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Consumer protection focused on 

customer outcomes
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Why has traditional consumer protection not worked well?

Customers Providers Authorities
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Shifting the consumer protection paradigm

Shifting from buyer beware (customer onus) 

to seller beware (provider responsibility)

Customer

Well-being

Customer 

Value

Customer 

Protection
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Core common customer outcomes 

Suitability &
appropriateness

Meets 
purpose

Voice Choice

Fairness & respect Safety & security

I 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.

https://www.cgap.org/research/slide-deck/customer-outcomes-strive
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Lab tests show the importance of 

effective disclosure



Showing Total Cost of 
Credit in amount 
instead of percentage 
increases probability 
of choosing the 
cheapest credit 
product by 8%
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https://www.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools

Lab testing: Key facts statement for credit products

8.36

2.18

0

2

4

6

8

10

Price Elasticity for Credit Products

Price Elasticity 
Improves with 

Improved Key Facts 
Statement

Key Facts Statement

Provider Brochures



Improved Key Facts Statement 
had more than twice the 
effect on choosing a low-cost 
loan than a consumer having 
higher than average financial 
literacy

13https://www.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools

Lab testing: Key facts statement for credit products
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Separating finance charges leads to better borrowing decisions
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Choose your repayment 
plan:

1. Repay 228 in 45 sec
2. Repay 236 in 1min and

30sec
3. Repay 244 in 2min and

25sec

Choose your repayment 
plan:

1. Repay 200 + 28 in 45 sec
2. Repay 200 + 36 in 1min

and 30sec
3. Repay 200 + 44 in 2min

and 25sec

vs

Clarifying interest rates 
led to a reduction in 
default rates on first 

loan cycles from 29.1% 
to 20% 

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

Lab testing: Disclosure formats in digital credit



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

from 9.5% to 23.8% by 
making it an active 

choice 

Welcome to 
TOPCASH:

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

Choose your 
loan amount:

1.KES 200
2.KES 400
3.Exit Loan

Welcome to 
TOPCASH:

1.Request a 
loan
2.About 
TOPCASH

Kindly take a 
minute to view 
Terms and 
Conditions of 
taking out a 
loan:

1. View Ts&Cs
2. Proceed to 
loan request

vs

Reading the Terms and 
Conditions led to a 7% 

absolute drop in 
delinquency rates

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

Lab testing: Disclosure formats in digital credit



Digital credit research shows correlation 

between transparency and late payment



After Kenya’s Competition Authority required DFS providers to better disclose costs
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Greater transparency brings greater customer knowledge

https://www.cgap.org/research/slide-deck/module-2-disclosure-and-transparencylab-testing-tools
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Poor transparency amongst digital credit users

27%

73%

Tanzania

Reported poor transparency

Did not report poor transparency

19%

81%

Kenya

Reported poor transparency

Did not report poor transparency

• “I was charged fees I didn’t expect”

• “The lender unexpectedly withdrew my money”

• “I did not fully understand the costs or fees”

https://www.cgap.org/topics/collections/digital-credit
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Poor transparency is correlated with late repayment and 

default
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Tanzania Kenya

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

https://www.cgap.org/research/publication/digital-credit-revolution-insights-borrowers-kenya-and-tanzania
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About half in each country repay late… and many default
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https://www.cgap.org/research/publication/digital-credit-revolution-insights-borrowers-kenya-and-tanzania



• 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

21

Effective transparency can lead to good outcomes

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



Thank you To learn more, please visit 

www.cgap.org
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Distributing SHS in Cameroon
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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)

➢Population* : 25.9 millions

➢Density* : 50p/km2

➢10 million without access to electricity, 

majoritarily in rural regions*

➢2 official language (FR & EN)

➢+250 local languages spoken

➢Literacy rate** : 67.9% * Data from 2019 - Wikipedia and World Bank

**Data from 2018 - PNUD
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Challenges
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➢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 & transparent 
communication and therefore ensure: 

• customer satisfaction

• client recovery payment behavior 

• brand’s image & reputation
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Transparency Communication Practices
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Recruitment of all field 

agents directly in the 
appointed distribution 

areas for both 

commercial and 
technical team (sale, 

recovery, maintenance)

Recruitment of call 

center operators 
who master the 

main local 

languages 

Creation of visual 

instructions into the 
documentation 

provided with all kits  

SMS sent after payment 

including the amount 
transferred and the 

corresponding balance in 

days of light

Specific awareness 

campaign to all clients 
via SMS, flyers, local radios 

and traditional authorities
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Example - User Manual
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Example - Payment Instruction
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Thank you
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https://www.dropbox.com/s/qo1d10v6mc3tozm/Key%20Facts%20Statement%20for%20OGS%20template.docx?dl=0
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https://www.gogla.org/resources/consumer-protection-briefing-note-transparency
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