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I. Introduction 
 
Globally, one in every ten women lives in extreme poverty, and if current trends 
continue, by 2030, approximately 342.4 million women and girls will still be surviving 
on less than $2.15 per day. Women are also less likely than men to have access to 
financial institutions or to own a bank account, resulting in a gender gap in account 
ownership in low- and middle-income countries (LMICs) (6 percentage point 
difference). Mobile money has become a significant enabler of financial inclusion in 
Sub-Saharan Africa—especially for women—serving both as a driver of account 
ownership and of account usage through mobile payments, saving, and borrowing. 
However, while phone ownership is a prerequisite for mobile money use, in LMICs 
women are 7 percent less likely than men to own a phone.1 
 
As financial technologies advance and financial inclusion increases, so do the 
associated risks. IPA’s multi-country survey of digital finance users found that, in the 
90 days preceding the interview, a significant share of respondents were targeted by 
fraud or phishing attempt: 56 percent in Kenya, 26 percent in Nigeria, and 33 percent 
in Uganda.  
 
Financial products and services are crucial in empowering women, allowing them to 
control their finances and enhance their resilience. However, consumers are not 
homogeneous, and financial risks can vary across demographics. This highlights the 
need to investigate how consumer risks differ by gender and to evaluate whether 
risk mitigation strategies are differentially effective for women. Risks may be 
amplified for women in LMICs, who, on average, have lower digital and financial 
capabilities, less awareness of their rights, and greater distrust in financial services, 
technology, and complaints mechanisms. 
 
This learning agenda aims to outline the existing evidence on consumer protection 
risks for women, assess potential solutions, and identify priority gaps in the literature. 
We identify many gaps and renew the call for action to conduct more research on 
how consumer protection risks affect women and how solutions can be tailored to 
their specific circumstances. Innovations for Poverty Action (IPA) will use this 
learning agenda to inform the work carried out by its Consumer Protection Research 
Initiative (CPRI), and we hope that other research and policy organizations will find 
value in this document as they define their own priorities.  
 
This document begins with a summary of findings, covering the evidence – or lack 
thereof – on the prevalence and severity of key consumer protection challenges and 
the effectiveness of solutions the aim to address these challenges. After a brief 

 
1 There are significant variations by country. 

https://www.unwomen.org/en/what-we-do/economic-empowerment/facts-and-figures
https://www.worldbank.org/en/publication/globalfindex
https://www.gsma.com/solutions-and-impact/connectivity-for-good/mobile-for-development/blog/unpacking-womens-use-of-mobile-money/
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.womensworldbanking.org/wp-content/uploads/2024/04/Policy-Brief-The-Case-for-Gender-Intentional-Consumer-Protection.pdf
https://www.womensworldbanking.org/wp-content/uploads/2024/04/Policy-Brief-The-Case-for-Gender-Intentional-Consumer-Protection.pdf
https://poverty-action.org/consumer-protection
https://poverty-action.org/consumer-protection
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description of the methodology used for this review, the remainder of the document 
covers our findings in more depth, organized into five key topics, each divided into 
subtopics on the state of the evidence, followed by a discussion of existing and 
potential solutions.   
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II. Summary of Findings 
 
This summary provides a high-level overview of the available evidence we found on gendered consumer 
protection risks in digital finance. Organized by key topics and sub-questions, the summary highlights where 
evidence exists, where findings are mixed or inconclusive, and where critical gaps remain. Table 1 summarizes 
the current state of the evidence across key research questions. Table 2 presents findings on proposed solutions, 
including whether interventions showed overall positive effects and whether impacts differed for women. This 
summary is intended to guide readers quickly to areas of strength and weakness in the literature, and to inform 
future research and policy efforts. 
 

Table 1: Summary of Gendered Consumer Protection Challenges 
 

Challenge Questions Differential Impact on Women Sources 
Referenced** 

Fraud Are there gendered differences in exposure to DFS fraud? 6 Sources: Women less exposed  6 

Is the ability to identify scams different by gender? Women are less able to identify scams 1 

When exposed to a scam, is a certain gender more or less likely to 
fall prey to it? 

Women are slightly more likely 3 

Conditional on falling prey to a scam, does gender impact the 
amount of funds lost? 

1 Source: Women more likely 
1 Source: Women less likely 
1 Source: No difference 

3 

• Does sharing an electronic device impact the likelihood of falling 
victim to fraud? 

• Are there channels, such as SMS or email, through which fraud 
is perpetrated systematically differently by gender? 

• Are there specific ruses, such as lottery winnings or a family 
member in need, that women are more likely to fall for?  

• Does falling prey to scams affect women differently, for example 
their usage or what they learn from the experience? 

Unknown 0 

Do women experience more or less overcharging when using 
DFS? 

1 Source: Women experience less  
2 Source: Women experience more  

6 
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High & Hidden 
Prices 

3 Sources: No difference 

Conditional on being overcharged by a DFS agent, do women pay 
more in fees than men? 

1 Source: Women pay more  
2 Sources: No differences 

3 

Are male or female mobile money agents more or less likely to 
overcharge customers? 

1 Source: Female vendors are more likely to 
overcharge customers 
3 Sources: No difference 

4 

Do women experience higher non-monetary costs when using 
DFS, such as time spent on the transaction or transaction success 
rate? 

3 Sources: Women incur higher costs 3 

Does knowledge of DFS prices differ by gender? All Self-Reported 
2 Sources: Women know more (Kenya, Uganda) 
1 Source: No difference (Nigeria, 2020 survey) 
1 Source: Men known more (Nigeria, 2024 
survey) 

4 

• When prices are unknown, is this primarily a demand-side 
issue (consumers are unable to understand pricing) or a 
supply-side issue (providers failing to provide clear and 
accessible pricing information)? 

• What influence does gender matching (e.g., female agent / 
female client) have on pricing transparency? 

• When DFS accounts are shared between male and female 
household members, does this lead to pricing transparency 
issues? 

Unknown 0 

Complaints & 
Redress  

Conditional on experiencing an issue with DFS, do women seek 
formal redress more or less than men? 

11 Sources: Women are less likely to seek out 
formal redress (Nigeria, 2024 survey) 
1 Source: Women more likely (Nigeria, 2020 
survey) 
1 Source: No difference 

13 

Does agency and self-efficacy impact whether women seek formal 
redress? 

Yes, perceived norms influence women’s redress 
behavior. 

1 

What channels do women use to seek redress, and why? 4 Sources: Women more likely to prefer in-person 
redress channels than men 

4 
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Are there gender differences in knowledge of where and how to 
complain or seek redress? 

1 Source: Women more likely to know where/how 
to seek redress 
1 Source: Men more likely to know where/how to 
seek redress 

2 

Do women successfully resolve complaints at different rates than 
men? 

6 Sources: No difference 6 

• Do women prefer more privacy than men when dealing with 
complaints and redress? 

• How does women's use of and satisfaction with complaint 
redress processes differ based on other demographic 
characteristics? 

• How do social and cultural hierarchies impact women’s 
likelihood of successful grievance redressal, both in-person and 
online? 

• Are women more or less satisfied with the complaints 
resolution they receive than men? 

• Does the inability to resolve complaints impact DFS usage 
differently by gender? 

• Do challenges in the consumer redress process affect the 
completion rate of complaints resolution? Are there differences 
by gender? 

• Does gender discrimination from customer care representatives 
exist? If so, does this impact complaints resolution? 

Unknown 0 

 

 

 

 

Access to Credit Is there gender discrimination in the credit lending process by loan 
officers? 

Yes, women are discriminated against more. 4  

What drives gender discrimination among lenders? Discriminatory preferences and beliefs about 
women’s entrepreneurial abilities. 

2  

How does the use of alternative credit scoring models address (or 
not) potential biases in lending decisions and algorithms? 

1 Source: Gender-blind alternative scoring can 
reduce bias 
1 Source: Gender-blind scoring can 
unintentionally produce bias 
2 Source: Scoring algorithms can reflect biases 
present in the underlying data 

3 
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Are women more or less likely to have credit history data or lack 
official documentation? 

Women are less likely to have credit history or 
official documentation. 

3  

Overindebtedness 
& Debt Stress 

When women access credit, are they more or less likely to fail to 
repay? 

3 Sources: Women are more likely to repay 
2 Sources: Men are more likely to repay 

5  

Are women more or less likely to borrow from multiple providers 
simultaneously? 

3 Sources: Men are somewhat more likely to have 
multiple loans. 

3  

Are women more or less likely to make sacrifices to repay their 
loans (e.g., food consumption, school fees)? 

2 Sources: Women are more likely 
1 Source: Men are more likely 

3  

Are women more or less likely to repay certain types of loans 
compared to others? 

Yes, repayment periods that are tailored to 
women’s financial experience level can impact 
default rates; less experience with more flexibility 
results in higher default rates. 

6 

 

Are women more or less aware of digital loan product features? Women are more aware of loan product features. 1  

Does credit cost more for women than for men? Yes, credit costs more for women. 1  

• Do women prefer certain forms of credit over others, such as 
Buy Now, Pay Later or embedded finance? 

• How common is financial abuse in LMICs, and how often does 
it result in overindebtedness? 

• What factors drive gender differences in overindebtedness? 

• How does employment informality impact overindebtedness 
among men and women? 

• Are there common traits or underlying factors among women 
experiencing debt stress? 

• Are there gender differences in beliefs about taking out multiple 
loans or accumulating debt, such as risk aversion? 

• Do lenders treat women and men differently when they are 
overindebted, for example, in the restructuring offers they 
receive or in future credit offerings? 

Unknown 0 
 

 

 

 

 

 

 

 
 

Cross-Cutting 
Questions 

• Do consumer protection issues affect trust in DFS differently by 
gender? 

• Are there gendered impacts on DFS take-up as a result of 
consumer protection issues? 

Unknown 0 
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• Does household structure impact the consumer risks women 
face, and the severity of these risks, when using DFS? 

• Do social consequences for experiencing consumer protection 
failures differ by gender? 

• Are there gendered impacts on DFS take-up due to consumer 
protection challenges? 

 

Table 2: Summary of Solutions and Gendered Impacts 
 

Priority Topic Proposed Solutions Overall Impact (Both 
Men & Women) 

Differential Impact on 
Women 

Sources 
Referenced** 

Fraud Scam education & information campaigns 4 Sources: Positive 
2 Sources: No impact 

5 Sources: No difference  
1 Source: Larger impact 

6 

Peer endorsement Positive More 1 

Women’s groups Positive* N/A 1 

Unique communications codes  No impact Less impact 1  

• Automated ‘nudges’ 

• Data sharing 

• Agent support 

Unknown Unknown 0 

High & Hidden 
Prices 

Anti-misconduct information campaign Positive No difference 1 

Price list accessibility to reduce agent overcharging No impact No difference 3 

Anti-discrimination training for mobile money agents Unknown Unknown 0 

Complaints & 
Redress 

Chatbots Unknown No difference 1 

Learning from peers Positive* Unknown 2 

Legal aid Positive No difference 1 

Toll-free complaints lines No impact Unknown 1 
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Promote use of alternative complaints channels Unknown Unknown 0 

• Automated complaint filing and handling services 

• Outreach campaigns 

• IVR for callers to access information via voice 
response system 

• Other interventions to improve redress 
experience 

Unknown Unknown 0 

Access to Credit Relaxing loan eligibility requirements & costs Positive No difference 3 

Loan officer education to increase access to credit Negative Negative 1 

Guarantee schemes that target women Positive* N/A 1 

Psychometric credit scoring Positive* Unknown 1 

Alternative data Positive More impact 1 

Gender-intentional credit scorecards Positive More impact 1 

Overindebtedness 
& Debt Stress 

Loan application friction  Positive No difference 1 

Tailored repayment schedules Positive More impact 2 

Credit comparison shopping tools Positive Unknown 1 

Nudges  Positive* Unknown 1 

Credit information sharing  Positive Unknown 1 

Financial literacy training 2 Sources: Positive* 
1 Source: No impact 

2 Sources: N/A 
1 Source: No difference 

3 

• Control and/or privacy 

• Community-based organizations 

• Savings groups & group lending 

Unknown Unknown 0 

 
*Sample was 100% or majority women. 
** Results from studies covering multiple countries, where results were made available for each country, were counted as separate sources 
for each country.
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III. Methodology 
 
This learning agenda examines the intersection of gender and consumer protection 
in digital financial services (DFS) across LMICs. The selected studies employ 
rigorous methodologies, including randomized evaluations and qualitative and/or 
descriptive surveys. Each study either specifically investigates women's experiences 
or identifies meaningful gender disparities through comprehensive sex-
disaggregated analysis. We included studies primarily conducted between 2014 and 
2024. In addition, IPA hosted a workshop in November 2024, where we presented 
preliminary findings to experts in the field. Their insights were instrumental in 
identifying additional priority research questions, highlighting other relevant studies 
to consider, and shaping the overall takeaways in this final report.  
 
While this document is not a systematic review and does not capture every available 
study, it aims to provide an overview of the existing literature. Importantly, although 
evidence exists for priority research questions, significant gaps remain, underscoring 
the need for further exploration to fully address these questions. 
 

IV. Findings on Priority Topics 
 

1. Fraud  
 
Fraud can have a significant negative impact on consumers, including but not limited 
to financial loss and reduced trust in institutions, which directly harms individuals and 
hurts financial inclusion efforts. Phishing and other scams are widespread across 
many LMICs.  
 
IPA’s Consumer Protection Research Initiative (CPRI) surveys reveal that 26 percent 
of Nigerian respondents, 33 percent of Ugandan respondents, and 56 percent of 
Kenyan respondents have been targeted by phishing attacks. Similarly, CGAP 
research highlights that the majority of DFS users in Senegal (90 percent) have 
encountered at least one DFS-related risk, with fraud attempts being the second 
most frequently cited issue (43 percent). Findings are similar in Côte d’Ivoire, where 
88 percent of users reported exposure  to at least one risk, with 28 percent citing 
scams scam or fraudulent messages. In Burkina Faso, 68 percent of users faced at 
least one DFS-related risk, with 18 percent indicating they were targeted by fraud or 
scam attempts.  
 
Further emphasizing this trend, surveys conducted by Microsave in Bangladesh, 
India, and Kenya found that over 50 percent of respondents reported exposure to 
fraudulent financial practices. Given the high prevalence of fraud in LMICs, IPA is 

https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf
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particularly interested in exploring gender differences in terms of vulnerability, 
channels and ruses, and impacts. 
 

1.1. Fraud Vulnerability 
 

 

Key Questions 
 

● Are there gendered differences in exposure to DFS fraud?  

● Is the ability to identify scams different by gender? 

● When exposed to a scam, is a certain gender more or less likely to fall 

prey to it? 

● Does sharing an electronic device impact the likelihood of falling victim to 

fraud? 

 

 
Across four IPA surveys, minimal 
differences in fraud attempt rates were 
observed by gender, although women were 
slightly less exposed  to fraud attempts. 
Similarly, research conducted by CGAP in 
Côte d’Ivoire found that 25 percent of 
women reported receiving scams or fraud 
attempts, compared to 30 percent of men 
Reported gender differences may be due to 
differing access to mobile phones or 
intensity of DFS usage, differing ability to 
identify scams, and/or differing willingness 
to report. Finally, in Burkina Faso, men (20 
percent) were 6 percentage points higher 
than women (14 percent) to be exposed to 
fraud and scams. Research from Microsave 
in Bangladesh, India, and Kenya found that when women are exposed to fraud, 14 
percent reported being defrauded (e.g., through impersonation or compromised 
PINs), compared to 12 percent of men.  
 
Women’s ability to identify scams may also be lower. A study in Kenya found that 
women have a 3 percentage point lower scam identification ability score than men – 
equivalent to correctly classifying 0.2 fewer messages out of six. Additionally, women 
reported lower confidence in their ability to detect scams, which may increase their 
vulnerability. While device sharing could potentially influence fraud risk, our review 
did not identify sufficient evidence to address this question.  

Ever Contacted by Unknown Party 
to Ask for Password/Account Details 
by Gender 

Country Data 

Kenya Female: 73% 

Male: 75% 

Nigeria (2020) Female: 38% 

Male: 45% 

Nigeria (2024) Female: 55% 

Male: 57% 

Uganda  Female: 54% 

Male: 56% 

https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4344411
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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1.2. Fraud Typologies 
 

 

Key Questions 
 

● Are there channels, such as SMS or email, through which fraud is 

perpetrated systematically differently by gender? 

● Are there specific ruses, such as lottery winnings or a family member in 

need, that women are more likely to fall for?  

 

 
Our review did not find sufficient evidence to address these questions. Gathering 
data on gendered differences in fraud channels and tactics can help improve target 
interventions, enhance consumer education, and design more effective fraud 
prevention strategies. 
 

1.3. Fraud Impacts 
 

 

Key Questions 
 

● Conditional on falling prey to a scam, does gender impact the amount of 

funds lost?   

● Does falling prey to scams affect women differently, for example their 

usage or what they learn from the experience? 

 

 
Findings on gendered differences in financial loss after experiencing a scam are 
mixed. In Senegal, 32 percent of DFS users who experienced a challenge reported 
financial loss – either by responding to a fraudulent message, paying more than 
expected, or due to a transaction malfunction. Women were less likely to lose money 
(28 percent) compared to men (35 percent). In contrast, in Côte d’Ivoire, 16 percent 
of women who encountered scams reported financial loss, compared to 12 percent 
of men, suggesting that women may be more vulnerable in this context. In Burkina 
Faso, only 3 percent of DFS users reported losing money due to fraud, with no 
significant gender differences in the amount of funds lost.  
 
Our review did not identify sufficient evidence to address the remaining questions. 
This gap underscores the need for future research to explore potential gendered 
differences in behavioral responses to fraud incidents.  
 

https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
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1.4. Measuring Effectiveness of Proposed Solutions 
 

Below, we explore key potential solutions to help mitigate fraud in DFS that include 
consumer education, community engagement, and financial service provider-led 
interventions (FSP). These solutions are not mutually exclusive, and an effective 
strategy may require implementing multiple approaches simultaneously. 
 
Education 

 
Educational interventions remain a critical tool to protect DFS users by providing 
them with knowledge about common fraud schemes and risk mitigation strategies. 
As DFS continue to evolve, so do the risks for consumers – particularly for older or 
less technologically literate consumers. However, the details of the interventions can 
have varying impacts, such as leading to false confidence.  
 

Intervention Description Evidence 

Scam 
education & 
information 
campaigns 

Programming 
focused on 
providing resources 
to consumers on 
financial risks, 
scam prevention, 
and existing 
consumer 
protection policies. 

In Bangladesh, IPA surveys found that 70 
percent of men and 55 percent of women 
learned to recognize scams through 
campaigns. In Kenya and Uganda, 
learning from others’ experiences was the 
most cited method, followed by 
information campaigns - which was the 
second most frequently cited method in 
Bangladesh. 
 
In Kenya, a one-off lab-based training 
session that provided quick, common tips 
for spotting scams showed no significant 
impact on improving scam identification 
abilities for either men or women. Before 
the training, women scored lower on than 
men on average in their scam 
identification abilities. While the 
intervention did not enhance scam 
identification ability, it increased 
confidence in classification decisions, 
particularly among women. 
 
In Nigeria, researchers tested the effects 
of educating consumers on fraud through 

https://poverty-action.org/publication/bangladesh-consumer-protection-digital-finance-survey
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4344411
https://www.tcd.ie/Economics/TEP/2024/TEP1224.pdf


 
16 

 
  

audio tips and illustrative examples. The 
study found that neither intervention 
improved accuracy in identifying 
fraudulent scenarios. However, it boosted 
consumer confidence in identifying 
scams. Women, who initially reported 
lower confidence, showed converging 
confidence levels with men after more 
intensive treatments.  
 
In Uganda, IVR games demonstrated a 
positive impact, especially for women. 
Researchers used IVR learning content, 
that guided participants through a “fraud 
journey,” prompting them to recognize 
and respond to potential scam attempts. 
Delivered via Airtel’s 161 platform, the 
program improved fraud awareness and 
prevention strategies. Self-reported fraud 
exposure decreased by 20 percent overall 
(1.4 pp), with a 40 percent reduction 
among women (2.8 pp) compared to men 
(0.7pp). 

 
Community Engagement 

 
Community engagement solutions leverage local networks, trust, and group 
accountability to promote information sharing, peer support, and active participation 
among DFS users. Many of these networks, such as savings groups, already exist 
and have a global membership of approximately 500 million, with women making up 
around 80 percent of participants. By harnessing the power of these existing social 
ties, community engagement can enhance DFS usage and comfort among women, 
helping them navigate financial risks more effectively.  
 

Intervention Description Evidence 

Peer 
endorsement 

Community 
members endorsing 
a financial product 
or sharing 
knowledge about 

In Ghana, evidence highlights the 
effectiveness of having trained group 
leaders in mobile banking share their 
knowledge with other members, a 
process known as peer endorsement. 

https://poverty-action.org/how-interactive-storytelling-protecting-ugandans-mobile-money-fraud
https://theugandatribune.wordpress.com/2016/08/25/airtel-uganda-launches-innovative-1-6-1-service-to-provide-public-service-information-free-of-charge/
https://stories.globalcommunities.org/crisis-to-resilience/technology-innovation/women-saving-for-resilience-transforming-lives-through-savings-groups/index.html#:~:text=Globally%20as%20many%20as%20500,designed%20to%20advance%20gender%20equality.
https://stories.globalcommunities.org/crisis-to-resilience/technology-innovation/women-saving-for-resilience-transforming-lives-through-savings-groups/index.html#:~:text=Globally%20as%20many%20as%20500,designed%20to%20advance%20gender%20equality.
https://escholarship.org/content/qt8335r6n6/qt8335r6n6.pdf?t=sbbgvk
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said product. This approach was particularly impactful 
for women, boosting their confidence in 
fraud prevention and safely conducting 
digital transactions through improved 
fraud detection knowledge. 

Women’s 
groups 

Groups, such as 
savings groups, 
which provide 
financial support 
and provide a place 
for women to share 
experiences with 
financial services, 
such as with fraud. 

In the same Ghana study, researchers 
leveraged “close-knit” groups, like savings 
groups, to implement peer-endorsement. 

 
Financial Service Provider-Led Interventions 

 
Effective fraud prevention requires collaboration across all stakeholders, including 
FSPs, such as mobile money providers. Since consumers interact directly with FSPs 
during financial transactions, these providers are uniquely positioned to offer just-in-
time information to help prevent fraud. Potential solutions could build on behavioral 
nudges, such as sending timely reminders, signaling trust, or leveraging existing 
data across providers. Further research can help assess the overall impact of these 
interventions and explore differences across demographic segments. 
 

Intervention Description Evidence 

Unique 
communications 
codes (UCC) 

Individualized codes 
programmed and 
attached to users on 
a digital platform. 

In Nigeria, evidence suggests that 
UCCs do not effectively communicate 
the authenticity of a DFS message. 
Similarly, using a personalized code 
instead of an automatically generated 
code does not improve message 
trustworthiness. Men tend to report 
higher confidence in their judgement 
compared to women, and there is 
some indication that they may also be 
slightly more accurate in identifying 
legitimate messages. 

https://escholarship.org/content/qt8335r6n6/qt8335r6n6.pdf?t=sbbgvk
https://www.tcd.ie/Economics/TEP/2024/TEP1224.pdf
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Automated 
‘nudges’ 

Reminders 
integrated into FSPs’ 
transaction 
processes with tips 
on avoiding fraud. 

Our review did not identify evidence 
on this solution. 

Data sharing Sharing data on 
fraud across FSPs – 
types, rates, and 
tactics. 

Our review did not identify evidence 
on this solution. 

Agent support Mobile money 
agents provide 
support to prevent or 
mitigate DFS fraud. 

While there is no direct evidence on 
the impact of agent support in 
preventing fraud, survey data shows 
that women are more likely than men 
to require assistance to use their 
mobile money accounts. In Sub-
Saharan Africa’s LMICs, 29 percent 
of women reported needing help 
compared to 22 percent of men. 

 

2. High & Hidden Prices 
 
High fees, including illicit fees, and limited pricing transparency are important 
consumer protection challenges that affect both the adoption and continued usage 
of DFS. Low transparency also inhibits the development of a competitive DFS 
marketplace, where consumers can make informed decisions about their providers 
For instance, work by IPA across 18 countries found that while 86 percent of leading 
mobile money providers posted their prices online, 40 percent did not include a link 
to pricing information on their homepage.  
 
This section reviews women’s experience with agent overcharging and other 
misconduct, their knowledge of DFS pricing, and the impact of intrahousehold 
dynamics on the incidence and effects of high prices. As with other sections, we 
conclude by exploring potential solutions to address these challenges.  
 
 
 
 
 

https://www.worldbank.org/en/publication/globalfindex
https://poverty-action.org/blog/uncovering-true-costs-mobile-money-services
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2.1. DFS Agent Misconduct 
 

 

Key Questions 
 

● Do women experience more or less overcharging when using DFS? 

● Conditional on being overcharged by a DFS agent, do women pay more in 

fees than men? 

● Are male or female mobile money agents more or less likely to 

overcharge customers? 

● Do women experience higher non-monetary costs when using DFS, such 

as time spent on the transaction or transaction success rate? 

 

 
Findings from IPA's Transaction Cost Index (TCI) in Bangladesh show that while 
females are slightly less likely to be overcharged than males—a difference that is 
not statistically significant—the amount overcharged represents a significantly larger 
portion of the transaction value for women. In contrast, no significant gender 
differences in overcharging were observed in Tanzania or Uganda. However, a 
separate mystery shopping study found that in Uganda, men were more likely to be 
overcharged, whereas in Bangladesh, women were slightly more likely to be 
overcharged. 
 
In Ghana, a randomized study matching mobile money vendors and customers 
reveals a “gender misconduct gap,” where female vendors were 37 percent more 
likely to commit misconduct than male vendors. Female vendors tended to 
discriminate against customers of their own gender, while male vendors showed 
preference toward male costumers. Female customers were 41–55 percent more 
likely to experience misconduct than comparable male customers. Additionally, 
according to the TCI, across Tanzania, Uganda, and Bangladesh, the gender of 
shoppers and agents influenced with overcharging only when the agent was known 
to the customer, with no significant differences in one-off interactions with new 
agents. 
 
With regard to non-monetary costs, evidence from the TCI shows that across 
Bangladesh, Tanzania, and Uganda, women incur significantly higher time costs 
(34–50 percent) than men, primarily due to longer travel times to reach agents. 
Transaction success rates also varied by gender in some contexts. In Bangladesh 
and Tanzania, female shoppers completed fewer transactions than male shoppers 
when dealing with known agents. However, when interacting with new agents, 
female customers in Tanzania had higher success rates than male customers (with 
no statistically significant difference in Bangladesh). In Uganda, no significant gender 

https://poverty-action.org/transaction-cost-index
https://poverty-action.org/hidden-fees-highlighted-hidden-researchers-citizen-science-approach-detect-overcharging-digital
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3534762
https://poverty-action.org/transaction-cost-index
https://poverty-action.org/transaction-cost-index
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differences in transaction success were observed, regardless of whether the agent 
was known or new.  
 

2.2. Fraud Vulnerability Transparency & Understanding of 
DFS Prices 

 
 

Key Questions 
 

● Does knowledge of DFS prices differ by gender? 

● When prices are unknown, is this primarily a demand-side issue 

(consumers are unable to understand pricing) or a supply-side issue 

(providers failing to provide clear and accessible pricing information)? 

● What influence does gender matching have (e.g., female agent / female 

client) on pricing transparency?  

 

 
Evidence from IPA’s DFS surveys revealed 
mixed results regarding self-reported 
knowledge of mobile money and banking fees 
by gender. In Kenya and Uganda, women 
reported higher knowledge of DFS pricing 
than men. In Nigeria, survey results from 2020 
showed equal levels of pricing knowledge 
between men and women. However, by 2024, 
a follow-up survey revealed that men had a 5 
percentage point higher awareness women. 
Our review did not identify evidence 
addressing the remaining questions.  
 
 
 

2.3. Intrahousehold Dynamics  
 

 

Key Questions 
 

● When DFS accounts are shared between male and female household 

members, does this lead to pricing transparency issues, if, for example, 

receipts are sent to male household members’ accounts for transactions 

conducted by women? 

 

Self-Reported Knowledge of DFS 
Prices (Mobile Banking/Mobile 
Money Fee) by Gender 

Country Data 

Kenya Female: 72% 
Male: 61% 

Nigeria (2020) Female: 72% 
Male: 72% 

Nigeria (2024) Female: 55% 
Male: 60% 

Uganda Female: 43% 
Male: 39% 

https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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Evidence suggests that women’s access to DFS promotes women’s economic 
empowerment by shifting intrahousehold dynamics. These changes often increase 
women’s bargaining power, enabling them to better influence decisions related to  
financial management, work, and purchases. However, we did not find evidence 
examining these dynamics specifically in relation to consumer protection issues, 
such as high or hidden prices. Additional research is needed to fully address these 
questions. 
 

2.4. Measuring Effectiveness of Proposed Solutions 
 

This section explores solutions to reduce high and hidden DFS prices, with a 
particular focus on working with mobile money agents. Since multiple factors 
contribute to these costs, a single intervention may not be sufficient. A multi-pronged 
approach that combines several solutions is likely necessary to create a more 
affordable and transparent DFS landscape. 
 
Agents 

 
In 2023, there were 8.3 million active mobile money agents globally. While these 
agents play a crucial role in supporting DFS transactions, they can also pose risks 
to consumers. Addressing issues such as agent misconduct, lack of transparency, 
and gender discrimination could help mitigate high and hidden costs, while 
promoting fairer outcomes for all consumers. 
 

Intervention Description Evidence 

Anti-misconduct 
information 
campaign 

Information 
campaign to 
consumers with 
official tariffs for 
common local 
transactions and 
how to report mobile 
money agent 
misconduct. 

An anti-misconduct information 
campaign in Ghana, which focused  
on pricing transparency and 
monitoring, led to a significant 72 
percent reduction in misconduct, with 
no observed gender differences in its 
impact. 

Price list 
accessibility 

For example, 
regulators or FSPs 
require posting 
listed prices at 
mobile money 
kiosks. 

Findings from the TCI suggest that 
pricing transparency alone, such as 
posting price lists, does not correlate 
with lower rates of overcharging. 
Agents with listed prices were no 
more or less likely to overcharge 

https://docs.gatesfoundation.org/documents/the_impacts_of_digital_financial_services_on_womens_economic_empowerment_financial_services_for_the_poor.pdf
https://www.gsma.com/sotir/wp-content/uploads/2024/03/GSMA-SOTIR-2024_Report.pdf
https://www.researchgate.net/publication/345110909_Misconduct_and_Reputation_under_Imperfect_Information
https://poverty-action.org/transaction-cost-index
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than those without. It is important to 
note that this evidence is not causal. 

Anti-discrimination 
training of mobile 
money agents 

Educating mobile 
money agents on 
the harms of gender 
discrimination, 
misconduct policies, 
and gender-
inclusive practices. 

Our review did not identify evidence 
on this solution. 

 

3. Complaints & Redress 
 
Despite the numerous challenges consumers face, their appetite for seeking formal 
redress remains low. In Senegal, only 47 percent sought any form of redress after 
experiencing a consumer protection challenge, followed by 44 percent in 
Bangladesh, 39 percent in Uganda, and 33 percent in Côte d'Ivoire. In Nigeria, the 
percentage of consumers seeking redress rose from 45 percent in 2020 to 54 
percent in 2024. Kenya had the highest rate, with 88 percent of consumers taking 
some action.  
 
A lack of proper, accessible, and effective redress channels can reduce trust and 
limit DFS usage, potentially harming global financial inclusion efforts. Therefore, 
understanding gender differences in seeking redress, complaint outcomes, and 
satisfaction levels is essential for improving consumer protection.  
 

3.1. Seeking Redress 
 

 

Key Questions 
 

● Conditional on experiencing an issue with DFS, do women seek out 

formal redress more or less than men? 

● Does agency and self-efficacy impact whether women seek formal 

redress? 

● What channels do women use to seek redress, and why? 

● Do women prefer more privacy than men when dealing with complaints 

and redress? 

● Are there gender differences in knowledge of where and how to complain 

or seek redress? 

https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
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● How do women's use of and satisfaction with complaint redress processes 

differ based on other demographic characteristics? 

● How do social and cultural hierarchies impact women’s likelihood of 

successful grievance redressal, both in-person and online? 

 

 
To improve the complaints resolution and redress process we first need to 
understand how people seek out these services, what drives them to seek out  
redress, and what types of complaints channels 
are most sought out. According to IPA’s DFS 
surveys, the percentage of women seeking 
formal redress (having contacted a provider, 
agent, or regulator) was slightly lower than men 
across three countries. Similarly, findings from 
IPA’s TCI, show that men who face DFS 
challenges are significantly more likely to seek 
redress than women. Additionally, an analysis of 
mobile network operator complaints data in 
Uganda found that complaints by female 
customers were only 35 percent of the overall 
volume, but female subscribers were 45 percent 
of total MNO subscribers. Surveys in 
Bangladesh, India, and Kenya found that female 
respondents (12 percent) registered fewer 
complaints than men (18 percent). Research in 
Senegal found that there were not significant gender differences in seeking out 
redress from an agent or provider (47 percent of women versus 48 percent of men). 
Of those who did not seek out redress, 21 percent did not know which provider to 
contact (29 percent of men and 12 percent of women) and 15 percent did not know 
how to contact the provider (22 percent of men and 8 percent of women). In Côte 
d’Ivoire, women (27 percent) were less likely to contact a provider than men (37 
percent). More specifically, women were more like to not know how to contact the 
provider (16 percent compared to 11 percent of men). 
 
When women do seek out redress, evidence shows that women prefer speaking to 
someone in-person. In India, interviews with female DFS users found that they highly 
value personal relationships and prefer in-person complaint resolution. Moreover, 
IPA’s DFS surveys found that in both Nigeria and Kenya, women were more likely 
to reach out to an agent for support. Finally, in Bangladesh, when government-to-
person (G2P) recipients (widows, pensioners, and people with disabilities) were 

 
2 Smaller sample size and less representative geographically than 2024 survey. 

In Last 12 Months: Sought 
Formal Redress After 
Experiencing Biggest DFS 
Challenge by Gender 

Country Data 

Kenya Female: 49% 
Male: 54% 

Nigeria (2020)2 Female: 45% 
Male: 39% 

Nigeria (2024) Female: 45% 
Male: 50% 

Uganda Female: 30% 
Male: 32% 

https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/transaction-cost-index
https://poverty-action.org/publication/leveraging-customer-complaints-data-monitor-consumer-protection-mobile-services-uganda
https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf
https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.centerforfinancialinclusion.org/fight-gender-inequality-prioritizing-womens-customer-experience-in-product-design-and-complaint-resolution-processes/
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-bangladesh
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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asked who they would be comfortable talking to about a future problem or complaint, 
more than 60 percent said they would contact their ward member, which is an elected 
member of their town division. 
 
Finally, evidence shows that agency and self-efficacy impact whether or not women 
seek out formal redress. IPA funded research in India found that men and women 
had similar levels of self-efficacy and fatalism when approaching redress, but women 
had lower levels of internal locus of control. Men and women were equally in favor 
of reporting issues and feeling unfairness when encountering problems, but 
perceived norms drove women’s redress behavior. Additionally, women (39 percent) 
are more likely than men (32 percent) to ask their family or friends to help with 
redress. Women who reported a higher perceived likelihood of receiving family 
backlash for experiencing issues were less likely to seek redressal on their own.  
 
The remaining questions regarding privacy, DFS knowledge, social norms, user 
interface, and demographics currently lack evidence and require more research. 
 

3.2. Outcomes & Satisfaction with Complaints Resolution 
 

 

Key Questions 
 

● Do women successfully resolve complaints at different rates than men? 

● Are women more or less satisfied with the complaints resolution they 

receive than men? 

● Does the inability to resolve complaints impact DFS usage by gender? 

● Do challenges in the consumer redress process affect the completion rate 

of complaints resolution? Are there differences by gender? 

● Does gender discrimination from customer care representatives exist? If 

so, does this impact complaints resolution? 

 

 
IPA research indicates that resolution rates do not vary significantly by gender. This 
finding is reinforced by research in Côte d’Ivoire, where women resolved their 
problems at similar rates to men when contacting a provider (86 percent) and when 
resolving complaints with agents (94 percent of women versus 89 percent of men).  
 
 
 
 
 

https://poverty-action.org/study/strengthening-womens-confidence-dealing-with-consumer-complaints-india
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
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However, questions remain 
unanswered regarding satisfaction 
levels, potential discrimination, and the 
impact of redress outcomes on DFS 
usage. These areas lack rigorous 
evaluation and warrant further research. 
 
 
 
 
 
 
 
 
 
 
 
 

3.3. Measuring Effectiveness of Proposed Solutions 
 

Below are potential solutions designed to improve consumer complaints and redress 
processes. Each solution targets the issue from a different angle. Since these 
solutions are not mutually exclusive, effectively addressing current challenges may 
require a comprehensive strategy that integrates multiple interventions. 
 
Automation, Prediction, & Generative AI 

 
The proliferation of artificial intelligence offers opportunities to leverage consumer 
complaints to improve redress processes for DFS users. This can include the use of 
chatbots for instant assistance, automated complaint filing services to streamline and 
expedite the submission process, and AI-driven complaint handling to ensure 
efficient resolutions. These technological advancements aim to make the complaint 
processes more accessible, responsive, and efficient for users. 
 

Intervention Description Evidence 

Chatbots Automated software 
programs designed to 
simulate conversation 
with users, typically 
powered by AI or natural 
language processing 

An analysis of chatbot data from 
Bangko Sentral ng Pilipinas 
revealed similar consumer 
satisfaction rates across 
genders. It is important to note 
that this data comes from an 

Successful Complaints Resolution Rates 
by Gender 

Country Data 

Bangladesh Female: 27% 
Male: 28% 

Kenya Female: 49% 
Male: 54% 

Nigeria (2020) Female: 56% 
Male: 56% 

Nigeria (2024) Female: 62% 
Male: 61% 

Uganda Female: 47% 
Male: 40% 

https://poverty-action.org/study/using-chatbots-and-social-media-data-philippines-identify-consumer-protection-issues-digital
https://poverty-action.org/sites/default/files/publications/IPA-Bangladesh-Consumer-Protection-in-Digital-Finance-Survey-Report-June-2022.pdf
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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early version of the chatbot, 
which was in use from Aug 2020 
to July 2021, when the chatbot 
was less effective. 

Automated 
complaint filing 
and handling 
services 

Digital systems or 
platforms that allow 
users to submit 
complaints or 
grievances without 
direct human 
intervention 

Our review did not identify 
evidence on this solution. 

 
Community Engagement 

 
Community outreach efforts offer another potential solution to enhance consumer 
redress by actively engaging with consumers to raise awareness about their rights, 
the processes for seeking recourse, and the availability of dispute resolution 
mechanisms. These initiatives can help bridge the gap between service providers 
and underserved populations, particularly in remote or marginalized areas where 
knowledge of consumer protection options is often limited. This could include 
leveraging existing groups, such as those on social media platforms, saving groups, 
consumer advocacy organizations, or religious groups. 
 

Intervention Description Evidence 

Learning from 
peers 
 

Community members 
endorsing a financial 
product or sharing 
knowledge about 
said product. 

In Ghana, peer endorsement by 
women was particularly effective in 
increasing confidence around 
accessing redress options. 
 
In Bangladesh, when transitioning 
G2P payments from cash to digital, 
recipients – including pensioners, 
widows, and people with 
disabilities- indicated they would be 
most likely to contact their local 
ward member to address future 
problems or complaints. 

https://www.povertyactionlab.org/sites/default/files/research-paper/WP4839_Incentives-and-Endorsement-for-Technology-Adoption-in-Ghana_Riley-et-al_Feb2024.pdf
https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-bangladesh
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Legal aid Support from a 
lawyer or legal expert 
to help navigate the 
DFS complaints 
process. 

In Uganda, IPA tested the impact of 
legal aid in resolving consumer 
complaints and found that legal 
services increased dispute 
resolution by 23 percent – rising 
from 30 percent of disputes 
resolved in the comparison group to 
37 percent in the group that 
received legal services. This benefit 
was observed equally for both men 
and women. 

Outreach 
campaigns, such 
as social media or 
IVR 

Publicized 
campaigns sharing 
information on 
complaints redress 
channels, processes, 
and consumer rights. 

Our review did not identify evidence 
on this solution. 

 
Other Complaints Redress Improvements 

 
Although no clear gender pattern exists in consumer satisfaction with complaint 
redress processes, it is evident that these systems require significant improvements. 
One potential avenue to enhance consumer redress is to prioritize reforms and 
provide targeted support throughout the complaints process, ensuring it is 
accessible, efficient, and responsive to consumer needs. Given that FSPs manage 
all filed complaints, many of these improvements and forms of support should 
originate from these institutions. Strengthening these redress mechanisms may lead 
to improved customer satisfaction, trust, and overall usage of DFS. 
 

Intervention Description Evidence 

Toll-free 
complaints 
lines 

Free call-in service 
that provides 
consumers with a 
place to file DFS 
complaints. 

In Bangladesh, when social welfare 
recipients’ government aid was 
switched to digital payments, they 
were offered a free phone hotline to 
assist with questions and complaints. 
However, less than 1 percent of 
recipients cited this as a useful 
resource. 

https://poverty-action.org/measuring-impact-legal-assistance-mobile-money-dispute-resolution-uganda
https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-bangladesh
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IVR Automated phone 
system technology that 
allows incoming callers 
to access information 
via a voice response 
system of pre-recorded 
messages. 

Our review did not identify evidence 
on this solution. 

Other 
interventions to 
improve 
redress 
experience 

Other improvements to 
the complaints redress 
process, such as 
reducing wait times, 
improving user 
experience on digital 
complaints forms, or 
providing gender-
intentional training for 
call center staff. 

Our review did not identify evidence 
on this solution. 

Promote use of 
alternative 
complaints 
channels 

Encouraging use of 
other outlets to lodge 
complaints with DFS, 
such as social media.  

In Kenya, Nigeria, and Uganda, 
analysis of social media data 
provided insights into consumer 
protection issues, highlighting key 
complaints such as long waiting 
times, lack of provider 
responsiveness, and transaction 
errors. The analysis found that men 
complain significantly more on X 
(formerly known as Twitter). After 
COVID-19, women in Nigeria 
significantly increased their 
complaints rates of fraud compared to 
men, while in Uganda, women 
reported more operational failures. In 
contrast, in Kenya, men showed a 
larger increase in complaints than 
women during the pandemic. 
However, it is important to note that 
there is no evidence regarding the 
actual effectiveness of these 
interventions. 

 

https://poverty-action.org/study/measurement-consumer-protection-complaints-social-media
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4. Access to Credit 
 
Limited access to capital is a major obstacle preventing women from fully 
participating in the economy, whether by starting businesses or engaging in other 
productive activities. Many women, unable to open bank accounts or secure credit, 
must rely on informal loans from family, friends, or moneylenders. In LMICs, only 21 
percent of women access loans through formal financial institutions or mobile 
banking, compared to 25 percent of men. Additionally, there is a  $1.9 trillion financial 
shortfall for women entrepreneurs, despite owning 22 percent of micro-enterprises 
and 32 percent of small and medium enterprises. Our review highlights research on 
discrimination in lending and credit scoring, and suggests that more research is 
needed, especially in LMIC contexts. 
 

4.1. Individual Bias in Lending 
 

 

Key Questions 
 

● Is there gender discrimination in the credit lending process by loan 

officers? 

● What drives gender discrimination among lenders? 

 

 

Multiple studies have shown that gender-based discrimination exists in the lending 
process. In Turkey, 35 percent of loan officers surveyed exhibited signs of gender 
bias. After presenting officers with four fictional loan applications, which varied in risk 
profiles and the applicant’s gender, on average, women were awarded $14,000 less 
in loans than otherwise comparable men. Another study in Turkey found that real-
world female applicants were 30 percent more likely than similar male applicants to 
be asked for a guarantor by loan officers when applying for loans. Similarly, in Chile, 
research revealed that loan requests submitted by women were 18.3 percent less 
likely to be approved due to loan officers’ discriminatory preferences. This approval 
rate was even lower for pro-male officers, who approved 54 percent fewer loans for 
women. Lastly, a lab-in-field experiment in Uganda asked loan officers to evaluate 
business ideas of individual entrepreneurs and entrepreneurial teams. The research 
found gender discrimination against individual female entrepreneurs, but no gender 
bias in the evaluation of teams. This suggests that the bias in this context is not 
driven by hostility towards women entrepreneurs, but rather by beliefs about 
women’s entrepreneurial abilities. 
 
 

https://www.worldbank.org/en/publication/globalfindex
https://smefinanceforum.org/data-sites/msme-finance-gap
https://www.unido.org/stories/women-smes-and-sustainable-development-lessons-learnt-road-ahead
https://openknowledge.worldbank.org/server/api/core/bitstreams/eb421bbb-5580-5217-9eb1-a7ab0f460e19/content
https://conference.nber.org/conf_papers/f143123.pdf
https://publications.iadb.org/en/bad-taste-gender-discrimination-in-the-consumer-credit-market
https://www.cesifo.org/en/publications/2023/working-paper/gendered-access-finance-role-team-formation-idea-quality-and
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4.2.      Systemic Barriers to Credit 
 

 

Key Questions 
 

● How does the use of alternative credit scoring models address (or not) 

potential biases in lending decisions and algorithms? 

● Are women more or less likely to have credit history data or lack of official 

documentation?  

 

 
An audit of an Indian digital credit provider’s AI-based credit scoring system found 
that the model does not differentiate between male and female applicants, which 
contributed to achieving gender parity in its lending processes. Any slight gender 
imbalance observed was attributed to the low volume of women applicants, rather 
than the scoring methodology. However, it is important to note that AI-credit scoring 
models are only as unbiased as the algorithms created by their developers. 
Additionally, a “gender-blind” approach may overlook women’s unique challenges, 
potentially hindering their ability to access loans.  
 
Regarding credit history, in LMICs, only 21 percent of women acquire loans through 
formal channels, compared to 25 percent of men. This limited access to formal loans 
results in fewer and thinner formal credit histories for women. Additionally, many 
women struggle to establish formal credit history due to lack of official 
documentation. Globally, 850 million people are without IDs, and women in low-
income countries are still 8 percentage points less likely than men to have an ID. 
Moreover, a market study of housing finance for women in Colombia, India, and 
Kenya, found that women who are self-employed or work informally often lack the 
income levels or documentation required to borrow from financial institutions.  
 

4.3. Measuring Effectiveness of Proposed Solutions 
 

Improving equitable access to credit for consumers requires addressing several root 
causes, including, but not limited to, the lack of loans that cater to women’s unique 
needs, lender discrimination, and biased traditional credit scoring. To achieve 
sustainable impact, the implementation of multiple solutions – either separately or in 
tandem – may be necessary. 
 
Loan Types & Lenders 

 
Addressing the documented discrimination women face in accessing loans presents 
an opportunity to leverage innovative financial solutions to promote gender equity in 

https://www.womensworldbanking.org/insights/in-a-world-of-gender-bias-lendingkarts-ai-based-credit-model-stands-apart/#:~:text=,NPA%20versus%204%20percent%20NPA
https://www.womensworldbanking.org/wp-content/uploads/2021/02/2021_Algorithmic_Bias_Report.pdf
https://www.cgap.org/sites/default/files/publications/Tech%20Guide_Gender%20Intentional%20Credit%20Scoring%202024%20%281%29.pdf
https://www.worldbank.org/en/publication/globalfindex
https://blogs.worldbank.org/en/digital-development/850-million-people-globally-dont-have-id-why-matters-and-what-we-can-do-about
https://www.ifc.org/content/dam/ifc/doc/mgrt/housingfinancewomen-1-29-20.pdf
https://www.ifc.org/content/dam/ifc/doc/mgrt/housingfinancewomen-1-29-20.pdf
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credit access. Strategies such as implementing guarantee schemes for women or 
reducing loan eligibility criteria could expand opportunities to secure credit where 
women might otherwise face rejection. Furthermore, while educational interventions 
may yield positive outcomes in certain contexts, they could also inadvertently 
exacerbate discrimination if not carefully designed and implemented. 
 

Intervention Description Evidence 

Relaxing loan 
eligibility 
requirements & 
costs 

Providing credit to 
those who would 
normally be denied 
or offer larger loans 
the consumers 
would initially be 
approved for or 
reducing the costs 
associated with 
accessing credit, 
such as through 
digital credit. 

Research in Nigeria found that 
digital loans (irrespective of credit 
scores) significantly increased 
subjective well-being, but there was 
not consistent evidence that 
increased access affected women’s 
economic empowerment, income 
and expenditures, or resilience. 
 
In Kenya, offering digital credit did 
not substitute for other forms of 
credit (such as informal loans or 
loans from non-digital banks), but it 
did expand overall access to credit 
for households over time. There was 
no significant change in debt 
burden, and there were no 
differential impacts based on 
gender. 
 
In Haiti, providing users with airtime 
loans (small airtime advances for a 
fee) led to a 16 percent increase in 
communications expenditures The 
default rate for airtime loans was 
very low, with most loans fully repaid 
in less than five days. These loans 
had similar impacts across gender. 

Loan officer 
education to 
increase access to 
credit 

“Correcting” loan 
officers’ biased 
beliefs by providing 
them with actual 
information on 

In Chile, educating loan officers did 
not overcome gender discrimination; 
in fact, gender-biased officers in the 
treatment-group discriminated more 

https://arxiv.org/pdf/2202.13540
https://www.sciencedirect.com/science/article/abs/pii/S0304387821000742
https://www.obcabanillas.com/files/jmp_OscarBarrigaCabanillas.pdf
https://publications.iadb.org/en/bad-taste-gender-discrimination-in-the-consumer-credit-market
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repayment 
performance of men 
and women. 

against women compared to their 
control counterparts. 

Guarantee 
schemes that 
target women 

Financial programs 
or policies designed 
to enhance women's 
access to credit, 
loans, and other 
financial resources 
via a guarantee of 
loan repayment from 
the government, a 
financial institution, 
or a development 
organization to 
reduce the risk for 
lenders when 
providing funds. 

In Turkey, private banks provided 
credit to female entrepreneurs 
through a blended finance program 
(combining public and private 
funds), which included a guarantee 
of up to 10 percent of each 
participating bank’s portfolio. This 
program encouraged banks to lend 
to women-owned businesses by 
mitigating their risk. The program 
increased lending to female clients, 
with no decrease in loan quality. 
Additionally, female-owned firms 
that received credit were 2.4 
percentage points more likely to 
remain in business one year after 
the start of the program. 

 
Credit Scoring 

 
Women face systematic disadvantages in lending markets, receiving lower approval 
rates for loans and, when approved, being granted smaller amounts with shorter 
repayment terms compared to their male counterparts. While this is often driven by 
lenders' taste-based discrimination, it is also due to the fact that women are less 
likely to own high-value assets, such as housing or land, which are frequently used 
as collateral. The absence of credit bureaus or inadequate credit history further 
restricts their opportunities. Therefore, utilizing alternative credit scoring models may 
improve loan approval outcomes and amounts for women. 
 

Intervention Description Evidence 

Psychometric 
credit scoring 

Measures traits 
linked to a 
borrower’s 
ability and 
willingness to repay 
a loan. 

In Ethiopia, women with access to 
psychometrically assessed loans 
increased their likelihood of accessing 
formal credit up to 89 percent. These 
psychometric-appraised, uncollateralized 
loans demonstrated similarly high 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4680597
https://documents1.worldbank.org/curated/en/099441511142232337/pdf/IDU0dd894b3d009330483f08eea036058c589c97.pdf
https://documents1.worldbank.org/curated/en/099441511142232337/pdf/IDU0dd894b3d009330483f08eea036058c589c97.pdf
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 repayment rates to regular collateralized 
loans offered by micro finance institutions 
prior to the onset of COVID-19. 

Alternative data For those with no 
credit history, using 
digital transaction 
data to evaluate 
credit worthiness. 

In Mexico, alternative data from digital 
transactions effectively predicted 
creditworthiness for borrowers with no 
credit history. Segmenting the machine 
learning model improved gender 
outcomes – 12.3 percent of women who 
would have been rejected by a standard 
model were approved by the gender-
segmented model. There were no 
changes in default rates, which remained 
at 10 percent for both models. 

Gender-
intentional credit 
score cards 

Tool to analyze 
loan portfolios and 
identify potential 
gender biases in 
lending decisions. 

In Zambia, AB Bank Zambia implemented 
a credit scorecard that awarded higher 
scores to women. Analysis of over 16,500 
microloans issued using the scorecard 
between 2020 and 2023 found that the 
scorecard increased the share of loans 
given to women. Women received 60 
percent of loans compared to 40 percent 
of men, representing a 3 percent increase 
compared to past loans. After the 
introduction of scorecards, women and 
men had similar default rates (3.5 
percent). Before the scorecards, there 
was a 2 percent difference (5 percent for 
women versus 7 percent for men). 
Therefore, the additional points awarded 
to women’s scores more accurately 
reflected their historical repayment rates 
and helped correct gender-blind scoring. 

 

5. Overindebtedness & Debt Stress 
 
Digital credit options have expanded significantly over the past few years. Digital 
loans in LMICs first emerged in 2012, and by 2019, these loans had spread globally, 
with billions of dollars in credit disbursed to consumers in LMICs. While digitization 
has made credit more accessible, concerns have grown about consumer protection 

https://seankhiggins.com/assets/pdf/ChiodaGertlerHigginsMedina_FinTechLendingToBorrowersWithNoCreditHistory.pdf
https://www.cgap.org/sites/default/files/publications/Tech%20Guide_Gender%20Intentional%20Credit%20Scoring%202024%20%281%29.pdf.
https://poverty-action.org/blog/promise-and-harms-digital-credit-what-does-evidence-say#:~:text=The%20first%20digital%20credit%20loan,%2Dincome%20countries%20(LMICs).


 
34 

 
  

risks associated with these products, Embedded finance products, such as Buy Now, 
Pay Later (BNPL), have made it even easier for consumers to take on debt and fall 
into overindebtedness. This is particularly important, as many studies show that 
women seeking credit often drop out of the process halfway through, as mainstream 
banks are often inconvenient for them. Since digital lending applications often offer 
faster approvals and minimal documentation, women are a key target demographic. 
As a result, IPA is interested in gathering more evidence on borrowing and 
repayment behaviors, the contributing factors to debt stress, the impacts of 
overindebtedness, and institutional and policy responses.  
 

5.1. Borrowing & Repayment Behavior 
 

 

Key Questions 
 

● When women access credit, are they more or less likely to fail to repay?  

● Are women more or less likely to repay certain types of loans as 

compared to others? 

● Are women more or less likely to make sacrifices to repay their loans 

(e.g., food consumption, school fees)? 

● Are women more or less aware of digital loan product features from 

lending applications? 

● Are women more or less likely to borrow from multiple providers 

simultaneously? 

● Do women seek out certain forms of credit over others, such as BNPL or 

embedded finance?  

● Are repayment schedules different by gender? 

 

 
Overall, women are more likely to repay their loans than men. A global analysis of 
42 countries over 14 years found that women have higher loan repayment rates than 
men. Evidence from IPA’s DFS surveys on loan repayment presents a more mixed 
picture: on-time repayment rates are similar for women and men, except in Nigeria 
where men were 17 percentage points more likely to have ever failed to repay a loan 
on time than women. Additionally, a trust game and microloan repayment program 
in Bangladesh found that women are more trustworthy than men and are more likely 
to repay their loans. The results of a mediation test suggest that the gender effect 
on loan repayment is significantly mediated by differences in innate trustworthiness.  
 
Women are more likely to repay certain types of loans compared to others. 
Specifically, flexible loans tend to work better for women who are experienced 

https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3669673#:~:text=Results%20suggest%20that%20women%20are,and%20profitability%20of%20microfinance%20organizations
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.sciencedirect.com/science/article/abs/pii/S0378426619302596?via%3Dihub
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borrowers. Evidence shows that flexible loan repayment terms can encourage 
greater risk-taking, increase return on investment, and improve business outcomes 
for experienced borrowers and those with higher levels of entrepreneurial ability. In 
contrast, standard credit contracts may be more effective in reducing default for first-
time female borrowers and those with low financial discipline.  
 
Female users also exhibit a similar level of confidence as male users when verifying 
a lending application’s legitimacy. They typically check ratings, review the 
applications, and rely primarily on the opinions of their spouses when deciding to 
use digital lending platforms. Regarding loan product features such as annual 
percentage rate, loan tenure, and loan balance, women are slightly more aware.  
 
Many consumers also make sacrifices, such as reducing food consumption or not 
paying school fees, to pay off their loans. However, IPA data does not reveal a 
gendered pattern regarding sacrifices. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Credit Users Who Ever Failed to 
Repay Loan on Time 

Country Data 

Bangladesh No data 

Kenya Female:  80% 
Male: 76% 

Nigeria (2020) Too few observations 

Nigeria (2024) Female: 26% 
Male: 43% 

Uganda Female: 66% 
Male: 69% 

Made Any Sacrifice to Repay 
Loans by Gender 

Country Data 

Bangladesh No data 

Kenya Female: 79% 
Male: 78% 

Nigeria (2020) Too few 
observations 

Nigeria (2024) Female: 49% 
Male: 67% 

Uganda Female: 56% 
Male: 52% 

https://poverty-action.org/sites/default/files/2024-10/Women%E2%80%99s%20Economic%20Activity_10.9.24.pdf
https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://poverty-action.org/sites/default/files/publications/IPA-Bangladesh-Consumer-Protection-in-Digital-Finance-Survey-Report-June-2022.pdf
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/publications/IPA-Bangladesh-Consumer-Protection-in-Digital-Finance-Survey-Report-June-2022.pdf
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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When it comes to multiple borrowing, IPA 
data shows that male consumers are 
somewhat more likely to have multiple 
loans at the same time. We found no 
evidence to address the remaining 
questions on forms of credit or repayment 
schedules. 
 
 
 
 
 
 
 

5.2. Overindebtedness & Contributing Factors 
 

 

Key Questions 
 

● Does credit have a higher cost for women than men? 

● How common is financial abuse in LMICs, and how often does this result in 

overindebtedness?  

● What factors drive gender differences in overindebtedness? 

● How does employment informality impact overindebtedness among men 

and women? 

● Are there noted common traits or underlying factors among women who 

are in debt stress? 

● What are the gendered differences in beliefs on taking out multiple loans or 

taking on debt, such as risk aversion? 

 

 
A loan data audit conducted by the Competition Authority of Kenya and IPA found 
that women, on average, pay more for credit in effective terms than men across the 
market. Women pay an average of 269 percent in effective APR, compared to 252 
percent for men.  
 
Another critical consumer protection issue is financial abuse, which occurs when an 
individual’s ability to acquire, use, or maintain financial resources is controlled by 
someone else, undermining their financial security and self-efficacy. Based on 
anecdotal evidence, the Grameen Foundation highlights that financial abuse 
disempowers billions of women and other vulnerable groups worldwide. However, 
further research is needed to address this priority issue. 

Borrowing Multiple Loans by Gender 

Country Data 

Bangladesh No data 

Kenya Female: 8% 
Male: 10% 

Nigeria (2024) Female: 11% 
Male: 12% 

Uganda Female: 3% 
Male: 7% 

https://poverty-action.org/publication/competition-authority-kenya-digital-credit-market-inquiry
https://grameenfoundation.org/program-safe-to-safeguard-women-from-abuse-in-the-financial-ecosystem
https://poverty-action.org/sites/default/files/publications/IPA-Bangladesh-Consumer-Protection-in-Digital-Finance-Survey-Report-June-2022.pdf
https://poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Nigeria-Consumer-Survey-Report.pdf
https://poverty-action.org/sites/default/files/Uganda-Consumer-Survey-Report.pdf
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We found no evidence in our review related to the remaining research questions on 
contributing factors to overindebtedness. 
 

5.3. Impacts of Overindebtedness 
 

 

Key Questions 
 

● Do lenders treat women and men differently when they are overindebted, 

for example, in the restructuring offers they receive or in future credit 

offerings? 

 

 
We did not find any evidence in our review regarding the impacts of over-
indebtedness on consumers or the beliefs surrounding debt. 
 

5.4. Measuring Effectiveness of Proposed Solutions 
 

Below are potential solutions to address overindebtedness and debt stress through 
improved loan design and repayment structures, tools for better financial decision-
making, and education and community support. Each of these solutions tackles the 
challenge in a distinct way, and combining multiple approaches may be essential to 
creating lasting, meaningful change for consumers. 
 
Loan Design & Repayment 

 
A potential avenue to reduce multiple borrowing and overindebtedness is to rethink 
the design and repayment of loans. This could include varying loan approval waiting 
periods, tailoring repayment schedules to better align with women’s experiences, or 
increasing women’s control over loans to empower them to use the credit for its 
intended purpose. 
 

Intervention Description Evidence 

Loan application 
friction  

Obstacles, delays, 
or complexities that 
make the process 
of applying for and 
securing a loan 
more difficult or 
time-consuming for 

Evidence in Mexico shows that 
reducing loan speed by doubling the 
delivery time from 10 to 20 hours 
decreases the likelihood of default by 
21 percent. There are slightly larger 
effects for increase in repayment for 
men (6.7pp) versus women (5.0pp), 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=4572659
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borrowers, such as 
increasing the 
duration of time 
between applying 
for a loan and 
receiving approval 
or disbursement of 
funds. 

though this difference is not statistically 
significant. 

Tailored 
repayment 
schedules 

Tying the type of 
repayment 
schedule (flexible 
versus standard) to 
women’s financial 
experience. 

Some studies indicate that flexible 
credit lines increased profits and 
business outcomes for women 
entrepreneurs. Meanwhile, for less 
experienced borrowers, standard 
contracts may reduce default. For 
instance, in India, flexible credit lines 
for female street vendors increased 
investment in profitable goods, resulting 
in a 7 percent increase in profits. The 
impacts were greatest amongst 
vendors whose incomes were above 
the median at baseline or who had 
previously used formal loans. 
 
Conversely in Colombia, when 
providing first-time borrowers (majority 
women) with the flexibility to defer the 
principal payment up to three times 
within a 12-month period, this led to 
increased overall default rates by 4 
percent at three months after maturity 
and 3 percent at 12 months. 
Comparable borrowers without 
flexibility had better repayment 
performance without resorting to more 
expensive sources.  

Control and/or 
privacy 

Increasing women’s 
ability to solely own 
and use loans 
without a partner’s 
knowledge. 

Our review did not identify evidence on 
this solution. 

https://poverty-action.org/designing-credit-products-support-womens-economic-activity-synthesis-recent-literature
https://www.sciencedirect.com/science/article/abs/pii/S0304387820300729
https://documents1.worldbank.org/curated/en/099003411172213782/pdf/IDU1bd441c85136f2148be1b06c160de8e4d3a7e.pdf
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Tools & Technology for Better-Decision Making 

 
Another potential method to mitigate overindebtedness is to improve the tools and 
technology used by consumers and FSPs for credit-related decision-making. This 
could include websites that allow consumers to compare credit options, helping them 
find the best interest rates and loan amount, or incorporating nudges during the loan 
application process to remind them of the risks of taking on debt. FSPs may also 
consider improving how they share credit information, such as repayment rates, 
between providers. 
 

Intervention Description Evidence 

Credit comparison 
shopping tools 

Digital or physical 
resources designed 
to help consumers 
evaluate and 
compare different 
credit options, such 
as credit cards, 
personal loans, 
mortgages, or auto 
loans.  

In Chile, loan seekers were provided a 
loan price comparison tool and found 
that consumers believed interest rates 
were lower than reality. The tool did not 
increase loan searches or applications 
to other lenders, but it did cause 
consumers to be 39 percent more likely 
to negotiate with their lender and 
receive 11 percent lower interest rates. 
Gender disaggregated results are still 
in progress. 
 
In Mexico, researchers are studying the 
impacts of an app that allows users to 
compare personalized credit offerings. 
The project is still in the field. 

Nudges  Subtle reminders or 
cues designed to 
encourage 
customers to think 
critically before 
taking out a loan or 
about repayment, 
without restricting 
their freedom of 
choice or 
significantly 
changing their 
economic 

In the Philippines, when sending 
weekly text reminders to borrowers 
(majority women), including the loan 
officer’s name reduced the chance of a 
loan- remaining unpaid by 34 percent 
after seven days and by 41 percent 
points after 30 days. 

https://seankhiggins.com/assets/pdf/PriceComparisonTools.pdf
https://poverty-action.org/does-choosing-multiple-credit-offers-improve-consumers-economic-outcomes-mexico
https://www.nber.org/system/files/working_papers/w17952/w17952.pdf
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incentives, such as 
reminders during in-
app process or text-
reminders. 

Credit information 
sharing  

Improving credit 
information sharing 
to both consumers 
and other FSPs, 
which may include 
credit reference 
bureaus. 

In Mexico, adoption of credit bureau 
scores into the digital lender screening 
process showed that including this 
additional information could increase 
the likelihood of borrowers’ repayment 
by 10-13 percent. But another potential 
effect is that women might be a smaller 
fraction (reduction of 4.5 percentage 
points) of the approved loans after 
credit scores are introduced.  

 
Education & Community Support 

 
A lack of education about the loan process and the consequences of failing to repay 
credit can leave consumers vulnerable to issues like multiple borrowing and 
overindebtedness. Without a clear understanding of loan terms, interest rates, or 
repayment obligations, individuals may unintentionally overextend themselves 
financially, leading to cycles of debt that are difficult to break. Addressing these 
vulnerabilities could involve partnering with community-based organizations that are 
well-positioned to offer culturally relevant financial guidance, providing financial 
education to equip consumers with essential knowledge about loans, or encouraging 
accountability through existing local finance groups, such as savings groups.  
 

Intervention Description Evidence 

Community-based 
organizations 

Groups that operate 
at a local or regional 
level to address 
specific needs within 
a community, such 
as sharing 
experiences with 
and knowledge of 
loans and other 
financial services.  

Our review did not identify evidence 
on this solution. 

https://static1.squarespace.com/static/57869cbb2e69cf3d5af77419/t/648110a1f65a231fc8ab35a0/1686180004449/BKP_2023_CRBs.pdf
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Financial literacy 
training 

Educational 
programs or 
activities designed to 
enhance individuals' 
understanding of 
financial concepts 
and skills to help 
reduce and prevent 
debt. 

In India, financial literacy education of 
female microfinance beneficiaries 
resulted in improved loan repayment 
punctuality and savings 
accumulation. 
 
A second study in India found that a 
mandatory financial education 
program for female customers of a 
microfinance institution led to a 
reduction in the total number of days 
taken to make loan repayments. It 
also reduced the number of months in 
which a repayment was late over a 
period of six months. 
 
In Malawi, IVR which provided 
financial literacy information informed 
borrowers of loan terms, fees, and 
cost of borrowing. This did not 
increase timely loan repayment and 
slightly increased loan demand. While 
there was a gender imbalance in the 
sample, there were minimal gender 
differences in the results. 

Savings groups 
and group lending 

Self-managed 
community 
organizations 
composed of local 
community members 
who meet regularly 
to save money 
securely, access 
small loans, and 
provide emergency 
insurance. Groups 
can provide 
accountability for 
loan repayment and 
information on 
overindebtedness. 

Our review did not identify evidence 
on this solution. 
 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3396881
https://ideas.repec.org/p/alo/isipdp/14-06.html
https://academic.oup.com/ej/article/134/658/457/7296122
https://www.care.org/our-work/education-and-work/microsavings/vsla-101/#:~:text=While%20the%20group's%20asset%20will,that%20they%20do%20not%20need
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6. Cross-Cutting Questions 
 
Many open questions about the impacts of consumer protection challenges on 
women are tied to multiple types of risks. Factors such as trust, household dynamics, 
social implications, and DFS adoption play a crucial role in shaping each of the 
priority areas we identified. For example, various consumer protection failures can 
erode trust in financial services, ultimately deterring broader DFS adoption. 
Understanding how this trust-to-usage pathway specifically affects women is a key 
question across multiple consumer risks. 
 

 

Key Questions 
 

● Do consumer protection issues affect trust in DFS differently by gender? 

● Are there gendered impacts on take-up of DFS as a result of consumer 

protection issues? 

● Does household structure impact the consumer risks women face, and 

their severity, when using DFS? 

● Do social consequences for experiencing consumer protection failures 

differ by gender? 

● Are there gendered impacts on take-up of DFS due to consumer 

protection challenges? 

 

 
More evidence is required to uncover the impacts of these cross-cutting questions. 
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V. Conclusion: A Path Forward 
 
This learning agenda explores existing research findings from the past decade on 
consumer protection issues and solutions for women. Most importantly, our review 
highlights a shocking lack of evidence on gendered consumer protection risks and 
the effectiveness of potential solutions. While the current literature provides a 
foundational understanding, the existing research gaps underscore the need for a 
gender-intentional focus in future evidence generation.  
 
A critical first step in fostering gender-inclusive finance within consumer protection 
research is the collection and analysis of sex-disaggregated data. Specifically, 
gathering detailed data on women’s unique circumstances, socioeconomic status, 
and other factors is essential for designing gender-intentional programs that avoid a 
one-size-fits-all approach. As CGAP notes, to fully unlock the potential of this data, 
there must also be a standard set of best practices for data collection. This 
straightforward yet effective solution can help inform policies and enable FSPs to 
better understand how to best serve female customers and tailor services to their 
needs.  
 
While collecting and analyzing gender-disaggregated data is essential, it is not 
enough on its own to address the research gaps identified in this agenda. Data 
collection and intervention evaluation must be supported by gender mainstreaming, 
which assessing the implications for women and men of any planned action - 
whether, including legislation, policies or programs, in any area and at all levels. This 
process helps produce more effective programming and ensures that inequalities 
are not perpetuated. Both researchers and policymakers can access this guide from 
the United Nations to learn how to integrate gender mainstreaming into their 
workflows. 
 
To address these gaps, IPA is committed to expanding this research and answering 
many of the questions posed in this learning agenda through our Consumer 
Protection Research Initiative. This work will intentionally emphasize gender 
throughout all our projects. Our goal is to ensure that our research better captures 
and addresses the distinct barriers, risks, and opportunities affecting women, 
thereby contributing to more inclusive and effective consumer protection policies and 
practices. 
 
However, it is important to note that IPA alone cannot generate all of this evidence 
– we need the support of the broader financial inclusion community. To help achieve 
this: 
 

https://www.cgap.org/sites/default/files/publications/S-GDD%20Data_Final.pdf
https://www.unwomen.org/en/how-we-work/un-system-coordination/gender-mainstreaming
https://www.unwomen.org/en/digital-library/publications/2022/02/handbook-on-gender-mainstreaming-for-gender-equality-results
https://poverty-action.org/consumer-protection
https://poverty-action.org/consumer-protection
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● Researchers and research organizations should aim to collect gender-

disaggregated data, including minority gender and sexual identities, in all 

future consumer protection and financial inclusion research.  

● FSPs can leverage their customer base to collect gender-disaggregated data 

where possible. Additionally, it is recommended that FSPs utilize existing 

data, such as customer complaints and loan repayment and default rates. 

Providers can use these findings to monitor disparities and ensure customers 

are served fairly and equitably.  

● Regulators should request gender disaggregated data when collecting 

regulatory reports from FSPs and consider integrating gender mainstreaming 

in their policy development, implementation, and evaluation.  

● Donors should encourage, or even require, grantees to collect gender-

disaggregated data in funded research projects and to incorporate gender 

mainstreaming into programming. 

 

Overall, we encourage the financial inclusion community to consider these priority 

questions when conducting future research and to actively address gender gaps in 

consumer protection. 

 
 
 
 
 
 
 
 
 
 
 
 



45 
  
  

 

 

Sources 
 
Agarwal, Aayush, Sharon Barnhardt, and Pavan Mamidi. “Strengthening Women’s Confidence in Dealing with 

Consumer Complaints in India.” Innovations for Poverty Action, 2021. https://poverty-

action.org/study/strengthening-womens-confidence-dealing-with-consumer-complaints-india. 

Alibhai, Salman, Rachel Cassidy, Markus Goldstein, and Sreelakshmi Papineni. “Evening the Credit Score? 

Impact of Psychometric Loan Appraisal for Women Entrepreneurs.” World Bank, 2022. 

https://documents1.worldbank.org/curated/en/099441511142232337/pdf/IDU0dd894b3d009330483f0

8eea036058c589c97.pdf. 

Alibhai, Salman, Aletheia Donald, Markus Goldstein, Alper Oguz, Alexander Pankov, and Francesco Strobbe. 

“Gender Bias in SME Lending Experimental Evidence from Turkey,” 2019. 

https://openknowledge.worldbank.org/server/api/core/bitstreams/eb421bbb-5580-5217-9eb1-

a7ab0f460e19/content. 

Alonso, Tatiana, and Diana Dezso. “Supply-Side Gender Disaggregated Data for Advancing Financial 

Inclusion.” CGAP, 2024. 

Annan, Francis. “Gender and Financial Misconduct on Fintech: Experimental Evidence from Mobile Money in 

Ghana.” SSRN Electronic Journal, 2020. https://doi.org/10.2139/ssrn.3534762. 

Aragón, Fernando M., Alexander Karaivanov, and Karuna Krishnaswamy. “Credit Lines in Microcredit: Short-

Term Evidence from a Randomized Controlled Trial in India.” Journal of Development Economics 146 

(September 1, 2020): 102497. https://doi.org/10.1016/j.jdeveco.2020.102497. 

Aydin, Halil Murat, Cagatay Bircan, and Ralph De Haas. “Blended Finance and Female Entrepreneurship.” 

SSRN Electronic Journal, 2024. https://doi.org/10.2139/ssrn.4680597. 

Barriga-Cabanillas, Oscar, and Travis Lybbert. “Liquidity or Convenience? Heterogeneous Impacts of Mobile 

Airtime Loans on Network Usage and Communication Expenditure,” 2021. 

https://www.obcabanillas.com/files/jmp_OscarBarrigaCabanillas.pdf. 

Bartos, Vojtech, Silvia Castro, Kristina Czura, and Timm Opitz. “Gendered Access to Finance: The Role of 

Team Formation, Idea Quality, and Implementation Constraints in Business Evaluations.” Cesifo, 

2023. https://www.cesifo.org/en/publications/2023/working-paper/gendered-access-finance-role-team-

formation-idea-quality-and. 

Baura, Rashmi, and Renuka Sane. “Repayment in Microfinance: The Role of Financial Literacy and Caste.” 

Indian Statistical Institute, May 2014. https://ideas.repec.org/p/alo/isipdp/14-06.html. 

Bird, Matthew, and Rafe Mazer. “Uganda Consumer Protection in Digital Finance Survey.” Innovations for 

Poverty Action, 2021. https://doi.org/10.7910/DVN/ROLCU4. 

Bird, Matthew, Rafe Mazer, and Kyla Longman. “Leveraging Customer Complaints Data to Monitor Consumer 

Protection in Mobile Services in Uganda.” Innovations for Poverty Action, 2021. https://poverty-

action.org/publication/leveraging-customer-complaints-data-monitor-consumer-protection-mobile-

services-uganda. 

Björkegren, Daniel, Joshua Blumenstock, Omowunmi Folajimi-Senjobi, Jacqueline Mauro, and Suraj R. Nair. 

“Instant Loans Can Lift Subjective Well-Being: A Randomized Evaluation of Digital Credit in Nigeria,” 

March 1, 2022. https://arxiv.org/pdf/2202.13540. 

Blackmon, William. “Uncovering the True Costs of Mobile Money Services.” Innovations for Poverty Action, 

2022. https://poverty-action.org/blog/uncovering-true-costs-mobile-money-services. 

Blackmon, William, Rafe Mazer, and Shana Warren. “Kenya Consumer Protection in Digital Finance Survey, 

2021.” https://doi.org/10.7910/DVN/F8ZRPF. 

Brailovskaya, Valentina, Pascaline Dupas, and Jonathan Robinson. “Is Digital Credit Filling a Hole or Digging a 

https://poverty-action.org/study/strengthening-womens-confidence-dealing-with-consumer-complaints-india
https://poverty-action.org/study/strengthening-womens-confidence-dealing-with-consumer-complaints-india
https://documents1.worldbank.org/curated/en/099441511142232337/pdf/IDU0dd894b3d009330483f08eea036058c589c97.pdf
https://documents1.worldbank.org/curated/en/099441511142232337/pdf/IDU0dd894b3d009330483f08eea036058c589c97.pdf
https://openknowledge.worldbank.org/server/api/core/bitstreams/eb421bbb-5580-5217-9eb1-a7ab0f460e19/content
https://openknowledge.worldbank.org/server/api/core/bitstreams/eb421bbb-5580-5217-9eb1-a7ab0f460e19/content
https://doi.org/10.2139/ssrn.3534762
https://doi.org/10.1016/j.jdeveco.2020.102497
https://doi.org/10.2139/ssrn.4680597
https://www.obcabanillas.com/files/jmp_OscarBarrigaCabanillas.pdf
https://www.cesifo.org/en/publications/2023/working-paper/gendered-access-finance-role-team-formation-idea-quality-and
https://www.cesifo.org/en/publications/2023/working-paper/gendered-access-finance-role-team-formation-idea-quality-and
https://doi.org/10.7910/DVN/ROLCU4
https://poverty-action.org/publication/leveraging-customer-complaints-data-monitor-consumer-protection-mobile-services-uganda
https://poverty-action.org/publication/leveraging-customer-complaints-data-monitor-consumer-protection-mobile-services-uganda
https://poverty-action.org/publication/leveraging-customer-complaints-data-monitor-consumer-protection-mobile-services-uganda
https://arxiv.org/pdf/2202.13540
https://poverty-action.org/blog/uncovering-true-costs-mobile-money-services
https://doi.org/10.7910/DVN/F8ZRPF


 
46 

 
  

Hole? Evidence from Malawi.” The Economic Journal, October 6, 2023. 

https://doi.org/10.1093/ej/uead083. 

Brock, J. Michelle, and Ralph De Haas. “Discriminatory Lending: Evidence from Bankers in the Lab.” SSRN 

Electronic Journal, 2021. https://doi.org/10.2139/ssrn.3786684. 

Brown, Francesca, and Rebecca Hausberger. “The Case for Gender-Intentional Consumer Protection.” 

Women’s World Banking, April 2024. https://www.womensworldbanking.org/wp-

content/uploads/2024/04/Policy-Brief-The-Case-for-Gender-Intentional-Consumer-Protection.pdf. 

Brune, Lasse, Xavier Gine, and Dean Karlan. “Give Me a Pass: Flexible Credit for Entrepreneurs in Colombia.” 

SSRN Electronic Journal, 2022. https://doi.org/10.2139/ssrn.4269926. 

Burlando, Alfredo, Michael A Kuhn, and Silvia Prina. “The Role of Credit Reports in Digital Lending: A Case 

Study from Mexico.” Oxford Review of Economic Policy 40, no. 1 (March 1, 2024): 104–17. 

https://doi.org/10.1093/oxrep/grad050. 

Burlando, Alfredo, Michael Kuhn, and Silvia Prina. “Too Fast, Too Furious? Digital Credit Delivery Speed and 

Repayment Rates.” SSRN Electronic Journal, 2023. https://doi.org/10.2139/ssrn.4572659. 

Byrne, Shane, Daniel Putman, Michael King, and Chaning Jang. “Navigating the Rise in Non-Institutional 

Digital Fraud: An Experiment with Micro Enterprises in Nigeria,” 2024. 

https://www.tcd.ie/Economics/TEP/2024/TEP1224.pdf. 

Caire, Dean, and Maria Fernandez Vidal. “Gender-Intentional Credit Scoring Acknowledgments.” CGAP, 

March 2024. 

https://www.cgap.org/sites/default/files/publications/Tech%20Guide_Gender%20Intentional%20Credit

%20Scoring%202024%20%281%29.pdf. 

CGAP. “Consumer Risks and Digital Financial Services: A a Côte d’Ivoire Study.” CGAP, September 2022. 

https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20prot

ection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092

022.pdf. 

———. “Digital Finance Consumer Risks: Senegal National Study.” CGAP, June 2023. 

https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Surve

y%20Report.pdf. 

Chawla, Vardaan, Tomoki Fujii, Arpita Khanna, Abu S. Shonchoy, and Lauren Perlik. “Hidden Fees Highlighted 

by Hidden Researchers: A Citizen Science Approach to Detect Overcharging in Digital Financial 

Services.” Innovations for Poverty Action, 2024. https://poverty-action.org/hidden-fees-highlighted-

hidden-researchers-citizen-science-approach-detect-overcharging-digital. 

Chemin, Matthieu, and Allan Katurebe. “Measuring the Impact of Legal Assistance on Mobile Money Dispute 

Resolution in Uganda.” Innovations for Poverty Action, 2021. https://poverty-action.org/measuring-

impact-legal-assistance-mobile-money-dispute-resolution-uganda. 

Chioda, Laura, Paul J. Gertler, Sean Higgins, and Paolina Medina. “Fintech Lending to Borrowers with No 

Credit History.” SSRN Electronic Journal, 2024. https://doi.org/10.2139/ssrn.5040542. 

Clark, Julia, Anna Metz, and Claire Casher. “850 Million People Globally Don’t Have ID—Why This Matters and 

What We Can Do about It.” World Bank, February 6, 2024. https://blogs.worldbank.org/en/digital-

development/850-million-people-globally-dont-have-id-why-matters-and-what-we-can-do-about. 

“Consumer Protection in Digital Finance Surveys.” Innovations for Poverty Action, 2023. https://poverty-

action.org/consumer-protection-digital-finance-surveys. 

Dalla Pellegrina, Lucia, Giorgio Di Maio, Paolo Landoni, and Beatrice Rama. “Activating Women Cognitive 

Abilities: Impact of a Financial Literacy Pilot Program in India.” SSRN Electronic Journal, 2019. 

https://doi.org/10.2139/ssrn.3396881. 

Demirgüç-Kunt, Asli, Leora Klapper, Dorothe Singer, and Saniya Ansar. “The Global Findex Database 2021.” 

World Bank, 2021. https://www.worldbank.org/en/publication/globalfindex. 

Fernandes, Daniel, John G Lynch, and Richard G Netemeyer. “Financial Literacy, Financial Education and 

Downstream Financial Behaviors (Full Paper and Web Appendix).” SSRN Electronic Journal, 2013. 

https://doi.org/10.1093/ej/uead083
https://doi.org/10.2139/ssrn.3786684
https://www.womensworldbanking.org/wp-content/uploads/2024/04/Policy-Brief-The-Case-for-Gender-Intentional-Consumer-Protection.pdf
https://www.womensworldbanking.org/wp-content/uploads/2024/04/Policy-Brief-The-Case-for-Gender-Intentional-Consumer-Protection.pdf
https://doi.org/10.2139/ssrn.4269926
https://doi.org/10.1093/oxrep/grad050
https://doi.org/10.2139/ssrn.4572659
https://www.tcd.ie/Economics/TEP/2024/TEP1224.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.findevgateway.org/sites/default/files/publications/2022/CGAP_DFS%20consumer%20protection%20Lab_Report_DFS%20risks%20survey_Cote%20d%27Ivoire_Sept.%202022_EN_VF27092022.pdf
https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://www.findevgateway.org/sites/default/files/publications/2023/Senegal_DFS%20Risks%20Survey%20Report.pdf
https://poverty-action.org/hidden-fees-highlighted-hidden-researchers-citizen-science-approach-detect-overcharging-digital
https://poverty-action.org/hidden-fees-highlighted-hidden-researchers-citizen-science-approach-detect-overcharging-digital
https://poverty-action.org/measuring-impact-legal-assistance-mobile-money-dispute-resolution-uganda
https://poverty-action.org/measuring-impact-legal-assistance-mobile-money-dispute-resolution-uganda
https://doi.org/10.2139/ssrn.5040542
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://poverty-action.org/consumer-protection-digital-finance-surveys
https://www.worldbank.org/en/publication/globalfindex


47 
  
  

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2333898. 

Field, Erica, Seema Jayachandran, and Rohini Pande. “Do Traditional Institutions Constrain Female 

Entrepreneurship? A Field Experiment on Business Training in India.” American Economic Review 

100, no. 2 (May 2010): 125–29. https://doi.org/10.1257/aer.100.2.125. 

Gale, William G., and Ruth Levine. “Financial Literacy: What Works? How Could It Be More Effective?” SSRN 

Electronic Journal, February 1, 2011. https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2316933. 

Giné, Xavier, Sean Higgins, and Dean Karlan. “Does Choosing from Multiple Credit Offers Improve 

Consumers’ Economic Outcomes in Mexico?” Innovations for Poverty Action, n.d. https://poverty-

action.org/does-choosing-multiple-credit-offers-improve-consumers-economic-outcomes-mexico. 

Graney, Daniela, Tanvi Jaluka, Elizabeth Koshy Kalarikad, and Lauren Perlik. “Designing Credit Products to 

Support Women’s Economic Activity: Synthesis of Recent Literature.” Innovations for Poverty Action, 

June 2024. https://poverty-action.org/sites/default/files/2024-

10/Women%E2%80%99s%20Economic%20Activity_10.9.24.pdf. 

GSMA. “The State of the Industry Report on Mobile Money.” GSMA, 2024. https://www.gsma.com/sotir/wp-

content/uploads/2024/03/GSMA-SOTIR-2024_Report.pdf. 

“Handbook on Gender Mainstreaming for Gender Equality Results.” UN Women, 2022. 

https://www.unwomen.org/en/digital-library/publications/2022/02/handbook-on-gender-mainstreaming-

for-gender-equality-results. 

Innovations for Poverty Action. “Consumer Protection.” Innovations for Poverty Action, October 14, 2022. 

https://poverty-action.org/consumer-protection. 

International Finance Corporation. “Her Home: Housing Finance for Women.” IFC, 2019. 

https://www.ifc.org/content/dam/ifc/doc/mgrt/housingfinancewomen-1-29-20.pdf. 

Karlan, Dean, Melanie Morten, and Jonathan Zinman. “A Personal Touch: Text Messaging for Loan 

Repayment.” SSRN Electronic Journal, 2012. https://doi.org/10.2139/ssrn.2028103. 

Kelly, Sonja. “In a World of Gender Bias, Lendingkart’s AI-Based Credit Model Stands Apart - Women’s World 

Banking.” Womens World Banking, March 11, 2022. 

https://www.womensworldbanking.org/insights/in-a-world-of-gender-bias-lendingkarts-ai-based-credit-

model-stands-apart/. 

Kelly, Sonja, and Mehrdad Mirpourian. “Algorithmic Bias, Financial Inclusion, and Gender.” Women’s World 

Banking, February 2021. https://www.womensworldbanking.org/wp-

content/uploads/2021/02/2021_Algorithmic_Bias_Report.pdf. 

Kubilay, Elif, Eva Raiber, Lisa Spantig, Jana Cahlíková, and Lucy Kaaria. “Can You Spot a Scam? Measuring 

and Improving Scam Identification Ability.” SSRN Electronic Journal, 2023. 

https://doi.org/10.2139/ssrn.4344411. 

Mazer, Rafe, and Matthew Bird. “How Interactive Storytelling Is Protecting Ugandans from Mobile Money 

Fraud.” Innovations for Poverty Action, 2025. https://poverty-action.org/how-interactive-storytelling-

protecting-ugandans-mobile-money-fraud. 

Mazer, Rafe, Yuna Liang, and Marieliz Maines. “Using Chatbots and Social Media Data from the Philippines to 

Identify Consumer Protection Issues in Digital Financial Services.” Innovations for Poverty Action, 

2023. https://poverty-action.org/study/using-chatbots-and-social-media-data-philippines-identify-

consumer-protection-issues-digital. 

Microsave. “Mind the Gap: Closing the Loopholes in Consumer Protection in Digital Financial Services.” 

Microsave, 2024. https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-

gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf. 

Montoya, Ana María, Eric Parrado, Alex Solís, and Raimundo Undurraga. “Bad Taste: Gender Discrimination 

in the Consumer Credit Market.” IDB, July 2020. https://publications.iadb.org/en/bad-taste-gender-

discrimination-in-the-consumer-credit-market. 

Mwesigwa, Brian, William Blackmon, Rafe Mazer, and Béchir Wendemi Ouédraogo. “Bangladesh Consumer 

Protection in Digital Finance Survey.” Innovations for Poverty Action, 2021. https://poverty-

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2333898
https://doi.org/10.1257/aer.100.2.125
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2316933
https://poverty-action.org/does-choosing-multiple-credit-offers-improve-consumers-economic-outcomes-mexico
https://poverty-action.org/does-choosing-multiple-credit-offers-improve-consumers-economic-outcomes-mexico
https://poverty-action.org/sites/default/files/2024-10/Women%E2%80%99s%20Economic%20Activity_10.9.24.pdf
https://poverty-action.org/sites/default/files/2024-10/Women%E2%80%99s%20Economic%20Activity_10.9.24.pdf
https://www.gsma.com/sotir/wp-content/uploads/2024/03/GSMA-SOTIR-2024_Report.pdf
https://www.gsma.com/sotir/wp-content/uploads/2024/03/GSMA-SOTIR-2024_Report.pdf
https://www.unwomen.org/en/digital-library/publications/2022/02/handbook-on-gender-mainstreaming-for-gender-equality-results
https://www.unwomen.org/en/digital-library/publications/2022/02/handbook-on-gender-mainstreaming-for-gender-equality-results
https://poverty-action.org/consumer-protection
https://www.womensworldbanking.org/insights/in-a-world-of-gender-bias-lendingkarts-ai-based-credit-model-stands-apart/
https://www.womensworldbanking.org/insights/in-a-world-of-gender-bias-lendingkarts-ai-based-credit-model-stands-apart/
https://doi.org/10.2139/ssrn.4344411
https://poverty-action.org/study/using-chatbots-and-social-media-data-philippines-identify-consumer-protection-issues-digital
https://poverty-action.org/study/using-chatbots-and-social-media-data-philippines-identify-consumer-protection-issues-digital
https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf
https://www.microsave.net/wp-content/uploads/2024/12/241211_Mind-the-gap_Closing-the-loopholes-in-consumer-protection-in-digital-financial-services.pdf
https://publications.iadb.org/en/bad-taste-gender-discrimination-in-the-consumer-credit-market
https://publications.iadb.org/en/bad-taste-gender-discrimination-in-the-consumer-credit-market
https://poverty-action.org/publication/bangladesh-consumer-protection-digital-finance-survey


 
48 

 
  

action.org/publication/bangladesh-consumer-protection-digital-finance-survey. 

Mwesigwa, Brian, Lina Hochhalter, Shana Warren, and William Blackmon. “Consumer Protection in Digital 

Financial Services: Consumer Surveys, Nigeria 2024.” Innovations for Poverty Action, 2024. 

https://poverty-action.org/sites/default/files/2025-

01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf. 

Perlik, Lauren. “Monitoring Surveys of G2P Payment Recipients in Bangladesh.” Innovations for Poverty 

Action, May 30, 2024. https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-

bangladesh. 

Putman, Daniel, Rafe Mazer, and William Blackmon. “Report on the Competition Authority of Kenya Digital 

Credit Market Inquiry.” Innovations for Poverty Action, 2025. https://poverty-

action.org/publication/competition-authority-kenya-digital-credit-market-inquiry. 

Riley, Emma, Abu Shonchoy, and Robert Darko Osei. “Incentives and Endorsement for Technology Adoption: 

Evidence from Mobile Banking in Ghana,” April 2, 2024. 

https://escholarship.org/content/qt8335r6n6/qt8335r6n6.pdf?t=sbbgvk. 

Riquet, Corinne, and Eric Duflos. “In Burkina Faso, the Most Vulnerable DFS Users Need Better Protection.” 

CGAP, October 14, 2024. https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-

better-protection. 

Rudnicka, Paula. “Women Saving for Resilience: Transforming Lives through Savings Groups.” Global 

Communities, 2018. https://stories.globalcommunities.org/crisis-to-resilience/technology-

innovation/women-saving-for-resilience-transforming-lives-through-savings-groups/index.html. 

“Safeguarding Women from Abuse in the Financial Ecosystem (Program SAFE).” Grameen Foundation, 2024. 

https://grameenfoundation.org/program-safe-to-safeguard-women-from-abuse-in-the-financial-

ecosystem. 

Shahriar, Abu Zafar M., Luisa A. Unda, and Quamrul Alam. “Gender Differences in the Repayment of 

Microcredit: The Mediating Role of Trustworthiness.” Journal of Banking & Finance 110 (January 1, 

2020): 105685. https://doi.org/10.1016/j.jbankfin.2019.105685. 

Singh, Sandeep. “MSME Finance Gap.” SME Finance Forum, 2025. https://smefinanceforum.org/data-

sites/msme-finance-gap. 

Suri, Tavneet, Prashant Bharadwaj, and William Jack. “Fintech and Household Resilience to Shocks: Evidence 

from Digital Loans in Kenya.” Journal of Development Economics 153 (November 2021): 102697. 

https://doi.org/10.1016/j.jdeveco.2021.102697. 

“The Impacts of Digital Financial Services on Women’s Economic Empowerment.” Bill & Melinda Gates 

Foundation, August 2021. 

https://docs.gatesfoundation.org/documents/the_impacts_of_digital_financial_services_on_womens_

economic_empowerment_financial_services_for_the_poor.pdf. 

The Uganda Tribune. “Airtel Uganda Launches Innovative 1-6-1 Service to Provide Public Service Information 

Free of Charge.” August 25, 2016. https://theugandatribune.wordpress.com/2016/08/25/airtel-uganda-

launches-innovative-1-6-1-service-to-provide-public-service-information-free-of-charge/. 

“Transaction Cost Index.” Innovations for Poverty Action, March 2025. https://poverty-action.org/transaction-

cost-index. 

Tully, Melissa, Dani Madrid-Morales, and Rafe Mazer. “Social Media Usage by Digital Finance Consumers: 

Analysis of Consumer Complaints in Kenya, Nigeria, and Uganda.” Innovations for Poverty Action, 

2020. https://poverty-action.org/study/measurement-consumer-protection-complaints-social-media. 

Ugaz Estrada, Cecilia, and Carmen Schuber. “Women, SMEs and Sustainable Development – Lessons Learnt 

for the Road Ahead.” United Nations Industrial Development Organization, July 6, 2022. 

https://www.unido.org/stories/women-smes-and-sustainable-development-lessons-learnt-road-ahead. 

UN Women. “How We Work: UN System Coordination: Gender Mainstreaming,” 2020. 

https://www.unwomen.org/en/how-we-work/un-system-coordination/gender-mainstreaming. 

“Understanding Users’ Experience with Digital Lending Applications in India.” Microsave, 2024. 

https://poverty-action.org/publication/bangladesh-consumer-protection-digital-finance-survey
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/sites/default/files/2025-01/Nigeria%202024%20Consumer%20Protection%20in%20DFS%20Survey_Report.pdf
https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-bangladesh
https://poverty-action.org/monitoring-surveys-g2p-payment-recipients-bangladesh
https://poverty-action.org/publication/competition-authority-kenya-digital-credit-market-inquiry
https://poverty-action.org/publication/competition-authority-kenya-digital-credit-market-inquiry
https://escholarship.org/content/qt8335r6n6/qt8335r6n6.pdf?t=sbbgvk
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
https://www.cgap.org/blog/in-burkina-faso-most-vulnerable-dfs-users-need-better-protection
https://stories.globalcommunities.org/crisis-to-resilience/technology-innovation/women-saving-for-resilience-transforming-lives-through-savings-groups/index.html
https://stories.globalcommunities.org/crisis-to-resilience/technology-innovation/women-saving-for-resilience-transforming-lives-through-savings-groups/index.html
https://grameenfoundation.org/program-safe-to-safeguard-women-from-abuse-in-the-financial-ecosystem
https://grameenfoundation.org/program-safe-to-safeguard-women-from-abuse-in-the-financial-ecosystem
https://doi.org/10.1016/j.jbankfin.2019.105685
https://doi.org/10.1016/j.jdeveco.2021.102697
https://docs.gatesfoundation.org/documents/the_impacts_of_digital_financial_services_on_womens_economic_empowerment_financial_services_for_the_poor.pdf
https://docs.gatesfoundation.org/documents/the_impacts_of_digital_financial_services_on_womens_economic_empowerment_financial_services_for_the_poor.pdf
https://theugandatribune.wordpress.com/2016/08/25/airtel-uganda-launches-innovative-1-6-1-service-to-provide-public-service-information-free-of-charge/
https://theugandatribune.wordpress.com/2016/08/25/airtel-uganda-launches-innovative-1-6-1-service-to-provide-public-service-information-free-of-charge/
https://poverty-action.org/transaction-cost-index
https://poverty-action.org/transaction-cost-index
https://poverty-action.org/study/measurement-consumer-protection-complaints-social-media
https://www.unido.org/stories/women-smes-and-sustainable-development-lessons-learnt-road-ahead
https://www.unwomen.org/en/how-we-work/un-system-coordination/gender-mainstreaming


49 
  
  

https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-

Unauthorised-Loan-Apps.pdf. 

Zainuddin, Mohammad, and Ida Md Yasin. “Are Women Better Borrowers in Microfinance? A Global Analysis.” 

SSRN Electronic Journal, July 1, 2020. 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3669673. 

Zapanta, Ria, and Dan Cassara. “The Promise and Harms of Digital Credit: What Does the Evidence Say?” 

Innovations for Poverty Action, January 23, 2024. https://poverty-action.org/blog/promise-and-harms-

digital-credit-what-does-evidence-say. 

  

https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://www.microsave.net/wp-content/uploads/2024/04/240412_FACE-Customer-Survey-Report-on-Unauthorised-Loan-Apps.pdf
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3669673
https://poverty-action.org/blog/promise-and-harms-digital-credit-what-does-evidence-say
https://poverty-action.org/blog/promise-and-harms-digital-credit-what-does-evidence-say


 
50 

 
  

 

 

 

 

 

 

www.poverty-action.org 

 

 

 

 

 

 

 


