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i. MFR – Company Profile and Experience 

MicroFinanza Rating (MFR) is a global rating agency specialized in responsible inclusive finance. 
Created in 2000 as a dedicated department of Microfinanza Srl, MFR was spun off as an independent 
Limited Liability Company in 2006.  

Headquartered in Italy, MFR operates through a network of 5 regional offices (Ecuador, Mexico, 
Kenya, Kyrgyz Republic, and the Philippines) and 2 country offices (Bolivia and Peru) across 4 
continents, boasting the largest global geographical coverage among specialized rating agencies.  

MFR leverages on a well-founded credibility. MFR was the first specialized rating agency to be 
licensed by a Supervisory Authority to carry out mandatory ratings (2007, in Ecuador) and it is currently 
the only one to be licenced in 2 countries (since 2014, also in Bolivia). Over the years, MFR has been 
accredited by 2 global rating funds (RF I) and initiatives (Rating Initiative), and a number of regional 
funds (e.g. Latin America RF II, Moroccan APP) and initiatives (e.g. European Jasmine Initiative, EASI).   

MFR is licensed by To conduct 
Ecuador local central bank/ Regulator (SBS& 
SEPS) 

Credit Rating of regulated financial institutions (FSPs) 

Bolivia local central bank/ Regulator (ASFI)  Credit Rating, Social Rating and Issue Rating of regulated FSPs 
specialized in microfinance 

MFR is registered with As 
Philippines local central bank/Regulator  Microfinance Institutions Rating Agency (MIRA) 

MFR is accredited by To conduct 

CERISE-SPTF 
Smart Campaign 

New Client Protection Certification of FSPs 
Client Protection Certification of FSPs 

GSMA Mobile Money Certification 
Truelift Truelift Assessment of FSPs 
IPA PPI Certification of any institution using the PPI* 
Cerise SPI4 and SPI4 Alinus audits 

*currently discontinued 

Its credibility and technical expertise are further proven by the relations and partnerships established 
with some of the leading private social investors and fund managers (e.g. responsAbility, OikoCredit, 
Blue Orchard, Incofin, Triple Jump, Symbiotics, Triodos etc.), DFIs (e.g. KfW, EBRD, EIB, IFC/WB, IFAD, 
FMO, IADB, UNDP/UNCDF, USAid, OPIC, AfD, CDC Group, etc.), and specialized hedging funds (e.g. TCX, 
MFX).  
As of December 2020, MFR has conducted 2,500+ assignments in 100+ countries worldwide and hold 
>70% of the global market share*. 

  
 
*number ratings and certifications conducted by MFR / total number ratings and certifications known to have been 
conducted by all rating agencies specialized in inclusive finance from 2014 to 2021 

Our mission is to provide the responsible inclusive finance industry with independent, high 
quality ratings and information services, aiming at enhancing transparency, facilitating 

investments, and promoting best practices worldwide. 
 

https://www.mf-rating.com/
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ii. Product map and Synergies 

 
Find here below a map with the main differences and overlaps between the Client Protection 
Certification and the proprietary product Social Rating. 
 

You can get an overview of all the services we provide by clicking on the Product Map. 

 

 
 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Universal Standards of Social 
Performance Management 

VALIDATION THE IMPLEMENTATION OF THE USSPM 

WITH THE SOCIAL RATING 
 
The USSPM of the SPTF are fully included 
in Social Rating (see map); 
In addition to the social performance 
management systems of the USSPM, Social 
Rating covers the social performance 
results: outreach to the poor and excluded 
and the quality of the services. 
The social rating automatically provides an 
external validation of the MFI 
implementation of the USSPM: 
 
• Summary table of validation of the 

USSPM implementation in the annex 1 
of the Social Rating; 

• Detailed analysis of implementation of 
the USSPM in the Social Rating report. 

CLIENT PROTECTION CERTIFICATION AND SOCIAL 

RATING SYNERGIES 
 
• Certification and Social Rating can be 

combined: only one rating visit is needed, 
saving time and resources to the MFI - the 
cost of a certification combined to a Social 
Rating is significantly lower than the cost 
of a stand-alone Client Protection 
Certification and a stand-alone Social 
Rating. 
 

• Social Rating provides an opinion on the 
efforts required to achieve certification: 
social rating helps MFIs to plan and 
prepare for a future certification, 
highlighting the main client protection 
gaps to be addressed and estimating the 
efforts required to reach the certification 
level (Social Rating annex 1). 

CERISE-SPTF 

https://www.mf-rating.com/wp-content/uploads/2018/10/Product-map-MicroFinanza-Rating-eng-Oct2018.pdf
http://www.sptf.info/spmstandards/universal-standards
http://www.sptf.info/spmstandards/universal-standards
http://www.smartcampaign.org/certification
http://www.smartcampaign.org/certification
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iii.  Client Protection Certification  

 

 

 

 

 

 
 
 
 
 
 

 
 
MFR has been the leading Certifier in the Smart Campaign Client Protection Certification; MFR has 
certified more than 70% of the financial service providers (FSP) that are currently certified globally. 
 
The certification reviews the FSP’s policies, procedures, management systems, training and marketing 
practices against the seven areas of the client protection.  
It is important to mention that the standards and indicators analysed in the SPTF-CERISE Client 
Protection Certification are identical to the one used under the Smart Campaign methodology 
(please refer to the following pages for more details of the standards analysed): 
 
 

 

           
Client Protection Certification is highly valued by the industry, including many 
investors and donors, as ‘doing no harm to clients’ is the minimum that most 
stakeholders expect from the sector. After the exit of the Smart Campaign, the 
ownership of tools and resources have been given to the Social Performance Task 
Force and CERISE to ensure the client protection standards remain the common 
language in the financial inclusion industry. Following this step, a new methodology 
has been developed.   
MFR is accredited by SPTF-CERISE to conduct the Client Protection Certification 
under this new methodology. The Certification has a 3-year validity period.  

Client Protection Certification is an independent, third party evaluation to publicly recognize 
financial institutions that meet adequate standards of care in how they implement the Client 
Protection Principles throughout their operations, product offerings and treatment of clients. 
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The new certification includes a process of 
recognizing financial institutions based on 
their performance and advancement 
towards implementing favourable client 
protection policies and practices. For this 
reason, the certification will provide with 
three levels of recognition (Bronze, Silver 
and Gold), depending on the percentage 
of compliance with the indicators. The 
new methodology will further incentivise 
FSPs to engage on a client protection 
pathway and receive recognitions for their 
achievement as well as measuring their 
progress over time.  

 
 
 
 
 
The final result is shown as a percentage of compliance relative to all indicators that are applicable to 
the organization. Depending on the range in which this final result is found, the organization may be 
granted a given level of achievement—gold, silver, and bronze, which are detailed in the table below:  

 

 
 
 
 
Adjustment phase. 
Given the implementation of three levels of recognition under the new methodology, the progress 
phase of four months under the Smart Campaign methodology will not apply anymore.  
Under SPTF-CERISE methodology, if the FSP is not compliant with some of the Entry indicators, the 
institution will be offered an adjustment phase of two months, starting from the receipt of the Final 
report. If the FSP does not reach full compliance on these Entry indicators at the end of adjustment 
phase, the indicators will be marked as non-compliant and no certification will be awarded.  
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PRINCIPLE STANDARDS (2.0)  

1. APPROPRIATE 
PRODUCT DESIGN 
AND DELIVERY 
CHANNELS 

1.1 The FI offers products and services that are suited to clients’ needs 

1.2 The FI monitors the suitability of products, services and delivery channels 

1.3 A policy and documented process are in place to prevent aggressive sales 
techniques and forced signing of contracts 

2. PREVENTION OF 
OVERINDEBTEDNESS 

2.1 The FI has a sound policy and well-documented process for loan approvals 
and makes decisions using appropriate information and criteria 

2.2 The FI uses credit reporting information, when feasible in the local context 

2.3 FI senior management and board monitor the market and respond to 
heightened over-indebtedness risk 

2.4 The FI maintains sound portfolio quality 

2.5 The FI incentivizes staff to approve quality loans 

3. TRANSPARENCY 3.1 Policy and documented process are in place to require transparency on 
product terms, conditions and pricing 

3.2 The FI communicates with clients at an appropriate time and through 
appropriate channels 

3.3 The FI takes adequate steps to ensure client understanding and support 
client decision making 

4. RESPONSIBLE 
PRICING 

4.1 The FI manages sustainably to provide services in the long term 

4.2 The FI’s pricing policy is aligned with the interest of clients 

4.3 The FI’s financial ratios do not signal pricing issues (If outside the ranges, 
FI must be asked to explain and justify) 

5. FAIR AND 
RESPECTFUL 
TREATMENT OF 
CLIENTS 

5.1 The FI promotes and enforces fair and respectful treatment of clients in line 
with a code of conduct 

5.2 The FI has policy and documented processes to avoid discriminating 
against Protected Categories in selecting clients and setting terms and 
conditions 

5.3 Loans are collected by staff and collection agents in an appropriate 
manner 

5.4 The FI has effective system to prevent and detect fraud 

5.5 Insurance claims are processed in a fair and timely manner. 

5.6 The provider management and oversight support fair and respectful 
treatment of clients. 

6. PRIVACY OF CLIENT 
DATA 

6.1 Client data is kept secure and confidential 

6.2 Clients are informed about data privacy and consent to the use of their 
data 

7. MECHANISMS FOR 
COMPLAINT 
RESOLUTION 

7.1 The FI has an effective system in place to receive and resolve client 
complaints 

7.2 The FI informs clients about their right to complain and how to submit a 
complaint 

7.3 The FI uses information from complaints to manage operations and 
improve product and service quality 
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Certification process and results  

The table below depicts the Certification process and results. The Certificate will now have a standard 
validity of 3 years with no surveillance audit. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Deliverables 

 

 
 
 
 
 

Certification 
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iv. Smart Campaign Client Protection Certification Surveillance Audit (check-in)  

 

 

 

 

 

To retain the Smart Client Protection Certification, the certified institution must demonstrate its on-
going compliance with all the indicators corresponding to the 25 adequate standards of care for client 
protection. The standards reflect where the financial inclusion industry sets the bar in terms of the 
minimum level of behaviour clients should expect from their financial service providers.  

Renewals – which are available for all certified institutions and varies upon the changes occurred at the 
FSP level1 - include a desk review and a brief on-site mission, but no focus group discussions. The process 
is designed to be a cost-effective, yet rigorous validation that the certified organization’s systems and 
procedures continue to adhere to the standards. 

 

 

 
 
 
 

 
1 The level of effort and time needed will differ depending on the extent of the changes happened within the certified 
FI during the two years. 

The Smart Campaign Client Protection Certification Surveillance Audit validates that a certified 
organization continues to adhere to the Client Protection Principles 2 years after it was 

awarded, during the 4-year Certification validity. The process is a function of monitoring 
changes within a certified institution. 

          Public mark of achievement 
Client Protection Certification is a highly valued mark by the industry, 
including many investors and donors, as ‘doing no harm to clients’ is the 
minimum that most stakeholders expect from the sector. The Certification 
has a 4-year validity period with a mandatory Surveillance Audit after 2 
years to confirm the institution’s adherence to the Client Protection 
Principles. 

http://www.smartcampaign.org/certification/all-about-certification
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v. Pre-Certification  

 

The Pre-Certification is an optional service targeting those institutions, which are willing to rely on an 
independent and qualified evaluation of where they stand compared to the Certification standard 
before starting the certification process.  

The objective of the Pre-certification is to increase the likelihood of successfully passing a 
subsequent Certification. To do so, the Pre-certification helps in aligning the internal policies and 
practices to the certification norms, using the same tool as the SPTF-CERISE Certification. 

The Pre-Certification can be easily combined with a certification process, presenting advantages in 
terms of costs, thanks to the synergies of the two exercises provided the certification is carried out 
within a year. As an optional service, a Certification follow-up is also available upon request of the 
institution 

 

 

 

 

 

 

 

 

 

The Pre-Certification follow-up is a customized off-site service offered after the delivery of the pre-
certification report to:  

• Provide additional clarifications,  

• Monitor the progress and the changes adopted by the financial institution,  

• Clarify additional questions, which may arise during the implementation of the changes.  
 

The feedback on the appropriateness of the direction of the measures already taken and additional 
elements still missing to comply with the indicators is based on an in-depth desk analysis.  

 

Disclaimer: Pre-CPC and its add-on are exclusively meant to support the FSP in its preparation to obtain 
the Certification. Undergoing a full Client Protection Certification is the only way to achieve the Client 
Protection Certification. 

 

 

 

Optional follow-
up service 

Client Protection 
Certification Pre-Certification 

The Pre-Certification is an independent analysis of the gaps, which need to be filled so that 
the financial institutions’ policies and practices fully comply with the Client Protection 

Certification norms. 
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vi. Implementation timeline and work plan  

 

 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 

*MFR’s final report review, as well as the notification, are sealed by the MFR Certification Committee 
Unit (CCU). Four senior members (two are MFR top managers) constitute the CCU and are in charge of 
supervising the certification process, while ensuring high quality standards to the deliverables.  

** CPC has a standard validity of 3 years with no surveillance audit (check-in) after 2 years.  

***Not including FSP’s feedback and not including the potential Adjustment phase in case the 
organization may present some non-conformities among the “entry” level indicators. 

 
 
 

 

 

 
 

Desk review 

Onsite Visit 

Draft Report and 
Quality Control 

• Coordination with the FSP and 
organization of onsite visit 

• Data and documents collection 

• Desk analysis (1 week) 

• Interviews with management, 
directors, staff and other 
relevant stakeholders 
• Branch visit 
• Information crosschecked and 
validated 
• FGDs  
• De-briefing session with the 
FSP to share preliminary 
findings 

 2-3 weeks 

• Draft report   
• Quality control  4-5 days 

5 weeks 

Feedback 

• Feedback on the draft 
report from the institution  

6 weeks*** 

1 week  
Final Report 

• Finalization of the report  
MFR Certification Committee 
Unit*: issue the notification 

• CPC validity: 3 years** from the 
issue date 

1 week 
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In case of Pre - Certification only, the implementation timeline and work plan depend on the results 
of the decision taken by the FI as described below. 
 

 

1The Pre – Certification follow-up is an optional service that the financial institution can choose to request to 
MFR. The service is customized after the delivery of the pre-certification report to provide additional 
clarifications, monitor the progress and the changes adopted by the FI based on the pre-certification report, 
as well as to clarify additional questions which may arise during the implementation of the changes. The 
service consists in a review of the updated documents, policies and procedures modified by the FI in order to 
fill the gaps detected during the pre-certification visit and feedback sessions (up to the FI to decide how many 
sessions to purchase) performed through 2 hours conference call/meeting with the FI. The feedback is based 
on the desk review only and will have anyway to be confirmed by the certification on-site visit. The pre-
certification follow-up service is part of the Pre-Certification process and in no case can result in the 
achievement of the certificate, which can only be obtained through the Certification process. 



 

 

 

MFR Head Office 
Via R. Rigola 7, 20159 
Milan, Italy  

Tel. +39 02 3656 5019 
info@mf-rating.com 
www.mf-rating.com 


