A Brief Summary on “Client Protection Mechanism in Microfinance”

A two day’s training programme on “Client Protection Mechanism in Microfinance” was
conducted by the Odisha State Association of Financial Inclusion Institutions (OSAFII) on 23™
and 24" November 2018 at Hotel Suryansh. A total number of 32 officials participated from
twelve member organizations of OSAFII including Adhikar Microfinance, Annapurna Finance,
Gram-Utthan Financial Services, Green India, Janakalyan Consultancy & Services, Madura
Microfinance, Mahashakti Foundation, Sambandh Finserve, Swayamshree Micro Credit
Services, Swayamshree Mahila Samabaya Samiti, Uttrayan Financial Services and Vedika
Credit Capital Limited. The list of participants includes 23 male and 9 female officials from
member organizations. Shri Dibakar Moharana, Former Chief Manager of State Bank of India
as well as former Senior Coordinating Manager of Odisha Livelihood Mission (OLM)
inaugurated the training programme and addressed the participants with his vast field level
experiences involving various gamuts of credit management and client services.

The faculties covered the following topics in the programme;

1) An Overview of Customer Services and Consumer Protection Act with Professional
Orientation by Dr. Bijay Kumar Swain, CEO, OSAFII;

2) Client Protection Mechanism through Fair Practice Code and Essence of Code of
Conduct by Mr. Ashok Ranjan Samal, Former General Manager, SIDBI;

3) Factors Facilitating Effective Client Protection Mechanism by Mr. Narendra Nayak,
Associate Director, Access-Assist.

Mr. Deepak Kindo, the Managing Director of Sambandh Finserve and the Board Member of
OSAFII, shared a lot of practical ground realties in connection with protection of clients by
the field officers while discharging their operational duties. The participants were highly
motivated and suggested to have another programme to learn various facets of credit
management along with genuine protection of microfinance clients. They also suggested
that similar programme should be imparted to as many Field Officers and Branch Managers
as possible to appreciate the importance of client protection mechanism as well as to
inculcate a transparent credit culture within a short span of time. Overall, the participants
rated the programme as ‘very good’ and in the end certificates were distributed to the
participants by Mr. Kindo. The group photograph was taken at the closing of the
programme, which is given below for kind reference.

There were few suggestions to improve the programmes like:

¢ Introducing more interactive sessions to clarify field level complications and to
provide opportunity to solve doubts and confusions through discussions by the
participants themselves during the training programmes;

® Group discussion session may be included in the future programmes to expose the
participants to discuss field level issues thoroughly among themselves;

e Addressees of the participants may be circulated to facilitate better interactions
among themselves which will bring rapport and coordination among the officials of
various microfinance organizations in future;

e A half day field visit may be arranged to any branch of a member Microfinance
Institution to learn firsthand client holding mechanism which will help the
participants immensely.
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