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2008 Microfinance Technology Survey 

Purpose: Technology is consistently cited as one of the greatest challenges faced by microfinance institutions (MFIs) around the world. While efficient use of technology can help reduce costs, improve efficiency, and increase outreach, many MFIs continue to sink funds into poor technology investments or simply do not invest in technology which limits their ability to grow and compete. 

The survey will help us understand how MFIs are using technology today, how they are approaching future technology investments, and identify weaknesses and opportunities in the microfinance technology market.  More specifically, the survey will:

1. Inform MFIs: Survey results will reveal how MFIs approach technology as part of their overall strategy and whether they are making the necessary technology investments to reach their operational goals. Using this information, we will begin to develop industry benchmarks so MFIs better understand how their technology costs and functionality compare to similar institutions. 

2. Inform market players: Information from the survey will help identify weaknesses and opportunities in the microfinance technology market, from software products to supporting services. 

3. Influence CGAP programming: Survey analysis will also help identify areas for intervention and shape future activities of CGAP’s Technology Program.

How:  A short, quantitative survey will be made available in English, French, Spanish, and Arabic and both on- and offline in order to capture responses from a wide variety of institutions. The survey is broken into 4 categories:

1. Organizational profile, one and three year targets

2. Current hardware, software, and staffing 

3. Investment and maintenance costs 

4. Supporting Infrastructure – consultants and connectivity 

Output: Using data gathered over the course of two similar surveys since 2004, we will track progress of specific respondents and the microfinance industry as a whole. CGAP will segment the respondents according to size, type, and region to develop industry benchmarks that institutions, donors, and service providers can use to guide their investments. 

CGAP will use the survey analysis and benchmarks to develop an interactive technology self-diagnostic tool whereby MFIs will answer questions, view historical and current data to compare themselves against similar institutions, and access information on best practices in technology, examples of how MFIs are using advanced technologies, and other resources. The objective of the tool is to encourage MFIs to think more deliberately about technology as a critical component of their overall strategy.  

The survey is sponsored by the Information Systems Program, a joint initiative of CGAP and the EU/ACP Microfinance Program. Learn more at www.cgap.org/technology or send an email to info@isfund.org. 

Note to survey respondents: The survey should take about 20-30 minutes to complete and is best done by a manager or someone who will be able to answer financial questions as well as questions about your use of technology. The survey is also available at www.cgap.org/technology if you prefer to fill it out online.
1. Organizational Profile

1. Name of Organization:

	


2. Country:

	


3. Your Name:

	


4. Email Address:

	


5. Do you report to the MIX Market? (put an X in the appropriate box below)

	Yes (please proceed to question 8)
	

	No
	


6. For how many years has your organization been operating? (enter zero for less than one year)
	


7. How would you best describe the legal status of your organization?

	Bank
	

	Credit Union/Cooperative
	

	NBFI
	

	NGO or not for profit
	

	Rural Bank
	

	Other (please specify below)
	


8. Please answer the following questions according to the latest available numbers for your organization, and expected growth at one year from now, and three years from now. 

* For the purpose of the survey, consider a branch office to be somewhere other than your head office where cash is handled and data is entered.

	
	Today (latest available numbers)
	In one year
	In three years

	Active clients 
	
	
	

	Gross loan portfolio (US$)


	
	
	

	Total assets (US$)
	
	
	

	Branch offices, including head office*
	
	
	

	% of total assets accounted for by voluntary savings
	a. 0%

b. Less than 20%

c. More than 20%
	a. 0%

b. Less than 20%

c. More than 20%
	a. 0%

b. Less than 20%

c. More than 20%


9. Which types of products do you offer? Select all that apply. 

*For the purpose of the survey, consider a transaction/current account to be an account from which money can be easily withdrawn from a teller or by using a debit card or writing a check).

	
	Today           
	In one year
	In three
years

	Compulsory savings 
	
	
	

	Voluntary savings
	
	
	

	Savings collection at customer's home or business
	
	
	

	Loan repayment collection at customer’s home or business
	
	
	

	Term deposits
	
	
	

	Transactional/Checking/Current account*
	
	
	

	Individual working capital/microenterprise loan 
	
	
	

	Consumption loan
	
	
	

	Group loan
	
	
	

	Housing finance
	
	
	

	Education Loan
	
	
	

	Crop insurance
	
	
	

	Health insurance
	
	
	

	Weather insurance
	
	
	

	Life insurance
	
	
	

	Cattle insurance
	
	
	

	International remittances
	
	
	

	Domestic remittances
	
	
	

	Bill payments 
	
	
	

	Other (please specify below)
	
	
	


10. Current use of technology and plans for the future. Please answer according to your current status and your plans to introduce these products/services in one year and in three years.

* For the purpose of this survey, agents are retail locations where clients can conduct transactions with someone who is not your employee. For example, if your institution has a relationship with a pharmacy your client can go to the pharmacy to make loan payments, make a deposit, withdraw money, or make a transfer without having to visit your branch.

	
	Today
	In one year
	In three years

	We use a scoring application to evaluate clients.
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	We share data with a credit bureau.
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	Our clients may conduct transactions at agents*
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	Our clients may conduct transactions over a mobile phone.
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	We use a web-based portfolio management software with a central database
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	We outsource our information system to a third party (i.e. data and software are accessed over the internet).
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	We use handheld devices/mobile phones for data entry of transactions and receipts.
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans

c. Maybe

	We are connected to a payments system, such as an ATM or mobile phone network.
	a. Yes

b. No
	a. Yes, have plans

b. No, no plans

c. Maybe
	a. Yes, have plans

b. No, no plans


c. Maybe


11. We want to use technology to…. Select all that apply by putting an ‘X’ in the box.

	Reduce costs and improve operational efficiency.
	

	Compete with other institutions in our market.
	

	Attract new clients.
	

	Retain existing clients.
	

	Expand our geographic outreach and reach underserved areas
	

	Improve our ability to report financial and operational information 
	

	Improve our ability to report on social performance
	


B. Hardware and Software 

12. How do you track institutional information? Place an ‘X’ in the appropriate box for each module.
	
	Manual system (not computerized)
	Spreadsheet


	Off-the-shelf software


	Custom built software


	Not applicable



	Loans / Portfolio management 
	
	
	
	
	

	Cost accounting 
	
	
	
	
	

	Financial accounting
	
	
	
	
	

	Deposits 
	
	
	
	
	

	Insurance
	
	
	
	
	

	Remittances
	
	
	
	
	

	Member shares 
	
	
	
	
	

	Client information
	
	
	
	
	

	Social performance
	
	
	
	
	

	Branch and head office MIS reports
	
	
	
	
	

	Payroll and human resources
	
	
	
	
	


13. Please indicate the software applications you currently use.

For Portfolio Management we use (select from the list below or write in your product if it is not listed below):
Abacus OneWorld

AchidBanker

AdBanking

Afropack Financial Enterprise Manager

Ascend

Ascend .NET

BancMate

Bank Micro

Bankers Realm

BankSoft

BANTOTAL

CILBanker

COBIS (MicroBanx)

CommonCents 101 MicroFinance Software

Conexus

CoopLeader XXI

Cubis 2001 International

CUMIS Plus

DECISION System v.2

Delphix

Delta Loan

DolFin

DownHome Loan Manager

e-Finance

El Mohassil

eMerge 1.0

eSIACOM

EVOLAN PACK for Financial Companies

FAO-GTZ Micro Banking System (MBWin)

Finance Solutions

FinnOne Loans

FINO

FlexCube (iFLEX)

IMP@CT

KastellBanker

Kredits

Loan Performer

Loan Tracker

Loan Tracking System – LTS

M2 (Microfinance Manager)

McFinancier

Mercury

MF RESOLVE from Gradatim

Micro Financer

Microbank Information System

Microbanker (iFLEX)

MicroBanx iBSP 1.0

MicroManager

MiFi

MIFOS

Mimota

MLAS (Microloans Administration System)

MMFS

Octopus Micro Finance Suite

ORCHID Microfinance

Orbit

PharaFinance

Portfolio Manager

Portfolio Tracker

PowerFinance

SAF2000

SASA-PRO VISION 2003

SAVCO

Savings Plus

SIA

SIEM

SIMCO PLUS

Small Bank Manager

SML VISION 2003

SYSDE BANCA

SYSDE SAF

TEMENOS eMerge

The Exceptional Assistant (TEA)

Topaz Microfinance

Total Microfinancing Solutions(TMS/MicroFiTSolution)

W-Bank

14. Which of the following statements are true? Select all that apply by putting a ‘X’ in the box. If the question is not applicable, put ‘N/A’ in the box.
	Data flows automatically from our portfolio management module to financial accounting software without duplicate data entry.
	

	We manually extract information from reports and the database for cost accounting.

	

	Client information is linked to all of our product modules.

	

	When we add new software, it can integrate well with the existing software.


	

	All of our head office reports are generated automatically without manual intervention.


	

	Consolidating the branch data with the head office database is done automatically without manual interventions.
	

	We use the same software for accounting as we do for portfolio management.


	


15. Which three features of your information system are MOST in need of improvement? Select no more than THREE. 

	
	MOST in need of improvement

	Speed of processing transactions (i.e. the time it takes between a loan payment and when that payment is reflected in the system)
	

	Accuracy of information, e.g. potential for manual errors
	

	Number of accounts/clients supported
	

	Reporting and data analysis
	

	Number of products supported
	

	Flexibility in customizing existing products and adding new products
	

	End-of-period closing process
	

	Ease-of-use for staff
	

	Online help
	

	Cost-effectiveness
	

	Technical support from local vendor
	

	Software not in local language
	

	Flow of information from branches
	

	Accurately keeping track of information of clients using different products and services
	


16. At the end of each month, how many days does it take for your institution to generate the following operational information?

	
	Head office (after receipt of information from branches)
	Branches (time it takes to supply information to head office)

	Total clients
	
	

	Payments in arrears
	
	

	Savings mobilized
	
	


C. Investment and Maintenance Costs 
17. How many fulltime IT staff do you have? (IT staff perform the following functions: network administration, database management, software support, hardware support, data entry, report generation.)

18. When was the last time you made major investments in your information system (including purchasing and installing new software, adding new hardware and infrastructure, etc.)? How much did you invest (include the amount spent by your organization and any additional funding you received for the investment)?

	When did you purchase? (year)
	How much did you pay, including outside funding? (US$)

	
	


Comments. Please indicate what was included (modules, hardware, etc) in this investment.

19. Please estimate the amount spent (in US$) in the following categories during your last fiscal year. Include annual licensing fees, maintenance fees, etc. 
	Hardware: ongoing costs to maintain hardware


	

	Software: licenses, fees to add new accounts, ongoing costs for applications or databases, special analysis software tools, security or protection tools


	

	Connectivity: costs to use phone, cable, DSL, satellite, or other for Internet access, costs for any type of networking in head office or branches


	

	Training: in-house staff time to develop and deliver training on use of computers or software, external courses in these topic areas, related expenses incurred including but not limited to material production, facilities, facilitation supplies, travel, hotel or per diem


	

	Internal IT Staff: staff directly responsible for maintaining the technology systems (take % of staff time, then multiply by salary & benefits for that person)


	

	Internal Data Entry Staff: staff responsible for manual data entry of transactions: loans or other products approved, payments made, savings mobilized (take % of staff time, then multiply by salary & benefits for that person)


	

	Transportation: gas, insurance, cars, motorbikes, bicycles, etc.


	

	Technical Support & Consulting Services: support for network, software, data management and usage, as well as consulting services for needs assessment, project management, business process assessment, risk management, system optimization, connectivity strategy


	


20. Which of the following statements are true? Select all that apply by putting a ‘X’ in the box. Please indicate ‘N/A’ if the question is not applicable.
	It is easy for us to find qualified, well-priced vendors for our software and hardware needs.
	

	We are satisfied that the price we paid for our information system software is worth the benefits.
	

	We need new hardware and software but do not plan to purchase them due to lack of funding.
	

	The ongoing costs to maintain our information system are affordable. 
	

	We are satisfied with the level of support we receive from our software provider. 
	

	We are confident in our IT department’s ability to maintain our hardware and software.
	

	We have trouble hiring qualified IT staff.
	

	We have trouble retaining qualified staff.
	

	We are confident in our management’s expertise to make technology investment decisions.
	

	Our information system prevents us from achieving our operational goals. 
	

	We are satisfied that we are informed about the best practices of use of technologies in the sector.
	


D. Supporting Infrastructure

21. In the last three years, how have you used professional consultants (from outside your organization) to help with your organization's use of technology? Select all that apply by putting a ‘X’ in the box. 
	Technology strategy development
	

	Needs assessment
	

	Software evaluation
	

	Software selection
	

	Hardware and hosting recommendation
	

	Implementation 
	

	Data migration
	

	Reporting improvement
	

	Project management
	

	Have not used consultants
	

	Other (please specify below)
	


22. Which of the following statements about your use of consultants is true? Select all that apply by putting a ‘X’ in the box. 
	We received support from the IS Fund (www.isfund.org).
	

	It was difficult to find qualified consultants.
	

	We identified and interviewed more than one consultant capable of carrying out the assignment.
	

	We were satisfied with the services of our consultant(s).
	

	We implemented or are in the process of implementing the consultant’s recommendations.
	


Comments:

	


23. On average, how many hours per week do you have electricity? Select one option for your head office and one for your branch with the least electricity by putting an ‘X’ in the box.
	
	Never
	< 10 hours
	10-20 hours
	21-40 hours
	21-40 hours
	More than 40 hours
	Always

	Head office
	
	
	
	
	
	
	

	Branch with least electricity
	
	
	
	
	
	
	


24. How would you rate the Internet connection in your head office? Select one by putting an ‘X’ in the box.

	Fast: broadband, average 5 seconds to load web pages
	

	Medium: reliable broadband or dial-up, average < 8 seconds to load web pages
	

	Slow: dial-up, regularly unavailable, often takes > 8 seconds to load pages
	

	No connection
	


25. How would you rate the Internet connection in your branch with the poorest connection? Select one by putting an ‘X’ in the box.
	Fast: broadband, average 5 seconds to load web pages
	

	Medium: reliable broadband or dial-up, average < 8 seconds to load web pages
	

	Slow: dial-up, regularly unavailable, often takes > 8 seconds to load pages
	

	No connection
	


If you know your connection speed, please enter (you can check at www.speedtest.net).   

	


26. How does your institution transfer information between branches? Select all that apply.
	CD, flash drive, disk
	

	Phone
	

	Dial-up Internet
	

	High-speed Internet
	

	VPN or WAN
	

	Other (please specify)
	


THANK YOU! Please submit the survey by email to info@isfund.org or by mail to:

CGAP Technology Survey

1818 H Street, NW MSN P3-300

Washington, DC 20433
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