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“Empowering Consumers through
better communication, information
and support”

Available on the GOGLA Consumer
Protection Hub:

GE@GLA


https://www.gogla.org/consumer-protection
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When was the last time you This week
fully read* T&Cs that you This month
later accepted?

This year

T&Cs? Small print? | haven't
got time for that...
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Lessons and Insights from beyond the
sector - Juan Carlos lzaguirre, CGAP

Building better consumer experiences -
Lella Ayad, upOwa

Recommendations for off-grid solar
companies — Puck Van Basten, GOGLA

Discussion and questions
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Consumer protection focused on
customer outcomes

@ CGAP



Why has traditional consumer protection not worked well?

o
200

Customers

* Not receive adequate
value
* Exposed to risks that may
leave them worse off

()CGAP

i

Providers

* No major culture change
that links business value
and customer value
* Costly box-ticking
compliance

Authorities

* Detailed rules lead to
continuous catch-up
* Quick wins focus on
customer harm do not
foster a proactive and
holistic approach



Shifting the consumer protection paradigm

Aiming
for best
. interests
Ensuring
suitability
Avoiding
unsuitably
Avomémg Improve Seller
. a Prevent outcomes beware
practices it adverse Customer
imit loss
i .
O outcomes Well-being
Do no
harm
Buyer .
beware Shifting from buyer beware (customer onus)

to seller beware (provider responsibility)

Customer
Protection

(()CGAP



Core common customer outcomes

Suitability & O
appropriateness O
o8] O
n

Voice

| can make an informed
choice among a range of
products, services, and
providers based on
appropriate and sufficient
information and advice that
are provided in a
transparent, affordable, and
easy to understand way.

Choice

Meets
o

Fairness & respect Safety & security

()CGAP

https://www.cgap.org/research/slide-deck/customer-outcomes-strive



Lab tests show the importance of
effective disclosure

@ CGAP



Lab testing: Key facts statement for credit products

Showing Total Cost of
Credit in amount
instead of percentage
increases probability

Price Elasticity
Improves with
Improved Key Facts

of choosing the Statement
cheapest credit 10 o 36
product by 8% 8

6

4

2.18
2
: N

Price Elasticity for Credit Products

m Key Facts Statement
m Provider Brochures

(()CGAP

https://www.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools



Lab testing: Key facts statement for credit products

Comparative Impact on Loan ngroved KEV Facts Stitement
Choice of Financial Literacy ad more than twice the
effect on choosing a low-cost
Levels and Improved Key

: loan than a consumer having
Facts Statementz(sln %) higher than average financial
25

literacy
20
15 10

10 -

Improvement in Consumer Choice from
Control

ol

o

m Higher Financial Literacy of Consumer
m Key Facts Statement

(()CGAP

https://lwww.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools



Lab testing: Disclosure formats in digital credit

Separating finance charges leads to better borrowing decisions

(()CGAP

Choose your repayment

plan:

1. Repay 228 in 45 sec

2.Repay 236 in Imin and

30sec

3.Repay 244 in 2min and

25sec

Choose your repayment
plan:

VS 1. Repay 200 + 28 in 45 sec
2.Repay 200 + 36 in 1min
and 30sec
3.Repay 200 + 44 in 2min
and 25sec

-

|

Clarifying interest rates\
led to a reductionin
default rates on first

loan cycles from 29.1%

to 20% )




Lab testing: Disclosure formats in digital credit

Active choice approach increases viewing of T&Cs and reduces delinquency rates

(()CGAP

Welcome to
TOPCASH:

1.Request a
loan
2.About
TOPCASH
3.View T&C’s

Kindly take a
minute to view
Terms and
Conditions of

taking out a
loan:
1. View Ts&Cs
2. Proceed to
loan request

Welcome to
Choose your TOPCASH:
loan amount:
1.Request a
| 1KES200 oan r
2.KES 400 2 About
3.Exit Loan TOPCASH
N 4
Terms and Conditions .
viewinglincreased Reading the Terms and
ndition 79
from 9.5% to 23.8% by LTl A
.. . absolutedrop in
making it an active .
choice delinquency rates
\_ VRN

~

J

https://www.cgap.org/research/publication/consumer-protection-digital-credit



Digital credit research shows correlation
between transparency and late payment

@ CGAP



Greater transparency brings greater customer knowledge

After Kenya’s Competition Authority required DFS providers to better disclose costs

Consumer Estimates of Cost
of their last M-Shwari Loan

90% 80%

o

600/8 5204 56%

50% 38%

20% °

30%

20%

10% 0 0

0%
Correct Correct Correct
Estimate Estimate Estimate

Ksh200 Loan Ksh500 Loan Ksh1,000

Loan

H Baseline mEndline

()CGAP

https://lwww.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools



Poor transparency amongst digital credit users

Kenya Tanzania
%
= Reported poor transparency m Reported poor transparency
= Did not report poor transparency = Did not report poor transparency

» “l was charged fees | didn’t expect’
* “The lender unexpectedly withdrew my money”
« “l did not fully understand the costs or fees”

()CGAP

https://lwww.cgap.org/topics/collections/digital-credit



Poor transparency is correlated with late repayment and

default

(()CGAP

Late repayment and default among digital borrowers who reported and did not
report poor transparency

80%
70%
60%
50%
40%
30%
20%
10%

0%

70%

51%
39%
28%

S57%
45%

| have been late | have defaulted
in repaying a on my loan
loan

Tanzania

| have been late | h
in repaying a
loan

Kenya

ave defaulted
on my loan

https://www.cgap.org/research/publication/digital-credit-revolution-insights-borrowers-kenya-and-tanzania



About half in each country repay late... and many default

60% 56%

47%

31%
12%

Repaid a loan late Defaulted on a loan

50%
40%
30%
20%
10%

0%

B Tanzania mKenya

(()CGAP

https://www.cgap.org/research/publication/digital-credit-revolution-insights-borrowers-kenya-and-tanzania



Effective transparency can lead to good outcomes

« Going beyond point-of-sale disclosure, avoiding information overload and
present biases

* Focusing on simple, non-misleading communication throughout the product
lifecycle

* And monitoring whether information empowers customers to make better
financial decisions

(()CGAP

https://www.cgap.org/research/publication/making-consumer-protection-regulation-more-customer-centric



Th an k yo U To learn more, please visit

@ CGAP



WWW.cgap.org
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Operational experiences
upOwa




Distributing SHS in Cameroon

upOwa : Solar Home System distributor in Cameroon since 2016

> Created in 2014

Distribution tested in the West Cameroon in 2016

3 products, each comes with a Paygo offer

Now implemented in most regions of Cameroon
>> 30’000+ installations, changing about 200’000 lives

Cameroon)

>Popula’rion* : 25.9 millions
>Densi’ry* : 50p/km2
10 million without access to electricity,
majoritarily in rural regions*
2 official language (FR & EN)
+250 local languages spoken
Li’rerocy rate** : 67.9% * Data from 2019 - Wikipedia and World Bank

**Data from 2018 - PNUD

Ny
- L4
U p@w Q 25
S © 2020 upOwa. Private and Confidential



Cameroonian socio-cultural context brings challenges in verbal
& written communications with upOwa'’s prospects & clients.

In both commercial & customer care processes, specific
practices have been deployed to set clear & fransparent
communication and therefore ensure:

® customer satisfaction
® client recovery payment behavior
® brand’s image & reputation

nnnnn

© 2020 upOwa. Private and Confidential



Transparency Communication Practices

Creation of visual 1

\

Recruitment of call

insfructions info the Recruitment of all field center operators

documentation agents directly in the who master the
provided with all kifs appointed distribution main local
areas for both languages

commercial and

technical team (sale,
recovery, maintenance) ‘

SMS sent after payment
including the amount
transferred and the
corresponding balance in
days of light

- Ld
UDQLUO 27
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upQwa

T ROWER LTI NN

Example - User Manual

Il est conseillé de charger votre
téléphone entre 11h et 14h
J

@ )

Qhutesenlhuteur/chos) \~ Nopntoucmrhl'amnn)o
&
// ‘ pas éteindre la TV &
partir de la box, il faut
Koémomage/ttpamion j \ Haute e ) utlluruulicomrnandy

ﬁ:Eﬂ Igi

Eteindre la lumiére lorsque
\\vous quittez une piéce

& > Protégez vos équipements des expositions a I'eau. Au cas ou un appareil entre en contact avec de I'eau,
éteignez le et faites le sécher naturellement

© 2020 upOwa. Private and Confidential




Example - Payment Instruction

Lrs . Garet ; Etape 3: Saisissez votre numéro Etape 4: Saisissez le montant de
Etape 1: Avec votre téléphone Etape 2: Saisissez 1 et validez . . . .
orange, Appelez le nurl:léro d'installation et validez votre achat et validez
»
UPOWEA
Veuillez saisir le
montant de votre achat

9959: Accueil
7777 Précédent

Etape 8: Vious recevrez un SM5 Etape 7: Vous recevrez un SMS Etape 6: Vous recevez le message Etape 5: Entrez votre code
de confirmation d'UPOWA d'Orange vous signifiant que le suivant et validez secret et validez
avec votre code d'activation paiement a bien été effectué rr——
Vous souhaitez créditer
le numéro d'installation
Merci pour volre w-venenoon U cliEnt (nom
paiement de SOOOECES, du client) pour une
crédit restant & payer paiement da U Wh’a::e- ------- - Entrez
P voitre secret pour
Eoaces le e réussipar 898552420 o confimer
00425623541587469851 Transaction: M e .
16081.1414.A05144, 7777 Précédent
"""" Maontant: S000FCFA,
Solde:18500FCFA. Annuler ENVoyer
i Errvot wia man eperates
L)
- -
UpW/UJa 29

=
TS POWER FLUTLENRN

© 2020 upOwa. Private and Confidential



Thank you
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How off-grid solar companies can
empower customers and improve
business outcomes through better

transparency

Puck Van Basten




TRANSPARENCY

RESPONSIBLE
SALES AND
PRICING

GOOD
CONSUMER
SERVICE

FAIR AND
RESPECTFUL
TREATMENT

GOOD
PRODUCT
QUALITY

PERSONAL
DATA
PRIVACY

CONSUMER
PROTECTION LEALEIWA
CODE

The company shares clear and
sufficient information on the product,
service, payment plan and personal
data privacy practices to enable
consumers to make informed decisions.

The company shares relevant and
timely information before, during and
after sales.

The company communicates in a
language and manner consumers can
understand.



Transparency underpins other
principles of the Consumer Protection
Code, especially:

Responsible sales and pricing

Data privacy

Fair and respectful treatment

Consumer-facing transparency
practices identified as challenging for
OGS companies

Consumer insights research highlights
the impact of poor transparency

CONSUMER
PROTECTION
CODE

Their solar is good but make promises that
they don’t keep. The company should be
honest and give proper information to the
customers.

Guide me on the use of the product, the
payment method etc. | don’t have enough
information on how to use the product. The
agent didn’t explain anything to me.

GE@GLA



GOGLA
Challenges with consumer-facing transparency ?I{Eg%ﬁéﬁfgu

Multiple
languages

per market
Remote Low literacy

agents levels

Lack of
digital
connectivity

Complexity
of PAYGo




Complex
language in
payment plan

Product
locked due to
late payment

Customer
stops paying

Customer
thinks it is
broken

Company
loses revenue

Company
sends
technician

CONSUMER
PROTECTION
CODE

GE@GLA




. . . . . GOGLA
Using the consumer journey to identify areas for improvement SSS?E&FSN

»n B B D

Pre-sales and Onboarding PAYGo After-sales and
marketing and installation payments customer service
O Aim to enable O Confirm client’s O Clear information d Transparency from
consumers to understanding of about how to the beginning
make an informed key facts make payment O Be clear on service
decision O Adapt O Provide balance provision to
O Comprehensive communication to statements at manage
pricing and client’s needs appropriate times expectations
product d Cooling-off period O Provide a
information complaints
Q Different formats information flyer

and channels
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What? How? When?

+ What information » What is the « At what point
needs to be best way to in the customer
disclosed? communicate journey should

» What is the with different key information

most important types of be shared?
content for the consumer? « How much time

consumer? How can the do consumers
OGS company need to digest
ensure information?
information is
understood?




What?

« What information
needs to be
disclosed?

« What is the

most important
content for the
consumer?

Cash sale - Cash
price, product
specifications

PAYGo sale - TCO,
repayment plan,
payment options, late
or non-payment fees
or penalties
Warranty

Data privacy

CONSUMER
PROTECTION LEALEIWA
CODE

a

8)
(@

9)
a)

b)

) Payment is Lo be by credtideblt card o

Terms and Conditions of Sale

The Edge (Systems) Limited,
Registered Company Number 2483623
Windsor Piace, Penarth, Cardif, CF64 10L.

Intarpretation

In these conditions of sale:

‘the Company’ means The Edge (Systems) Limted

e Buyer' means the person or fitm or Company ordering, buying, hiing or being loaned goods from the Company.

‘the Goods' means the goods or the senices, the subject matter of the relevant order, contract for sale, hire or loan (including any part or
parts of them).

the Contract’ any contract between the Company and the Buyer for
Risk and title

The risk in the products will pass to the customer as soon as they are delivered to the customer

The Edge willremain the sole and absolute owner of the geods untl fuf payment for them has been received. Untd such payment has been
received the buyer wil hold the goods for The Edge as fiduciary bailee and wil store them at s premises separately fr
o thase of any other person and in a manner which makes them identifiable as products of The Edge

When payment for the products & overdue or the buyer suffers distress or execution 1o be levied against ts effects, makes an amangement
o composition with ers into liquication or has an administrator o receiver appointed for the whole
or any partof its undertaking, or being an individual has a receiving order and bankuptcy made against them then

f the buyer remains in possession of the gaods, whether or not they have sold them, the Edge shall be entitied to recover the goods from
the customer; or

1f the buyer has parted with possession or has soid them as fiduciary bailee,
the goods as represent the buyer's liabily to The Edge in respect of them
The Edge may, for the purposes of recovery of ts goods enter upon any premises where they are stored or where they are reasonably
thought to be stored and may reposess the same,

Charges

Al prices advertised are subjgct to VAT which s payable in addiion by the buyer

The Edge reserves the right to amend prices s and when necessary and in the case of erfors on prices the right to rescind any order and
crodit back to the buyer any payment received.

Payment

he sale and purchase of the goods incorporating these condtions.

n 28 own products

then he shall hold in trust 50 much in the proceeds of sale of

cheque, please note that cheques will need 1o clear before despatch of the goods will be made.
Credit acoounts are available to buyers who have completed an Account Application form and that application has been satisfactorily
acceptod by The Edge, The Edge’s decision on this wil be final, Payment terms for credi accounts are strictly nett monthly and The Edge
reserves the right 1o charge interest at 3% per annum above Barciays Bank PLC Base Rate as amended from time 1o tme and will be
charged on a daily basis on overdue accounts calculated from the date payment is due until receipt of the payment by The Edge.
Delivery

Al published delivery timescales are subject to avallabilty, The Edge will not be liable for any failure 1o deliver within published timescales
this Includes loss of Interest, revenue or goodwil, or any payments due to a third party i excess of the cost of repiacing damaged or
defective g
Delivery costs are in addtion to the published prices and will be added at checkout stage

In the event of any damage to the goods upon delvery the buyer must notify The Edge within three working days of delivery and must sign
the carriers delivery documentation as damaged, this allows us to diam back from the s insurance policy and then enables us 1o
reimburse the buyer.

Force Majeurs

Nelther party shall have any liabilty to the other for any failure or delay in performing lts obligations due to any circumstances wholly or
partly beyond its control, such circumstances shall include but not be limited to fire, flood, power failure, mechanical failure, lack or shortage
of materials, strike, lockout or any other industrial action

Refunds

The Edge wil refund any goods and outward cariage costs Ifthe order is cancelled by you within a 7 day cooling off period. You are advised
to return the goods to us, within 7 days of delivery, with the original packaging, to ensure the goods are not damaged on their return journey.
Cookies

A cookie is a smal text file wrkten to your hard drive that contains informatior
about users.

The website provider (The Edge (Systems) Limited) uses cookies 1o personalise your experience of the Website. Most web browsers allow
you 1o control how cookies are accepted by adjusting your web browsers settings. If you set up your browser 10 reject the cookie, you may
Stal use the Website.

Senvices delivered via the website such as video or embedded content from ext
(computer)

I you register or login to the website you are deemed o be accepting these terms 2
cookies on your machine (computer).

You can read more information about cookies set by this website on our Cookies information page.

Please follow the structions on the Cookies Page to remove (The Edge (Systems) Limited) cookies from your machine.

General

No modfication or amendment of these terms and conditions shall be valid unless agreed in writing and signed by the duly authorised
Representative of both parties.

Al contracts are to be subject to English law

bods.

ta

about you, Cookies do not co

ny personal information

nal providers may also place cookies on your machine

d conditions and consenting 1o the website placing
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Key Facts Statement for Off-Grid Solar PAYGo Purchases (Example)
How?
The Basics
+ You are buying:
+ The total amount you will pay is:
+ You will pay by:
« What is the
b Your Repayments
eST Woy to @ + You have paid a down-payment of on
. « You will pay: every for
com munICGfe « Your next payment is due on:
with different
Late Payment Penalties and Fees
fypes Of « If you do not pay in time, after O days, your product will be . It will be
unlocked when you next pay a minimum of X
consumer? + If you do not pay for consecutive days, your product will be
HOW can The Your Warranty
+ The warranty on your is valid for and ends on
OGS com pCI ny « To claim your warranty, Call Freephone
ensure
Data Sharing and privacy
inform ohon |S = Your personal details will only be .used for : and will not be shared wii.h other parties.
+ We report your data with a Credit Reference Bureau (CRB). If you fall behind on your payments,
u nderstood? this may negatively affect your credit profile and affect your ability to obtain further credit.

Download the KFS template for OGS companies .



https://www.dropbox.com/s/qo1d10v6mc3tozm/Key%20Facts%20Statement%20for%20OGS%20template.docx?dl=0

When?

« At what point
in the customer
journey should
key information

be shared?

« How much time
do consumers
need to digest
information?

Timing is everything
Ensure customers
have enough time
to read and digest
before the sale
Allow a cooling-off

period

CONSUMER
PROTECTION LEALEIWA
CODE




° GOGLA
Main take-aways gggﬁggFgN

Check your T&Cs Add a step

Review your customer Add a simple §1ep to
contracts and your onboarding

implement a Key Facts process to check
Statement consumers understand

key T&Cs

Train your agents Speak their language

Ensure agents Support local
receive training on languages and use
how to explain prices visual aids where
and products possible
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The [company] agents are very nice to us.
And the company itself often notifies us of
things by text messages and phone calls. In
addition, the solar panel and the battery are
useful and durable.

They are very friendly, quick to resolve
customer issues, | also enjoy how well they
communicate with their customers and that
makes me happy and appreciative of their
products.


https://www.gogla.org/resources/consumer-protection-briefing-note-transparency

GE@GLA

Thank you.

www.goqla.org/consumer-protection

p.vanbasten@gogla.org



http://www.gogla.org/consumer-protection
mailto:P.vanbasten@gogla.org

