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Key takeaways for this session  

• As digital financial services introduce new consumer risks – such as increased pricing, 
predatory marketing, and lack of data privacy – it is becoming increasingly important for 
customers to be able to voice concerns and comments. Technology can help amplify this 
voice to contribute toward improved regulation.  

• For example, regulators in the Philippines are using chatbots to collect and analyze 
consumer complaints data. This helps them respond to complaints in a timelier manner, 
as well as better analyze patterns in complaints, which in turn informs regulation. Other 
examples of technology amplifying client voice include analyzing social media for trends. 

• Challenges to using technology to amplify client voice – for both regulators and financial 
service providers – include a lack of staff capacity for collecting and analyzing data, as 
well as the need to change the mindset of staff and clients.  

 

 
Detailed session notes 
 

• Allan Sicat (Microfinance Council of the Philippines) opened the session by noting how 
regulators and other support organizations can increase access to customer insight by 
providing channels for customer feedback (chatbots, social media, iPhone apps, etc.) 
This allows them to better analyze client data.  

• Pia Roan Tayag (Bangko Sentral ng Pilipinas) said BSP has been engaging the industry to 
understand how financial institutions can expand their reach to underserved areas.  

o Four years ago, 1% of payments in the Philippines were in electronic form. The 
Governor said that by 2020, that needs to be 20%. BSP began working with 
banks and cooperatives to put forward a digital finance vision. She emphasized 
that BSP believes customer empowerment is a large part of the inclusion journey 
and that technology can enable that.  

o “As a regulator, we’ve seen how technology has changed the creation, delivery 
and consumption of financial services,” she said. “We can really use the power of 
technology to our advantage. It doesn’t drive us, but we use it to achieve of our 
goals.”  

o In one example, BSP has been using technology to update its client complaint 
mechanism. This is only one of many initiatives BSP is doing to increase the 
awareness of institutions to customer needs, and she said this is something that 
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has allowed BSP to be proactive in enabling policies and regulation for financial 
inclusion.  

▪ “A single complaint is a gold mine. It tells us what customers are 
experiencing, what the financial institution is doing, what the business 
practices are, and what are emerging trends that could be opportunities 
or risks.”  

▪ BSP receives tens of thousands of complaints per year. It requires 
supervised institutions to have complaint mechanism. The customer only 
goes to the BSP if they are not satisfied with how the institution handled 
the complaint.  

▪ Previously, the BSP received complaints via voice calls, mail, emails, 
kiosks, and walk-ins. The majority of the complaints were through emails. 
Pia said that’s a weakness, as that’s not accessible to the vast majority of 
Filipinos. She said most of the complaints are from the big banks in urban 
areas. “We don’t see the whole picture.”  

▪ Some of the pain points for the old complaint system include: 

• Manual input of complaints into the complaints management 
system (time-intensive) 

• Limited visibility of complaints—urban and higher-income bias 

• Inability to detect trends in a timely manner 
▪ To address this, BSP worked with a technology accelerator for regulators 

(R2A) to help address these pain points.  

• They came up with a complaint chatbot solution. It uses artificial 
intelligence, has natural language training (in Tagalog, English, and 
Taglish), and deep learning capability. BSP fed it a lot of its 
complaint information, and as it processes more and more 
complaints, it becomes smarter. 

• Pia said that people are very adept to sending text messages, 
which addresses the issue with emails.  Plus, consumer specialists 
have a dashboard to see trends on a macro level, as well as at the 
institution level.  

• The prototype has been successful, and it’s now been onboarded 
to banks.  

• Overall, the benefits include timelier and more targeted 
complaints resolution, more time for analysis, stronger evidence 
base for regulation, and improved consumer welfare.  

• For example, the system was able to detect a trend in credit card 
providers charging interest rates on current purchases. This led to 
a policy to address this. “There’s a power in listening to what the 
experiences are and hopefully channeling those into policies so 
that supervised institutions are more responsible to clients.” 

▪ Potential challenges in scaling the solution 

• Prototype testing phase 



Inclusive Digital Future 
Session Notes  

o Compatibility 
o Staff learning curve 
o Managing stakeholder expectations  

• Institutional and industry wide roll-out 
o Institutional readiness  
o Staff capacity and skills  
o Procurement 

• Long-term maintenance, upgrading 
o Rapid evolution of business needs 
o Need for continued learning and upgrading  
o Long-term licensing 

o “It has to be the tone from the top to state your objectives and what can you do 
to better achieve your objectives.” 

• Question from the audience: Have you looked further into segmenting and 
understanding who’s using the complaints mechanism? Why are some people using and 
others not? 

o Pia said they hope to be able to get more information on the type of customers 
using the chatbots. In terms of the complaints, it’s mostly clients of the big 
banks, usually regarding credit cards. “That data in and of itself tells us we’re not 
really reaching all the ones who are using the services of our supervised 
institutions.” 

o She added that they’re close to passing new regulation where the banks will 
have to send BSP the complaints they receive. Then BSP will be able to receive 
the complaints the banks get vs the ones it gets (showing which have been 
resolved, etc.) 

• Question from the audience: How do you improve the skills of staff? 
o Pia said they had to work hand-in-hand with the user and the IT group. When the 

vendor came in, there was a technology transfer component of the development 
prototype. Also, BSP’s IT team had to be on board so they could still provide 
support after the vendor left. Surprisingly, it’s very user friendly. A consumer 
specialist’s flow of work did not really change.  

• Question from the audience: Could this be extended to the non-regulated institutions 
now that you’ve built it? 

o Pia said there’s also a need for that. The Philippines doesn’t have a financial 
consumer protection act. The Central Bank is advocating for this, which would 
cover all financial services. Once this framework is in place, there’s no reason 
why we can’t take this coordination forward. 

• Francis Gwer (FSD Kenya) provided an overview of projects regarding digital credit and 
complaints monitoring. He noted that a large part of the Kenyan digital credit market is 
not covered by regulated providers 

o Project 1: Researching market conduct and digital credit practices  
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▪ Digital lending has been growing in Kenya over the years. More than 6 
million Kenyans have borrowed at least one digital loan. Usage of non-
regulated digital credit has grown to 8.3% in 2019 from 0.6% in 2016.  

▪ This has increased attention to consumer protection issues. There are 
emerging concerns around data privacy and ownership. New entrants 
from outside the prudentially regulated sectors have emerged.  

▪ There are emerging sings of debt-stress: mobile loans rank second in 
proportion of defaulters by loan types.  

▪ The law permits listing of non-performing loans with credit rating 
bureaus, but only 30% of Kenyans are aware of this.  

▪ To better understand market conduct and providers’ practices, FSD 
conducted research with 9 assistants: 2 who had never borrowed, 4 who 
had borrowed and repaid, 3 with default histories.  

• They downloaded all the digital credit apps available on Google 
and Apple app stores. They downloaded a total of 110 apps and 
attempted to register for all of them.  Of the 110 apps, 64 
registrations were successful. Of those 64 registrations, 39 lenders 
gave them no credit limit.  

• Next, they borrowed from the lenders who would provide credit:  
o Two loan cycles. Repaid first loan at 5 days, repaid second 

loan at a maximum duration allowed.  
o After this, they checked their credit history.   

▪ Findings:  

• The market was easy to enter and exit 
o 110 apps in September 2018 
o By April 2019, 65 of those apps had been removed from 

the app store and there 47 new ones!  

• The use of data is far-reaching 
o Fintechs/non-banks asked for much more information 

than the bank lenders. 
o Example from lender: “We will seek to protect your data 

and funds available in your account however this is not 
something we can guarantee.” 

o Some providers have good practices and ask to share data 
before they do so. 

• Some providers required payment before they will lend. There are 
some people that ask for registration fee that’s more than the 
amount they’re lending. 

• Out of 110 apps, some mimic well-known and established 
providers. We’re seeing copy cats.  

• Default history vs. successful borrowing 
o 40 loans issued: 10 by banks and 30 by non-banks 
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o 5 loans issued by non-banks to borrowers with default 
histories (after 32 borrowing attempts)  

o The two borrowers who had never borrowed made 20 
attempts but only 1 loan was issued by a non-bank.  

• CRB reporting requirements say that all banks are required to 
submit credit histories to all the three CRBs, but only 1 
consistently submitted. Non-banks can submit voluntarily, but it’s 
not mandated. Some are submitting.  

• Pricing remains high 
o Highest APR was 1,685%, which was by a non-bank lender 
o Lowest APR was 49%, which was by a bank lender 

o Project 2: monitoring financial consumer protection via social media.  
▪ FSD Kenya worked with CitiBeats, which has an artificial intelligence text 

analysis platform. It tracked and analyzed tweets relevant to consumer 
protection.  

• Tracked every tweet to 29 financial institutions and sorted them 
into 10 consumer protection topics by keywords 

• Flagged relevant tweets to consumer protection over 3 months. 

• Launched @pesastory Twitter handle to initiate conversations 
with Kenyans on their experiences with consumer protection 
issues.  

• Curated threads of tweets on related topics to demonstrate 
common experiences and challenges.  

▪ Findings:  

• Most of the tweets are on customer service followed by 
functionality. They were distributed evenly among financial 
institutions and MNOs 

• Analysis is useful for detecting spikes in customer concerns, as 
well as monitoring trends over time 

• Volume of tweets about fintechs was very low. Twitter users most 
likely own a smartphone, and most fintech apps have in-app 
functions for complaints  

• Overall takeaways for consumers 
o The digital world is shifting risks in financial services with both positive and 

negative consequences for customers.  
o Customers need to assert their rights with complaints. Social media is changing 

ways in which customers engage with providers, allowing them to publicly call-
out consumer protection issues.  

• Overall takeaways for regulators:  
o Gains made have been undermined by the absence of effective regulation.  
o There’s utility in leveraging social media analytics for consumer protection 

market monitoring, especially in markets with fast-growing DFS.  
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o Such methods should not be seen as a replacement of existing tools, but rather 
an enhancement.  

• Antonique Koning from CGAP noted that customers need to stand up for their rights. 
She wondered if there’s anything customers can do to collectively advocate for 
themselves. In the UK, there are initiatives funded by the government to have the public 
voices amplified.  

• Question from the audience: Why did those apps drop out/get removed?  
o Francis said FSD doesn’t know. They got those numbers from the app store for all 

the apps listed as offering digital credit. “Some of these apps were deceiving—
they never intended to lend money; rather, to just gather registration fees. Or 
perhaps, more scarily, to only collect user data. When you’re registering, you’re 
putting in your name, ID number, phone number, email.” 

• Francis noted that there has been no downward movement in pricing. In many cases, 
the APR has gone up.  

• Cécile Lapenu of CERISE noted that fintechs justify the higher cost by saying that they 
take more risk. “Maybe you have to test the model, but when we see the volatility of 
those platforms, they’re not even testing the model. They’re disappearing, and they’re 
asking the first customers to pay a very high price.” 

• Group discussion questions:  
o  What kinds of data do you try to collect from the market? 

▪ KYC 
▪ Complaints data 
▪ Performance data 
▪ Financial consumption data 
▪ PPI (poverty) data 

o What are the challenges to collecting this data? 
▪ The human factor/culture   
▪ Capacity of staff (time it takes to collect data, capacity to analyze it, 

knowing how to prioritize it)  
▪ Consumer trust 
▪ Lack of transparency 
▪ Need to change mindsets 
▪ What’s the responsibility of the regulator vs. of the financial service 

provider? 
o What don’t we know that we need to know? 

▪ Customer satisfaction 
▪ Data might be vague 
▪ Customer outcomes: How do we know our effort has appositive 

outcome? We don’t have evidence that all of the efforts we’re doing 
have a really positive outcome.  

o What are possible technology solutions? 
▪ Chatbots, etc.  
▪ Social media  
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• Final remarks 
o Francis: “Not everyone is able to tweet. If I have an issue with my bank, and I 

can’t tweet and the regulator isn’t near me, what are the innovative ways to 
provide my comments? I don’t have a solution for that.” 

o Pia: “What I shared on our experience with the chatbot is one component of a 
broader attempt to make a regulator promote responsibility within the financial 
service industry. Listening to client voice is one key pillar. Request the financial 
institutions  and fintechs to engage regulators because that’s how we learn from 
actual practice.” 

o Allan: “It’s very important for us to collect data from the market. Technology 
already exists and offers a solution to better understand our clients. Our efforts 
to listen to clients should also be centered on the needs and welfare of our 
clients, which is an essential component of responsible inclusive finance.” 

 
 
 


