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2018 Customer Centric Learning Event | Mamallapuram, India | February 19-22 

Radisson Blu Temple Bay 
WORKING DRAFT 
November 10, 2017 

Monday, February 19: SPTF Pre-meetings 

Time Session Room 

All meetings today will observe the following break times:  
* 10:30—Refreshments Break #1       *13:00-14:00—Lunch 
* 15:30—Refreshments Break #2  

8:00 Registration & Briefing Materials Pick-up TBD 

9:00-
10:30 

Pre-meeting Plenary Session - Applying SPM to Different Business Models 
Attendees of all Monday sessions listed below will meet at 9:00 for a plenary session to 
discuss how SPM applies to business models including banks, FinTech providers, and 
SMEs. This panel will answer the questions: How can non-traditional providers use the 
Universal Standards to protect and create benefits for their customers? How can the SPTF 
continue to adapt the Universal Standards to reach a wider range of actors and 
increasingly diverse products? Leaders from banks, FinTech companies, and SMEs will 
discuss how SPM is valued in their organizations, and the SPTF will invite the audience to 
share their ideas for extending the reach of the Universal Standards. 
 
Attendees will leave this plenary session, enjoy a tea/coffee break with refreshments 
and networking, then move to the session selected for the rest of the day. 

TBD 

11:00-
17:00 

Introductory Training on the Universal Standards for Social Performance Management 
This training will introduce “newcomer” participants to the Universal Standards for SPM, 
the resources available to financial service providers (FSPs) for improving practice, and 
examples of FSPs who are implementing the Standards. Participants who are new to SPM 
and/or the SPTF are highly encouraged to attend this training, prior to attending the 
plenary meetings.  Open to all—training content is focused on FSPs and support 
organizations. 

TBD 

11:00-
17:00 

Assessor Training on the SPI4 Social Audit Tool  
This training will focus on helping participants understand and apply the functionalities of 
the SPI4 social audit tool. The training is for those who are familiar with the Universal 
Standards and want to 1) perform a self-assessment of their own financial institution or 
2) become a qualified social auditor through CERISE.  The first step required to become a 
qualified auditor is this classroom training, however there are other required steps as well.  
The cost of this training is US$ 100 for MFIs, National Networks, and Indian residents and 
US$ 150 for all other participants. Prior registration is required and fee is paid through 
online registration.  Open to all - training content is focused on financial service providers 
and support organizations. 

 
 
 
TBD 

11:00-
17:00 

Outcomes Working Group Meeting 
This meeting will be a working session for members of the Outcomes Working Group 
and any interested participants, to share advances, challenges and practices related to 
the measurement and monitoring of social results.  Open to all participants.  

 
 
TBD 

11:00-
17:00 

Social Investors Working Group Meeting  
The meeting will discuss progress, updates, and challenges of ongoing investor initiatives 
in responsible inclusive finance. This is an investor-only meeting.  

 
TBD 

  

https://www.radissonblu.com/en/hotel-mamallapuram
https://sptf.info/universal-standards-for-spm/universal-standards
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Tuesday, February 20 

Time Session Room 

8:00 Registration & Briefing Materials Pick-up  

9:00-
10:30 

Tuesday Plenary Sessions:  Year 2030: Have Financial Services Become Customer-
Centric? 
Looking back from 2030, we reflect on ways in which providers learn from customers 
and senior management drive and create a customer-centric culture. Keynotes and 
workshops will focus on how to apply and use customer-centric strategies and 
management tools highlighted in the recently released CGAP Customer-Centric Guide. 

TBD 

10:30–
11:00 

Networking Session & Refreshments  

11:00–
13:00 

Tuesday Morning and Afternoon Workshops 
Participants will select from the topics below to participate in two separate workshops, 
one before lunch and one after lunch.   

• A Revolution in My Backyard: Making good customer experience a movement in 
your organization 
Learn how to improve the experience along the customer journey - Including 
awareness, registration, use and cross-sell—and across all touchpoints—physical 
(branches), remote (customer-service helplines), digital (UI/UX). 

• A Pyramid in the Pyramid: Segment strategy and how to make it work 
Learn how to devise and implement a strategy on profiling your market to build 
tailored solutions and expand use cases. 

• Leadership and Culture – the buck starts and stops here 
Learn what it takes to lead customer-centric change in your organization. 

• Be Seen, Be Heard: Using customer data to learn from customers 
Learn how to build the mechanisms and channels in your organization to 
systematically listen to your customers’ voice and incorporate their input in all aspects 
of design and delivery of your services. 

 

TBD 

13:00–
14:00 

Lunch Buffet 
 

14:00– 
16:00 

Tuesday Afternoon Workshops  
Morning workshops be offered again in the afternoon. Choose one workshop from the 
list below. 

• A Revolution in My Backyard: Making good customer experience a movement in 
your organization 
Learn how to improve the experience along the customer journey-Including 
awareness, registration, use and cross-sell—and across all touchpoints—physical 
(branches), remote (customer-service helplines), digital (UI/UX). 

• A Pyramid in the Pyramid: Segment strategy and how to make it work 
Learn how to devise and implement a strategy on profiling your market to build 
tailored solutions and expand use cases. 

• Leadership and Culture – the buck starts and stops here 
Learn what it takes to lead customer-centric change in your organization. 

• Be Seen, Be Heard: Using customer data to learn from customers 
Learn how to build the mechanisms and channels in your organization to 
systematically listen to your customers’ voice and incorporate their input in all 
aspects of design and delivery of your services. 

TBD 
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16:00–
16:30 

Networking Session & Refreshments   

16:30-
18:00 

Demonstrations:  Customer-centric Innovations  
A select group of financial service providers will share their stories of implementing 
customer-centric practices and how that contributed positively to their bottom line. 
Take an “on-site” visit to these organizations without leaving the conference. 

 

TBD 

Wednesday, February 21 

Time Session Room 

9:00–
10:30 

Wednesday Plenary Session: Digitizing Finance:  Opportunities and Risks 
With an all-pervasive digital environment, the range of opportunities to gather customer 
information and design better services increases. There is also danger that this shift to a 
low- or no-touch model will leave behind the poorest and most vulnerable customers. 
Sessions will highlight examples of innovations where digital financial services driven by 
customers’ needs can mitigate some of these risks and differentiate them from others. 

TBD 

10:30–
11:00 

Networking Session & Refreshments 
 

11:00-
13:00 

Wednesday Morning and Afternoon Workshops 
Participants will select from the topics below to participate in two separate workshops, 
one before lunch and one after lunch.   

• CGAP Customer Analytics Toolkit:  Customer centricity driven by customer analytics 
Learn how to use transactional data to build customer insight- both for diagnosing 
current problems and recognizing future opportunities. 

• Tools to Cope with a Low Human Touch Model in a Digital Era:  What is lost with a 
low-touch model and how to mitigate the impacts 
This workshop will discuss mitigation measures for one of the most significant risks 
associated with digital finance:  the lack of human interaction between customer and 
provider.  Participants will learn about proven and emerging solutions, and workshop 
new ideas from their own experience. 

• The Poor Strategists:  Using digital finance to help the poor apply their strategies 
Learn how to design tools and UI/UX that empowers customers to use digital finance 
services that are relevant to them. 

• Tools for Empowerment:  Agent and employee empowerment in the digital world 
Learn how to provide you employees and agents with resources that equips them to 
innovate and deepen customer-relationships; how to empower agents that are key 
to building trust and enhancing uptake and usage of financial services. 

  
 
 
TBD 

13:00-
14:00 

Lunch Buffet 
 

14:00—
16:00  

Wednesday Afternoon Workshops  
Morning workshops will be offered again in the afternoon. Choose one workshop from 
the list below. 

• CGAP Customer Analytics Toolkit:  Customer centricity driven by customer analytics 
Learn how to use transactional data to build customer insight—both for diagnosing 
current problems and recognizing future opportunities. 

• Tools to Cope with a Low Human Touch Model in a Digital Era:  What is lost with a 
low-touch model and how to mitigate the impacts 
This workshop will discuss mitigation measures for one of the most significant risks 
associated with digital finance:  the lack of human interaction between customer and 
provider.  Participants will learn about proven and emerging solutions, and workshop 
new ideas from their own experience. 

• The Poor Strategists:  Using digital finance to help the poor apply their strategies 
Learn how to design tools and UI/UX that empowers customers to use digital finance 
services that are relevant to them. 

 
 
 
TBD 
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• Tools for Empowerment:  Agent and employee empowerment in the digital world 
Learn how to provide your employees and agents with resources that equip them 
to innovate and deepen customer relationships; and how to empower agents that 
build trust with clients and enhance uptake and usage of financial services. 

16:00–
16:30 

Networking Session & Refreshments 
 

16:30-
18:00 

Demonstrations:  Customer-centric Innovations  
A select group of financial service providers will share their stories of implementing 
customer-centric practices and how that contributed positively to their bottom line. 
Take an “on-site” visit to these organizations without leaving the conference. 

TBD 

 

Thursday, February 22 

Time Session Room 

9:00–
10:30 

Thursday Plenary Session: The Potential of Data and Customer Outcomes 
Data has the potential to deepen financial inclusion. Sessions will examine the 
management of customer outcomes data, maintaining customer privacy and how this 
information about customers can drive strategic decisions to create business value. 

TBD 

10:30–
11:00 

Networking Session & Refreshments 
 

11:00-
13:00 

Thursday Morning Workshops 
Thursday workshops will be offered in the morning only.  Select one workshop. 

• The Customer-Centric Bottom Line: How do you build value and also serve better? 
Learn how to simultaneously build value and serve customers better. 

• Using Customer Outcomes to Drive Strategic Decisions: Case studies from the field  
This workshop will feature practitioners who are convinced that understanding the 
effects of their products on customers’ lives (outcomes) is central to a successful 
business model. Three diverse providers will discuss how to strategically measure 
and manage outcomes data, and what their own data show about the effectiveness 
of financial services for low-income people. 

• Measuring Financial Health and Resilience: Emerging research and field application  
This session will explore recent and emerging research on how to understand 
financial health and resilience among low-income people. Researchers and 
practitioners will discuss how measures of financial health can be used to learn more 
about the lives and needs of customer, and track their progress. 

  
 
 
TBD 

13:00–
14:00 

Lunch Buffet 
 

14:00—
16:00  

India Special | Year 2030:  Key successes and failures in the financial services sector 
and services for the poor.   

TBD 

16:00–
16:30 

Networking Session & Refreshments 
 

16:30-
17:30 

Closing Session: A Call to Action TBD 

 


