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Shri Animesh Naiya
Secretary & CEO
Dhosa Chandaneswar Bratyajana Samity
CB-35, Salt Lake, Sector-I,
Near no. 2 water tank,
Kolkata-700064
March 31, 2017
Confidential
Dear Sir,
Comprehensive Micro Financing Institution (MFI) Grading

Please refer to your request for Comprehensive MFI grading of your organization.

1.  Our Rating Committee has assigned a grading of ‘M5C3’ (M Five C Three) to your
organization. This signifies modest capacity of the MFI to manage its operations in a
sustainable manner and average performance on code of conduct dimensions.

2. The rationale for the grading is enclosed as an Annexure-|

3. Comprehensive MFI grading provides an opinion of CARE cn MFI’s capacity to carry
out its micro finance operations in a sustainable manner and its adherence to Industry
Code of Conduct. It does not constitute a recommendation to buy, hold or sell any
financial instrument issued by the organization or to make loans/ donations/ grants to

the said organization.

Thanking You,

Yours Faithfully, .

(Niraj Agarwal) {Mamta Muklania)
Analyst Senior Manager
Encl. - As above

Disclaimer
CARE’s microfinance {MFI} grading is a one-time assessment and the grading is not kept under periodic surveillance. CARE's
analysis draws heavily from the information provided by the microfinance institution as well as information obtained from
sources believed by CARE to be accurate and reliable. However, CARE does not guarantee the accuracy, adequacy or
completeness of any information and is not responsible for any errors or omissions or for the results obtained from the use of
such information. It does not imply that CARE performs an audit function to detect fraud. In case of NGO MFIs, gradings apply
only to their microfinance programs.
CARE’s MFI grading is not a recommendation to buy, selt ar hold any financial instrument issued by the MFI or to make loans/
donations/ grants to the MFL. it is not an assessment of the debt servicing ability of the MFI. The grading assigned by CARE
cannot be used by the MFI in any form for mobilizing deposits/savings/thrift from its members or general public.
CARE’s MFI grading also does not indicate compliance/violation of various statutory requirements. CARE shali not be liable for
any losses incurred by users from any use of the microfinance grading.
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Grading Report

Comprehensive MFI Grading

Dhosa Chandaneswar Bratyajana Samity {DCBS)
Comprehensive Grade Assigned: M5C3
Date assigned: March 31, 2017

c5

M5C3

Dhosa Chandaneswar Bratyajana Samity (DCBS) has been assigned a comprehensive MFI grade of
MS5C3. This signifies modest capacity of the MFI to manage its operations in a sustainable manner
and average performance on code of conduct dimensions.

Grading Rationale

The sample MFI obtains “M5” as its performance
grade which signifies “modest capacity of the
organization to carry out its activities in a sustainable
Microfinance Capacity manner”. The organization has excellent portfolio
Assessment Grade quality and management system but it has a relatively
low capital base. Its loan portfolio is also concentrated
in a limited geographical area and size of operations is
very smail.

The Sample MFI obtains “C3” as its Code of Conduct
Assessment  Grade  which  signifies  average
performance on COCA dimensions.

Code of Conduct Assessment
Grade

Comprehensive MFI Grading provides opinion of the Rating Agency on MFI's capacity to carry
\\)/ out its microfinance operations in a sustainable manner and its adherence to Industry code of
conduct. MFI Capacity Assessment Grading has been done on the dimensions of Capital
Adequacy, Governance, Management Quality and Risk Management Systems. Assessment on
Code of Conduct has been done on the indicators pertaining to Transparency, Client Protection,
Governance, Recruitment, Client Education, Feedback & Grievance Redressal and Data
Sharing. Some of these indicators have been categorized as Higher Order indicators consisting of
indicators on Integrity and Ethical Behaviour and Sensitive Indicators.

Lo

F

CREDIT ANALYSIS & RESEARCH LTD.

3rd Floor, Prasad Chambers, (Shagun Mall Bldg.), 10A, Shakespeare Sarani, Kolkata 700 071.
Tel: +91-33-4018 1600 / 02 | Fax: +91-33-4018 1603 | Email: care@careratings.com | www.careratings.com

CIN-L67190MH1993PLCO71691



Conflict of Interest Declaration

CARE (including its holding company and wholly owned subsidiaries) has not been
involved in any assignment of advisory nature for a period of 12 months preceding
the date of the comprehensive grading. None of the employees or the Board
members of the Rating agency have been a member of the Board of Directors of the
MFI during for a period of 12 months preceding the date of the comprehensive
grading.

Disclaimer

CARE’s microfinance {MFI} grading is a one-time assessment and the grading is not
kept under periodic surveillance, CARE’s analysis draws heavily from the information
provided by the microfinance institution as well as information obtained from
sources believed by CARE to be accurate and reliable. However, CARE does not
guarantee the accuracy, adequacy or completeness of any information and is not
responsible for any errors or omissions or for the results obtained from the use of
such information. It does not imply that CARE performs an audit function to detect
fraud. In case of NGO MFIs, gradings apply only to their microfinance programs.
CARE’s MFI grading is not a recommendation te buy, sell or hold any financial
instrument issued by the MFI or to make loans/ donations/ grants to the MFI. It is
not an assessment of the debt servicing ability of the MFI. The grading assigned by
CARE cannot be used by the MFI in any form for mobilizing deposits/savings/thrift
from its members or general public.

CARE’s MFI grading also does not indicate compliance/violation of various statutory
requirements. CARE shall not be liable for any losses incurred by users from any use
of the microfinance grading.

Historical Rating Grades

Date , Rating Agency Comprehensive rating grade
May 2016 CARE MFI Grading: MFI3 { MFI Three )
May 2015 CARE MFI Grading: MFI3 { MFIl Three )
July 2014 CRISIL MFI Grading: MFR5
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Microfinance Capacity Assessment Grading symbols and definitions

Grading Scale

Definitions

MFIs with this grade are considered to have highest capacity to manage

M1 L . . . .
their microfinance operations in a sustainable manner.

M2 MFIs with this grade are considered to have high capacity to manage
their microfinance operations in a sustainable manner.

M3 MFIs with this grade are considered to have above average capacity to
manage their microfinance operations in a sustainable manner.

M4 MFIs with this grade are considered to have average capacity to manage
their microfinance operations in a sustainable manner

M5 MFis with this grade are considered to have modest capacity to manage
their microfinance operations in a sustainable manner.

M6 MFIs with this grade are considered to have low capacity to manage their
microfinance operations in a sustainable manner.

M7 MFIs with this grade are considered to have very low capacity to manage
their microfinance operations in a sustainable manner.

M8 MFIs with this grade are considered to have lowest capacity to manage

their microfinance operations in a sustainable manner.

Code of Conduct Assessment scale and definitions

MFIs with this grade have excellent performance on Code of Conduct

Cc1 . .
dimensions

2 MFIs with this grade have good performance on Code of Conduct
dimensions

c3 MFis with this grade have average performance on Code of Conduct
dimensions

ca MFIs with this grade have weak performance on Code of Conduct
dimensions

s MFIs with this grade have weakest performance on Code of Conduct

dimensions
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iMFI's profile (February, 2017)

Name of the MFI

Legal form

Operational Head

Year of starting microfinance
Branches (February 2017)
Active borrowers

Total staff

Operational area

Visit of the Assessment team

Correspondence address

Dhosa Chandaneswar Bratyajana Samity
Society

Mr Animesh Naiya

2003

6

9596

69

South 24 Parganas & Uttar Dinajpur

16" to 27" March 2017

Block- CB35, Salt Lake, Sector 1, Kolkata —
700064

‘ , ] T E
Product Description Loan size Interest APR
{Rs) Rate (Interest Rate and
Processing fees)
Micro Loan L f i
1ero - ean  for  INCOME Jgy45604 |  26% 26.74%
(Unnati Il generating activities
SME Loan fo.r small & medium 3823602 249% 24.68%
Enterprises

Ownership/Equity Structure

Shareholder % Shareholding*
Mr Animesh Naiya 78.43
Mrs Aparna Roy Mondal 16.94
Mr Santosh Kumar Haldar 1.13
Mr. Subhankar Mandal 3.50
Total 100.00

* Expressed as a % of Donated equity
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Profile of Board Members

: Bioa'rd Members (February 2017)% ,

SrNo Name Education Brief profile

Mr. Santosh Kumar More than 12 years of work experience in micro finance
Haldar activities

More than 13 years of work experience in micro finance
activities. He has also attended several training
programmes, meetings and seminars arranged by ACCESS
Development Services, SADHAN, AMF|, NAM, M2, etc.
Has more than 12 years of work exposure in number of
Mr. Arun Kumar Master of reputed microfinance org-a_nization in West Benga.l. He has
3 Das Social Work also attended several training programmes, meetings and

seminars arranged by ACCESS Development Services,
SADHAN, AMFI, NAM, M2i, etc.

2 Mr. Animesh Naiya | BA

Mrs. Aparna Roy

4 Mondal MA More than 12 years of experience in micro finance
5 Mr. Subhankar B. Com More than 15 years of exposure in micro finance activities.

Mandal

ri in micro finan
6 | MrBalaram Bar B.Com Mo.rg Fhan 25 years of experience in micro finance
: activities

Mr Utpal Kumar More than 10 years of experience in micro finance
7 ) B.Com s

Gharui activities.

! Key Performance Ratios L

March 2016 March 2015

Portfolio at Risk (>30 days) 1.06% 1.02%
Capital to Risk Weighted Capital Adequacy Ratio 43% 36%
(CRAR)

Operating Expense Ratio (OER) 9.7% 8.4%
Funding Expense Ratio (FER) 13.88% 11.30%
Write-offs to average portfolio 0.88% 2.08%
Return on Assets (RoA) 7.08% 1.63%
Return on Equity (RoE) 20.13% 8.25%
Active borrowers per staff 350 477
Active borrowers per branch 1632 2069
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Compliance with RBI’s Directions for MFls

Sr RBI’s Direction Status
No
1 85% of total assets to be in the nature of qualifying ,
In compliance
assets
2 Net worth to be in excess of Rs 5 Crore** Not In Compliance
3 income of borrower not to exceed Rs 100,000 in
the rural areas and Rs 160,000 in the urban and In compliance
semi-urban areas*
4 Loans size not to exceed Rs 60,000 in first cycle and In compliance
Rs 100,000 in subsequent cycles*
5 Total indebtedness of the borrower not to exceed In compliance
Rs 100,000 (excl medical and education loans)*
6 Tenure of loans not to be less than 24 months for
loan amount in excess of Rs 30,000, with In compliance
prepayment without penalty*
7 Pricing guidelines are to be followed In compliance
8 Transparency in interest rates to be maintained In compliance
9 Not more than two MFIs lend to the same client In compliance

* For the assets classified as qualifying
** Since DCBS is a society, it is not required to have @ minimum net owned fund.
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Section 1: Microfinance Grading

o Registered as a society under the West Bengal Societies Registration Act, 1961. Legal status is a

constraint for mobilizing equity from private equity players or microfinance-specific funds.

o Experienced founder and reasonably experienced executive committee. Supported by a four-member
advisory committee.

o Credit policies & HR policies are well-established, documented and communicated.

o Majority of the borrowers are aware about the lending policies

o Transparency in lending process is adequate.

o Transparency in usage of funds is adequate.

o Overall disclosures are moderate

o Internal audit team is present; audit is carried out on a quarterly basis,

o DCBS furnishing the financial and operational data to IMFP, such as SADHAN (National Micro Finance

Association), AMFI-WB and MIX Market
DCBS is a member of Equifax credit bureau.

Operational Setup

o Separate departments with clearly defined roles.

o Moderate experience of senior management in the area of MFI sector.

o Supported by seven-member executive committee with experience across banking, financial services
and MFI sector

o Separate training team along with senior management providing compulsory 3 days induction
training along with 6 days of training conducted by AMFI-WB (External)

o Strongloan appraisal & monitoring systems.

o Adequate system for tracking over-dues and collection of delinquent loans after escalation
depending on duration of overdue.

o Accounting and record maintenance is done using a web based software enabled programme
developed by i-Technocrat Pvt. Ltd which includes modules like clients, loan, General and savings
accounting.

o Presence of back-up system at i-Technocrat Pvt. Ltd.

o DCBS follows a group based approach to extend loans to individuals. While the loan given to a

member of the group is not guaranteed by other members of the group, peer pressure among the
group members acts as a strong recovery tool.

Scale of Operations
o Society has moderate track record of lending under the JLG model.

o Small client base. As on March, 2015 DCBS covered 12,414 active borrowers.

o The geographical concentration risk of DCBS is diversifying with the society increasing its presence in
more than 1 state. DCBS has started the micro financing activity in Tehla, Katihar district in Bihar. As
on Dec. 31, 2015, DCBS has increased its presence to 3 districts.

o Loan portfolio outstanding of Rs.1052.02 lakhs as on Mar.31, 2015.
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Sustainability '
o Comfortable asset quality with PAR > 30 days of 0.45% as on Mar. 31, 2015.

o Legal form does not allow equity infusion from private equity investors.

o CARat21.14% as on Mar.31, 2015 was at satisfactory level.

o 0SS is at satisfactory level (above 100%) over the last three years.

o Reasonable second line of leadership; strategic decision making continues to remain centralized with
the Secretary.

o Comfortable asset-liability maturity profile.

o Presence in areas with low penetration of MFls.

o High collection efficiency of more than 99.50% over the last three years.

o Moderate resource base. Has access to funds from public sector banks and other financial
institutions. Added Indian Grameen Services (IGS), Friends of WWB {FWWB) and Millap to its list of
bankers and lenders in FY15. DCBS has added IDBI bank to its list of Bankers in the current year and
are in the process of adding few more banks in the list by the end of this year.

0 Industry Outlook

Post the AP crisis and regulatory intervention by RBI, the microfinance sector has seen strong growth in
loan portfelio on account of improving funding profile, control over operating expenses, improving
margins and moderate leverage levels.

RBI has revised the lending norms for the MFI sector, post Andhra Pradesh (AP) crisis in 2010 and
Malegam Committee Report on NBFC-MFI in 2011. The sector has evolved with the advent of credit
bureaus in the sector and subsequent control over asset quality. MFI sector saw 30+ days past due (DPD)
of around 0.33% as on March 31, 2016. As on the same date, aggregate gross loan ocutstanding for the
sector was Rs.53,233 crore, registering 84% Y-o-Y growth from Rs. 28,940 crore as on March 31, 2015.
(Source: MFIN)

impact of Demonetization -

Post demonetization of high value currency notes, many of the MFis have faced coliection issues as they
generally operate in cash. For the first 2 weeks following the announcement of demanetization, the
collection ratio reportedly declined to 80%. Subsequent increased in supply of new currencies by RBI Jed

to increase in collections in the fourth week of November. But the collections have come down

subsequently due to the dispensation provided by RBI (earlier by 60 days and later increased to 90 days)
to financial institutions in terms of recognizing NPAs. This was misrepresented to the borrowers by
influential people (as some kind of loan waiver), and thus resulted in fall in coliection efficiency in few
states like Uttar Pradesh, Maharashtra and Madhya Pradesh.

Post demonetization, MFls are increasingly looking for cashless disbursement and collection through Jan-
Dhan accounts and by leveraging technology. With 8 NBFC-MFls converting into Small Finance Banks

W W 9

CREDIT ANALYSIS & RESEARCH LTD.

3rd Floor, Prasad Chambers, (Shagun Mall Bldg.}, 10A, Shakespeare Sarani, Kolkata 700 071.
Tel: +91-33-4018 1600/ 02 | Fax: +91-33-4018 1603 | Email: care@careratings.com | www.careratings.com

CIN-L67190MH1993PLCO71691


mailto:care@careratlngs.com
http://www.careratlngs.com

(SFBs) by March 2017, the competitive environment is bound to undergo a major shift within the
microfinance industry as a whole. As these entities are expected to remain focused on microfinance,
cashless disbursement and collection of loans is bound to increase in the future.

Section 2: Code of Conduct Assessment

ADDO Scores COCA Dimension Scores
weremes Max
Approval 63% == Obtained
Documentation 90%
Dissemination 90%
Observance 0%

SEN: Sensitive Indicators; IEB: Integrity and Ethical Behaviour; TRP=Transparency; CLP=Client Protection; GOV=Governance; REC=Recruitment;
CLE=Client Education; FGR=Feedback and Grievance Redressal; DSR=Data Security

Code of Conduct Assessment Summary

DCBS was found to have a reputed Board with long experience in MFI activities. Board s
majorly constituted of independent members and DCBS has a strong organizational structure
with standard operating processes in place. The staff was found to be trained and ethical while
dealing with clients and there is good amount of transparency in the operations. However, the
governance of DCBS was found to be moderate owing to non compliance with periodical review

of policies and code of conduct.

W
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MFI Strengths and weaknesses pertaining to Code of Conduct

Strengths -

- Weaknesses. s

Reputed board members with long
experience in MFI activities and
independent directors form majority of
the board

Strong human resource profile through
dedicated training.

Positive borrower feedback received for
the MFI in terms of treating them with

The board members do not review code
of conduct on a regular basis

The board members do not review
qualifying  assets, credit appraisal
guidelines, and recovery of overdues
from delinquent clients.

Public disclosure of financial data on
website is not made.

utmost respect and transparency.

Significant observations

" Higher Otder indicators

s Standard operating process and policies are in place with
strong degree of adherence and the staff is appropriately
trained to abide by the code of conduct.

e Fair degree of transparency observed while dealing with
borrowers and the staff was found ethical and the
management treats borrowers and staff members with
dignity.

e The terms and conditions of the loan are made understood
to the borrowers at frequent intervals through dedicated
training system.

e The incentive structure of staff is linked to number of loans
disbursed without any upper limit.

¢ The audit committee does not review the adequacy of
scope of internal audit.

Integrity and Ethical Behaviour

e The clients surveyed were well aware of the loan products,
interest rates and charges for loan. '

o The borrowers had no grievances with respect to conduct,
punctuality and behavior of the loan officers.

e Borrowers can prepay without any extra charges and
penalties.

e n a sample analysis of loan files, it was found that credit
bureau check was performed 7 days prior to loan
sanctioning date.

¢ In respect to documentation after loan sanctioning, DCBS
does not provide the client with proper sanction letters and
loan agreements.

Sensitive Indicators
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%" Building Blocks - ~ - . . - - B

Transparency

¢ DCBS is compliant with the most recent guidelines of RB

except the net worth requirement of Rs 5 crore. However,
it is not required for society.

DCBS does not charge or penalize the borrower for
prepayment. However, prepayments are discouraged.
Entire communication is done in local language which
helps borrowers to understand the terms and conditions
easily.

All offices of DCBS have product details along with details
of RO, processing fees and insurance.

DCBS gets verification done by CA regarding compliance
with RBI guidelines on pricing.

DCBS does not track the base rates of the five largest bank
to pricing its loan.

On a sanctioned loan, DCBS issues loan passbook as the
only dacument. They do not provide sanction letters and
loan agreements to the clients.

The financial statements of FY16 and code of conduct
report of DCBS for September 2016 was not made available
in the public domain.

Repayment schedule is not provided to the client stating
the principal and interest breakup.

Client Protection

e The products and charges (interest and fees} were in

compliance with the RBI guidelines. CA certificate regarding
compliance with RB! norms is present.

On interview with loan officers, it was found that
approximately 72% of them had knowledge about the
maximum client in-debtness prescribed by RBI. However
there has been no instance of loan given to client that
exceeds the maximum limit as each loan is passed through
branch manager and then the regional manager.

The borrowers are not given receipts for each repayment.
However, the same is updated on the passbook and
updated in the MIS on a daily basis.

The field staff is trained to assess the income and
indebtedness of clients and DCBS has documented criteria
in the operationai manual.

The operational manual of the society provides guidelines
for conducting meetings with the borrowers and their
conduct. The staff is also trained on the same issues.

The field staff is trained for not using any coercive or
abusive language or provides any threat in case non-
payment by the borrowers. The sample of borrowers
surveyed did not have any negative comments about the
field staff.

N
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e The incentives of loan officer are subject to number of
loans disbursed without any upper limit.

¢ The clients are informed about sharing of their data with
credit bureaus and other agencies.

e The delinquent client details and measures taken for
recovery are not presented before the board.

e DCBS takes digital back up on a monthly basis instead of
weekly basis.

* The board members have scund reputation with rich
experience in microfinance activities. Out of 7 members, 3
members are independent, All board members have
considerable experience in MFI activities. However, DCBS
does not have a'written policy for 1/3rd board members to
be independent.

e Board meets once every month and minutes are
maintained for every meeting.

¢ DCBS has not disclosed the CEO compensation in its
audited reports.

* DCBS has a dedicated internal audit team which reports to
the board directly. The internal audit team visits branches
on a bimonthly basis.

e The statutory auditor M/s.S.K. Mallick & Co. has given a
favourable feedback on the accounting practices and
systems followed by the organization.

¢ DCBS dces not have any restructuring policy and hence
none of the staff are aware about the restructuring
program. However, the management is in process to
formulate a debt restructuring policy.

s The code of conduct compliance report has been placed
before board on a yearly basis. ,

Governance

¢ A proper HR policy with criteria for selection of employees
and a proper notice period for its employees is in place.

e Every new joinee undergoes a training period of 3 months.

Recruitment The training is provided by a separate dedicated training
team.

e DCBS does not have any written guidelines regarding
reference checks of its employees. However, there is
documentary evidence to prove that reference checks have
been done.

¢ There is a continuous initiative by DCBS to train its clients
at regular intervals. The terms and conditions are

Client Education repeatedly communicated to the borrowers during the loan
tenor.

e During interview with borrowers, it was found that
approximately 50% of them had knowledge about
insurance settlement process.
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¢ Grievance redressal mechanism is in place and the
surveyed borrowers were aware of such mechanisms. The
number of grievance officer is present on the front page of
passbook.

e DCBS has a written guideline to dispose of with the
grievances within a time frame of 7 days.

e Operation manual describes the grievance redressal
mechanism but fails to mention the escalation process in
case borrower is not satisfied with the resolution.

¢ Qut of six branches visited, SRO contact details were not
made clearly visible at one branch.

¢ DCBS does not prepare monthly reports ahout the number,
nature and resolution of grievance

Feedback and Grievance Redressal

e Data is shared on a monthly basis with the credit bureaus
like Equifax as well as SROs like Sa-dhan on annual basis. It
also submits reports to Mix Market on a quarterly basis.

¢ Operational performance is present in the public domain.
However, audited financial statements are not made
available on society's website.

Data Sharing
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Annexure: Methodologies

Microfinance Grading Methodology

CARE Ratings’ MFI Grading Framework

CARE's MFI grading is a one-time assessment of a Micro Finance Institution’s (MFi)

operaticnal and financial capability to undertake and sustain the targeted level of

operations.
CARE evaluates an MFIl under a four point

I.  Transparency;

il.  Operational setup;

. Scale of operations and

IV.  Sustainability.

framework:

The various aspects covered under each parameter are given below:

{. TRANSPARENCY

e Governance

e Accounting Policies

s internal Control

e Transparency in the usage of grants and
funds

e Transparency in the lending process

1. OPERATIONAL SETUP

¢ Promoter/Management Assessment
¢ Organisational Structure

¢ Systems and Procedures

¢ Quality of Information System

¢ Lending policy

¢ Quality of Loan Monitoring process
o Litigation

¢ Risk Mitigating mechanisms

lil. SCALE OF OPERATIONS

e Geographical spread of operations and

outreach

e Variety of loan Products

sEfforts to increase outreach and
coverage

V. SUSTAINABILITY

a) Financial Sustainability
¢ Resource Profile
e Cost Structure
e Interest rate policies
¢ Capital Adequacy
e Asset quality
e Earnings
e Liquidity
Management

and Asset Liability

b) Operational Sustainability
* Succession planning
e Competition
* Resource arrangements

* Vision

W
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COCA Methodology

The Code of Conduct Assessment (COCA) tcol was developed as a response to the
need expressed in a meeting of stakeholders in Indian microfinance by the Small
Industries Development Bank of India (SIDBI) and the World Bank in December 2009.
The code of conduct dimensions were identified by reviewing the various norms for
ethical finance. These included RBI’s fair practices guidelines for Non Banking
Financial Companies, industry cade of conduct {Sadhan-MFIN) and Smart Campaign’s
Client Protection Principles (CPP).

In 2016, need was felt to harmonize COCA to the most recent industry code of
conduct and to standardize COCA tools of different rating/assessment agencies. This
grading is based on the harmonized COCA tool. In the harmonized COCA tool, the
dimensions were classified in three categories — highest order, higher order and
building blocks. This grading is based on the harmonized COCA tool.

Highest Order
Sensitive Indicators
Higher Order
Integrity & Ethical Behavior

Building Blocks
Governance Client Protection, Recruitment
Transparency Feedback/Grievance Redressal
Client Education Data Sharing

Chart: COCA Indicators Framework

Number of indicators in each category is presented below

Higher Order Indicators Number of Indicators
Integrity and Ethical Behaviour 32
Sensitive indicators 27
Building Blocks Number of Indicators
Transparency 40
Client Protection 123
Governance 30
Recruitment 13
Client Education 14
Feedback & Grievance Redressal : 25
Data Sharing 6
Total 251

Methodology

The Code of Conduct exercise is spread over four to eight days. The first day is spent
at the head office. The assessment team visits the branches over the next three to
eight days. Depending upon the size and the operationa! area of the MFI, eight to
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fifteen branches and between 120 and 300 clients are sampled for primary survey
(except in cases where number of branches in an MF| is less than eight).

Sampling guidelines

The following is taken as the guideline to determine the sample size for a COCA

exercise.

MFI Size

No. of branches to be
visited

No. of borrowers to be visited

Small MFI (Less than 8
branches)

All branches

15 clients per branch covering
minimum two centers.

Small / Mid size MFI (up to
2,50,000 borrowers)

8 — 10 branches
(geographically distributed)

120-150 clients (15 clients per
branch covering minimum two
centers).

Large MFI {>2,50,000
borrowers)

12 - 15 branches
(geographically distributed)

240-300 clients {20 clients per
branch covering minimum two
centers).

Large MFIs (Loan portfolio
outstanding of Rs500 crore
or more, irrespective of the

18 — 20 branches
(geographically distributed)

360-400 clients {20 clients per
branch covering minimum two

number of borrowers)

centers).

Code of Conduct Assessment exercise requires:;

Discussions with key staff members and the senior management at the head
office, particularly the senior operational management team as well as the
human resources team. These discussions focus on key issues of the code of

Review of policy documents and manuals at the head office. These are
reviewed in order to assess the policy as well as documentation regarding
important aspects of the code of conduct. The last audited financial

Sampling of branches at the head office. The assessment team samples
branches for review. The branches are chosen in across different states in
case the MF! operates in more than one state. Care is exercised to include
otder branches as well as branches that are distant from the head office or
the regional office. The sampling of the branches is performed at the head

Discussions with the branch staff at the branch office. Discussions with
branch managers and the field staff is carried out to assess their
understanding of the key code of conduct principles.

1.
conduct identified above.
2.
statements will also be required.
3,
office of the MFI.
4,
5.

Sampling of respondents in the selected branches. A judgmental sampling is
performed on the MFI's clients by the assessment team to draw respondents

from the interest group, in order to maximize the likelihood that instances of
non-adherence can be detected.
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6.

Interview with the clients. Information from the clients is collected ideally
during the group meetings. If this is not possible, visits are made to the
clients’ locations for collecting information.

Review of loan files at the branch office. This review focuses on loan
appraisal performed before disbursing loans as well as the documents
collected from the clients.

As part of this assessment, we visited 6 branches of the MFI. The details of the
branches visited are provided below.

Sr No Branch State F\Io of i:lients
_ interviewed
1 Dhosa West Bengal 24
2 Jeeban Mandal Hat | West Bengal 25
3 Dakshin Barasat West Bengal 25
4 Dhamua West Bengal 25
5 Jaynagar West Bengal 24
6 Karandighi West Bengal 24
Total 147
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