

GLOBAL ANALYSIS OF CHAMROEUN PARTNERS’ SATISFACTION

SUMMARY
The interview was done on a cross section of 132 partners, of which 117 were drop out partners and 16 still in Chamroeun program. The closing date of the drop out partners’ accounts, in other word the last maturity date, are mainly (80%) spread between April and June. Not surprisingly, the amount of money saved on the CBU account is quite low concerning the drop out partners:  11% of them withdrew their money from this account, while 61% of them only kept a small amount of money varying between 1 and 4000 riels. What is more interesting is the 9% of partners who keep an amount superior to 100,000 in their saving account. This information raise the question of customer loyalty through saving services. Proximity is literally the key of success for Chamroeun: Chamroeun is mainly promoted from partner to partner, between neighbors (57%), family (6,82%) and friends (9,85 %). Chamroeun brand recognition is really important thanks to a “word of mouth” phenomenon. But the promotion made by the branch officers is also quite important: 20% of partners know Chamroeun thanks to a branch officer. 
1. PARTNERS SATISFACTION CONCERNING THE FINANCIAL SERVICES

· The majority of Chamroeun partners (91%) are satisfied about the interest rate. According to them, the interest rate is « very low and cheap ». This might seem a little surprising, given that Chamroeun loans interest rate are higher than the concurrent interest rates. Two explanations can be given: firstly the comparison is not made on the concurrent MFI, but on individual private lenders whose interest rates are quite high (up to 20%). Secondly, the partners do not seem to be aware of the exact percentage of interest rate, but on the contrary they know the amount of interest they have to pay back.

· Concerning the amount of the loan for the first cycle, the partners seem to be quite satisfied: 85% of them say they are happy with it. However, 9 % are not satisfied and should be taken into consideration. Indeed, these unsatisfied partners think the amounts of the loans for the first cycle are too low. According to them, the Chamroeun and Business loans should ideally reach a maximum between 400,000 and 500,000 riels and the maximum loan amount for Entrepreneur loan should reach 2,000,000 riels. Therefore, it would be wise to increase the amount of the loans in order to satisfy the partners’ wishes, certainly linked to the actual soar in goods prices. 
· Eventually, concerning the LCBU, most of the partners (80%) are satisfied and they are happy to recover the amount of the savings at the end of their cycle. 18% of the partners had no opinion on this question.
· Concerning the loan allocation process, one can note that it is too long. Actually, 45% of the partners think the loan allocation process is too long. The loaning day is thus a major source of dissatisfaction in Chamroeun, and should be reorganized. 

2. PARTNERS SATISFACTION CONCERNING THE NON FINANCIAL SERVICES
· 90% of the partners are satisfied about the subject of the trainings and the explanation of the trainer. However, 16% of the partners consider the trainings are too long. Mainly of the staff agree, saying that the partners are too busy in their business, and think that coming to the trainings is a loss of time. Therefore, the trainings length should be reconsidered: it should be simplified and accelerated. 
· 89% of the partners agree that the trainings should be compulsory, but some partners added that they would prefer only the first training to be compulsory. The trainings organization should be reconsidered, for some partners sometimes assist twice to the same trainings, and none of the Chamroeun partners have ever assisted to the four trainings. A better follow-up should be implemented, by filling systematically the presence form at the end of the pass book, and by implementing catching up sessions.
· Eventually, 57% of the partners prefer the trainings to take place in the morning, compared to 38% who would rather choose trainings in the afternoon. However, according to the loan officers, adding one session during the afternoon seem to be quite problematic.

· The great majority of the partners (99%) are satisfied with the client relation. This appreciated relationship with the partners and the customers seems to be a strong competitive advantage detained by Chamroeun. 

3. CHAMROEUN’S CONCURRENTS
· 75% of the partners say they never benefited from micro-finance services before they made a loan in Chamroeun. As a result, 25% of the partners made a loan in another microfinance institution before Chamroeun. One should be very careful while analyzing these data: partners are not sincere about this subject. Actually, none of the partners replied affirmatively to the question “did you left Chamroeun for one of its concurrent”, although we are nearly certain that it was the case for some of them.
· The former MFI most mentionned was Acleda: 65% of the partners who benefited from the services of another MFI before coming to Chamroeun made a loan in Acleda. The branch recognition for Acleda is tremendous. Then Credit (8,82%) and Thaneakan Phum (5,88%) come in second position. 
· Partners know, in addition to Chamroeun, an average of 1.14 MFI. Half of the partners did not know any MFI, 49% of the partners know between 1 and 3 microfinance institution. Only 8% of the partners knew at least four MFI. 

· The most famous MFI is Acleda, the “top of mind” of the banks with 44% of the partners mentionning its name. Then Prasac (11%), CEB (11%), Credit (13%) and Hattha Haksekar (12%) have an important brand reputation.  Eventually, the partners know in addition Thaneakan Phum (9%) and Amret (8%)
4. REASONS WHY THE PARTNERS CHOOSE CHAMROEUN

The reasons why the partners choose Chamroeun can allow one to understand the competitive advantages of Chamroeun. We can list five main reasons explaining why the partners chose Chamroeun. 
· The first reason explaining the choice of the partners is the low interest rate, concerning 21% of the answers. This may seem quite paradoxical, given Chamroeun’s interest rate is usually bigger than its concurrents’. 
· Then, the flexibility of repayment facilities (29%): the partners appreciate the fact that they can pay weekly and monthly, that they can choose between monthly and weekly repayment, and that they can plan their loan repayment schedule, by choosing amounts of repayment according to their ability to pay back. 

· The easy terms to make a loan is a criterion for 26% of the answers. Although the loan allocation process seem to be too long, it is easy for the partners to fulfill the necessary criterions in order to be attributed a loan. Half of the partners appreciating the easiness to make a loan explain it by the absence of collateral, guaranty, or letter from the community leader
· The voluntary saving (CBU) is clearly appreciated. We can notice that many partners said they were happy to take back their savings at the end of the loan cycle. The work of promotion lead by branch officers has played a big part in the success of this service.
· Eventually, the positive aspects resulting from the collaboration with Chamroeun, such as the improvement of the living conditions related to the improving of the partner’s business, has been an important reason explaining the choice of Chamroeun (6%).

· At last but not least, other explanations have been given by the partners: the location of the branches, the relationship with Chamroeun staff, the quality of the Chamroeun services, the presence of a passbook, or the fact that there are no fees in case of delays in the loan repayments. 
5. THE DROP OUT DEPARTURE

· Before we start analyzing the reasons for the drop out departure, one should specify that the departure for another MFI has never been recalled by a partner, probably because the drop outs wants Chamroeun to have a good appreciation on them in case they would like to borrow again in the future. Moreover, some of the partners could not be interviewed for three main reasons: the drop out moved from Phnom Penh, he now works in a company and can not be interviewed, or he is angry at the staff. Therefore, the drop out we could interview left on Chamroeun decision for 27% of them, and 70% of them left for personal reasons.

· Concerning the drop out who left on the decision of Chamroeun, they are in majority linked to delays in repayments (46%) that are usually linked to health problems. Secondly, some of the partners (36%) could not make a loan because they could not find a co-maker. It is quite difficult for a partner to find a co maker: he can not be a relative, he can not borrow money, he has to pay back the partners debts in case the later did not pay back his loan, and he has to come to the branch every time the partner renew a loan. 

· As for the partners who left Chamroeun on personal reasons, they mainly decided or were forced to stop their business (30%). Some of them explained the reasons for this stop: the illness of the partner or of one of his relatives, a pregnancy, the project to build a new house, or the necessity for the woman to stay at home to raise the children. 28% of the partners who left Chamroeun on a personnal reasons judged they had enough capital to invest in their business. 14% did not renew their loan because they were to busy to go at the branch to pay back, or because their business is not in good shape. Some of the partners (11%) could not renew their loan because of external factors: bad raining season, inflation, elections, resources shortage. 7% of them did not renew a loan because they were moving from Phnom Penh, and 5% because they were not happy with the amount of the loan for first cycle and with the necessity to pay back weekly for the first cycle. 
· Eventually, a positive point: 92% of the interviewed drop out want to renew a loan in a MFI, while 91% want to borrow again in Chamroeun. These figures can predict that many custommers will turn back to Chamroeun. 
6. PARTNERS APPRECIATION
Partners gave an average of 2.3 advantages for Chamroeun. 
· The most important advantage is the client relation, mentionned by 50% of the partners: this includes the quality of the communication and the relationship with the staff. 
· Then, the flexibility of repayment facilities has been mentionned by 42% of the partners. This advantage gather the possibility to repay monthly and weekly, the possibility to plan the schedule and the amount of the loan repayment in relation with the ability of the partner to pay back, and the absence of fees in case of delays in repayments. 
· Then, the easiness of the borrowing process comes in third position: some partners are satisfied about the amount of the loans, the interest rate, and the absence of necessity to have collateral, a guaranty or a letter from the village community leader. Indeed, 19% of the partners think it is easy to make a loan in Chamroeun. 
· 20% of the partners are satisfied about the saving services,
·  23% are happy about the quality of the services: trainings for instance are mentionned by 8% of the partners. 
· To conclude, the partners are satisfied about the proximity of the branches (4%), and about Chamroeun’s mission (30%), that is to say: “helping poor people to develop”.  
As for the disadvantages, there were less enumerated by the partners than the advantages: partners only found 77 disadvantages while they found 303 advantages, and 60% of the partners did not give a single disadvantage. 

· The more recurrent disadvantage given by the partners is the dissatisfaction related to Chamroeun policy concerning the co maker: 29% of the disadvantages involve a disagreement with this policy. On these 22 answers, 73% involve the necessity to pay the co maker, 18% the difficulty to find him, and 3% the impossibility for the co maker to contract a loan. Indeed, we saw before that the difficulty for the partner to find a co maker was the reason explaining the departure of the partner from Chamroeun program for 37% of the cases. Hence the necessity to reform Chamroeun policy concerning the co maker
· Secondly, 14% of the disadvantages are related to the necessity to repay back every week for the first cycle. This obligation increase the transportation expanses of the partners, who sometimes have to pay 4,000 riels per week. Indeed, we can notice that 3,26% of the departures for personnal were caused by this obligation of weekly repayments. 
· 13% of the disadvantages are made with the distance of the branch relatively to the place of work or of the house of the partner. This remoteness triggers high transportation expanses. Some partners suggested that the loan officers should come directly to the partners’ houses in order to take the loan repayments. However, the number of members in the staff is not enough to implement this reform 

· 10% of the disadvantages are linke with the length of the loan allocation process. This data confirms another one: 45f the partners responded “yes” to the following question: “do you think the loan allocation process is to long?”. These data confirm the necessity to reorganize the loan allocation process during the loaning day, thanks to the re-loan application form simplification, the shortening and the reorganization of the training, the rationalization of the  loan allocation with two members of the staff devoted to the  loan attribution. 

· 10% of the disadvantages are related to the borrowing facilities. For instance, they are related to the fact that the partner can not increase the amount of the loan once the loaning process is started, or to the fact that the partner can not finish to pay back entirely the loan and contract a new loan  before 80% of the previous loan is paid back. Eventually, the amount of the Chamroeun loan is considered as too small, and the increase of the possible amount of the loan between two cycles is also considered as too little
· Besides those five main disadvantages, there are some dissatisfaction less often mentionned, but as important as the previous ones. Firstly, many partners think it is too difficult to borrow in a group, for the partner can not renew his loan if some partners in the group did not pay back all their debts. Secondly, some partners say they do not have enough time to assis to the trainings. Others are not much informed about certain details such as the possibility to pay back monthly from the second cycle, and the usefulness of the savings. One partner is dissatisfied about the processing fees, another one is dissatisfied with the health insurance services, and the behaviour of the doctors in the public hospitals. 
7. RECOMMANDATIONS
1.
Global recommandations to earn the loyalty of the partners
1.1
Implement indicators in the branches to prevent the partners’ departure 
· Indicator to measure the critical level of the amount of money saved in the CBU.
· A schedule to follow-up the frequenting time of the partner in the branches 
· The follow-up of the date of the closing of the account
· Thanks to these indicators, promotion towards drop out partners

1.2 
Rewarding loyal partners
· The passbook, a tool of personalization
· Replacing processing fees by costs charged in case of closing of the account?

1.3
Maintaining the work of promotion made by loan officers 

1.4 
Implement a competitive intelligence to follow the evolutions in the micro finance sector
1.5 Open new branches in remote locations 
1.6 Mediate with unsatisfied partners 

2. 
Recomandations related to presently services : measures referring to the loans and the savings
2.1
A change concerning the co-maker policy

· Implement a co maker database to allow partners to find easily a co maker
· Allow old partners (3rd/4th cycle) to become co-makers while staying partners
· The co-maker can come only half the time in order to reduce transportation expanses

2.2
Adjust the amount of the loans 
· Increase the maximal amount of the loans for the first cycle (between 400,000 and 500,000 riels for the Business and Chamroeun loans, and  2,000,000 for the Entrepreneur loan) 
· Increase the rise in the maximum loan amount between two successive cycles. 
· Improve the flexibility of the repayment process : allow the partners to increase the amount of the loan once the loaning process is started, and to pay back entirely the loan and contract anew loan before 80% of the previous loan is paid back.
2.3 Improve the loan allocation process 
· Establish two trainings sessions and loan allocation per week : one in the morning, one in the afternoon
· Simplify the re-loan allocation form
· Shorten the length of the trainings
· Two members of the  staff instead of one shoud be devoted to the loan allocation
· Establish a better follow up of the trainings : complete the presence form at the en of the passbook, establish catching up sessions
· Only the first training session could be compulsory?
· Two different types of trainings per session?
· Create a promotion for the skill  trainings (ex. Three first sessions for 5000 riels)

2.4
The repayment facilities
· Allow the partners to pay back monthly from the first cycle 
· Implement a service of loan repayments collect during the home visits only for the  most remote partners.
· Establish symbolic fees  for loan repayment delays (ex. 500 riels per  day of dela) in order to avoid the partners departure on decision of Chamroeun because of loan repayments delays. 
2.5 Modify the system of the loan in group : allow any member of the group who finished  to repay his loan to subscribe a new loan
2.6 Abolish the processing fees for the most important loans, if the partner has a letter from the community leader. 
2.7
Extend the maturity dates for the partners that fear they will not be able to pay back
3.
 New services : innovation as a tool for partners loyalty
3.1
Encourage the promotion « partner to partner » and the patronage thanks to a system of rewarding 

3.2 
Special saving and loaning accounts
· A « building a house »  saving account.
· A health saving account and a emergency health loans 
· A education saving account 
3.3 
A new consulting service for definitive drop out, that would give them some advice on their business activity.  

3.4
Health services
· Improve the sky insurance system (partnership with private hospitals)
· Implement home medical visits made by medical students volunteering

3.5 
Educations services
· Sessions of reading and literacy of illiterate partners
· Language trainings (English, Chinese, Corean…) and information technology trainings for the partners’ children. 
· Sessions to prepare some entrance examinations.
