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Session name: Workshop 4: Joining the Digital Revolution without Losing Your Way 
Session date: 26 June 2019 
Speakers: 
•  Arnaud De Lavalette, Sr. Project Manager, ADA (Luxembourg)   
• Jules Ndahayo, Managing Director, Umutanguha Finance Company Rwanda 
• Sahana Arun Kumar, Managing Director, Amarante Consulting 
• Edgardo Pérez Preciado, Gerente General, Fundación Génesis Empresarial 
 
Key takeaways for this session  

• There are many positive aspects of digitalization, notably the possibly gains in efficiency, 
outreach, transparency, security, and the collection and use of data for decision making. 

• When thinking about a digitalization strategy, start by thinking about your own 
institution’s current challenges or goals, and this will guide you toward understanding 
which digital options make sense for you. 

• Digitalization can lead to mission drift if you are not careful to remain focused on 
understanding clients’ needs and creating products that add value to them. 

• Understand the risks of digitalization, including how easy it makes push marketing and 
how much private client data we can gather, and then mitigate those risks. 

• Do not view digitalization as a whole new activity, but as a means to do what you are 
already doing better. 

 
 
Detailed session notes 
 
• Génesis has been able to grow thanks to digitalization. Four years ago, its portfolio was 

worth $50 million and it had 800 employees. Today, it is worth $200 million and has 1,700 
employees. 

• Génesis is the only institution in the world to have received the highest MicroRate rating. It 
is also a Truelift Leader. It is strongly committed to social performance, because its ultimate 
goal is creating benefits for clients. 

• A fundamental question for Génesis was how to preserve client focus within its DNA even 
when it digitalized?  Edgardo noted that automating what you already do does not pose a 
risk of mission drift. But changing what you do in order to do new activities digitally is where 
there is a risk. Digital loans can move you away from your mission unless you are careful. 

• Edgardo shared a saying: To err is human, but to make a really big mistake, you need a 
computer.  Be careful with the data you collect and how you use it. Be careful that your 
digital solutions are actually doing good as opposed to harming clients. 

• Digitalization has strong potential to improve efficiency, productivity, and data gathering. 
• Jules advises all not to copy and paste what your neighbor is doing. Think about what you 

want to do, and that will lead you to your own digital path.  For UFC, it first considered its 
major challenges.  One of these was the long distances that clients had to walk to reach 
branch offices. They did not like it, and it was causing some to stop using UFC services, or to 
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consider stopping. UFC used a digital solution to remove the need for clients to be 
physically present in branches in order to transact. 

• Edgardo recommends that all use the Universal Standards manual to guide your digital 
strategy. It will help you to be profitable and help you to build value for clients. 

• You need to segment customers. Then your digital system will allow you to offer the right 
product for each segment. Without technology, we almost surely would have commodity 
products. But with digitalization, it is feasible to tailor the product offer by segment. 

• Digital communication can give clients information they need while also making them 
aware of how to avoid fraud. 

• The room discussed the need to understand what is providing information versus what is 
push marketing.  You can raise awareness without saying “you must use this.” 

• Lines are blurring between “responsible” or “commercial” digital finance because you need 
to be responsible in order to be sustainable and everyone needs to be sustainable. 

• Think about how digital helps you internally as well, for example by using videos or online 
presentations as part of staff training. 

• When digitalizing, think of three major steps, and do them in this order: 
o Digitalize your own internal processes. 
o Digitalize your existing processes that involve client interaction. 
o Think about what new activities you can do given digital technology and pursue 

those that make sense for your institution. 
• The over-indebtedness problem and high default rates in Kenya suggest that you should not 

provide a digital loan to a client without meeting them at least once. 
• One of the beautiful aspects of this digital age is that it allows us to see clients and gather 

information on them as holistic human beings, rather than having information on just one 
aspect of their lives.  Because of these, we can better understand and meet their needs. 

• One participant noted this challenge: We have been trying for ages to get clients to give up 
their paper books and some just refuse.  

• One participant gave an example to illustrate how digital helps you do what you were doing 
before, just more efficiently and sometimes with better quality. He said music hasn’t 
changed and he still likes to listen to music in his car, but before he used cassettes, then 
CDs, and now he streams music via Spotify. 

• We debated whether fintechs are driving MFIs out of business, but MFIs have this benefit: 
their default rates are so low. They know what they’re doing in terms of to whom to give a 
loan and how much. But their processes are too expensive. 

• Question to consider, If it’s too difficult to change what I do today, can I keep those old 
practices and processes that everyone is comfortable with, but also try something new in 
parallel? 

• Embracing digitalizing is more about changing your mindset than about technology. 
• Arnaud summarized a key message of the workshop’s discussion: do what you do best, but 

with digital do it more efficiently tomorrow. 
 

 
 


