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CERISE + SPTF 

Draft Standards: Fair and Respectful Treatment of Clients 
(as of 9 June 2022) 

 
 
Note: The Universal Standards for Social and Environmental Performance Management already 
contain a standard, with associated practices, on fair and respectful treatment of clients. During 
the DFS standards working group discussion, the group validated that those practices are still 
relevant, though several raised doubts that in a model where the FSP has no in-person 
interaction with clients, it is as feasible to inform clients as thoroughly about their right to fair 
treatment as it is when FSPs do see clients in-person. Nonetheless, we can seek to do so. The 
table below reminds us of what the Universal Standards manual already includes related to fair 
and respectful treatment of clients. The section “Standards for Fair and Respectful Treatment of 
Clients,” shown below the table with existing standards and practices, presents the additional 
standards that the working group suggests could be relevant specific to digital financial services 
providers. 
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Standards for Fair and Respectful Treatment of Clients 

1. Inform your customers of the top risks they incur if they use the products or services 
offered via a partner.   

2. Incorporate human touch at minimum at the following points in a customer’s journey: a) 
Onboarding/receiving information about the product; b) Resolving a problem or 
complaint; c) Answering customer questions   

3. Record calls made to the call center to monitor customer service, noting performance 
when responding to complaints both about the provider’s services and complaints about 
third-party providers. 

4. As part of the agent selection criteria, consider whether the personality, culture, and 
language(s) spoken will appeal to your target customers.  

5. When you educate customers about a product, teach not only how the product works but 
also what behaviors are good/bad from the service providers, which can be employees, 
agents, other partners.  

 
Guidance on fair and respectful treatment of clients: concepts, examples of real practice, and 
questions to address 

Concepts 
• When considering how to share information with customers who have USSD phones, 

remember that these USSD phones can have limited storage, meaning there is a risk that 
customers will not receive SMS messages that you send. 
 

Examples of real practice: 
• CGAP has a market monitoring toolkit for the regulator, and one tool it recommends is 

mystery shopping of providers in part to identify when discrimination is happening. It 
says in Zambia, a provider was discriminating against pregnant women and mystery 
shopping confirmed this. 

 
Outstanding questions: 

• Are all of the original fair and respectful treatment standards applicable in a fully 
digital context? Specifically, it is relevant to talk to customers about the approved staff 
code of conduct of a fintech, if those customers use only mobile money from a fintech 
that provides only digital financial services? 
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• More generally, how you can best make your customer aware of good practices from 
your staff, from your agents if you do not see them in person and they have limited access 
to electronic devices and/or their only device is a USSD phone?  

• Could or should FSPs inform customers of the power of leaving reviews on digital 
platforms? Social media does elevate consumer voice and give them power to demand 
fair and respectful treatment and functional services.   

o One interviewee noted, “Google reviews are a huge measure of accountability that 
did not exist before DFS.” 

• Since we all agree that it is not reasonable to think that anybody is going to read terms 
and conditions, is fair treatment of customers more about setting your own standards and 
conduct to being reasonable and fair than it is about making sure people have access to 
information about your code of conduct? Perhaps a better standard is to say your 
customer should be able to trust you and not have to read your own code of conduct. 


