% to
5% interest.

* Micro-loans ranging from Ksh100 to Ksh20,000 (30 day,
7.5% facility) and receive loan instantly via M-PESA.

CBA uses KYC
data to verify
customer info
against Credit
Reference Bureau
information and an
Integrated
Population
Registration
System (IPRS)

Covers up to
Level 2 KYC

Registered Safaricom shares

Safaricom M-PESA KYC data with CBA
customers with an

account/line opt- - ID number
IS [ -l - Date of Birth

Central Bank KYC Limits

KSatari com

In 2012 Safaricom partnered with the Commercial Bank of
Africa (CBA) to launch M-Shwari, which is a paperless
banking service linked to the M-PESA e-wallet that offers
customers savings with interest and instant micro-loans.

The Bank/MNO partnership along with the tiered KYC
system allows M-shwari customers to open and operate an
M-Shwari bank account entirely through their mobile phone,
via M-PESA, without having to visit banks or fill out any
forms.

How it works

Activate M-Shwari

M-Shwari Account > follow these steps

is Activated.

Customer : ~\
receives 1w
confirmation via \ agfgﬁ?&
SMS :

N a smm

A-PESA

Level 1 KYC Level 2 Level 3
140K Ksh limit 250K Ksh limit 500K Ksh limit
Valid ID & Verify M-Pesa requires original
Application registration info ID be brought to

v \

uAmva%
\ Account
\.

An SMS will be sent
informing yﬁ’&'!hat
you are now activated
on the M-Shwarl

against Govt. Registry Safaricom shop

service

(HOCGAP
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http://2.bp.blogspot.com/-afVoYmeD9xI/ULZlilQBp7I/AAAAAAAAB5w/wz4T2QnAFWA/s1600/MSHWARI.jpg
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https://selfcare.safaricom.co.ke/selfhelp/selfservice.controller?CONFIGURATION=1004&PARTITION_ID=1&LANGUAGE=en&COUNTRY=us&USERTYPE=1&TIMEZONE_OFFSET=null&CMD=STARTPAGE
https://selfcare.safaricom.co.ke/selfhelp/selfservice.controller?CONFIGURATION=1004&PARTITION_ID=1&LANGUAGE=en&COUNTRY=us&USERTYPE=1&TIMEZONE_OFFSET=null&CMD=STARTPAGE

% cba

_ _ é_élfarico: m
Case Study — Safaricom M-Shwari .

On going
Identification Verification management /
Exiting

* |Identification & Data Sharing: between Telco and Bank allows for single YT,
KYC processing. Safaricom customers registered to M-Pesa can opt. for M- ..__jnnovation_)

S o

Shwari savings account via mobile phone. e

* Regulation and Partnership: Tiered KYC allows CBA to offer < in%%?/r;rt]if)ln)
M-Shawri via M-Pesa. Customer only needs a valid ID and to fill —
out basic application form. No paper form is required and no ““Product
bank is required. innovatiog)

——— —_

» On going management - Credit Scoring based on customer —
S . . Regulatory
activity in Telco and bank is used to determine loan amount (7 s )

« ldentification/Verification: lack of national ID and proof of residence

« Customers using account as a short term savings rather than long term
mechanism for saving, or just to qualify for micro-loans which requires customers
to hold account for 6 months.

Issues / Challenges

» Successful example of Tiered KYC, M-Shwari only has approx. 3% default rate on
loans to date?!

* Branchless banking model allows for easy access to savings and loans via M-PESA

* Partnership between Safaricom and CBA is a leading practice of authorized data
sharing that results in direct benefit to customer.

I A Source: Researcher Interview with Safaricom
kz) CGAP Lhttp://www.itwebafrica.com/mobile/309-kenya/232389-140000-default-on-kenyas-m-shwari-loans S0



https://selfcare.safaricom.co.ke/selfhelp/selfservice.controller?CONFIGURATION=1004&PARTITION_ID=1&LANGUAGE=en&COUNTRY=us&USERTYPE=1&TIMEZONE_OFFSET=null&CMD=STARTPAGE
https://selfcare.safaricom.co.ke/selfhelp/selfservice.controller?CONFIGURATION=1004&PARTITION_ID=1&LANGUAGE=en&COUNTRY=us&USERTYPE=1&TIMEZONE_OFFSET=null&CMD=STARTPAGE

* Case Study — BPI Globe BanKo

Overview of the model

* Legal Issuer: BPI Globe Banko BPI Globe BanKao is the first mobile-based microfinance
« Partners: Bank of Philippines Islands, Globe Telecom, savings bank in the Philippines.

Ayala Corporation

* Receiving country: Philippines

* Products: Micro-Savings Account and Micro-Loans on
mobile wallet

BanKo offers retail financial services such as micro-
savings, micro-insurance and microloans, giving the
unbanked a viable option to safeguard their savings and to
Features access affordable financial services.
» Savings Account with 3% interest (PDIC insured) &
Micro-Loans at low interest rates

» Partnership leveraged to create credit scoring capability
How it works: Micro-Savings

: BanKo
Head Office
Receives photo Agent takes 50 performs

and info, and pesos deposit & EMEE T

Agent take Photo
of Customer &

form, and ID and ongoing

Customer meets
field agent or
goes to partner
outlet

Customer Fills out
Application Form

sends to home
office. Agent
sends physical
form via mail to
Bank.

verifies against
physical copy of
form. Bank checks
customer name
F\gainst sanction
Ist.

charges 50
pesos for ATM
card to open
account.

monitoring.

Deposits over
3,000 pesos
are PDIC
insured.

(HOCGAP
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Case Study — BPI Globe BanKo

How it works: Micro-Loans

“As the “BanKo ng Bayan”, we are guided by one vision, and that is to
promote financial inclusion and to create ways for our customers to have
easy and immediate access to financial services whenever they need it,
wherever they may be.” - John Rubio, President and CEO of BanKo 3

( 3 Point Credit Score \
Strateqgic Partner Algorithm
@* Globe

9 =F BonK@ i Lenddo M’Pm
\mﬂww )

. Customer can :
LI IS load cash via eI

Customer 2 fills Approved. monitoring

out Truth & BanKo performs Applicant is g,lf)t(l)g;rspartner Is performed

Lending form due diligence on informed via And ba using customer

and Application applicant (3 point SMS and throup ﬁ/mobile data

online via credit score) loan amount is Walle? A bank manually.

Facebook. ? deposited to accountis not Future plans to
mobile wallet automate.

required.




Case Study — BPI Globe BanKo

Identification Verification >

Sanctions and
reporting

On going
management /
Exiting

Issues / Challenges

« Identification and Access: Field Agents in vans and 3,000 partner outlets
allows for access point that allow customers to open savings accounts and
other services such as cash-in, cash-out, bill payments, government
payments, loan repayments.

» Verification: Agents send images via mobile phones of forms and customer

ID so that KYC can be performed by bank officer at physical location.

* On Going Monitoring - customer data used for ongoing
monitoring but also to cross sell and upsell and develop
products that are more intelligent and provide better options to
those in need. BanKo using Globe Telco data, Partners (Nestle,
etc.) customer data of saba saba shops, and Lenddo social
media data to develop credit scoring capability.

(§erV|ce model
% mnovatlon

e

<fCh annel
innovation)

e FT

<"’/Product
innovation)

— -
— —

“Regulation
innovation)

SS— —

commission rather than open savings accounts.

« Sanctions and reporting: *FATCA regulations are “burdensome” and do not make
sense for BanKo customers. Required to change data capture to identify US citizens
» Partner Outlets are more incentivized to perform remittance services due to higher

?)CGAP

accounts by 2014.

» Partnership Outlet model has allowed BanKo to grow rapidly and target 1 million

*Foreign Accounting Tax Compliance Act - FATCA targets tax non-compliance by U.S. taxpayers with

foreign accounts and requires all persons to specify nationality upon account opening.

- IRS.GOV




; . B OMni
Case Study — UBL Pakistan ol

Overview of the model

* Legal Issuer: UBL Omni Bank UBL Customers across Pakistan can open a basic UBL
» Partner: United Bank Limited Omni bank account at any UBL Omni “Dukaan” (outlet) of
* Receiving country: Pakistan their choice, whether close to their home or place of work.

* Products: No Frills Savings Account
Customers only need to provide their CNIC number and

Features mobile phone number; their mobile phone number will
« Savings Account: zero interest account on mobile wallet | effectively become their bank account number irrespective
and ATM card. of which service provider they use.

* Instant verification online via NADRA (35 rupees)
» Successful deployment of Biometrics & Square products

How it works

(?"‘) e et D | | E-':' -
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7
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e
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i
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- @

Bank Call Center

Agent take Photo calls customer to

of Customer & Head Office confirm identity

CNIC ID Receives info, and confirm 2
Customer meets Customer Fills out and obtains Verifies customer
Omni Agent Application Form Mobile number, name, photo, and

additional fields Sayings Account

and sends to CNIC ID no. on on CNIC: (1)
home office over NADRA website. Place of Birth

mobile phone and (2) Mothers
name

(HOCGAP 54




B Omni
Case Study — UBL Pakistan R '

o

Identification Verification > > > >

* Identification: Omni ‘dukaan’ agents can register and open bank accounts
for customers YT,

 Verification: NADRA verification (cost 35 rupees) is performed by bank ( mnovatuon)
agent to check ID no., Name, Photo. Upon completion call center speaks to -

Savings

customer to confirm identity. <”'”Eh;mé|
- Biometrics : For IDP program (Internally Displaced due to war) 'P_"ovat'E”)
Innovations UBL is using NADRA biometrics to disburse aid payments. e
« Biometrics ATMs: UBL has 4-5 ATMs setup that have inFr’]rg\?a“t%n)
fingerprint capability in the northern region for the IDP segment. — -

Customer is required to enter ID card # and scan thumb print. S
» Square: Branchless locations carry Square (device cost $8) to ﬁ]%goli/lgﬂggx)
process field officer salary payments. Employees are issued —

magnetic strip ID cards which are swiped on Square to get paid.

e e T

 Tiered KYC requirements for domestic remittances encourages use of remittances
Issues / Challenges rather than opening savings accounts, which have standard KYC
» Low volume of customers have opened and maintained savings accounts. (50-60k).

* Regulation: Onboarding/identification process using NADRA immediately online or
as a batch are reducing the cost of transactions.

@CGAP 55




” Case Study — Bharti Airtel and Axis Bank Alliance

P airtel
/‘ AXIS BANK

Overview of the model

* Legal Issuer: Axis Bank

« Partners: Bhatrti Airtel, Infosys

* Receiving country: India

* Product: 1. No Frills Savings Account on Airtel platform
— paper process. 2. Bank account using Aadhaar eKYC

Features

* Paperless process to open small Bank accounts*

» Offering customers banking transactions including cash
deposit, money transfer and withdrawal

Customer Fills out
Application Form
And Provides KYC
Documents. !

Customer meets
Agent at Airtel outlet
or Axis bank branch

1. Paper Process: No
Frills Savings
Account

Bank BC verifies
customer by
scanning fingerprint
using handheld
device

against pre-loaded
govt. database

Customer meets
Banks BC who will
then access Micro-
ATM, a biometric
handheld device.

2. Paperless
Process: G2P
Account

Airtel money Super Account powered by Axis Bank is a no-
frills savings account on Airtel money platform.

These accounts provide convenient, safe and secure
savings avenue to Financial Inclusion customers’ paying
them savings account interest and also enabling them to

make remittances.*

1. BC sends copies
of documents to
Bank Branch.

2. Bank Branch
Digitizes data and
verifies Customer
info against
Aadhaar online.

Account is opened.
Deposits can be
accessed on Mobile
only. No ATM card
is issued.

Business
Correspondents
(BC) matches info
on form against ID
and opens account.

Account is opened.
Customer receives
a transaction slip
which indicates the
bank account
number. Account is
activated within 24
hours.

Biometrics
authentication
using eKYC is
completed. Refer to
Aadhaar eKYC
process - slide 63.

**No Frills savings account is a small savings account (10K rupee transaction limit, 50K rupee max balance) with access to

only through mobile, no ATM card.

alliance-for-financial-inclusion

(OCGAP

*http://www.airtel.in/fabout-bharti/media-centre/bharti-airtel-news/mobile/bharti-airtel-and-axis-bank-announce-strategic-



D airtel
Case Study — Bharti Airtel and Axis Bank B\ AXIS BANK

On going
Identification Verification management /
Exiting

* Identification & Verification: Piloting eKYC using Micro-ATMs and AADHAAR

to process account openings for G2P enrollment and disbursements. /S?,ﬁ‘:,'gsamgﬂer
» Technology: Swadhaar (MFI) has introduced documentation scanning system il

— by digitizing documents this is reducing time and cost to complete KYC.

anré)?/r;rt]l%In )
» Partnerships: Swadhaar (a partner MFI) is educating — -
customers about financial services and helping customers open <”' Product
bank accounts and mobile wallets so they can make payments ~..,‘i””°V3ti°”_)

——— B

using phones.

* Verification: AADHAAR is still being implemented so eKYC is not widespread. Axis
eKYC account is only for G2P payments and withdrawals, not a full bank account.

* The infrastructure is not in place. Training for eKYC will results in high costs. There
are not many places where have AADHAART on both sides of the transaction.

Issues / Challenges

» Axis Bank partnership with Airtel is a leading example how to create products for
low-income customers that ease the requirements of KYC. Although eKYC is still
being implemented, it will totally eliminate paper in the KYC process. By connecting a
biometric device to a PoS terminal developed, one can access the data server of UID
and authenticate the biometric signature and which serves a eKYC for opening bank
accounts, cash out, for any other KYC requirement

e L
kz) CGAP Source: Researcher Interview 24




. Case Study - AADHAAR INDIA
Adopting eKYC through and Advanced Identity System

Overview of the model

* Issuer : Unique Identification Authority of India Aadhaar is the a unique identity system that will work by
* Partnership: N/A establishing one’s identity using the AADHAR code, and
* Receiving country: India any combination of biometric identification, such as

* Products: Aadhaar national ID with eKYC fingerprint or retina scans.

With a unique identity number assigned to each citizen,
establishing and authenticating the identity of any individual
will become much easier.

Features

» Government ownership

» 12 digit unique ID with fingerprint Biometrics

» eKYC Capability with no fees to verify customer identity.

How it works: The Process Banks follow to adapt Aadhaar eKYC

) Deploy hardware and software for Develop a software application
ibgennE;%KlLstAgr deployment of eKYC service to enable use of eKYC across
agreement with across various delivery channels. various Customer Service Points
UIDAIY = Certified Biometric Scanners at (CSP) (including bank branch,

branches, ATMs, BC points BCs etc.)

Obtain customer
authorization to UIDAI
for sharing eKYC data
with the bank

* Rollout
— 600 Million ID’s have been used thus far, out of 1.2 Billion
— Organization Infrastructure (Banks, MFI’s, etc.) is not in place to
implement AADHAAR KYC verification
— Ruling by Supreme Court prohibited making AADHAAR ID mandatory for all,
this has been a barrier to complete rollout.

Issues / Challenges




Case Study - AADHAAR INDIA

Adopting eKYC through and Advanced Identity System

Process customer follows to open bank account Customer walks into CSP of abank !
using Aadhaar with 12-digit Aadhaar number & ;
requests to open a bank account :

__________________________________

Q a. Bank rep. enters Aadhaar number
‘ into bank’s eKYC application software.
N b. The customer inputs biometrics via a
1 UIDAI compliant biometric reader.

Instant Account Opening

: 6 rtant Account 0t (3] E Application captures the Aadhaar E
(4] KYC Service Agency 6 M ' number along with biometric data, :
"2'2'&?:"'"* 1. Mantant Alo seeuired ) e ' encrypts data and sends it to UIDAl's !
ﬂ//\\ 4 : I ? ! ! Central Identities Data Repository. :
: UIDA! 5. KYC detail i WS 1l o HE———
S ] - .
e,KYuc Service : Name, Address, Date of W (4] eKYC service authenticates customer
3 Feomnissian: b U g 7 data. No match returns error.
Mobile Email
N ~ T
b C——— C“\“ @ ' a. Aadhaar number match returns
. ir J nerlascadill - haa e customer info (name, DOB, gender,
adiuwe + Diviahics) TR address, phone, email, and photo
BC's Bank BC with Micro-ATM and this info is captured by bank’s

b. Bank server auto populates data
and photo and Photo and customer
info can be seen on screen or
handheld device.

1
1
1 1
1 1
1 1
1 1
1 1
1 1
! I
1
- . ]
: eKYC application. I
1
An instant account can be activated at any manned customer service point. : :
Electronic Know your customer data is provided instantaneously by UIDAI. : :
Instant Account Kit with card is handed over to customer, who can operate the account at any customer : :
1
! I

point or through a mobile phone.

@ The customer can open bank account
subject to any additional requirements

T )CGAP Source: Researcher Interview )
- http://www.indiagrowing.com/Government/aadhaar-self-service-portal-india-unique-identification-K0O1C 59




Pakistan NADRA vs. India AADHAR National ID

Country Pakistan India
Maturity Nearly 100% Implemented 2—3 Years from Full Deployment
= Full Coverage = Partial Coverage: ID issuance approx. 50% complete
= Used by Financial Institutions (Banks, MFI's) = Many banks not using AADHAAR (have not built
infrastructure to implement AADHAR)
Features * NADRA is an independent and autonomous = UIDAI is an agency of Govt. of India.
agency under Ministry of Interior, Pakistan = Online Verification — eKYC
=  Online Verification on ‘Verisys’ = Biometrics and demographic data stored on central
=  Biometrics and demographic data stored on server, not card — to prevent forgery
smart card
Fees =  Bulk Verification: 15 rupees
= InBranch: 35 rupees = Zero Fees for verification service

= Verisys real time: 45 rupees

Cost * NADRA is well integrated among all major = Significant Cost: Financial institutions need to make
institutions in Pakistan significant capital and infrastructure investment to
integrate AADHAAR verification

Impact NADRA fees too high for MFI's. Yet, it has had a AADHAAR has issued 600 Million? ID’s and has some way to
significant impact on Banks ability to offer banking go to build the coverage and also become accessible to the
products and services to low-income market by relevant organisations, low fee model should facilitate
making KYC less costly financial inclusion

Source: Researcher Interview with Rajesh Bansal, Azfar Jamal, HBL, Khurram Rezvi, UBL
1 http://uidai.gov.in/

((Z)CCAP 2 Economic Times — ‘Aadhaar enrolment procedure suffers setback, agencies halt the process’ -
% http://www.samachar.com/aadhaar-enrolment-procedure-suffers-setback-agencies-halt-the-process-ogjgk3gehba.html
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Key challenges identified hold true across many of the cout

pointing to some major themes, across national borders (1 of

Summary of challenges and opportunities

Area Supporting detail

Regulations can be often unclear and slow to develop compared to market developments. The lack of clarity on
regulatory guidance on how to complete customer identification, verification, and monitoring for innovative channels

. such as mobile ! for example, have been affecting the ability to introduce product innovation that can support financial
Regulation inclusion. Also, regulators can be conservative and slow to react or may not have the capacity to perform the required
impact assessment quickly, due to concerns of managing AML/CFT national and international compliance.

* Bank of Indonesia (BI) issued the mobile banking rules for a pilot previously (2013). The pilot has been
successful and the market was awaiting the introduction of further guidance to introduce additional mobile
banking products in the market. The split of the regulators between Bl and OJK delayed the issuance of the
guidance in mobile banking which is still to be issued by OJK (expected by the end of 2014) — Indonesia

» Similarly, the acceptance and implementation of eKYC based on fully paperless identification and verification
of customer has been slowing down developments of the BC ability to offer more products as they cannot perform
verification or are limited by the requirement to provide paper based evidence of their activity, which increases the
cost of providing services as well as time to activate them.

Many of the product offerings are riding on the technological innovations of mobile phones access, through
mobile wallets, and payment products. Little is being done to actually understand the needs of the low-income
Product customers and to design products that cater to these needs. That reflects on the pace of change of AML/CFT
W gn compliance operational processes. Standardizing identification and verification across the market and various
products offerings still remain a major issue that affects the cost of operation for low-income customers.
* Mobile wallet products for payments services have had a great success in some countries driven particularly by
support for remittance services or payment services, more relevant to higher income levels e.qg. retail purchases.
This type of products remain out of reach for much of the low-income population, as requirements for
identification often do not reflect their limited ability to provide official documents for identification
» The low-income need is focused on providing additional services such savings and credit that can enable the
aspirations of a people in growing economies for improving their lives. Customer identification processes for
providing such products to people like farmers for example remain cumbersome and costly.

7
LZ)‘ GAP 1. ‘Government introduced regulations requiring that mobile money schemes be operated by banks’. - IFC Mobile Money Scoping Country Report: India, June 62
- 2013




Key challenges identified hold true across many of the cour

pointing to some major themes, across national borders (2 of

Summary of challenges and opportunities

Area Supporting detail

Data privacy as well as the nature of the competition in the market do not allow the effective sharing of data
between partnering organizations and across industry e.g. for credit scoring verification necessary for loan approvals
Data and eKYC identification and verification. Progress on this front has been limited.

Management » Data sharing can prevent duplication of KYC between MNQO'’s and banks at the identification and verification
stage of AML/CFT life cycle (i.e. M-Shwari savings account basic KYC is performed by MNO who collects
customer information, and larger accounts are verified by CBA (bank)). The implementation of such processes is
limited due to concerns about customer ownership between MNOs and banks as well as, lack of processes to
obtain customer consent at the identification data collection stage to overcome data privacy limitations

* Use of aunique identification number across the data flow of customer information in identification, verification,
transactional monitoring, and on-going customer management would enable improved understanding of
suspicious activity. This kind of facility is absent, except where a national ID system has been introduced e.g.
Pakistan and India. The effectiveness of such a tool also requires focus on the on-going management of the
quality of customer data, through internal data standards, data quality measurements and reporting, across the
processes related to the AML/CFT compliance operational processes lifecycle, which are also currently not in

Although partnerships are becoming more prominent, much of the activity is driven by the need to enable the
Natu—re.(_)f overall financial ecosystem e.g. mobile operators providing connectivity to the banks and banks providing the facility
competition for money depositing, storing, and movement. Overall customer ownership is an issue that prevents AML/CFT
in the market customer identification and verification processes integration. There is often wide spread mistrust even between
partnering organizations due to concerns on long term customer ownership when offering products jointly.
= Bank and an MNO: Often these partnerships are formed out of necessity, so that Banks can reach a wider
audience and concurrently MNOs can offer a deposit account to their customers. Also, lack of direct money storing
capability by MNOs prevents further development on mobile products, as there is no cash in and out capacity
= Bank and BC: The BC acts as an agent of the bank and provides services such as account opening and acts as
cash in/out access point. These partnerships are proving to be reliable and successful so far, however BCs focus is
on their core commercial activities or higher margin services such as remittances, rather than collecting
customer information for bank account opening. The identification and verification of a customer becomes more
costly and time-consuming, impacting the overall timescales for activating the relevant services.

GZ)( GAP 63




Key challenges identified hold true across many of the cour

pointing to some major themes, across national borders (S of

Summary of challenges and opportunities

Area Supporting detail

There are significant gaps in the infrastructure required to support a complete ecosystem of providing financial
services access at the level of connectivity between operators and other industry wide required enablers. This
ecosystem is also critical to effective AML/CFT compliance operational processes.

Ecosystem These gaps include:

* national infrastructure issues with systems to support identification and verification. In many countries the
identification system provided by national and local government has significant gaps. In many cases, the
controls around the issuance of personal identification documents are not robust opening them up to fraud. In
other cases, there is complete lack of standard national identification system. Customer identification and
verification relies on a number of other types of official documents, increasing the complexity in regulatory
rules, the and processing of the required information, as low-income people may not have access to these type of
documents

+ interoperability between banks and MNQO'’s. Customer identification and verification for mobile wallet products is
specific to the operator, so when a customer changes their mobile phone they cannot transfer their service.
Customer identification and verification has to be repeated separately. Also, having access to any mobile wallet
service provider from a mobile phone, is critical for verification and on going monitoring of transactions, and

» business correspondents / agents exclusivity rules prevent them from offering customer identification services
on behalf of more than one providers, limiting the reach of products to the low-income population.

There is little progress in the availability and/or integration of additional data sources that can support the
Lack of 3rd AML/CFT compliance operational lifecycle processes through use of independent data sources and analytics. Such
party data sources could be national databases with information on voter registration, government payment support schemes
sources information, credit bureaus, that can support automation of access to data for the independent identification and

= verification of customer information.

» The existence of local 3" party providers in most jurisdictions, like Experian, Equifax, D&B, similarly to the more
mature financial markets, is close to none. These type of organizations provide outsourced data management
services that support customer identification and verifications that could play a key role to reducing cost and
complexity of managing the burden of these processes.

» Existing data sources that could play a key role e.g. the KPS (Social Protection card) databasel in Indonesia,
are not currently utilized in order to support customer identification and verification

* Credit bureaus are not available in many countries. These could normally provide KYC data services.

(Z ‘_7‘ ,‘ ;H F 1. ‘The Social Assistance Card (KPS) is a card issued by the government to poor households which has information about a significant part of the population o4

bi is not currentli acceited as an effective KYC identification document




Key innovative practices with impact on financial inclusio

been identified across many of the countries (1 of 3)

. Summary of best practices and success factors
Innovative

Practice

Supporting details

Close Where regulators work closely with industry participants, they have been able to understand the low-income
cooperation population product need. This has lent to making a faster assessments on the market risk of introducing new
£OOpEralon regulation or making amendments to existing that enable innovation in the AML/CFT compliance operational lifecycle
. between processes. Guidance on allowing new products for the low-income needs is critical enabler of financial inclusion.
industry and + In the Philippines the Central Bank was able to rapidly respond to the impact of the typhoon Yolanda by lowering
regulators the requirements for KYC identification in 2013, working with the banks to provide quick fund dispersion
* In Pakistan, banks have a committee that regularly meets with Central Bank of Pakistan; one key initiative of this

group currently is an effort to bring down the cost of CNIC verification (NADRA) down to 10 rupees.
* InIndia, the Reserve Bank is rapidly moving towards easing KYC complexity by simplifying the requirements for
proof of ID and new regulations that support the further development of eKYC through Aadhaar.

Success factor: Leveraging open industry forums, with representation from all parts of the market,
including regulators and government can play a critical role in focusing on the appropriate directions for

developing regulatory guidance for AML/CFT compliance and operational processes that support it

Innovative and agile organizations such as mobile operators and branchless banking focused banks, have had a big

Getti impact on parts of the market. They have focused on offering products that cater to low-income customers through

Setting the mobile channel, and partnerships. Such products address the need of the low-income population at the
M appropriate level, as they often require lower levels of KYC verification and identification.

design right Some of these products and services include:

* Mobile wallets available over USSD networks on basic mobile phones and smartphones (Safaricom — Kenya,
UBL — Pakistan, Airtel — India) that require often no KYC for low amount transactions

* No frills bank accounts based on reduced KYC identification and verification requirements across a number of
countries and through partnerships between mobile operators and banks (see Case Study 1 — NMB Bank)

» Designing a simplified, one page form to capture KYC identification data to make savings’ products accessible to
low literacy customers (BTPN Indonesia)

Success factor: Making AML/CFT identification and verification processes efficient and open to people of

low literacy, through simplification of processes and technology increases relevance of these products

( Z )‘ GAP 1. ‘The Social Assistance Card (KPS) is a card issued by the government to poor households which has information about a significant part of the population 65
'y by is not currently accepted as an effective KYC identification document



Key innovative practices with impact on financial inclusio

been identified across many of the countries (2 of 3)

Innovative
Practice

Summary of best practices and success factors

Supporting details

Establishing
effective

Partnerships

Managing
data as a

competitive
advantage

Increasingly the banks are working with mobile operators, data providers, credit reference agencies (where available),
MFI’s, retailers, training providers, to enable the complete end to end system supporting the provision of financial
products. These partnerships have created new ways of completing AML/CFT operational processes, particularly
identification. Partnerships have often provided the efficiency and effectiveness of process and cost that enable
successful financial inclusion as follows (See Case Studies section: 2, 3, 4, and 5):
* Banks and Financial Co’s: Banks’ work with other financial institutions such as Coop banks and MFI’s to offer
branchless banking services, by offering KYC on-boarding identification processes in rural and remote areas
» Banks and BCs: BCs, agents, and super agents (mid-size to large franchises) also enable the banks to expand
their points of sale for financial products, by completing identification and verification processes at reduced cost
» Banks and MNOs: Banks partner with Telco’s to offer mobile wallets and use Telco outlets as access points for
cash in/cash out. Increasingly telecoms are able to offer also core banking products such as savings and credit by
integrating aspects of the KYC identification processes and more recently verification in some cases like India where
regulations allow it (See Process Innovations section — Oxigen)
» Banks and Other: Banks work with government agencies and private retailers to verify customers identity and credit
worthiness (national database, voter registration database, credit bureau, retailers. See Case studies 4 and 6)
» HBL partners with NADRA to Stretch its branchless banking reach by enabling access to its mobile wallet as part of the
NADRA registration. BTPN has outsource KYC training and support of their BC network (See Process Innovations)

Success factor : Integrating service provision between mobile operators and banks, as well as sharing

customer data to enable single customer identification, verification, and monitoring

Really innovative organizations are increasingly focusing on making use of their own data, as well as any other
available source to drive a better understanding of their customer.

* Use existing data sources to automated and control the data quality of customers are identification particularly
through credit risk and behavioral analysis. Axis bank in India utilizes the government social fund disbursement
data to pre-populate the customer information on their system for identification

+ Use social media data, mobile phones data, and bank transaction data to create and support credit risk
algorithm for approval of small loans. This service allows small loans to be authorized online.

Utilize analytics using a relevant vendor to do support compliance on BC and avoid fraud — monitoring

Success factor : Focus on effective management of customer data across the AML/CFT compliance
operational processes to minimize duplication of effort due to data quality issues




Key innovative practices with impact on financial inclusio

been identified across many of the countries (3 of 3)

Summary of best practices and success factors

Innovative
Practice Supporting details

Government driven initiatives around national identification systems can support KYC identification and verifications.
Market initiatives to consensus to share connectivity of points of sales without exclusivity and fees as well as well as
Enabling the are also critical. Technological and poI_icy changes are critical success factors for any market. There are significant
—— exaan:pIes of success in se_veral countrles_, such_as. _ _ _ - - o
LoD . e use of national ID infrastructure, including biometric data, for identification, verification, and monitoring of
ecosystem transactions of customer
» Aadhaar (India) and NADRA (Pakistan) national ID systems both provide a unique identifier per person plus the
use of fingerprint data stored centrally used to perform identification and verification. A financial services provider
can integrate their systems and access the customer data through a PC or handheld device, making online or batch
calls to the central (See Case study 6)
» Aadhaar access costs for financial services providers to identification and verification data is currently almost zero,
supporting the provision of products are a reduced cost to the low-income segment.
e Connectivity between banks, ATM’s, and MNO'’s is key
* The Philippines do not have a real time cross settlement system for interbank transactions, thus transactions
between banks or mobile to bank are not enabled. ATM withdrawals between banks are possible. A current
initiative to introduce a real time settlement system driven by the government will enable FS providers to reduce
cost of transactional monitoring by simplifying the process of capturing and processing transactions through their
AML/CFT systems on a daily basis., in a standardized fashion. That could potentially enable the providers to pass
on the savings to the low-income customers, making products more relevant to them
*  “Our main challenge is customer convenience. If there is an interoperability requirement imposed by regulator, if
any customer can use other outlets, it can make a difference.” Financial Institution, Pakistan
* ATMs in Indonesia allow access to a wide range of possible payments services, increasing access to performing
transactions.

Success factor : Government, regulators, and/or industry bodies need to enforce and drive key initiatives
that enable the ecosystem that supports the provision of products to the lower income population through
streamlined AML/CFT compliance operational processes. Savings on identification, verification and
transaction monitoring made due to the effective infrastructure can be passed on through reduction or

elimination of fees for the low-income customers
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CGAP Survey Questions (Questions 1, 2, 3, 4)

Instructions
3. What is your Department? (Select all that apply):

Pleaze answer the quesfions below with answers that reflect your overall organization's perspacive. The questions are

not technical and do not require significant analysis. saes

Marketing
1. Please indicate the following: oyl ik Nragerent
Name: Customer Relatons
Organization Technology
County: Strategy  Process
Email: Ober plezse specy

4. What is your Primary Industry? (Select one that applies best):

2. What is your Role / Primary Responsibility? (Select one that applies best):

Senior Management / Leadership

Banking
Sales / Account Manager

Microfinance
Marketing

Insuranice
Technologist
C Seriia Mobile telephony
Compliance Officer Retail
Consultant Qther (please specify)

Qther (please specify)

((Z)CC AP Source: CGAP Survey Results -
B



Interview respondents include significant number of Senio
leaders*, representing a wide-range of business functions

Respondents profile by Role Respondents profile by Business Function

B Senior Management / H Sales Sales
Leadership

W Sales / Account Manager . .
B Marketing Marketing

u Marketing
m Compliance / Risk Management

Compliance / Risk Management
B Technologist P g

B Customer Relations Customer
B Customer Service Relations

B Technology Technology
m Compliance Officer

W Strate Process Strate
Consultant gy/ gy /

Process
Other Other (please specify) Other
(please specify)
Other: Vice President, New Markets, Products , Project Manager Other: Bank Operations, Business Development, Finance,
Operations, Senior Manager Money Laundering Reporting Mobile Money, Policy Advisor, Research and Regulation

department, Branchless Banking

The significant participation of senior management in the survey has ensured that the findings support
a clear, strategic view on the priorities of the market in relation to on-boarding and KYC processes
management. The significant input by SMEs and practitioners on the other hand has been critical for
getting a clear view of the challenges and opportunities on the ground

7 Source: CGAP Survey Results
(Z)CCAP *President, CEO, COO, CFO, Head of Compliance, Managing Director, Country Manager, Head of Branchless Banking 70




Industry participation in the research was relatively balanced®
across sectors :

Respondent’s Primary Industry

M Banking
M Insurance
® Microfinance

® Mobile telephony
m Other
M Retail

Source: CGAP Survey Results. Respondents are not limited to the legal issuers of the product. They include partnering

(Z)CG AP organizations 71

*Other includes financial services, regulators, mobile payments, and NGO'’s.




CGAP Survey Questions (Questions 5, 6, 7)

5. How are you Currently Serving Low-income Customers [Defined as those helow 7. What Financial Products have you Developed that are Specifically Targeted to Low-
poverty line]? (Select one that applies best): income Customers? (Select all that apply):

Low-income customers currently represent our primary customer base (greater than 50% of customersirevenue) Savings

Cumently serve Low-income customers (represent between 10% and 50% of curent customers) Payment (for goods or service) / Remittance | Money fransfer

High future priority (have specific plans and targets to reach this group) Crediit

Medium future priority (have identified low-income as 3 future target group, working on details) Insurance

Low future prienty (not currently working on this, but monitoring) Financial Information (2.9. commadity marke} prices, logistics rates, interest rates, efc.)
Comments (Optional) Ofher (Please specify):

6. What is your Company Strategy in Offering Services to Low-income Customers? Is this
a Focus for your Business? (Choose all that apply):

Prowiding services to low-income customers is already a prierity for our company

QOur company expects significant revenues n the future from low-income customers

Serving low-income customers is requirad by national regulations and plans to offers services are focused on complying with regulation
Serving low-income customers will be mportant from a competitive perspective in our industry

Qur company does not expect signficant revenue from low-ncome customers, but serving this segment is important for market
perception and famess reasons

Qur company does not plan to serve low-income customers due to imited market potential

Qur company does not plan to serve low-income customers due to costs associated with this segment

Comments (Optional )

((Z)CG Ap Source: CGAP Survey result 72
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Survey participants were heavily focused on serving low-income cti

and most offered payment, savings and credit products

Currently Serving Low-income Customers

75% of respondents already
have significant revenue from
the low-income segment**

B 10% and 50% of current
customers

B Greater than 50% of
customers/revenue

m High future priority

B Medium future priority
(future target)

 Low future priority

Most of the remaining
organizations see low-income
customers as a priority
towards growth

Only 5% see low-income
customers as a low priority

(HCGAP

Available FS products for Low-income customers

Other 6.6%

Financial Info 6%

Insurance

39.4%

Credit 48.6%
Payments 67.0%
Savings 56.0%

10.0% 20.0% 30.0%/0.0% 50.0% 60.0% 70.0%

67% of the respondents
offer payment products, with
savings and credit following at
around 50%

Availability of other products is
much lower

Most offer multiple products,
» including bundles
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Survey respondents place a high priority on servicing low=""

Income customers, mainly focused on commercial opportunities

What is your Company Strategy in Offering Services to Low-income
Customers? Is this a Focus for your Business? (Choose all that apply):

Strategy on Serving Low-income Customers

Only 1 respondents saw cost
as a barrier to servicing low
income customers

2% rO%

B Low Income already priority

21% of
respondents consider
the low income
customer segment as
an area that will
provide them with an
advantage towards
their competitors

B Expect Significant Revnue in
Future

B Required by National Regulations

H It will an important from
competative perspespective

H Do not expect Revenue but
Important to us

m Does not plan to serve low-
income due to low potential

= Does not plan to serve due to
costs

62% of respondents already see
the low income customer
segment as important and have
revenue streams from it

((Z)CGAP Source: CGAP Survey Results
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CGAP Survey Questions (Questions 8, 9)

8. Current Issues/Challenges with KYC Processes for the Identification, Verification and 9. What is Your Current Interest or Activity in Cross-sector Partnerships to Target Low-
E L Z 4 : i
Ongoing Monitoring of Low-income Customers. income Customers? (Select one that applies hest):
Please rate each of these potential issues/challenges on a 1 to 5 scale on level of difficulty Currertly engaged in atleast one parinership senving low-ncome customers
or relevance to your organization Curmantsy working with partnars to Gevelop products 10 serve Jow-income customers
% S a2 3 - Neither Disagree ® o'
! - - > Nor Agree = S, Cumentty In dlsCUSSIONS With PINNETE 0N PEONS 10 SENVE OWHNCOME CUStoMErs
Natioral mfrastructure s not
sumicientty Cumensy considering partnerships 25 o2 option for serving lowHncome customers
comprehensive to alow us
10 efactivary serve ow- .
- Not considesing partnerships due to ifficuty In developing prodcs with partners
national IO, no physical =
s Not consigerng partnershigs due to limited market opportunities With low-ncoms customers

oifTicait to handie within
KYC processes cue to their
ack of financial integration

Low-ncome customers are
SifMcuit to handie within
KYC pmocesses cdue %0 fack
of Steracy and numenacy
Low-income customers
require urigue KYC
processes and VoS
compared %o cther
cuztomers

Reguistory regurements
are not suMcientiy defined
1o address challenges of
low-ncome customers

Reguistory regquirements 9o
not account for low-income
customers, leading to strict
requirements wihich may
nNot accurately aodress the
I3sues of low-income:
customers

Incustry-stancard 100is and
processes for KYC are not
effective for low-income
cusomers

Costs o manage XYC for
ioa-ncome customers fimits
the abiixy to offer services
1o this segment

Ogptional Comment (Piease bl any lSzuecicr =,at you find important. )

((Z)CGAP Source: CGAP Survey Results y
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Respondents believe pri KYC issues and challenge

associated with processes and tools rather than cost managen:

Weighted Average (1-5 Scale)

wowoww W
oo 94 o ©

3.4

NN wowow
© L Wk N W

, Data sharing between partnering organization
Current Issues/Challenges with KYC Processes —— kefto effectivi KYC. Tﬁe dgvelopmem

of such practices is almost not-existent as data
processes

privacy laws do not allow sharing of such data.
3.785

Initiatives to share masked data for analytics
purposes around credit risk management are
emerging although they require sophistication of
tools and processes that many do not have

Infrastructure I Regulation

3.375

3.29 3.275
LI customers Industry-standard Ntl. infrastructure Regulatory regs. LI customers Reg. regs. not LI customers  Costs to manage
require unique tools & processes not sufficiently not sufficiently difficult - lack of  accountfor Ll  difficult - lack of KYC for LI
KYC processes & for KYC not comprehensive defined to financial customers, strict  literacy and customers limits
tools effective for LI address integration regs. numeracy ability to offer
challenges of LI services to
customers segment

The requirement for unique KYC processes and tools is closely associated with the need to address regulatory gaps .
For example, opening up further the mobile phone channel to banking products e.g. bank accounts requires significant
input and enablement by the relevant regulations in country

The majority of the respondents do not view cost to manage KYC as a barrier to offering services to low-income
customers, as they are driven by scaling up their business

((Z)CGAP Source: CGAP Survey Results g




Partnerships were identified by respondents as playing a'ke

role in serving low-income customers

What is Your Current Interest or Activity in Cross-sector Partnerships to
Target Low-income Customers? (Select one that applies best):

Engagement in Partnerships

S(y B Engaged in at least one
0 partnership

The partnership model has played a
B Working with partners to key role to providing innovative
develop products products. They have changed the face
of FI in many countries e.g. Tanzania
and Kenya through collaboration
¥ In discussions with between mobiles phone operators and
partners on options banks in particular. Elsewhere
nevertheless e.g. Indonesia and
Pakistan progress has been slower due
® Considering partnerships to competition. In Pakistan mobile
phone operators prefer to work with
MFlIs to protect their market share and
banks are building their own capability

B Not considering
partnerships

80% of the respondents
already offer products or work on

offering products through a
partnership model

((Z)CG AP Source: CGAP Survey Reé;ults — - o/




CGAP Survey Questions (Questions 10, 11)

10. Leading KYC Practices for Identification, Verification and Ongoing Monitoring of Low-  11. Promising Innovations for Identification, Verification and Ongoing Monitoring of Low-
income Customers, income Customers.

Please indicate your level of agreement (1-5 scale) with the potential impact of each of the  Please indicate your level of agreement (1-5 scale) on whether each of these potential

leading practices listed below in regards to improving cost and effectiveness of KYC innovations can significantly impact cost and effectiveness of KYC processes
processes 1-Stongy Disagree  2-Disagree o e Dwagree 4-Agree 5 - Strongly Agree
3- Nelther Disagree N Agee
|-Sirongly Disagree 2~ Disagree Nor Agree 4-Agree 5-Singly Agree Software tools designed to
= work effectively with ow-

Leading firms develop ; e
unique KYC processes for
sening low-ncome Process innovaton
customers (processas gefined 10 work
L n effectively for low-income

eamng frms are abie o GuEmers)
me3sLre the cost of KYC :
processes for lowncome Reguiatory innovations
cusiomers {enabling and focused
Leading fims have leamed T o
how 1o reduce the coet of mﬂy / supenisor)
KYC processes for low- Location data (e.g. Geo
Income customers tagging of custiomer

sading f locations and financial
Leading firms us2 diferent actvy)
Igentity management data
S0URTES 30ross dfferent Mapping solutions |
customer Income groups (Leveraging GPS-based

mapping for customer data)

Leading finms develop
cusiomized training Blometrics (use of fnger
programs for their pents, etc.)
empioyees 10 improve nelr Training programs for staft
avlity to manage KYC that are particuany
FROUEeNi: SRRy 1y efmcient of CostemECive
low-ncome cusiomers

Colizboration 307065 rms
on customer data (MNO's
and danks, for exampiz)

International collaboration
on raguiatory frameworks
and Information sharing

Others (please provide any other iInnovations you fesi are promising)

L(Z)CGAP Source: CGAP Survey Results s




respondents believe examples of leading KYC

practice

are mainly in the areas of partnerships, regulatory compliance, trainis
programs and measuring costs L

Leading KYC Practices for Identification, Verification and Ongoing Monitoring

3.

o

Firms use different identity mgmt. data across diff. customers

|

3.44
Target very specific low-income market

3.45
Firms learned how to reduce cost

3.‘59 ‘

s

Firms develop products specifically for L.I.C. based on issues with KYC reqgs.

Firms focus on digital channels main source of id.

3.65
Firms develop unique KYC processes

Firms able to measure cost of KYC processes

Firms develop customized training programs for employees to improve KYC

Firms work closely with regulators to manage compliance issues

Firms find unique ways to work within the regulatory reqs.

Firms develop cross-industry partnerships to manage KYC

35 3.40 3.45 3.50 3.55 3.60 3.65

3.70

((Z)CGAP Source: CGAP Survey Results

Examples

Banks negotiating
with NADRA to
reduce verification
costs from 45 to
10 Rupees

Malaysia —
Committee of
CEOQO’s working

closely with

regulators

NMB in Tanzania
permitted soft
KYC thanks to
live finger print

onboarding

Partnership —
CBA | Safaricom
MSHWARI
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Promising Innovations in KYC management

Key KYC
innovation
enablers

4.10
4.00
3.98
3.90
Location and
3.80 3.85 Mapping Data a
3.80 low priority
3.70
3.60
3.50
Process Regulatory  Collaboration Software tools Training Biometrics International Mapping Location data
innovation innovations  across firms on programs collaboration solutions
customer data on regul.
Framework and
info sharing

Process and regulatory innovations are the key opportunities for KYC innovation
according to the survey respondents

The use of location data and biometric to a lesser extent have been graded as a lower
priority due to the requirements for costly infrastructure that can support it use

Q)CGAP Source: CGAP Survey Results 3




Promising Innovations in KYC management — Regional view

iy

Software tools Process Regulatory  Location data Mapping Biometrics Training
innovation innovations solutions programs
W Africa M Asia LATAM

Introc_ju_ce_mnpvat_lon via Location and GPS data Use of biometrics differ even
digialization. 1., more of a concern for within regions. Infrastructure
SWADHAR, MFl/India - - Of & SOl 1in regions.
countries in Africa due to is critical and unless a

collects paper, scans all . N )
documents & stores soft geographic and government initiative drives
infrastructure constraints it is difficult to implement

copy

()OCGAP

Source: CGAP Survey Results

Collaboration International
across firms on collaboration
customer data on regul.

Framework and
info sharing

Collection of biometrics data
carries a high cost. But with
introduction of cheap
smartphones and equipment
that is changing

Biometrics refers to finger prints in most cases. Very few organizations that are doing Iris scans. Biometrics have been tried in
the past. An example is in India with Citibank and Swadhaar (MFI) and the technology at the time did not meet expectations as g1
farmers and people who do hard labor, their fingerprints would change and ATM was unable to identify them.




CGAP Survey Questions (Questions 12 and 13)

12. Process Steps for Managing KYC.

For this question, we would like your input on each of the main KYC processes, as listed
below:

Process 1: Customer Identification

Process 2: Customer Verification

Process 3: Ongoing Customer Monitoring

Process 4: Sanctions

Process 5: Customer Issue Escalation/Customer Exiting
Process 6: Regulatory Reporting

Process 7: Internal Reporting

For each of the questions below, please prioritize the top 3 KYC pu’peesses based
on impact for cost, difficulty etc:

Process 3 Process S: Customer &
Ongoing Procsss 4: lssue Reguat
Customer Sanctions  Escalaton/Cusiomer R:goa_:y

Manitoring Exiting 9

Process 1:
Customer
lganiification

Process 2.
Customer
Venfication

Process 7
Intemal
Reporting

1. Which processes ncur the

most cost o support? (only
seiect top 3)

2. Which processes require =
the most training? (only

sesect top 3)

3. Which processes require = , =
customized tools and dats?

{onty select top 3)

4. Which procassas e most

In need of iImprovement?

{onty select top 3)

5. Vihich processes would

you be Interested most in

learning about l2aeing

practicas? (only seect top 3)

Please provide any additiona processas that you would 3dd to this list (optiona)

|
((Z)CGAP Source: CGAP Survey Results

13. Effective Management of Costs of KYC Activities,

Please select the options below that describe your ability to manage KYC costs for low-
income customers

My organization can measure Costs associated With KYC for low-Income customens

My crganization can measure costs associated with KYC, but onfy In aggregate 3crass 3 customer sagments

My organization piaces a high-prionty on measuring KYC costs and is curmendy working to develop this capabiity
My organization toss not currently measure costs for KYC processes saparaiely

My organtzation does not cumently measura costs to serve iow-income customers separately

Optiona (please provide any 30ditional COMMENts on yoUr eXperience/capabilty for managing costs)
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Survey participants believe customer verification IS the KYC |

requiring the most support cost and training

Process Steps for Managing KYC. For this question, we would like your input
on each of the main KYC Processes, as listed below: Process 1: Customer Identification, Process 2:

Customer Verification, Process 3: Ongoing Customer Monitoring, Process 4: Sanctions, Process 5: Customer Issue Escalation/Customer
Exiting Process 6: Regulatory Reporting, Process 7: Internal Reporting. For each of the questions below, please prioritize the top 3 KYC
processes based on impact for cost, difficulty etc.:

90
80 B Process 1: Customer Identification
70 e as
B Process 2: Customer Verification
60
M Process 3: Ongoing Customer
50 - Monitoring
40 - M Process 4: Sanctions
30 1 W Process 5: Customer Issue
20 Escalation/Customer Exiting
B Process 6: Regulatory Reporting
10 -
o . m Process 7: Internal Reporting
Incurs the most Requires the most Requires Most in need of Interested most in
cost to support training customized tools  improvement learning about
and data leading practices

Q)CG AP Source: CGAP Survey Results 83
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Survey participants believe ongoing customer monitoring

requires the most improvement and is where they are most
interested in learning about leading practices

Process Steps for Managing KYC

M Process 1: Customer ldentification

80

70 M Process 2: Customer Verification

60 -

W Process 3: Ongoing Customer
Monitoring

50 -

40 -

30 - M Process 4: Sanctions

20 -
M Process 5: Customer Issue

10 Escalation/Customer Exiting

M Process 6: Regulatory Reporting

Requires customized Most in need of Interested most in
tools and data improvement learning about leading
practices Process 7: Internal Reporting

Most firms have in-house and customizable monitoring systems that are costly to develop and maintain
Firms require qualified people to manage the system and data, or in the absence of sophisticated

systems firms employ larger human resources which is also very expensive.
Firms express interest in learning more about ongoing customer monitoring, as they lack sophistication

Q)CCAP Source: CGAP Survey Results 84
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Process support cost, when viewed by product, indicatetha

credit products involve more monitoring cost compared to Savine
payments and insurance

Process Steps for Managing KYC

70 -~
50 o
Savings Payments
45 - 60 -
M Process 1: Customer 40
Identification 50
35
30 40 -
M Process 2: Customer
Verification 25 30 -
20
15 20 1
M Process 3: Ongoing
Customer Monitoring 10 10 -
0 -
B Process 4: Sanctions Incurs the most cost to support freurs the most cost o support
45 - Credit 35 - Insurance
M Process 5: Customer
Issue 40
Escalation/Customer 30
Exiting
M Process 6: Regulatory 25
Reporting 20
15 -
M Process 7: Internal
Reporting 10
Incurs the most cost to support 5
0 -

Incurs the most cost to support

Incurs the most cost to support

Q)CG AP Source: CGAP Survey Results 85




Training required, when viewed by product, indicates that'cr

and insurance products require more customer monitoring traini

compared to savings and payments

Process Steps for Managing KYC

Requires the most training

M Process 1: Customer
Identification

M Process 2: Customer
Verification

M Process 3: Ongoing
Customer Monitoring

M Process 4: Sanctions

M Process 5: Customer
Issue
Escalation/Customer
Exiting

M Process 6: Regulatory
Reporting

M Process 7: Internal
Reporting

((Z)CG AP Source: CGAP Survey Results

40
35
30
25
20
15
10

5

0

35

30

25

20

15

10

f Savings }

Requires the most training

Requires the most training

45 +
40 -
35 A
30 A
25 -
20 -
15 +
10 +
5
0 -

25

20 ~

15 4

10 -

Payments

Requires the most training

. Insurance

Requires the most training




The need for customized tools and data, when viewed by

product, indicates that ongoing monitoring is the primary proce

step across all product categories

Process Steps for Managing KYC

N

60 -

40 Savings
35 - 50
M Process 1: Customer
Identification 30
40 +
25 -
B Process 2: Customer 30 -
Verification 20 -
15 - 20 -
M Process 3: Ongoing 10 -
Customer Monitoring 10 -+
5
0 -
0 -

M Process 4: Sanctions

40 - : _
M Process 5: Customer Cﬂ’@dﬂfi 30
Issue 35

Requires customized tools and data

Requires customized tools and data

Insurance

Escalation/Customer 25
Exiting
M Process 6: Regulatory 20 -
Reporting
15 -
M Process 7: Internal
Reporting 10 -
Requires customized tools and 5 |
data
0 -

Requires customized tools and data

((Z)CG AP Source: CGAP Survey Results

Requires customized tools and data
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Measurement of KYC costs is not a current capability OF PROHE

most surveyed organizations

Measuring the cost of KYC

B Can measure costs associated with
Most firms do not measure KYC for low-income customers
the cost of KYC although
they acknowledge the
importance of doing so in

the future

B Can measure costs associated with
KYC, only in aggregate

i Does not currently measure costs for
KYC processes separately

H Does not currently measure costs to
serve low-income customers
separately

The majority of those that
responded that they can,
were unable to demonstrate
that. They considered
aggregate measurements
when responding in most
cases Reducing fees/incentives for 3" BC as well as
fees to customer transactions is a key area of
focus. Currently such fees and incentives can range
from 1-8% making saving product offering unprofitable
or driving interest rate up for credit ones

m High-priority on measuring KYC
costs. Currently working to develop
this capability

Q)CG AP Source: CGAP Survey Results
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Interview tracker — 67 interviews were conducted
of deployments B

T Con ] Organization Type

1 Brazil Advocacy Planning and New Business Development
2 Cambodia Bank CEO

3 Colombia Bank Directora Nacional de Proyectos

4 Colombia Digital Finance Directora Comercial y de Negocio

5 Cote d'lvoire Bank Manager of multi-channel services

6 Ghana Bank Specialist in Digital Finance

7 Ghana Bank Director

8 Ghana MNO Business Transformation Manager

9 Ghana NGO EPAME Evaluation

10 India Bank Managing Director

11 India Bank Deputy Vice President

12 India Digital Finance Assistant Director General

13 India Foundation Chair of IFMR Finance Foundation / Policy Research Analyst
14 India MFI Assistant Manager - Marketing & Strategy
15 India Payments President, Corporate Strategy

16 Indonesia Advocacy Regional Credit Initiation Head

17 Indonesia Advocacy Mobile Money Policy Advisor

18 Indonesia Bank National Advisor for Green Economy

19 Indonesia Bank Head of Sales

20 Indonesia MFI Managing Director

21 Indonesia MFI Comptroller

22 Indonesia MNO Assistant Director

@CGAP
B



Interview tracker — 67 interviews were conducted acr :

of deployments

T ——————

Indonesia MNO Head of Payments
24 Indonesia NGO Senior Program Manager
25 Indonesia NGO Chief of Party - USAID
26 Indonesia NGO Senior Financial Sector Specialist
27 Indonesia Technology Head of Government Engagement
28 Kenya MNO Head of Orange Money
29 Kenya MNO Fraud protection/RM rep
30 Malaysia Bank Managing Director
31 Malaysia Bank Managing Director
32 Mexico Bank Director Inclusion Financiera y Canales Méviles
33 Mexico Retailer Commercial Executive
34 Nigeria Advocacy Policy & Innovation Fund Manager
35 Nigeria Bank Group Managing Director
36 Nigeria Insurance Risk Policy Officer
37 Nigeria MNO Head of Risk Control and Compliance / COO
38 Nigeria MNO Project Manager Mobile Money
39 Pakistan Bank Head of Branchless Banking
40 Pakistan Bank Product Associate
41 Pakistan Bank CEO / Head of Compliance
42 Pakistan Bank Product Management & Solution Delivery
43 Pakistan MFI Head of Operations
44 Peru Bank Development and Innovation Manager

@CGAP
B



Interview tracker — 67 interviews were conducted acr :

of deployments

L B S

Philippines Financial Research President and CEO
46 Philippines MNO Compliance Officer
47 Philippines MNO Head of e-Money and Payments
48 Rwanda Bank CEO
49 Senegal Bank Regional Head Cards and Electronic Banking
50 Senegal Bank Directeur Général
51 South Africa Bank Regulatory Head and Specialist Advisor
52 South Africa Bank Deputy CEO
53 Tanzania Advocacy Country Manager
54 Tanzania Advocacy Manager
55 Tanzania Advocacy Management
56 Tanzania Bank Branchless Banking Project Manager
57 Tanzania Bank Citi Mobile Partnerships
58 Tanzania Bank Assistant Compliance Manager
59 Tanzania Bank Specialist Advisor: Digital and Alternative Banking
60 Tanzania Bank COO
61 Tanzania Bank Sales Manager
62 Tanzania Energy Financing Manager
63 Tanzania Financial Research Researcher- Financial Inclusion
64 Tanzania Financial Services Country Director - Tanzania
65 Tanzania NGO Agent Network Coordinator
66 Tanzania Payments Head of Business Development, Platform

Uganda MNO Project Manager

c/ >CGAP
—



