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POVERTY ACTION

BREAKOUT SESSIONS

DIGITAL DATA TRAILS AND CONSUMER PROTECTION

This group considered a range of data types and how researchers might use them for consumer
protection research. Digital finance by nature means increased numbers of digital records. Where
digital finance is replacing analog approaches, this means more detailed and easily accessed
information on customers and accounts than was previously possible. Some examples of this
include:

1. Loan data. The Bank of Tanzania analyzed more than 20 million mobile-delivered loans to
measure risks such as late payment and default, penalty fees and total cost, and gender and
geographic dispersion of borrowers. (Graham, Izaguiree, Mazer, 2018)

2. Payments data. The Central Bank of Kenya has measured consumer response to the removal of
fees for mobile money transactions below 1,000 Kenyan Shilling. (Central Bank of Kenya, 2020)

3. Social media data. New channels for consumers to share their voices are being used to identify
emerging issues and monitor provider responsiveness. (Nendo, 2018)

This session explored what market monitoring and measurement possibilities these new data trails
offer. Beyond that, it sought ideas for how we can move beyond monitoring and measurement to
leverage these channels for testing new solutions via rigorous impact evaluations.

Suggested reading:
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to Credit Market Regulation: Review of Current Payroll Lending. FSD Africa (2015).
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generations." (2019).
» Graham, L., Izaguirre, J, Mazer, R.. Digital Credit Market Monitoring in Tanzania. CGAP, (2018).

= Gwer, F.,, Odero, J., Totolo, E.,. Digital credit audit report: Creating value through inclusive
finance: Evaluating the conduct and practice of digital lending in Kenya. FSD Kenya, (2019)

= Mazer, R., Onchieku, D., Did you see my tweet? Monitoring financial consumer protection via
social media. FSD Kenya, (2019).

DIGITAL CHANNELS AND CONSUMER EXPERIENCE

This group set the agenda on how digital delivery changes consumer risks, for good and for bad by
shifting the channels and actors involved in product delivery and complaints handling. Issues such


https://www.google.com/url?q=https%3A%2F%2Fwww.cgap.org%2Fsites%2Fdefault%2Ffiles%2Fpublications%2Fslidedeck%2FDigital-Credit-Market-Monitoring-in-Tanzania-Slide-Deck-9-25-18.pdf&sa=D&sntz=1&usg=AFQjCNGqH46Sq8dC2LmVdWePAyMCtgu__Q
https://www.google.com/url?q=https%3A%2F%2Fwww.centralbank.go.ke%2Fuploads%2Fmpc_press_release%2F858732856_MPC%2520Press%2520Release%2520-%2520Meeting%2520of%2520May%252027%25202020.pdf&sa=D&sntz=1&usg=AFQjCNFvm0N8xf7ETFrX1Fmp1Ex5eFlysA
https://www.google.com/url?q=https%3A%2F%2Fassets.website-files.com%2F59ad2221052e560001d6401f%2F5a1bd39f6b2f3a0001d65f7b_Bank%2520Report%2520Executive%2520Summary%2520Infographic.pdf&sa=D&sntz=1&usg=AFQjCNFd0HF-kHzaz0bmiBjtwNgjqKToag
https://www.google.com/url?q=https%3A%2F%2Fwww.fca.org.uk%2Fpublications%2Fconsultation-papers%2Fcp14-10-proposals-price-cap-high-cost-short-term-credit&sa=D&sntz=1&usg=AFQjCNFc-XHU4mMPYQ9q9j_tcYbaa3Zv0A
https://www.google.com/url?q=https%3A%2F%2Fwww.fsdafrica.org%2Fwp-content%2Fuploads%2F2019%2F08%2F16-07-125-Payroll-Lending-Study-Zambia-Final-for-Broader-Publication.pdf&sa=D&sntz=1&usg=AFQjCNGK1WO3jswEl-hsSxZ4uv1A7ih1UQ
https://www.google.com/url?q=https%3A%2F%2Fwww.fsdafrica.org%2Fwp-content%2Fuploads%2F2019%2F08%2F16-07-125-Payroll-Lending-Study-Zambia-Final-for-Broader-Publication.pdf&sa=D&sntz=1&usg=AFQjCNGK1WO3jswEl-hsSxZ4uv1A7ih1UQ
https://www.google.com/url?q=https%3A%2F%2Fwww.bis.org%2Ffsi%2Fpubl%2Finsights19.htm&sa=D&sntz=1&usg=AFQjCNGmgEYginUWx2n3V5dNjZ5660XukQ
https://www.google.com/url?q=https%3A%2F%2Fwww.bis.org%2Ffsi%2Fpubl%2Finsights19.htm&sa=D&sntz=1&usg=AFQjCNGmgEYginUWx2n3V5dNjZ5660XukQ
https://www.google.com/url?q=https%3A%2F%2Fwww.cgap.org%2Fsites%2Fdefault%2Ffiles%2Fpublications%2Fslidedeck%2FDigital-Credit-Market-Monitoring-in-Tanzania-Slide-Deck-9-25-18.pdf&sa=D&sntz=1&usg=AFQjCNGqH46Sq8dC2LmVdWePAyMCtgu__Q
https://www.google.com/url?q=https%3A%2F%2Ffsdkenya.org%2Fpublication%2Fdigital-credit-audit-report-evaluating-the-conduct-and-practice-of-digital-lending-in-kenya%2F&sa=D&sntz=1&usg=AFQjCNHi5VcITxdBxAgl5ZymH9PTJ75Imw
https://www.google.com/url?q=https%3A%2F%2Ffsdkenya.org%2Fpublication%2Fdigital-credit-audit-report-evaluating-the-conduct-and-practice-of-digital-lending-in-kenya%2F&sa=D&sntz=1&usg=AFQjCNHi5VcITxdBxAgl5ZymH9PTJ75Imw
https://www.google.com/url?q=https%3A%2F%2Ffsdkenya.org%2Fpublication%2Fdid-you-see-my-tweet-monitoring-financial-consumer-protection-via-social-media%2F&sa=D&sntz=1&usg=AFQjCNF-iLOM9b_97cVlYaPEWIYfbNzvqQ
https://www.google.com/url?q=https%3A%2F%2Ffsdkenya.org%2Fpublication%2Fdid-you-see-my-tweet-monitoring-financial-consumer-protection-via-social-media%2F&sa=D&sntz=1&usg=AFQjCNF-iLOM9b_97cVlYaPEWIYfbNzvqQ
https://sites.google.com/poverty-action.org/cpilaunchmeeting/breakout-sessions#h.2lpdwaqw8xx6
https://sites.google.com/poverty-action.org/cpilaunchmeeting/breakout-sessions#h.2lpdwaqw8xx6

as unexpected fees, fraud, and poor service are not new to financial services. However, the
introduction of new channels such as agents or digital banking introduces new channels for risks to
affect consumers and new paths to support affected consumers with innovative approaches to
customer care and third-party dispute resolution mechanisms. This discussion focused on the ways
digital channels shift these risks and how we can better protect digital consumers, with particular
emphasis on low-income, low literacy or vulnerable populations.
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CONSUMER CHOICE

This session explored how information exchange between consumers and financial service
providers impacts product choice. We explored these exchanges in both directions: Provider-to-
consumer and consumer-to-provider(s). For the former, questions such as how to develop a key
facts statement for apps or illiterate phone customers show the need for new research on
transparency in digital product models. For the latter, the growing digital records of identity, product
usage, and economic activity provide consumers opportunities to increase choice in providers and
products. This becomes all the more powerful when linked to online marketplaces and comparison
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tools, which raise numerous opportunities for testing the impact of concepts like digital credit
information systems and data portability tools.
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