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TOOLS: Encourage certification of financial service providers

KEY ACTIONS e Encourage Financial Service Providers (FSPs) to seek certification to raise standards in
service delivery: FSPs must be sensitised on the fact that conducting organisational
assessments allows them to benchmark themselves against industry or national
standards. When goals are achieved, certification provides clients quality
assurance on the level of service that can be expected.

e Include certification as one positive criteria in your procurement process.

TOOL: SMART Campaign Consumer Protection Certification Toolkit

What is in this This toolkit is designed to help FSPs get certification of their consumer protection

tool? practices from the Smart Campaign. Certification allows FSPs to benchmark themselves
against industry or national standards and provides clients quality assurance on the level
of service that can be expected.

How? You should encourage your FSP to seek certification by raising their awareness of this
toolkit and on the benefits of certification. As commented by certified organisations,
these include:

e Better understanding client risks
e Prioritisation of client protection
e Reshaping of the institution’s culture around its social mission

When? At any time, from procurement to implementation.

The steps involved in the certification process are:

e Preparation (signing a contract with an accredited certification
body, and desk review)

On-site visit

Post-visit analysis

Final review

Certification award

Follow up

TOOL: GSMA Mobile Money Service Certification Process

What is in this The GSMA Mobile Money Certification is a global initiative
tool? to bring safer, more transparent, and more resilient financial
services to millions of mobile money users around the world

You should encourage your FSP to seek certification by
raising their awareness of this toolkit and on the benefits of
this certification. There are eight certification criteria:

How?

1. Safeguarding of Funds;

2. Anti-Money Laundering (AML) / Combating the
Financing of Terrorism (CFT) / Fraud;

3. People Management (staff, agents, and third parties);
4. Quality of Operations;

5. Security of Systems;

6. Transparency;

7. Customer Service; and

8. Data Privacy.

When? At any time, from procurement to implementation.
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https://www.smartcampaign.org/tools-a-resources/1172-consumer-protection-resource-kit
https://gsmamobilemoneycertification.com/
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TOOL: BTCA Responsible Digital Payments Guidelines

What is in this The Better Than Cash Alliance 'Responsible Digital e S

tool? Payments Guidelines' identify eight good practices for o

engaging with clients who are sending or receiving digital
ayments and who have previously been financiall :

EXZIuded or underserved.p ’ ’ R:ES:E}_O'E"b,e

How? You should encourage your financial service providers to Egi]:j(iﬁgg;nents

assess how they integrate these responsible practices in i

their business.

GUIDELINES © BACKGROUND ENFORMATION

They can also use the short guide providing examples for 3
each good practice to guide their internal discussion. g

When? At any time, from procurement to implementation.
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https://www.betterthancash.org/tools-research/case-studies/responsible-digital-payments-guidelines
https://btca-prod-1.s3.amazonaws.com/documents/281/english_attachments/DigitalGuidelines-Only-MECH-Update1d.pdf?1504714827

