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“When financial service providers are product oriented and do not
consider a customer’s need, they are missing the mark. We should
start by asking why many are not using the financial services
available to them, why they would want to use the services in the
first place, what their primary financial concerns are, and how we
can create products that meet their actual needs. This will help us
to offer what they want—and use—versus what we want.”

—Gerhard Coetzee, CGAP

Access to financial services is central to financial inclusion,

but people cannot benefit from these services if they do not use
them. In turn, financial service providers cannot generate
income if accounts are dormant or not used. Designing services
that are based on customers’ actual needs is crucial, particularly
in the case of very low-income customers who need products
that complement how they manage their money.

Understanding the needs of the customer and delivering
services accordingly - what is known as “customer-centricity” -
are essential ingredients for success, both for the provider and
the customer. Studies show that customer-centric financial
service providers fare better in the long run by retaining loyalty,
anticipating changes, and meeting demands. By understanding
how and why the poor manage their money, financial service
providers can in turn create more meaningful and useful
solutions that will be taken up and used more broadly. Building
on that knowledge is the starting point.
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Like everyone, poor people want financial
predictability. They want a reliable income
and to be able to cover regular expenses. But,
they face several challenges and risks,
iIncluding low and fluctuating incomes, health
Issues, erratic weather conditions, and
uncertain crop performance.

So how do poor people cope financially?

Here are some ways poor people organize
their money.
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EXAMPLES OF WHAT FINANCIAL
SERVICE PROVIDERS CAN DO

Poor people are primarily interested in how to generate a stable
income, the timing of funds, and finding ways to cover gaps. They
need services and products that address and mitigate these
challenges.

When working with financial service providers, poor customers
look for a relatuonshlg 3ngl mteractlon based on mutual trust, gam
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Offer a tool for customers to manage their savings in categories labelled
by them. This empowers them to use their own logic and stick to their goals.

Design and offer credit products and savings tools that help customers fill
income gaps.

Offer a service where windfalls can be invested in a place that cannot be
easily accessed or liquidated.

Help customers to rethink their financial goals as their account balances
grow over time.

Facilitate customers to “learn by doing” and thus build their confidence in
using services that are valuable to them.
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