
Inclusive Digital Future 
Session Notes  
 

Client Voices: Rwandans Speak on Digital Financial Services 

Smart Campaign—lunch session 

The Center for Financial Inclusion has been conducting research on the Client Voice since 2015 seeking 

to listen deeply in one country in each global region. Earlier this year, CFI finished its Client Voice project 

in Rwanda.  Rwanda is the first country in the Client Voice project where the clients had digital financial 

services (DFS).  Over 1,200 client interviews were conducted by a local research firm.  Some highlights of 

the research included: 

• Clients expressed high levels of trust in their FSPs and high satisfaction with their DFS – 95%. 

• However, 93% of clients still preferred cash to digital financial transactions. 

• Clients perceived network downtime to be a big problem, with 51% of clients reporting having 

experienced this problem (the MNO however says that it did not experience such high levels of 

downtime as reported by clients).  Clients often blame the FSP not the MNO for the downtime 

they do experience.  

• 17% of clients who experienced downtime say they lost money or economic opportunities due 

to this downtime. 

Client Protection Principle 3 is Transparency and the Client Voice research showed that while there are 

some positive results, more still needs to be done by FSPs in Rwanda on this topic. For example: 

• 69% of clients interviewed say that it is easy to make mistakes 

• 88% of clients felt confident complaining if need be 

• 68% they understand their products 

• 80% say they do not know where to find information on the terms of their products  

When fraud occurs, it damages trust in both mobile money and the agent network and there need to be 

stronger mechanisms for recourse because clients either do not know they should report the fraud or 

they choose not to due to the costs involved e.g., such as traveling to a police station to report fraud and 

follow up as needed.  

In terms of the clients’ familiarity with DFS it was limited, as only 40% of clients even knew about the 

availability of digital credit. Most digital credit is nano-credit in this market (<$6). While of those that 

used the product 85% were satisfied however 30% who used the product said that their repayment 

amount was different than they thought it would be.  

In order to make the results of the research actionable, CFI partnered with several important 

stakeholders in the Rwandan market to make sure that the information would be put to good use.  For 

example, the research design included: 

• Selection of local leaders from within the financial services industry to form a Steering 

Committee for the research project,  

• Collaboration with the local Steering Committee to ensure the application of the data/results,  

• Partnership with the Central Bank to create policy level outcomes from the work, such as adding 

digital financial services to the national regulations, building capacity within the Central Bank 

staff to monitor DFS, and training agents on responsible behavior.   


