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SMART Kampaniyasi...

...global, sektor migyasl bir tesebbusdur: 100
olkadan 1400 tesabbusa qosulan istirakg! var

...beynalxalq terkibda idara komitasina malikdir

...Sosial Faaliyyet Uzre Isci Qrup (SPTF), MIX
Market Sosial hesabatliligi, Mikromaliyya reyting
agentlikleri, MF Transparency va digar bu tipli
gurumlarla amakdasliq edir.

...ACCION International taskilat terkibinde
“Financial Inclusion” mearkazinde yerlasir
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S

mart Kampaniyasinin Baxisi

Smart Kampaniyasi mikromaliyys sektorunun dord asas yolla
fundamental transformasiyasini nazarda tutur:

Mustorilor
uzarinda
digget
comlomak

« Butun
sektorun
maraqli
toroflari
mustarilarin
maraqlarini
ilk novbada
nazara
almalidirlar

« MMi-lor
soffaf,
ehtiramli vo
dlzgun
maliyya
xidmatlori
gostermalidirl
ar.

* Musteri
muhafizasi
prinsiplari
butun
mikromaliyya
amaliyyatlarin
a tetbiq
olunmalidir.

* Mikromaliyya
sektoru
masuliyyatli
maliyya uzra
lider kimi
forglenacek.
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Prinsiplarin yaradilma skalasi

e Smart Kampaniyasi
altt mustori
muhafizesi
prinsipini

¢ “Financial Inclusion” m[jgyyen|g§dirir_
Markazinin “Beyond
Codes” layihasi vo

e Mikromaliyya _
gruplararasi dialoq

liderlarinin - arasi ai |
imzaladig musteri muhafizesini
' oyranmaya baslayir
e ACCION Mikromaliyys Pokantiko y ye baglay
Sebakasi tarafinden D?_k|ar?3|y33|
mustari

yaradilmis prinsiplar
bayannamasini gabul edir

muhafizasindaki
catismazliglari
gOstordi
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Mustari Muhafizasi prinsiplori

1.

2.

3.

4.

Haddan artiq borclanmanin garsisinin
alinmasi

Seoffafliq ve masuliyyatli giymat qoyulusu

Muvafiq yigim tacrubalari

Etik Isci davranisi

Sikayetlara baxilma mexanizmlari

Mustari malumatinin maxfiliyi
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Niye mahz indi?

Mustari muhafizasine mahz indi daha cox digqgat
yetirmak asagidaki sebablara gora talab olunur:

» Hesabatlilig ve seffafliq telableri

* Bir sira olkalarde mikromaliyya bohrani

* Mikromaliyyanin tasiri barada neqgativ media rayleri

* Yuksak maraq faizlerina gora ictimai va dovlat qinag!

 Suratli inkisaf, artan reqabat ve yeni aktorlar
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Istirakgi rayi

Hansi ¢atinliklarle uzlasibsiniz? ?
 Artiq borclanma

« Soffaf giymat qoyulusu

* Mustari sikayastlori

« Maxfilik...

Yerli bazarin ragabatililiyi sizin

strategiya ve gerarlariniza necas tasir
edir?

Mustariler sizin tagkilatinizda daha
cox nayi giymatlendirir? Onlar nayi
dayismak istardiler?
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Smart Kampaniyasi MMi-lari “REAKSIYA”

vermaya gagirir

-Kampaniyaya gosulmagqg \
— Oyranmak, dyratmak va 6zinl giymatlandirmak

— Xarici giymatlendirma kecgirmak

- Pilot layihalardas istirak, tacruba mubadilasi, mumkun

texniki alstlardan istifade etmakla dayismak

- hesabat vermak va sertifikatlasmagqg

<




SMART Kampaniyasina gosulun

Qosulmaq cox asandir!
Internet sahifomiza kegin Join Us!

(smartcampaign.org)
Ve orda:
« Kampaniyani dastaklamayin fargli yollari

« Musteri muhafizasini icra etmak ugun
daha ¢cox malumat ve alatler almaq
Imkanlari ile tanis olacagsiniz

donate Endorse Now »

today -

take

action =

news
& highlights -

tools

& resources -

about

the campaign -

Learn more about endorsement »
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Talim prezentasiyalari

Sebakalar MMI
menecerlarini
talimlendire
bilarlar

MMI menecerlori
do 0z
novbasinda
Iscilarini
telimlendire
bilarlar.




Taskilatin ozunuqiymatlandirmasi

Sorgu: Mikromaliyya institutlar iigiin miistari miihafizesi iizre 6ziinii

qgiymatlondirma

Mustari muhafizasi
prinsipi

-eventing overindebtedness:

gm—

indikatorlar H

Monitoring borrower
overindebtedness

Suitable products

1. Management regularly
monitors levels of
borrower over-
indebtedness and uses that
information to improve
products, policies and
procedures.

2. The financial institution
offers multiple loan
products or flexible ones
that address different
business and family needs

Pl

Indikatorlarin izahi
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Taskilatin ozunugiymatlandirmasi

Sorgunun naticasi (nUmuna):

QA

Preventing

smart o~ .
campaign Owverindebtedness
50319
4.5

4.0
Privacy of Client Data _

x&{

. Transparency

Complaints Handling & 3.0 /7 e 7N

Resolution Responsible Pricing

Ethical Staff Behavior " Appropriate Collections

g



Qiymatlandirma: SMART Sertifikatlagdiriimis

Qiymatlandiricilar tarafindan giymatlandirma

SMART Kampaniyasi terafindan
sertifikatlasdiriimis giymatlendiriciler obyektiv va
daqiqg giymatlandirmalar edirler




Dayisiklik: Texniki Alatlar movcuddur

Coxlu sayda alstlar var ki onlar ictimaiyyat ucun
aciqdir:

v'Qiymeatlendirma talimatlari
v MMI aleti
v Soboka voe assosiasiyalar ucun aletler

v'Smart Qeydleri

¥

Bunlarin har biri barada atrafli malumat
SMART Kampaniyasinin internet sahifasinda

movcuddur QA
19 smart




Dayisiklik: Texniki Alatlara numunaler

v Taskilatin Etik davranis
macallasini neca yaratmagq
olar

v’ Fordi kreditlosma
prosesinda mustarilarin
muhafize olunmasi

v Mustari muhafizesinin
icrasl: Investorlar ugun
talimat

v’ va sair va ilaxir!




Qabaqcil tarubaleri paylagsmaq ve yaymaq numunalari

Mustori
muhafizasi uzra
“SmartNote”

Putting the
Principles into
Practice

Appropriate Collections Practices
damonstrate respect for borrowers whils
smphasizing the nead for clisnts to honor
their commitments fo lenders.

An institution shows
appropriate procficas
whean stoff treat clionts
with dignity aven
whean they fail to mest
thair repoyment com-
mitmonts.

Maxico's FinComdn

begon as a cradit

unicn in 1994, pro-

mofing savings among

its moembars. Since
2005 FinComdn has oporated as o regu-
loted financial insfitution offering savings,
insurance, credit, ond other finandial prod-
wcts. Through allionces with strategic part-
nars it reoches more than 150,000 clients
betweon savings ond credit

In 20046, focing rising defoult ratas, Fin-
Comin devwslopad on approach colled
Collections with Dignity ond carried out o
detailed revision of the collections process
to focws more on dient cutcomas and loon
racovery. it put policiss ond proceduras

in ploce fo implement this new philosophy.
FinComdn staff hove bosn very pleosad
with the effects on portfolio quality and
dient relotions.

Collections with
Dignity at FinComun

In 2008, while fadng rising default rates, FinComn
implemented a new collections philosophy in order
to support dients facing the global financial crisis
and cormbat rising default rates. The new philosophy,
Collections with Dignity, is based on the belief that
collections agents should treat clients how they themn-
selves would like to be treated.

By focusing on dient outcomes as well as loan recowv-
ery, FinCormin was able to strengthen mlationships
with clients, imcrease on-time payments, and mitigate
some of the effects of the global finandal cisis on the
institution’s portfolic,

RESETTING THE COLLECTIONS PHILDSOPHY

Collections with Dignity deemphasizes collections
alone and instead promotes listening to dients and
providing them with repayment solutions. The field
staff in collections is encouraged to refer to clients
as “dierts with late loans” instead of “delinquent
clients”in arder to awoid the negative connotations and
disdain associated with this wond.

The revamped collections process proceeds accord-
ing to the following schedule:

1. -56 days late: Loan officers handle collections.

2. 56-90 days late: Recovery specialists take over
the process, conducting up to three home
wvisits during which they offer finandal advice
and repayment solutions. During the first visit,
the spedalist listens to the dient’s problems to
determine why payment is late, In the second
wvisit, the specialist describes different repayment
optionsto the client and asks her to think about
which she would prefer. These options indude
lengthened payment periods, combining cash
and collateral for payment, and estruduringthe
loan. During the final visit, the specialist and the
client work together to choose the best solution.

ww W Smartcompaign.org
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lzloma: Dayisikliyi izloma

MiX Marketin Sosial Faaliyyat Hesabati ilo MMi bir sira sosial fealiyyet
indikatorlari asasinda tegkilatinin bu sahadaki faaliyyatini, hamg¢inin
mustari muhafizasi prinsiplarinin icrasini izloya bilir.

MiX Sosial Faaliyyat hesabatinin niimunasi
4 Training of staff on social performance

a Did any of your staff participate in training or orientation sessions
related to any aspect of social performance management, during the
reporting year?

Please chocse ane -

Ilf not, and not planning,
_plﬂ.'.-l axplain why not:

b If not, please skip this question. Otherwise, which staff have received
some kind of training on social performance management during the

reporting year? (Check all that apply):

[] Board membsers

[[] Tep management
[] Middle managemant
Dlu.-m offlcers

DI'!.-M.I:. office staff (M5, acoounting, administraticn)

[l cther (Mease specfy)

¢ On which areas related to social performance does your institution
offer staff training?

P B Ergewwore | 5PS Report PART 1 5P BegarsRERTTT Py s e [Crirrury J T | ]
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Mustari muhafizasi prinsiplarinin galacayi

* Prinsiplarin takmillasdiriimasi

* Mustari muhafizaesi tecrubalarinin
sertifikatlasdiriimasi
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Natico

Xulasoe:

« Smart Kampaniyasi global, sektor miqyasli bir
tesabbusdur

« Mustari muhafizasinin tekmillasdirilmasi va tasviqina
tacili entiyac var.

» Mustari muhafizasi ilk novbada musteri ehtiyaclarini
vacib tutan saffaf, masuliyyatli va etik tacrubalari
tecossum etdirir.

« Musteri muhafizasini takmillesdirmak ugun coxlu
gabaqcil taecrubalar movcudduir.

Toaskilatiniz mikromaliyya sektorunda
mustari muhafizasini dastaklamak ucun
«l][§EM neca calb oluna bilar? 2

campaign




Tasoakkur edirik!

Kampaniya ve mustari muhafizasi
prinsiplarina gosulun

Suallar? 9trafli malumat?
SMART Kampaniyasi ile alaga saxlayin
Email: info@smartcampaign.org




