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Executive Summary

According to the Ministry of Industry of the Government of Bangladesh, Micro, small and
medium enterprises (MSME) are those businesses that have the amount of investment
(Replacement cost & value of fixed assets, excluding land & factory buildings) from 10 lacs to
30 crore and the number of employees is between 1 to 300. There are several segregations
within these amounts and number of employees.

“The National Representative Study to understand & usages of various financial services and
different thematic areas of Digital Financial Service in Bangladesh” consists of four
objectives. The goals of this study are to analyze the existing gaps to access different types
of available services and opportunities for different alternative digital lending solutions for
MSMEs in Bangladesh, to design a one-stop service hub model based on the current digital
center infrastructure, to propose a pilot model design of different digital lending models for
the MSMEs and lastly to conduct a financial literacy needs assessment for MSME sectors and
propose a content outline for digital financial literacy platform for the MSMEs.

While analyzing the gaps and opportunities to access different types of services such as
government services, market, skills and finances we identified the followings:

o Government services: Among the many available services offered by the government,
the respondents were asked about 17 shortlisted services to know whether MSME
owners availed of any of those. Only 11% of the respondents have utilized them.
However, 19% of the respondents were unaware of the services available. This
highlights the need for better awareness and outreach efforts. On the positive side,
33% of the respondents expressed interest in low-interest loan and grant options from
the government and 22% expressed a desire for middle-man free, hassle-free, prompt
services. These insights provide a clear direction for government, ministry and banks
to enhance the services offered to MSME owners and support their growth.

o Market: While analyzing the market access of MSMEs, it was found that they have
knowledge gaps regarding their suppliers and customers. A good 62% of the
respondents have at least some knowledge about their suppliers, with 37% stating they
know them well. Opportunities for MSMEs to access quality raw materials at
competitive prices present a potential area for growth and expansion. However, timely
supplies are still a challenge for MSMEs, but the good news is that efforts are
underway to address this issue. On the demand side, it was found that MSMEs have
the potential to expand their customer base and marketing/promotion efforts can help
in this regard.

e Finance: The MSME sector has opportunities for growth in access to finance. Banks,
non-banking financial institutions (NBFI), Micro financing Institutions (MFls), and
Mobile financial services (MFS) have the potential to better serve the needs of MSMEs.
The study found that MSMEs have a desire for increased lending options. Additionally,
there is room for growth in terms of financial literacy and understanding of available
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financial products. 33% of MSMEs reported using MFS, demonstrating a willingness
to embrace technology-driven financial solutions. While there is currently limited
usage of Digital Financial Services (DFS), such as internet banking and fintech
organizations, there is potential for growth as banking services in rural areas become
more widely available and fintech companies expand their services to the MSME
sector.

o Skills: Possessing necessary skills is imperative for the success and growth of
MSMEs in the current global and technology-driven environment. The study reveals
that there is a significant opportunity for skill development among MSMEs in
Bangladesh, with 38% expressing a desire for personal and employee training, as well
as work-related skill building. Additionally, 17% of respondents recognize the
importance of enhancing their skills and indicate a willingness to engage in
development opportunities, even if they are not yet able to clearly define their specific
needs.

This study also intended to identify the opportunities for alternative digital lending solutions
for MSMEs. The term alternative lending suggests a vast array of non-traditional loan options
available to consumers and business owners. In other words, it refers to the practice of
obtaining loans from non-banking institutions or other financial institutions that lack a full
banking license. Currently, there are some available services and initiatives to cater to the
specific needs of MSMEs such as Nano loan by bKash and City bank, PrimeAgrim app, eRin,
Tallykhata, Dana Fintech etc. but there is a lack of awareness among the MSMEs about these
services.

These gaps in the market can be addressed by facilitating a one-stop service that can fill up
the gaps in skill, knowledge and various accesses. The need for a one-stop service hub is
dictated by the MSMEs because of the varieties of services and the requirements to visit
multiple locations to avail of the services which usually confuse and discourage the MSME
owners increasing the complications. Hence this study proposed a redesigned one-stop
service hub model guidelines for the MSMEs which can be aligned with the current 8,280
digital centers. The proposed business model of one-stop service hubs will be the same as
digital centers. The entrepreneurs or the service recipients can avail services from the digital
centers by paying a certain fee. A good reference for a similar portal can be Champions from
India to upgrade the functionality guidelines of the one-stop service hub. This portal meets
almost all the basic media needs of small entrepreneurs with clusters such as online
registration for MSME. MSME-SAMPARK; MSME Samadan; MSME-SAMPARK; MSME
database, etc. The Italian Chamber of Commerce's One Stop Shop for Digital Business (PID)
plays a key role in this market, supporting their businesses, especially micro and small
businesses (MSMEs). A well-designed one-stop hub supported with proper communication
can be of extreme benefit to the promising MSME sector players.

The third objective of this study was to develop an innovative pilot model for digital lending
solutions tailored to the unique needs of MSMEs in Bangladesh. Through extensive research,
it was discovered that there are four areas of opportunity for improvement in the lending



landscape for MSMEs. These insights provide a roadmap for creating effective and impactful
lending solutions:

1. The opportunity to streamline documentation processes

2. The need for lenders to explore alternative forms of collateral
3. The potential for prompt loan application responses

4. The chance to offer competitive interest rates

These four problems can be addressed via the proposed lending model through four levels of
integration. First, a bookkeeping tool to train the users to digitize the transactions and create
records of transactions helping in making business transactions history. In the second level,
there will be an aggregator platform to bring all of the MSME applicable government services
under one roof and then in the third level, fintech will generate the credit score for the MSME
and then finally the MSMEs will get their lending from a suitable lender based on the credit
score and transaction history. There will be challenges in implementing this e-model, however,
no advancement can be made till the first step is taken.

The fourth objective of this study was to conduct a financial literacy need assessment for the
MSME sector and propose a content outline to design a digital financial literacy platform for
MSMEs. The importance of financial literacy cannot be overstated, as it enables better saving
and investment decisions, offers protection against fraud, and promotes financial inclusion.
Despite these benefits, our sample groups of MSMEs demonstrated a low level of financial
literacy regarding financial products and services. This is an opportunity to increase
awareness and understanding, and to build trust in financial services.

When creating the financial literacy content outline, multiple factors are taken into
consideration to ensure an effective and comprehensive design. Those are the target
audience, the difference in literacy level of MSME, awareness, accessibility and
communication of content. A platform like Muktopaath can create relevant content to literate
the MSMEs. This is a government-initiated platform that already has around 1.5 million active
users and offers a wide range of courses. Apart from specific content on financial literacy,
there should also be micro courses on the usage and benefits of smartphones, how to
download & install apps and how to use the internet and smartphones to achieve more in day
to day life.

To ensure better financial literacy, we recommend having a specialized focus on content for
women entrepreneurs. The platform can introduce self development courses on various
financial and business aspects (e.g. how to connect with agents from different platforms for
business purposes, how to use available business platforms such as WSME PLATFORM FOR
WOMEN ENTREPRENEURS etc.

Given that not everyone will have access to online literacy platforms, offline initiatives are a
must to reach the mass. National television, radio, cartoon characters like MEENA etc. have
played key roles at different times to create awareness on corona, dengue outbreaks,



children’s vaccination etc. The same can be utilized effectively for creating financial literacy
alongside other modes of communication. Youtube, Facebook, Tiktok, IMO etc. social media
apps can also be used to promote this awareness campaign and can be the indirect parties
to this literacy platform.

The study also suggests some additional steps to enhance the rate of financial literacy, they
are

1. Include financial literacy in general education

2. Encourage financial institutes to invest in financial literacy

3. Using the current UGCs/centers more to offer financial literacy training programs etc.

Improving the financial situation of MSMEs requires a gradual, well-planned approach. By
aligning the efforts of government agencies and implementing measures such as a unified
credit scoring system and tax/VAT restructuring, the financial literacy and digitization of the
MSME sector can be strengthened. The Central Bank can play a key role in ensuring effective
lending, while the government can take steps to upgrade service platforms and improve
financial literacy. With these efforts, the MSME sector in Bangladesh has the potential for
significant growth and success.
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Chapter 1: Introduction

1.1 Background

More than 70 million micro, small and medium enterprises (MSMEs) exist within the
Southeast Asia region, which is accountable for the employment of over 140 million people
and, in percentage, 99% of all businesses in the region. In 2019, the Association of Southeast
Asian Nations (ASEAN) Federation of Accountants proclaimed that small and medium
enterprises (SMEs) are the "backbone" of the regional economy, accounting for most
businesses active in the region1.

In Bangladesh, about 90% of the industrial units are SMEs. (National Private-Sector Survey of
Enterprises in Bangladesh, 2003). It is the country's largest economic sector. Together,
MSMEs contribute 25% of Bangladesh's GDP and provide jobs for 87% of the country's civilian
population.2 Hence, the significance is clearly in a position where it is important to understand
this sector in depth. Bangladesh has seen a great upsurge in digital financial account access
and usage among the poor over the last six years. According to Findex 2021, the number of
adults with financial accounts increased from 50 to 53% as the use of mobile financial
services (MFS) grew rapidly, reaching 111 million clients by the end of 2021.

Despite this increased access, though, usage has remained rather constant. In 2017,
Intermedia reported that three-quarters of Bangladeshis did not have an active full-service
account. The gender divide is also widening. Furthermore, the number of digital financial
services (DFS) available is limited, and the emerging fintech industry lacks incentives and
capabilities to develop pro-poor financial products. While "digitization" efforts during the
epidemic have expedited the acceptance of value-added services, both consumers and
institutions still have a long way to go.

The usage and the uptake of the DFS among the MSMEs of Bangladesh is still not quantified
and undiscovered. The usage of DFS for varied functions within the MSME business is vast
yet as it is unknown, the report stands at this very point to study and understand the national
scenario.
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1.2 Defining MSMEs:

The study followed the definition of MSMEs as provided by the Small and Medium Enterprise

Foundation (SMEF).3

Table 1: Definition of MSMEs?

The amount of investment
(Replacement cost & value

. of
S| Types of industry fixed assets, excluding land
&
factory buildings)
1 Cottage Industry Below 10 lakh

2 Micro Manufacturing
Industry Service

3 Small Manufacturing
Industry Service

4 Medium Manufacturing
Industry Service

5 Large Manufacturing
Industry Service

10 lakh to 75 lakh
Below 10 lakh

10 crore to 15 crore
10 lakh to 2 crore
15 crore to 50 crore
2 crore to 30 crore
More than 50 crore
More than 30 crore

Number of employees

number of workers not
exceed 15
1to25o0rless
number of workers not
exceed 15
26 to 100
16 to 50
121 to 300
51to 120
More than 300
More than 120

1.3 Defining Sectors

From the SME cluster definition provided by
SME Foundation on their report4, this study
collected its sector definition largely.
Mentionable that these MSME sub-sectors
represent the whole MSME sector in
Bangladesh.

e Light engineering and Metal Working
In the nation, 29 clusters related to
light engineering and metal working
have been located. They are spread
over 18 districts. Out of these 31
clusters, 18 (58%) are auto and

Y Light
Engineeting
and Metal

Work
Y Handloom
and

Eiailaal MSME SECTORS

Textile

Knitwear and

agt?:urh v ".ll‘\ Readymade

% Garments
challenging,

personal wear
ffects

Handi
Healthcare W 279
Miscelloneous

i) Sector
), Diagnostics S

Figure 1: MSME Factors

machinery parts manufacturers and repair shops. The remaining businesses produce
bathroom fixtures, steel frames, assemble and fix automobiles, among other things.
In these 31 clusters, there are about 7,390 businesses working together.

T This definition is according to the updated National Industry Policy 2022
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Educational Services

The education service sector has only been divided into two groupings. There are
coaching and foreign education service centers in both clusters; one is in Tangail and
the other is in the Dhaka district. In these two clusters, there are reportedly 200
coaching and foreign education-counseling institutes in operation.

Electronics and Electrical

This is a booster sector with only three identified clusters. All the clusters are in Dhaka,
and the businesses that make up these clusters produce various electrical and
electronic products. There are 286 businesses working in these clusters.

Knitwear and Readymade Garments

In 14 different districts around the nation, there are 22 knitwear and RMG clusters.
Seven of these clusters (or 32%) are involved in the manufacture of knitwear, while the
remaining 15 clusters (or 68%) are home to businesses that primarily produce ready-
made clothing of various types through tailoring.

Leather Making and Leather Goods

It is another booster sector with 13 clusters that are dispersed across seven different
regions of the nation. Seven of these 13 clusters are located in the district of Dhaka.
One of these is involved in the production of leather goods and the processing of raw
leather. To meet the needs of the local market, the remaining six clusters manufacture
shoes utilizing leather and other raw materials that are readily available locally. It has
been determined that these 13 clusters have 9,015 businesses on average.

Handicrafts and Miscellaneous Sector

A total of 38 clusters were identified in the non-booster sector in 26 districts
nationwide. Of the 38 clusters identified, 10 (27%) are wood furniture and lumber mills.
Seven (19%) are potters. Six (16%) are engaged in bamboo and cane work. The four
identified clusters produce a mat largely known as Sheetal patti. In total, an estimated
6,200 companies are active in sectors such as crafts.

Healthcare and Diagnostics

A total of five clusters were identified in this SME booster area. Mymensingh, Tangail,
Satkhira, Rajshahi, and Rangpur are five different districts where these clusters are
located. Of the five, four (80%) are diagnostic centres and clinics and one is a medical
bandage manufacturing cluster in Satkhira. There are approximately 455 companies
operating in these five identified clusters.

Agro-processing/agri-business/plantation agriculture /specialist farming /tissue-
culture

The sector identified 34 clusters in 20 districts of the country. These 34 clusters have
about 10,612 enterprises involved in processing various types of agricultural and food
products. Of the 34 clusters identified, 22 (65%) are rice mill clusters, three (9%) are
salt mills, two (6%) are oil mills, the rest are lentil mills, bread, confectionery, and dried
fish, flower processing, Agor, Ator and Grain Mill respectively.
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Designer, aesthetically challenging, personal wear and effects

A total of 16 clusters have been identified in this SME booster sector, including
jewellers, Jamdani sarees, etc. The clusters identified in this sector are located in 10
different districts of Bangladesh. About 4,900 enterprises are active in these clusters.

Handloom and Specialized Textile

A total of 10 clusters were identified in these non-booster sectors in 10 different
districts across the country. Most of them are hand woven making cotton sarees, lungi,
three-pieces, silk fabrics, and specialty textiles such as bed sheets, pillowcases,
blankets, nakshikata, etc. In the field of hand-woven and specialty textiles, there are
about 7,890 companies.
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Chapter 2: Methodology

2.1 Research Design

The study adopted a ‘mix methods’ approach and started with an extensive review of existing
literature. The documents which are studied include project documents, reports, etc. by the
United Nations Development Program (UNDP), and Access to Information (a2i). The literature
review in essence involved a review of project documents in addition to any other source that
provides insights into the financial inclusion situation of Bangladesh (specifically to the low-
income population and women demographic of Bangladesh). Research instruments were
drafted during this phase. Some preliminary Key Informant Interviews (Klls) were also
conducted alongside the literature review which assisted in adjusting and finalizing the
research instruments for Klls. a2i’s input was incorporated in this phase as well. A structured
questionnaire was drafted by Innovision in close coordination with a2i and sent to a2i for
approval. The data were collected by using mobile devices which include Smartphones/Tablet
computers. More details of the survey can be found in the survey implementation section.
Findings from the survey, Kll, and desk review allowed the team to identify case studies that
capture success stories, failure stories, and best practices from local or international
contexts. These case studies are of policies, people, organizations, or MSMEs. Few KllIs (with
financial institutions (FIs), non-banking financial institutions (NBFIs), and FinTechs) were
done based on the cases. This helped gather more insights as by then, the study team had
adequate information from the survey which they can use to have more engaging Klls. FGDs
were gender-specific and each group contained 6-8 respondents. The final focus group
discussion (FGD) list was decided upon consultation with a2i at the inception stage. FGD
sampling strategy can be found in qualitative sampling. After conducting FGDs, all findings
were triangulated, shared, presented, and validated through a validation workshop where key
stakeholders (across DFS, FIs/NBFls, MFS, microfinance institutions (MFls), Agent Banks,
Development Organizations, and Government Agencies) related to the study provided their
input. The input of stakeholders was incorporated into the final reports.

14



2.2 Sampling Strategy

The sampling technique was a national representative
random sampling and consisted of both qualitative and
quantitative samples. The quantitative approach
consisted of a sample survey whereas, qualitative
sampling contained Klls and FGDs.

1. Quantitative Sampling

As per the requirement of the Terms of
Reference (ToR), the study must cover at least
5 out of 8 divisions of Bangladesh. According to
the SME Cluster Map, initially Barisal, Dhaka,
Chattogram, and Mymensingh were selected
for the survey. However, Chattogram was then
pretermitted as the handloom and specialized
textiles are already extinct from the division. For
this reason, these three divisions were selected
for the survey.

For MSMEs, SME Foundation’s SME Cluster
Map12 was referred and as per 12 broad
category sectors, 11 upazilas are selected.
From each sector 10 MSMEs were surveyed; a
total of 120 MSMEs.

Table 2: Sampling of MSME

S| Division District Upazila Union

1  Barishal Barishal Barishal Dokkhin
Sadar Chawkbaz
ar

2 Dhaka Dhaka Tejgaon

Y
Desk Review & |
Preliminary Kllis

Adjust research
instruments

*—i

I
Klls (partial)

Adjust research
instruments

»r—i

Field Visit
(FGD, Klls, & IDIs)

&

Adjust research

*—
instruments

—

[

(

(

L Survey J
E
(
(

Remaining Kils J

Adjust research

*— .
instruments

FGDs ]

| ——

Triangulating all
findings

Validation |
Workshop

|

Figure 2: Sampling Stratey

Sector No of Responde
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Light 50 10
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and
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The questionnaire was designed
intricately to capture all relevant
information on MSME regarding
their digital financial service usage.
Following is the list of fields of
investigation which were taken into
account.

1. Qualitative Sampling

34 Klls have been conducted
across 13 categories to support the
findings of this study. Depending
on the requirements of the study
and the unavailability of others, a
few new names are added to the Kl
list, while a few others are changed.
In deriving answers from the

and
Specialized
Textile

Field of Investigation

1.Business Owner Demographic

2.MSME's Profile

3.Business Challenges

4.Digital Technologies Perception
5.Checking exposure to financial services
6.Banks/Non-bank financial institutions
7.Mobile Financial Services

8.FinTech organizations/Internet Banking (DFS)
9.MFIs/NGOs/Cooperatives
10. Informal channels (mohajons, somiti, etc)
1l.Lending Need
12. Access to government services

Figure 3: Field of Investigation

findings, the KlIs have been remarkably perceptive and navigating.

Table 3: Key Informant Information List

Sl. Key Informant Informant Rational
Category
1  Agent Banking (One Agent Banks  Agent banks of Banks with a strong agent
Bank) banking network
2  Dutch Bangla Bank Bank Strong agent banking network, online
Limited banking features, forward-thinking, MFS

w

City Bank Limited
4  Bangladesh Krishi
Bank

component, large MSME portfolio

Strong experience in financial

Experience in digital and financial literacy

5  Prime Bank Limited

6  BRAC Bank Limited

7  Better Than Cash Development
Alliance Partners

8  UNDP (a2i- ekshop,
ekpay)

9 UN Women

10 UNCDF

11  World Bank

12  a2i Skill

13 Gates Foundation INGO

14 10 Minute School EdTech

15 Dana Fintech FinTech

Strong digital component
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16
17
18
19

TallyKhata
sManager
Bangladesh Bank
Microcredit Regulatory
Authority

Insurance
Development and
Regulatory Authority
21 Ministry of Social
Welfare

SME Foundation
Green Delta Insurance
Chartered Life
Insurance

Bkash

Rocket

Nagad

Ok Wallet

29 Grameen Bank

30 Sajida Foundation
31 BRAC Social
Innovation Lab
ShopUp

Government

20

22

23
24

Insurance
Company

25
26
27
28

MFS

NGO/MFI

32 Business
Startup
Logistics
Company
Ecommerce

Site

33 Delivery Tiger

34 Ajker Deal

Relevant, Government Agencies

Top insurance companies and firms

Leading MFS

Leading MFIs, MFIs working with
government, MFls with a strong grasp of
tech

Merchant financing perspective

FGDs with MSMEs were conducted in 4 divisions where MSME surveys took place. A total of

8 FGDs with MSMEs was conducted.

2.3 Limitations

The subject of this report is one of the most
pressing subject matters of the present time.
While designing a national representative
study for the usage of various digital financial
services for MSMEs, we tried to make it as
comprehensive as possible fulfilling the scope
and objectives of the assignments. However,
we faced a few limitations while conducting
the study, which are as following;

MSME FGD

I Mymensingh: 1

Dhaka: 5
| Chattogram: 1 I

Barishal: 1

Figure 4: MSME FGD
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Depth of the survey questionnaire
By definition, Micro, small and medium enterprises (MSMEs) are very small
entrepreneurs who are into small businesses like weaving, nursery, shoe making, etc.
most of the MSME owners are not very educated. As per the survey, the majority, which
is, 30.80% are Secondary School
Certificate (SSC) graduates. They have
studied till grade 10 or below. For them,
understanding an intricate questionnaire
with unfamiliar terms and jargons
regarding financial instruments was
difficult. It's reflected in the survey where
we have witnessed irrelevant answers in a
few cases.

ek

Length of the questionnaire

To incorporate questions regarding Mobile
Financial Services (MFS), bank, financial
literacy, one-stop model, and so forth we
had to design a questionnaire that had
more than 300 questions. Answering such
a big number of questions is time- [
consuming making it challenging for the
enumerators to convince the MSME
owners to spare so much time amidst their
extremely occupied schedules as the main
driver of their business. Fortunately, we had a team of very patient and persuasive
enumerators who were finally able to complete the survey.

.Ima'ge- 1: Rgdunant handloom factry in
Cumilla

Availability of MSMEs

We selected the MSMEs based on the database of the SME Foundation. Accordingly,
Cumilla was a survey destination because of their ‘taat’ handloom business. However,
upon visiting the location, the enumerators figured that the business is extinct in the
locality. We had to select another sector to replace the handloom business of Cumilla.
Accordingly, the Cumilla handloom business survey was replaced by the handloom
business of Tangail.

Lack of interest among the MSME entrepreneurs:

The MSMEs were very reluctant to participate in the surveys or the Focus Group
Discussions (FGDs) as they claimed that many people visit them and talk to them,
collect information, and show them hope about better days but eventually they do not
see any impact or outcome. So, it took the enumerators extra effort to convince them
for their input in the survey.
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4. Natural disaster
The survey was conducted in early August when the northern part of the country was
suffering from flood and river erosion. This created a big hindrance in conducting the
survey.

5. Availability of information

While conducting the Key Informant Interviews (KIl) it was found that the MSME
sectors are not yet very structured and lack proper documentation. In many cases,
there was minimal information available than expected from the relevant
stakeholders. After the proposal was given, the National Industry Policy 2022 came
across therefore the definition followed in the survey is according to the previous
policy. Though the updated definitions are incorporated in this report in the
methodology section.
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Chapter 3: Current Status of the Study
Population

Before scoping for the possible digital financial intervention for the MSME sector of
Bangladesh that will bring them within the periphery of financial inclusion, it is important to
understand the current dynamics of the sector. This will help in targeting the underlying cause
of financial exclusion so as not to engage solutions/products that only address the symptom,
leaving out the root cause. This chapter is dedicated to understanding the situation of digital
financial services usage in the MSME sector of Bangladesh.

Part A: Demographic Status
3.1 MSME Demographic

The national representative study
survey looked deep into the

demographics of the MSME TYPES OF BUS|NESS

businesses to wunderstand the | = °

underlying diversity ~within this . Trading

sector. In this study, we have found 15‘_“'_.

that among the types of businesses, VA

45% are manufacturing businesses ' OB o Manufacturing

and then the majority (40%) are
service-oriented businesses. A very
little amount (15%) are trading-
oriented businesses. It is to be noted
that this study has surveyed one
hundred and twenty (120) MSME
businesses meticulously. Figure 5: Types of Businesses

The survey indicated that out of 120 MSMEs in eleven defined industries, the designer,
aesthetically challenging, personal wear and effects sector dominates with a 14.17 percent
share. After this, the handicrafts and miscellaneous industry occupy the second-largest part
of the MSME sector with 13.33%. Handloom and Specialized Textiles occupy the third position
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with 10.83% of the market share among 120 enterprises. This industry holds 10.83% of the
market share among 120 companies. Knitwear and Readymade Garments hold only 3.33
percent of the total market share, compared to the 8.33 percent held by the remaining sectors.

These are the MSME sectors which are contributing 87% of the total GDPs of the
country yet so many lacking in their digital financial literacy

Designer, aesthetically-challenging,

o
personal wear and effects, Fashion 14.17%

Handicrafts and Miscellaneous Sector 13.33%
Handloom and Specialized Textile 10.83%
Healthcare and Diagnostic
Leather Making and Leather Good's
Plastics and Other Synthelics
Educational Services

Light Engineeting and Metal Working

Agro-processing/agri-business/ plantation
agriculfure/specialist farming/issue-culture

Electronics and Electrical

Knitwear and Readymade Garments

Figure 6: MSME sector market share

In terms of the amount of investment, 58.33% of respondents acknowledged that they have
an investment of less than BDT 10 lac in their business. Almost 41% of respondents indicated
that their business investment is between BDT 10 lac and BDT 75 lac, indicating that this
proportion of companies is small businesses.

SMEs expand at 6% or more annually, making this sector a growth engine in Bangladesh. However, in
this study, more than half of the MSMEs are still at the Small stage and stay there.

Below 10 lac 00000 OOOO
10 - 75 lac 00000006 OO

2erore-5arore [ QOO OOOO OO

Figure 7: MSME investment share

The study found that among 120 businesses, 51.85% of manufacturing businesses belong to
the small enterprises' segment and 48.15% belong to the micro segment. In the service
oriented MSMEs, 31.25% belong to the small enterprises' segment and a big portion (68.75%)
of this sector belongs to the micro sector. Only 15% of all business enterprises belong to
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trading enterprises and among them, 61% belong to the small segment, and 33.33% belong to

the micro sector.

Amount of investment in different types of

businesses

2 crore - 15 crore I 6%

0% 50% 100%

150% 200%

® Manufacturing mService ™ Trading

Figure 8: Amount of investment in different types of businesses '

Among 120 businesses only 6% business said it has an investment between 2 crore to 15

crore, and it is a trading-oriented business.

This national representative survey found that among
14.17% of all businesses that are partnership only 88%
possess a trade license which means almost all of the
partnership businesses have the trade license. The rest
of this segment said they applied but did not get the
certificate yet. Among the 78% of sole proprietorships,
72.34% said they have trade licenses and 21.28%
responded negatively. 3.19% of sole proprietorships
said that they don’t have an updated license. Of the
5.83% of business owners who don't fall under any
certification, all of them said they also don't have any
sort of license. On the contrary, 100% of privately owned
businesses (2 businesses among 120) said they have
the license.

Private Limited
Yet not under any Company, 1.67%
certification, /_

5.83% _\

Figure 9:: Legal certification in different types
of businesses

The national representative survey also looked for the affiliation with the associations from
the business side. 87% of manufacture-oriented companies, 77% of service-oriented
companies, and 83% of trading businesses said that they are not affiliated with any
association. 17% of all businesses responded with some affiliation other than the listed
association in the survey questionnaire. Most of them are local associations and some of

them are very unpopular
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Table 4: Affiliation with Associations

Associations Affiliation Manufacturing

Not affiliated with any association 87.00%

Women Entrepreneur Association of 1.90%
Bangladesh (WEAB)

Metropolitan Chamber of Commerce 0.00%
and Industry, Dhaka (MCCI)
Others 13.00%

Total 45.00%

3.2 Entrepreneur Demographics

Service

77.10%
0.00%

2.10%

22.90%
40.00%

Trading

83.30%
0.00%

0.00%

16.70%
15.00%

Total

82.50%
0.80%

0.80%

17.50%
120

The national representative survey looked into the depth of the entrepreneur demography to
understand the situation of several parameters that will lead the study into its specific
objectives to achieve the goals. Age, gender, and education are the three broad parameters

on which this part of the report will talk and analyze further.

Age of the Respondents

Among 120 respondents, 15% belong to the

21-30 age group. The maximum number of

21-30

respondents fit in the 31-40 age range (41%)

and the second most frequent age group is

31-40

Figure 10: Age range of the respondents

41-50 (30%).

In this study, 90% of the respondents are basically male respondents and only 10% people are
female. Out of 41% of 31-40 years, 87.76% are male and 12.24% are female. In addition, out
of 30% of 41-50 years, 86% of the respondents are male and 14% are female. Many times,
these businesses employ women or even are run by a woman but on paper and for external
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communication, a male (mostly a family person-spouse/brother/father/son) is chosen for the

job.

Gender Segregated Age Range of Respondent

50+

41-50

31-40

21-30

75.00% 80.00% 85.00%

90.00% 95.00% 100.00% 105.00%

® Male mFemale

Figure 11: Gender segregated age range of respondent

In the education parameter, llliterate
(cannot read or write), Primary (Grade
5 or below), Secondary (Grade 10 or
below), SSC or equivalent, HSC or
equivalent, Honors or equivalent,
Masters or equivalent,
Technical/vocational, Adult/non-
formal education (can read/write/sign)
these nine level of education are
considered in the survey instrument.
The national representative survey
found that 31% of the respondents said
that they have a secondary level of
education.

The Bangladesh MSME sectors have a
very low illiteracy rate, but the degree

Figure 12: Education level of the respondents

of literacy is not much higher than the SSC or secondary education level. 48% of the overall
population studied had either an SSC or secondary education.

In terms of the relationship between gender, age range, and educational criteria, the
investigation has revealed a number of key discoveries. 12% of female MSME owners are
between the ages of 31 and 40, and 33.33% of these women have an HSC or a comparable

degree of education.
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Agerange Honorsor HSC or Masters Primary Secondary  SSCor
equivalent equivalent or (Grade 5 (Grade 10 equivalent
equivalent or below)  or below)

31-40 0.00% 33.33% 16.67% 0.00% 33.33% 16.67%
41-50 0.00% 20.00% 40.00% 20.00% 0.00% 20.00%
50+ 100.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Grand 8.33% 25.00% 25.00% 8.33% 16.67% 16.67%
Total

Figure 13: Female education level percentage in comparison with the age range

100 percent of the 5.88% of females in the 50+ age bracket have honors or a comparable
degree of educational eligibility. Forty percent of the population between the ages of 41 and
50 hold a master's degree.

In terms of male MSME proprietors, 48.39% of all male respondents possess a secondary
education. 37.50% of responders aged 50 years and older have only an elementary education.
The frequency distribution of the data indicates that over 32% of male respondents have only
a secondary education, with the greatest proportion of those aged 21 to 30 years holding this
level of education (39%).

Age Honors HSC or llliterat Masters Primary Seconda SSC or Technic

range or equivalen e or (Grade ry equivalen al/vocati
equivale t (canno equivale 5 or (Grade 't onal
nt t read nt below) 10 or
or below)
write)
21-30 5.56% 22.22% 0.00% 11.11% 5.56%  38.89% 16.67% 0.00%
31-40 18.60% 6.98% 2.33% 9.30% 13.95% 27.91% 20.93% 0.00%
41-50 9.68% 3.23% 3.23% 12.90% 9.68% 48.39% 12.90% 0.00%
50+ 18.75% 12.50% 0.00% 6.25% 37.50% 6.25% 12.50% 6.25%
Gran 13.89% 9.26% 1.85% 10.19% 14.81% 32.41% 16.67% 0.93%
d
Total

Figure 14: Male education level percentage in comparison with the age range

Based on this demographic research, it can be shown that the MSME owners in Bangladesh
have a relatively low level of education, yet are nevertheless able to run their businesses. It
may be an underlying issue that they are still unable to absorb the needed financial literacy
for their firm, as well as being unable to become digitally literate and being introduced to
digital financial systems.

When asked whether they possess a National Identity Card (NID), nearly 100 percent of MSME
owners responded affirmatively. But there is a small portion of people between 31-40 years
of age who does not have a NID card. In total this group takes a 0.83% place in the survey,
while looking for the reason for such a scenario, it is seen through the survey on this portion
that it is not dependent on the education level or awareness rather it is a problem of the
system for which this group could not avail their NID Card yet. In the FGDs, some of the
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respondents said that they do not know when and where to go to register themselves for the
NID card despite a very effective campaign from the government regarding the NID card.

Table 5: Availability of NID card

Age Range No
21-30
31-40 2.04%
41-50
50+
Grand Total 0.83%

Yes
100.00%

97.96%
100.00%
100.00%

99.17%

Concerning smartphone availability among MSME owners, 5% of MSME owners do not own a
smartphone. 3.33 percent of respondents reported using another person's smartphone.
33.33% of MSME owners continue to use feature phones, while the remaining MSME owners
(58.33%) use smartphones.

Because of the gender-related analysis, this single parameter has two possible outcomes.
25% of all females do not have their own smartphone; instead, they use the smartphone of
someone else, such as their husband, brother, or children. Despite the fact that 42% of females
have their own smartphone, the majority of respondents (58%) stated that they either do not
possess a smartphone, use someone else's smartphone, or use a feature phone.

Age range

31-40
41-50

50+

Grand Total

Age range

21-30
31-40
41-50

50+

Grand Total

Table 6: Smartphone availability for females

feature other's No (Uses Yes
phone usage smartphone feature
usage phone)
16.67% 33.33% 16.67% 33.33%
20.00% 20.00% 20.00% 40.00%
100.00%
16.67% 25.00% 16.67% 41.67%

Table 7: Smartphone availability for males

feature other's No Yes
phone usage smartphone
usage
22.22% 77.78%
34.88% 4.65% 60.47%
41.94% 6.45% 51.61%
37.50% 6.25% 56.25%
35.19% 0.93% 3.70% 60.19%

Grand Total

100.00%
100.00%
100.00%
100.00%

Grand Total

100.00%
100.00%
100.00%
100.00%
100.00%
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In contrast, the situation for male MSME owners is entirely different. Less than one percent of
male smartphone owners reported using the devices of others. 60% of male MSME owners
have their own smartphones, while just 3.80% of male respondents in this study responded
negatively to this question.

This gender gap in terms of simply owning a smartphone is a big indication
that the country does not still adopt smartphone usage equally in all

segments of people and it varies from age to age in people.

Part B: Digital Financial Services Basic Indicator Status
3.3 Uptake and Usage Status Quo

Non-Financial Digital Technologies

The National Representative Survey used a detailed questionnaire to gain a thorough
understanding of people's use of non-financial digital technology. In this study, non-financial
digital technologies consist primarily of social media, which are used by MSME owners for
both company and personal objectives. According to the survey, most MSME owners make
minimal to no use of social media for their businesses. Instead, they use social media for their
own amusement and for no constructive objectives. Even according to FGDs, most MSME
owners use Facebook and TikTok for leisure purposes.

Data analysis shows that 65% of the businesses said they don’t have any F-commerce-based
businesses. 33.30% of people said they have an F-commerce business and out of them, 48%
of people from the manufacturing business said that they operate F-commerce business
operations. There are less than 1% of businesses who said they are not fully F-commerce
businesses but have F-commerce operations.

While looking for the diversity of usage of other social media for business purposes, the
national representative survey asked the MSME owners about their availability on other social
media platforms and the scenario is

Social Media Usage Diversity pretty much the same. 2.50% of
100% responses are about others actually
90% 33% . .
i 3% = having no valid responses.
Zgg Therefore, this group of responses
50% is omitted.
40% L
30% = . ‘
20% - [48% | The purchasing habits of MSME
10% : & .
= owners are also heavily skewed
Facebook Instagram  Not availablein Others Total toward Clothing-related purchases.
any social media o .
el 56% of owners said that they

Mandfacuring mService mTradig ® Tota exclusively purchase apparel online.

Figure 15: Social Media Usage Diversity
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Table 8: Product Buying Behavior

Percentage
Clothing 55.56%
Other products 22.22%
Gadgets 5.56%
A lot of products 11.11%
Food and clothing 5.56%
Total 100.00%

3.4 Perception and Literacy Status Quo

Non-Financial Digital Technologies

MSME entrepreneurs' perceptions about online sales i.e. e-commerce sales and social media
oriented sales are also taken into account in this study as this question relates to the desire
for the uptake of non-financial digital technologies.

Table 9: Perception of online sales

Manufacturing Service Trading Total
Bad 5.60% 0.00% 5.60% 3.30%
Excellent 1.90% 2.10% 0.00% 1.70%
Good 33.30% 25.00% 27.80% 29.20%
Neutral 16.70% 22.90% 5.60% 17.50%
No opinion 40.70% 50.00% 55.60% 46.70%
Very bad 1.90% 0.00% 5.60% 1.70%
Total 45.00% 40.00% 15.00% 100.00%

Table 10: Perception of social media sales

Manufacturing Service Trading Total
Bad 13.00% 2.10% 0.00% 6.70%
Good 22.20% 20.80% 22.20% 21.70%
Neutral 16.70% 25.00% 5.60% 18.30%
No opinion 46.30% 52.10% 66.70% 51.70%
Very bad 1.90% 0.00% 5.60% 1.70%
Total 45.00% 40.00% 15.00% 100.00%

The potential for online and social media sales among MSMEs in Bangladesh is significant.
Based on the given data, it is evident that most MSME entrepreneurs have a good perception
of online sales (29%). However, a significant portion of them have a neutral or no opinion on
the matter (17% and 47% respectively) which indicates that they have never used the online
sales services. Only a small percentage of them have an excellent (2%) or very bad (2%)
perception of online sales. Similarly, in case of social media sales, majority (52%) expressed
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that they do not have any opinion regarding the subject matter, again indicating towards lack
of such service utilization. Howevr, a large number of micro merchants are yet to tap into the
vast opportunities presented by e-commerce. This presents a unique opportunity for growth
and increased revenue for these businesses.

Despite the significant growth of the e-commerce market in Bangladesh, valued at $1,648
million in 2019 and anticipated to reach $3,770 million in 2023, according to Statista, many
MSMEs, particularly those in the Handloom and Specialized Textile business, still lack
knowledge and understanding of how to engage in online sales. They cited inconvenience and
a lack of knowledge as reasons for not participating in the e-commerce market.

Based upon the information reflected in the data,t he following are suggested;

Conduct surveys or focus groups to gather more information on the specific reasons
for the neutral and no opinion responses, and address those issues.

Provide training and support to help MSME entrepreneurs understand the benefits and
ease of using e-commerce and social media for sales.

Highlight successful cases of MSMEs that have adopted online sales and the benefits
they have seen.

Collaborate with e-commerce platforms and social media companies to offer special
packages or promotions for MSMEs.

By taking these steps, the uptake of online sales among MSME entrepreneurs can be
increased, resulting in increased revenue and competitiveness.
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Chapter 4: Analysis of existing service gaps and
opportunities

The MSMEs require assistance in
order to grow and expand, acquire
access to markets and funding,
overcome regulatory obstacles, cut |
operating expenses, and expand |
their networks. Specifically, they [
lack the requisite skills, processes,
and certifications for expansion and
to take advantage of assistance
programs. This component of the
paper will assess the existing gaps
in Government services, markets,
skills, and finances.

4 -| ACC@SS to Image 2: A group of FDG respondent with consultant

Government Services

Government services are designed and
produced to ensure the citizens’ ease of access |
to basic rights and more. The Government of
Bangladesh has been doing a lot to ensure this. §|
They have taken the initiative of bringing all the }
online governments wunder one platform,
namely, Shebakunjo
(https://services.portal.gov.bd/). In the survey m

conducted for the national representative study, ﬁm‘ zﬁvpm, Wﬂm
120 MSMEs were asked about the Government e e

services they need to run their business, their ' %
experience in availing the services, and their
feedback.

= f— ; Lz o
Image 3: BSCIC giving access
to Government Service

-
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The respondents were asked if they have ever used any of the following services:

Agricultural Electronic  money  transfer Online vat return
information and service (EMTS) of Bangladesh

communication center Post Office

(AICC)

Call centers (333, Forms portal Postal cash card
16123,16122)

Digital Center/One- Joyeeta Services of Registrar of Joint
Stop Service Stock Company (RJSC)
e-Purjee mygov/eksheba Shebakunjo

Ekpay Online tax services SMEF Suppliers platform
Ekshop Online trade license

Approximately 89% of respondents, or 107 individuals, responded that they have never utilized
any of the services. Those that utilized it did so sparingly. 19% of respondents indicated they
are unaware of the availability of services, 9% said they attempted to obtain the services but
were unsuccessful, and 10% complained about the difficulty involved with obtaining
government services. Surprisingly, approximately 31% of respondents could not articulate the
cause for their non-usage status quo. The cause was revealed in the Focus Group Discussion
(FGD), in which the entrepreneurs' comprehension of topics beyond the essential legal needs
to operate a business, such as obtaining a trade license and a Tax Identification Number (TIN)
number, was revealed to be that of a layperson. They are extremely modest by nature and
content to operate their firm with the most fundamental resources available. Regarding the
operation of their firm, they are largely independent and manage all auxiliary needs. They may
seek support from their friends and family, but they rely primarily on their own ecosystem.
After describing the objective of government services, the entrepreneurs expressed interest
in the services but appeared confused about how to get them.

Example of a respondent who uses Government Service

The survey respondent who used'mygoVv'is an honors graduate and
entrepreneur from Jamalpur's handicraft production industry. His experience
with 'mygov' has been positive, as he can locate the information he needs.

He stated, however, that the software requires an upgrade. He also utilized
the 'Digital Center' service and stated that the associated charge should be
disclosed before offering the service. Overall, he ranked the convenience of
utilizing government services as poor because it is difficult to access them.

60% of respondents were unable to provide constructive input when questioned about the
ease of government services usage. 20% of responses were favorable for hassle-free and
easy-to-use service, the absence of a middleman, and the availability of different providers.
The remaining 20% disagreed, citing that there is hassle and harassment, that the system is
difficult to use or comprehend, that there is no service relevant to them, that the system is
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flawed, etc. The balance of 20% positive and negative comments is healthy. However, the lack
of constructive input from 60% of responders indicates a lack of understanding of the topic.

37% replied adversely to the question on the accessibility of government services, 26%
responded neutrally, 22% responded that it is not easily accessible, and 15% responded

favorably.

When asked if there are sufficient government services accessible for MSMEs, just 19
individuals responded, and their responses were not particularly useful. 79% of respondents

responded neutrally, 11% responded positively, and 10% responded adversely.

Regarding the inability to obtain Government services, 38% of respondents claimed that it is
impossible to do so without the assistance of a middleman/broker, 41% said they are unaware
of the services, and the remaining 21% cited internet connectivity, location issues,

bureaucracy, etc.

After examining the challenges and pain
points of Government services availability
and usage, MSME respondents were
asked about the future business-beneficial
services they would like to see
implemented. 33% of entrepreneurs
requested financial assistance in the form
of low-interest loans and grants from the
government. 22% of respondents
requested prompt, trustworthy,
middleman-free  service.  13%  of
respondents  sought training and
development in the form of business
consulting, service access, training, and
illiteracy education.

Figure 16: Expected Future Business-Beneficial Services

58% of respondents had never heard of the Digital Center, 17% have heard of it, and 25% have
heard of it but do not know where it is located. Those who heard about it are from the divisions
of Dhaka and Mymensingh. The remainder of the respondents is unaware of the Digital Center.
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Figure 17: Service Expected from Digital Center

The respondents were asked about the type of service they expect from the Digital Centers,
to which, 58% of the respondents who had never heard of the Digital Center were unable to
provide a constructive or precise response when questioned about their perception and
comprehension of it. 17% requested financial assistance in the form of an interest-free or low-
interest loan, a rapid loan with minimal documentation, or a loan with easy terms. 11% wanted
improved services in the form of information accessibility, promptness, reduced paperwork,
the absence of middlemen, and online access. 3% of respondents stated that establishing a
marketplace or matching platform at the digital center would be advantageous. 8% reported
offering training, education, and business consulting.

4.2 Access to market

The 120 MSMEs were asked about their
integration and access to the market. The
findings are remarkably interesting.

The MSMEs were questioned about their
familiarity with their suppliers. A crucial
question as suppliers and sourcing are the
backbone of a MSME enterprise. A
staggering 38% shared that they don't
know their suppliers at all. On the flip side,
37% said that they know their suppliers
really well. 13% informed that they know
their suppliers ‘somewhat’ well. Whether or not to keep a relationship with the supplier has
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been a debatable topic for MSME owners, as seen by the survey responses. The dilemma was
decoded during the FGD meetings.

Since he began his work, a light engineering entrepreneur has assigned the same supplier, but
he was uncertain if he was receiving the best vendor rates and wanted to appoint a new
supplier. His new supplier offered more affordable costs than his prior one, allowing him to
offer competitive pricing. Therefore, he placed an order and informed the supplier that his
mechanic would be picking it up the following morning. His mechanic arrived the following
morning, but the order was not yet complete. The added time caused his work to fall behind
schedule. Although it may appear that he made money as a result of the supplier's lower
prices, he actually lost money owing to the delays. The best price, according to him, is a
compromise among price, quality, service, and dependability. Not always will the lowest price
prevail. The owner's relationship with their supplier may worsen if they continually negotiate
for lower prices.

Interestingly, a portion of this group requested for match-making service availability at the
Digital Center indicating that they look for better sourcing options.

As supply-side difficulties, 27% of respondents said that they do not receive their product on
schedule, which appears to be indicative of a frequent commitment issue. There is a
substantial positive association between not knowing the suppliers and late product delivery
that may be traced back to the previous question. 20% opined that the price of raw materials
is high and that product variation options are limited. 7% claimed they do not receive the
desired product quality. 10% of respondents stated that suppliers do not offer favorable credit
terms. 5% of respondents responded that transportation costs increase the cost of their final
product. 2% indicated that financial assistance could have helped them better manage their
supply side.

The results of the survey of 120 MSMEs regarding their demand side characteristics are
fascinating. A significant portion of the respondents (31%) faced credit sales issues, with
clients not paying on time. This concern was more prevalent among retail businesses (81% of
respondents), as they are less equipped with credit knowledge compared to their suppliers. In
focus group discussions, the entrepreneurs explained that credit sales are crucial for their
business and without them, it is challenging to sustain the company.

Another challenge faced by the MSMEs was improved access to customer or product/service
demand, which was cited by over 21% of respondents. A marketplace can be a solution to this
problem as it provides a platform to connect with customers. 12% of respondents believed
that better promotion can increase their business, while 3% felt that they do not receive a fair
price for their sales. 2% of the respondents felt that having access to the most recent or
anticipated market trends would be beneficial.

In a Key Informant Interview, a development partner mentioned that there are areas in

Bangladesh where the ecosystem is not yet ready to adopt DFS. MSMEs may have an MFS
account, but the absence of other enabling factors might render it useless. This highlights the
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importance of having a complete ecosystem in place for DFS to be successful and to
effectively serve MSMEs.

Story of online business from FGD

Miraj Hossain is a 26-year-old native of Shutrapur who has a retail electrical
goods business. He conducts commerce online using Daraz and his Facebook
page. His average monthly sales are between BDT 20,000 and 30,000. He
chose internet commerce to avoid shop rent, associated utility, and
"miscellaneous” charges. His only complaint is that Daraz cuts a 10%
commission from his business, but other than that, he is quite pleased with
his business platform. RedX deposits all of his Cash on Delivery (COD) sales
into his bank account by the weekend. He claims he can charge less than
other retailers because he does not have a physical store. He stores his goods
at home, and now that his neighbors are aware of his business, they purchase
from him to take advantage of his lower prices. He wished to know if he could
obtain a bank loan to store goods worth BDT 5-6 lac in preparation for the
approaching Eid. The interviewee was uncertain whether a traditional bank
will be ready to invest in an online firm.

To understand the MSMEs market integration better, they were asked if they are affiliated with
any association to which they answered as follows;

Manufacturing Service  Trading Total
Not affliated with any association 87.00% 77.10%  83.30%  82.50%
Women Entrepreneur Association of 1.90% 0.00% 0.00% 0.80%
Bangladesh (WEAB)
Others 13.00% 2290% 16.70%  17.50%
Metropolitan Chamber of Commerce 0.00% 2.10% 0.00% 0.80%
and Industry, Dhaka (MCCI)
Total 54 48 18 120

Majority of the respondents across all three sectors are not affiliated with any association.
The reason behind such non association was asked at the Kl sessions to which the MSMEs
replied that the existing associations does not provide the services that they need or look for,
such as the following:
1. Representation and advocacy of their interests and needs
Access to financing and funding opportunities
Business development and training services
Networking opportunities with other businesses and government agencies
Market information and research services
Access to export and import services
Legal and regulatory support

No gk wN
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8. Access to technology and innovation resources.

According to the respondents, business associations might not always meet the needs of
their clients, and owing to a lack of ability and strategy, they may not adequately serve their
specific businesses and sectors. The future of business development services largely
depends on the role of associations in facilitating excellent services, encouraging a culture of
company development, and facilitating the introduction of new competitive processes and
products.

4.3 Access to finance

Financial services are those offered by
the financial sector, which includes a
wide range of companies that handle
money management, including mobile
financial service providers, credit unions,
banks, credit card companies, insurance
companies, accounting firms, consumer
finance companies, stockbrokers, and
mutual funds, as well as individuals'
personal wealth. provided with economic services. management and a few government-
sponsored businesses. [Asmundson, Irena (28 March 2012). "Financial Services: Getting the
Goods". Finance and Development. IMF. Retrieved 8 September 2015]

The national representative survey asked the MSME owners about their financial services
using platforms. In Bangladesh, there are five large platforms for financial services and they
are Banks/Non-bank financial institutions, MFS, MFIs/NGOs/Cooperatives, Informal channels
(mohajons, somiti, etc) & FinTech organizations/Internet Banking (DFS). Here MFS means
mobile financial services such as bKash, Nagad, Rocket, etc. mobile wallet-based services.
MFI means a microfinance organization extends credit, much like a bank does. However, the
loans are lesser in amount than those given by conventional banks. Microcredit is the term
used to describe very few loans. Clients of an MFI are frequently micro-business owners who
require financial assistance.

Table 11: Financial Service Usage on Various Platforms

Percentage
MFS 32.91%
Bank/Non-bank financial institutions 27.22%
None 23.42%
Cooperatives 14.56%
Informal channels (mohajons, somiti, etc) 1.90%
Internet Banking, FinTechs Organization (DFS) 0.00%
Total 100.00%
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In the survey, it is seen that 33% of MSMEs cited mobile financial services (MFS) as their
primary source of financial services. 27% cited banks/NBFls, 15% co-ops, and 2% informal
channels. 23% cited that they don't reach out to any organization in times of financial need.
When asked in FGDs regarding this, the respondents acknowledged that in times of financial
hardship, they reach out to friends and family rather than an institution. According to them,
obtaining loans from organizations is difficult since they require documentation and collateral
and charge high-interest rates. In times of necessity, obtaining a loan from family and friends
is easy, with reasonable interest rates and repayment terms.

Banks: This study considered two broad sectors as traditional financial services. One is
Bank/Non-Bank financial institutions and the other is Micro-Financing Institutions (MFI). For
Bank/Non-Banks usage, in the sample of the national representative survey, DBBL is the most
popular bank (25.59%), followed by Pubali Bank (13.96%).

Table 12: MSME Bank Accounts

Percentage
Dutch Bangla Bank 25.59%
Pubali Bank 13.96%
Islami Bank Bangladesh 11.63%
Sonali Bank 9.31%
Bangladesh Krishi Bank 6.99%
Rupali Bank 6.98%
Uttara Bank 6.98%
BRAC Bank 6.98%
Janata Bank 4.66%
United Commercial Bank 4.66%
First Security Islami Bank 4.66%

The survey replies showed that there is a tendency of using multiple bank accounts. The
responses have been decoded to understand the position of the banks in terms of popularity.
From FGDs, it is understood that MSME owners have the tendency to open bank accounts
only in the nearest available banks, and therefore those who have bank accounts are from the
nearest available banks. There is also a perception about Islami Bank Bangladesh Ltd. that it
is halal banking and shariah based therefore a bias occurs towards this bank which is also
visible in the survey (11.63%).

When it comes to product and service usage of conventional banks and non-banks, it is found
that a huge number of customers (37.21%) are only using banking channels for their regular
transactions and not for availing of other services i.e. either savings or loans. For savings, 26%
of respondents use banking channels and 23% of people said they take loan products. The
national representative survey found that there is a correlation between the usage of banking
channels and age & gender.
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Table 13: Usage of Services Provided by Bank/Non-bank

Loan products, Savings products

Savings products
Loan products

Loan products, Savings products, Transactions

Transactions

Transactions, Savings products

Transactions, Loan products
Total

Percentage

2.33%

25.58%
23.26%
4.65%

37.21%
4.65%
2.33%

100.00%

The study found that those whose age is between 31-40 years have the drive to take part in
the banking channels to avail of the products overall. Almost 54% of the respondents from
this age group agreed that they avail the available services for business purposes. Those
business owners whose age is either between 21 to 30 years or more than 50 years have very

little interest in the banking sector’s services.

Table 14: Usage of Banks/Non-bank Products in Relation to the Age Range

Products/ Age range

Loan products

Loan  products  Savings
products

Loan  products  Savings
products Transactions

Loan products Transactions
Savings products

Savings products
Transactions

Transactions Loan products
Transactions Savings
products

Grand Total

21-30

2.33%

2.33%
6.98%

11.63%

31-40

11.63%
2.33%

2.33%

2.33%

13.95%
18.60%
2.33%

53.49%

41-50 50+ Grand
Total
6.98% 2.33% 23.26%

2.33%

2.33%

2.33%

4.65% 4.65% 25.58%
11.63% 37.21%
2.33%

4.65% 4.65%

23.26% 11.63% 100.00%

While taking gender as an added parameter in this matter, the scenario does not change at
all. 16% of respondents are female and agreed in the survey that they use bank/non-bank
financial services or products. The rest 84% are males. Out of all male respondents, 44% of
usages are basically transaction based.

Table 15: Male Users’ Response to Banks/Non-bank Product Usage in Relation to the Age Range

Products/Age Range

Loan products
Loan products, Savings

21-30

2.78%

31-40

5.56%
2.78%

41-50 50+ Grand
Total

5.56% 2.78% 16.67%
2.78%
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products

Savings products 2.78% 13.89% 5.56% 5.56% 27.78%
Transactions 8.33% 22.22% 13.89% 44.44%
Transactions, Loan 2.78% 2.78%
products

Transactions, Savings 5.56% 5.56%
products

Grand Total 13.89% 47.22% 25.00% 13.89% 100.00%

When it comes to females, the only age group that is exposed to any kind of banking-related
services at all are those whose age is between 31 to 50 years.

Table 16: Female Users’ Response to Banks/Non-bank Product Usage in Relation to the Age Range

Products/Age range 31-40 41-50 Grand Total

Loan products 42.86% 14.29% 57.14%
Loan products Savings products 14.29% 14.29%
Transactions

Loan products Transactions Savings 14.29% 14.29%
products

Savings products 14.29% 14.29%
Grand Total 85.71% 14.29% 100.00%

Further in the study, a poll revealed that people who do not use banking channels to gain
access to finances have no desire to do so. 32.47% of respondents were unable to identify
why they do not utilize the services of banks or non-bank financial institutions. When spoken
to the banks, the study figured that banks have a general inclination not to finance MSMEs
since the procedure for obtaining loans is so difficult for tiny businesses. Documentation that
is lengthy and complicated, mortgage guarantee terms, and a high-interest rate are always
deterrents for micro businesses.

In a separate FGD, entrepreneurs at an electronics bazaar in Old Dhaka reported receiving
bank loans in easy conditions and without substantial security from a private bank. The bank
has just accepted two guarantors as loan approval collateral. A similar story was reported in
a Chittagong informal clothing focus group.

Non-Banking Financial Institutions: Regarding MFI, 44% of respondents who claimed they
utilize the services of an MFI, NGO, or cooperative said that they utilize Grameen Bank. The
ASA association has 8.70% of its consumers located in this area. 21.74% of respondents were
unable to identify their service provider NGO or MFI. Based on the FGDs, this study found that
MSME owners who utilize the services of MFls or NGOs tend to utilize the services of the
nearest agent of any MFIs or NGOs.
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Table 17: Services taken from MFI/NGO/Cooperative

Percentage
ASA Association 8.70%
Grameen Bank 43.48%
BURO Bangladesh 4.35%
Could not answer 4.35%
Cooperative Society 8.70%
SDF 4.35%
Couldn't specify 21.74%
Golden Sanchay & Rindan Samabay Samity 4.35%
Total 100.00%

A very small percentage of MSME owners use this channel and while the study wanted to
know the reason, a recognizable number of respondents (15.46%) said that the interest rate
is too high thus they don't feel interested to use this channel to finance themselves. In FGDs,
it is frequently seen that MSMEs, especially micro businesses, always try to get the necessary
money for their businesses from close relatives or friends. The mode of lending from MFl is
not even that helpful for them as the MFIs or NGOs actually lend in a weekly recovering mode.
They found it problematic and contradicted their business model.

Digital Financial Services (DFS): Payments, credit, savings, remittances, and insurance are
just a few of the financial services that fall under the umbrella term "Digital Financial Services"
(DFS). Digital channels include the internet, mobile devices, ATMs, POS terminals, etc.
[DIGITAL FINANCIAL SERVICES A CASE OF MALAWI By Linda Kambale, Malawi
Communication Regulatory Authority]

The national representative survey focused on two areas of digital financial services (DFS) -
FinTech Organizations services and Internet Banking - which are the most popular among the
country's people. The survey aimed to assess the usage and adoption of DFS, but the results
showed that none of the respondents used these services. Based on focus group discussions
(FGDs), the study found that MSME owners find DFS services to be complex, leading to low
usage among this segment of the population.

The FGDs and key informant interviews (Klls) revealed several underlying causes for this
behavior, including:

1. Low-income population being resistant to DFS

2. Unavailability of services in rural areas due to poor internet connectivity and limited
branch networks
Lack of digital literacy among the lowest socioeconomic class
Limited range of products and services offered to MSME owners
5. Social barriers preventing MSME owners from utilizing technology.

A w

The survey results indicated a lack of awareness and knowledge of DFS among the
respondents, as nearly 32% stated that they did not understand the system. The low
penetration of DFS in rural areas is partly due to the limited presence of banks and small scale
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of MSME businesses. The poor internet connection in rural areas also limits the adoption of
internet banking. The FGDs found that lack of knowledge and education was a significant
reason for individuals not knowing how to use cards or ATMs.

Mobile Financial Services (MFS): 22% of the MSMEs that do not utilize MFS for business
purposes do not use the system because they do not comprehend it. Also, a large proportion,
similar to those who do not utilize banks/non-bank financial channels, were unable to explain
why they do not use them. The FGDs found that MSME owners do not believe it to be
particularly user-friendly, yet they use it regularly. Moreover, they do not prefer merchant
accounts due to the hefty fees. They are also concerned that they may lose their money from
MFS accounts. Additionally, there are firms that run with daily cash; therefore, they prefer cash
on hand over mobile cash.

The study highlights the need for improvements in digital literacy and access to quality
internet connectivity in order to increase the adoption of DFS and MFS, especially among
MSME owners in rural areas.

Informal Financial Channels (Informal Mohajon): There is a great influence of informal
financial channels such as local associations, Individual money lenders largely known as
Mohajon in Bangladesh. But in the MSME segment, it is very insignificant. Only 1.67% of total
respondents said they use Informal financial channels. In numbers, which is only three people.
The spread of the informal financial channels is so little among MSME owners that the
perceptions and literacy-related status are also very poor.

When it comes to usage, the current scenario is very much clear that there are hardly any
people who prefer to take loans from such channels. AlImost 32% of those who don't use this
mode of finance said that the core reason is high-interest rates. In FGDs, MSMEs also said the
trustworthiness of this channel is very low thus they do not prefer this channel.

Table 18: Reasons for not using Informal Channels

Percentage
Do not need it 22.22%
Do not give loans on easy terms 0.85%
Couldn't specify 34.19%
No support is necessary 9.40%
High interest rate 28.21%
Did not take it 1.71%
Not Trustable 0.85%
Everyone takes interest 0.85%
| do not like interest 1.71%
Total 100.00%
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Access to finance in terms of getting loans on easy terms, having quality

savings products, and smooth transactions with ease in terms of learning and
using is yet not assured for MSME owners, especially for micro enterprises.

To understand the MSMEs access to finance it was necessary to understand their level of
knowledge when it comes to bookkeeping/recordkeeping because that's what leads to
finance access. 57% of manufacturers, 50% of traders, and 44% of service providers
responded affirmatively to the question.

From this whole discussion, it is understood that the 30% of total respondents who do not use
any channels of financing the businesses face difficulties onboard themselves in those
available channels. They find it difficult to either understand the system or to operate the
system. Some of them still cannot remove their hidden insecurities about losing their money.
Many people cannot afford smartphones thus they cannot avail of any digital services. The
charges tied up with the digital channels are another reason to be discouraged. Women in
some cases face problems to get the services for the underlying gender gaps.

4.4 Access to skill

We are currently residing in a
human-tech age, which is
gradually transforming into a
machine age (massive
machine penetration). This
rapidly growing technology is
placing enormous pressure on
the survival and profitability of
businesses, which has clear
implications for how skilling
and learning should be seen.

To grow sustainably, MSMEs
also require access to non-
financial services like
knowledge, skills, mentoring, networks, markets, and business management technology.

At a KiIl, an insurance expert said that although youth cover half of the population in
Bangladesh, there is a significant shortage in the skilled labor supply. This is the group of the
population that is experiencing changes more than any other group. There are 11 million jobs
in the US, and only 6 million people can do the job. But it's the opposite in the socio-economic
scenario of Bangladesh. In our country, we have ample manpower but not adequate work.
According to a survey, 46% of employers won't find relevant skill sets for new applicants. So,
there is an evident gap here that needs work.
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During the national representative study, 120 MSMEs were asked about the type of skill help
they anticipate. In response, 38% wanted training; training for themselves, for their employees,
and work-related training. This may be traced back to a Kll in which a respondent who is an
expert in skill development stated that because MSME work is so different, it is essential to
tailor skill training to their individual requirements. In addition to training, 13% of respondents
indicated that education will be of considerable benefit to them. Education in the form of
knowledge of the most recent technologies or industry-specific updates. 6 percent of
respondents indicated concern over skilled workers and stated that everything pertaining to
labor skill development is essential for their industry. This worry was primarily voiced by
entrepreneurs in the handloom and craft industries. Twenty of the 120 respondents
acknowledged an interest in and need for skill development, but were unable to describe what
would be most beneficial.

The ecosystem supporting entrepreneurship should offer services to the specifics of the
COVID-19 epidemic and a post-COVID business climate. These can include the supply of
advisory services via webinars and one-on-one meetings, as well as the creation and delivery
of material such as online articles and organizational tools, etc. During the pandemic, for
instance, the Development Bank of Nigeria (DBN) began providing free webinars to guide and
inform Nigerian MSMEs on crisis management and business recovery.

4.5 Daily Business Dilemmas

A snapshot of the daily dilemma of the MSMEs was important to reflect the other associated
struggle they face in order to operate their businesses. Nearly half of the business owners
were concerned about their financial management, highlighting their reliance on loans and
cash flows.

Surprisingly, 12% of entrepreneurs expressed a problem ensuring sales or withstanding the
competition. This indicates a lack of business guidance and a deficient marketplace. Local
hooligans and, to a lesser extent, unscrupulous government personnel continue to harass 10%
of MSME respondents in this day and age, resulting in an embarrassing problem. The
harassment manifests itself in the form of business licensing and legalization, a point brought
up by 8% of respondents. The high cost of raw materials makes it difficult for MSMEs to
survive. Without restriction on the costs of raw materials, it is difficult for SMEs to operate
profitably exclaimed 8% of the respondents. Approximately 6% of respondents are concerned
about credit sales because customers do not pay within the agreed-upon payback time,
producing a cash flow imbalance. At 5%, the skilled labor crisis may appear to be a minor
amount, however, this issue dominated the FGDs. Entrepreneurs said that it is difficult to retain
competent workers due to the fact that the intelligent ones migrate abroad in search of better
chances and there are few training choices for enhancing labor skills other than "on-the-job"
training. 2% of respondents mentioned concerns regarding the lack of quality goods and late
delivery of products/services.
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Daily Business Dilemmas of MSMEs
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Figure 18: Daily Business Dilemmas of MSMEs

The entire value chain of MSME must be engaged in order to connect local businesses and
enhance their capacity to meet local demands and expand into global markets if and when
possible. Capacity building is crucial for the MSMEs to flourish along with the finance
programs to promote the critical role of MSMEs in the development of the whole supply chain.
This strategy increases the longevity of small enterprises and strengthens their consistency
and dependability as local and global providers.

4.6 Opportunities of alternative digital lending solutions

Alternative lending refers to the vast array of non-traditional loan options available to
consumers and business owners. In other words, it refers to the practice of obtaining loans
from non-banking institutions or other financial institutions that lack a full banking license. As
a result of the inability of traditional banks to provide financing to blue-collar workers,
freelancers, and SMEs due to their limited credit history, alternative lending has exploded in
recent years.

In nations like Bangladesh, a significant portion of the MSME population still obtains loans
through archaic means. Entrepreneurs frequently visit ‘mohajon’ to deposit valuables and
obtain loans. In other instances, they obtain loans from family and friends.

Alternative lending, also known as alt lending, received a boost during the pandemic, when
small and medium-sized businesses around the world were severely impacted. Due to the
lockdown, many businesses had to cease operations. Numerous smaller businesses went
bankrupt, and many business owners lacked the funds to reopen once the lockdown was
lifted. These small business owners lacked the credit history to qualify for a loan, and those
with a history of bankruptcy had difficulty obtaining financing from a conventional bank.

Non-banking institutions are quickly filling this void by catering to the subprime unbanked

population. Alternative lenders use technology to enter a market that was previously
unexplored or didn’t have the interest of the conventional banking systems.
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Globally, there are multiple reasons why MSMEs prefer alternative lending. Not only can they
provide loans to applicants with poor credit, but they also offer a superior customer
experience compared to conventional banks. The rapid proliferation of digital lending
platforms has simplified the loan application process. The borrower can rapidly upload the
necessary documents and obtain instant pre-approval letters. The lending decision is made
within a few days.

To cater the needs of the Bangladesh market,
following are the alternative digital lending
initiatives that are currently available in the country.

1.

Nano loan by bKash and City Bank: The
innovative  program  targets  small
borrowers, such as cottage, micro, small,
and medium enterprises (CMSMEs), as well
as individual borrowers. They are available
to all bKash users, and the available credit
ranges from BDT 500 to BDT 20,000,
payable in three equal installments from
their bKash accounts. Interest is levied at a
rate of 9% per year. The loan recipient would
only be required to pay interest until the
debt is paid in full. The sooner they pay, the
less interest they will accrue. As a launch
incentive, there is no loan processing fee
assessed on nano loans till further notice.
Once announced, it will not exceed 0.5
percent of the loan's value.

PrimeAgrim app: PrimeAgrim is a collateral-
free, immediate "Digital Nano Loan"
program of Prime Bank for Bangladesh's
blue-collar employees. A loan of up to 30%
of a worker's pay is available to all workers
within a certain wage range. This innovative
program enables clients to apply for and
receive loans in a matter of seconds via the
PrimeAgrim App. This service is available
24 hours a day, seven days a week,
regardless of bank hours, offering

DIGITAL LOAN THROUGH

BKASH APP

Click the N
‘Loan’ icon bKashwg‘
on bKash app ‘

Enter desired loan
amount within the

limit approved city bank
by City Bank making sense of money
Enter PIN %* % % %

The amount will be
instantly disbursed

in bKash account 0

Loan can be repaid in
3 EMIs automatically ﬁ
deducted from bKash

account on fixed due date

One caninitially get a
loan of up to Tk10,000
through the app

Courtesy: The Business Standard

PrimeAgrim much-required instant financial support. The Al-driven digital nano
financing platform of PrimeAgrim offers machine learning and alternative credit rating

that enables instant loan approval.
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3. eRin: Digital lending solution of Dhaka Bank. It intends to provide small loans between
BDT 10,000 and BDT 3,000,000 without requiring paper documentation. The product
isn't officially available in the market yet but soon to be launched.

4. TallyKhata: TallyKhata includes three essential elements for small businesses: the
ledger, the wallet, and the loan. Ledger enables small businesses to record day-to-day
transactions, gain visibility into profit-loss, and control the firm using the application.
Through a TallyPay account, users can receive and send digital payments. Through
TallyKhata, users will be able to obtain loans from banks staying at their
establishments in order to build their businesses.

TallyKhata and Visa are partnering with a local bank to give users a digital credit
solution. It is an end-to-end solution for digital credit. The borrower will receive a loan
account and Visa card immediately. The loan amount will be utilized to purchase
supplies using TallyPay from dealers and distributors.
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5. Dana Fintech: Dana is an o
embedded lending application oﬂ
programming interface (API) for
lenders and digital platforms that FMCa
permits financial institutions to
offer digital loans through digital  enpioses
credit scoring algorithms. Dana’s
proposition is to enable banks,
MFIs, NBFls, and MFlIs to offer
digital loans to fast moving
consumer goods (FMCG)
merchants, micro retailers, factory
workers, and underbanked
individuals.

Dana struck a deal with Nagad,
one of the most prominent mobile financial service providers, to increase digital
lending to MSMEs. Customers of Nagad will have access to services, such as SME
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Digital Loan, Buy Now Pay Letter (BNPL), and Earn Wage Proposition with the support
of Dana integration.

Recently, Bangladesh Bank published a circular to encourage small digital loans (Digi-loans)
in order to narrow the financing gap among underserved and marginal populations and
accelerate inclusive and sustainable financial sector growth. Digi-loan refers to loans issued
by scheduled banks through digital channels and digital processes end-to-end (such as
Internet banking, mobile apps, MFS and electronic or digital wallets). In addition, Bangladesh
Bank has established a BDT 100 billion refinancing fund for Digi-loan as an incentive for banks.
Under this plan, banks will receive funds from BB at 1% interest, which they will then lend to
clients at 9% percent. There’'s room for alternative digital lending to flourish in the Bangladesh
market.
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Chapter 5: One-stop Service Hub Model

5.1 Background

As MSMEs are one of the most important pillars of Bangladesh's ever-growing GDP, it is also
understandable how rapidly the industry's dynamics are evolving. As the country moves
toward becoming a digital nation, the dynamics of the MSMEs' service expectations are also
evolving. In this long transition of demands, from the initial era's need for loans only to having
digital services such as submitting tax and vat online and obtaining trade licenses digitally,
MSMEs are now more mature, and the problems they face are even more complex, which
should be addressed at a single point to reduce the time lost in this regard. This study
comprehends the one-stop service hub model in the context of a worldwide search for such a
solution, as well as the significance of this model hub.

The hub can be based on the 8,280 Digital Centers (DC) that have been established across the
nation. These centers are operated by 15,000 entrepreneurs who, by 2021, will have given
60.50 billion services via digital centers. As a result of collaboration with DCs, the MSME
service will be provided to individuals who are difficult to reach or disenfranchised. The hub
aims to provide assistance in the form of legal services for establishing and operating micro
and small businesses, as well as various lending and financing options, information regarding
supply side connections, participations, skill training, monitoring system, e-participation, and
marketing opportunities, among others.

Available models from around the world

The business model for One-stop service hubs will be the same as Digital Centers. The
entrepreneurs or the service recipients can avail services from the digital centers by paying a
certain fee. For example- paying 5000 BDT for e-TIN certificates etc. The obligation of
sustaining the services' viability will fall to the entrepreneurs or the authority of the digital
centers. Since the digital centers are typically situated every 3 KM, building the one-stop model
based on these DCs can ensure reaching the services even to the marginalized groups.
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The functions in the service hub can follow the activities of a one-stop service portal for
MSMEs in India named ‘CHAMPIONSZ2'. The portal has provision for almost all the basic needs
of a medium of small scale entrepreneurs having clusters like- Online Registration for MSME;
MSME SAMPARK; MSME SAMADHAAN; MSME SAMPARK; MSME Databank etc. Digital
company one-stop shop (PIDs) of the Italian Chambers of Commerce plays a pivotal role to
play in this market to support all enterprises, in particular, micro and small ones (MSMEs)
(‘Punti Impresa Digitale D PID (Digital company one-stop shops)’, no date). Another one-stop
SME information portal has been developed connecting ASEAN businesses to connect
businesses to service providers in areas of distribution, transportation and logistics, market
research, and consultancy on intellectual properties, laws and regulations, among others.

Current scenario:

The institutional regulation of MSMEs in its current state paints a dismal image. A strategic
vision, an overarching policy framework, and adequate institutional coordination are all
currently lacking in the support of MSMEs. The Ministry of Industries has taken the central
stage among the three relevant line ministries, with its new industrial policy concentrated on
the growth of SMEs in manufacturing in particular. The MOI oversees the majority of these
specialized organizations. (Rahman and Khondkar, 2020) Besides, agro-based SMEs are on
the rise. According to Bangladesh Bank, 28.03% SMEs are Agro-based SMEs along with
71.97% of other SMEs in manufacturing sectors. These industries are under the Ministry of
Food and Agriculture while the Ministry of Social Welfare also has some programs on SMEs.
Most of the frameworks and guidelines are prepared for the manufacturing enterprises which
are under the MOI. SME Foundation, established in 2007, has their business guidelines mostly
based on the manufacturing industry.

Challenges:

Access to Finance is the third most significant barrier for Small and Medium Firms. Informality
is prevalent in the private economy and especially among small firms. According to the 2013
Enterprise Survey, only 27.5% of small businesses have bank loans or lines of credit, compared
to 44% of large businesses. Small firms rely more on internal funds to finance investments.
The government has worked to increase MSMEs' access to financing through various
channels in line with its Vision 2021. The formal credit supply channels for MSMEs include
public commercial and specialized banks, foreign banks, private commercial banks, NBFls,
Microfinance Institutions and a little contribution of insurance companies. Nonbank financial
intermediaries (NBFIs), especially FinTech start-ups, TechFins, and BigTechs, are a crucial
accelerator for digital payments, and MSMEs' access to credit. Directives have been issued
by Bangladesh Bank to all banks/financial institutions to provide 30% of institutional loans to
MSMEs by 2021. (Financing Solutions For Micro, Small And Medium Enterprises In
Bangladesh, 2019) These offers are rarely being availed by the SME entrepreneurs especially
in hard to reach areas due to lack of information. Connecting these financial institutions with
the one-stop hub can increase the chance of getting finance support for more SME
entrepreneurs. Other than these formal channels, there should be some alternate options
when the government incentives and schemes are not serving the purpose. Crowdsourcing is
one of them which might play a little role in that case. Recently, the US government has
enhanced the limit of crowdsourcing financing for SMEs as a response to COVID-19.
(CROWDFUNDING AS A VIABLE FINANCING OPTION FOR MSMEs, no date) Having a provision

2https://champions.gov.in/Government-India/Ministry-MSME-Portal-handholding/msme-
problem-complaint-welcome.htm
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for crowdfunding (in specific cases) in the MSME service hub can help similar funding models
get implemented.

Legal/regulatory reforms is one of the four core areas of a standard MSME policy element.
The important policy documents like SME Policy 2019, National Industrial Policy 2016 etc.
There is a need for a combined framework concerning all modes of MSMEs. There is a general
tendency in Bangladesh to do SME business without having formal registration, license, and
taxpayer's identification number (TIN) and other formal documents. Through the survey of
this study, it is also seen that 22% of the MSMEs.

This type of informal structure in which they do business often makes it difficult for
enterprises to enjoy the exemptions and incentives. (Siddiqui, 2020) The service hub can be
useful for carrying out various tasks, such as business registration, tax filing, getting E-TIN
certificates, VAT registration, etc. For a reasonable cost, these services will be available in the
digital service centers.

The service hub can also provide services like providing skill training for workers and
entrepreneurs, documenting the list of skilled laborers in the region, a network for SME
entrepreneurs in the region etc.

5.2 One Stop Service Model for MSMEs

The one stop hub will aggregate all the services required for a MSME entrepreneur. The digital
centers will be the service providing hub. The recipients can avail the services from the centers
nearest to their home. This will bridge the gap for people who are marginalized due to socio-
economic conditions, lack of literacy etc.

A person from each service center will be held responsible for the functioning of the hub. The
model will follow the procedures of the DCs. A subscription system can also be introduced.
All the interested SME entrepreneurs have to apply for the service hub. They have to put the
details of their business, their products, workers etc. in the application. This will also help
create an updated dataset for the one stop service hubs

Potential services: Access to services and directives from Ministries, Regulatory authorities;
Credit Supply Facilities; Legal Assistance; Building Skills and Knowledge; Access to Market

Potential Partners: MSME Business Owners Association, Service Providing Agencies, Lending
Service Providing Agencies; Financial Institutions

Potential Stakeholders: MSME business owners, Line Ministries, Banks and other financial
Institutions, Legal and Regulatory Authorities
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53 Review and project aspects of innovative digital
lending models for MSME

ADB'’s Promoting Innovative Financial Inclusion Program (PIFIP) (Asian Development Bank,
2020)

The programme prioritizes ensuring financial education, public property rights, intermediation
facility and distribution channels, financial services in the government sector, and consumer
protection through improved infrastructure and information technology. For its pilot program
in Indonesia, it implements government policy reforms to organize, execute, and oversee all
financial inclusion initiatives led by the Coordinating Ministry of Economic Affairs in
partnership with thirteen other implementing agencies.

Highlights of the proposed reforms:

e The government will conduct thorough national and regional data collection activities,
revise the National Financial Inclusion Strategy, and create a financial access map.
This initiative will assist in the development of evidence-based policies that promote
a holistic and coordinated approach to financial inclusion and enhance the
infrastructure enabling it. These numbers will aid in identifying the requirements of the
financially underprivileged population and permit more focused assistance projects
depending on their needs. Furthermore, the government will establish a Payment
System Blueprint integrating standard QR codes to improve interoperability and
transaction efficiency in order to provide a more inclusive payment system.

e The government will construct a 5-year digital finance innovation strategy for
increased use of technology in MSMEs. Within this framework, it will pilot test a
national biometric identification (e-KTP) to enable e-KYC (know your customers)
requirements, making it simpler for the unbanked and under-banked to create a bank
account. It will also introduce a geospatial financial service app to help the unbanked
and under-banked find branchless banking agents anytime.

e The government would implement steps to eliminate information asymmetry and
permit potential lenders to assess the credit risk of MSMEs more accurately,
enhancing the government's efforts to aid MSMEs impacted by COVID-19. In addition,
a financial innovation lab will be established for regional development banks, in
collaboration with the fintech industry, to explore and deploy more creative
technological solutions that expand MSMEs' access. To enhance the flow of credit to
small firms run by women, the government will implement a financial inclusion plan
for women and create task forces for women entrepreneurs at the regional level.
Innovative financial strategies would also be taken and promoted in universities and
on social media to encourage youth entrepreneurship.

e Inthe second phase of the initiative, the government will establish laws mandating the
adoption of alternative credit scoring systems in order to decrease the risk associated
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with lending to MSMEs even more. The government will begin the operations of the
financial innovation lab and increase its assistance to MSMEs. Finally, the government
will adopt specialized financial inclusion programs for small MSMEs owned by women
and youth, supported by particular tactics derived from the project's data analysis.

In the first phase, the government will design a framework for regulatory technology
adoption. Such supervisory technology will support data-intensive risk assessment,
regulation, and change in policy making. The government will also improve fintech
industry regulation by appointing a self-regulatory organization. It will help financial
services authorities safeguard customers' digital transactions. Moreover, the
government will consolidate dispute resolution facilities to improve consumer
protection. This framework will be implemented in the second phase.

Based on the success of the first two phases a third phase will be launched.

UNESCAP- MSME Access to Finance: The Role of Digital Payments (UNESCAP, 2022)

Data and big data analytics focus on digitizing huge volumes of information in order
to facilitate efficient payment and financial services and enhance the overall
performance of financial systems. Big data is critical for MSME financing to overcome
information asymmetries, especially credit scoring based on cash flows and
transactional estimates. Using these data analytical techniques, cash flows can be
viewed as credible alternatives for qualifying MSMEs for loans, particularly in the
absence of physical property collaterals.

The capacity to access massive amounts of data from servers worldwide in real-time
makes cloud computing a simpler, more efficient, and comparatively less expensive
choice for providing digital payments and financial services. As a result, more and
more commonly, financial information is being kept in online data servers and
localized silos run by third-party tech firms.

Nonbank financial intermediaries (NBFIs), especially FinTech start-ups, TechFins, and
BigTechs, are a crucial accelerator for digital payments, and MSMEs' access to credit.
Non-banks offer financial services such as credit, investments, peer-to-peer lending,
equity crowdfunding, online supply chain finance, deposit-taking, and payments. They
operate beyond traditional financial institutions' expensive regulatory boundaries,
providing cheaper services and faster financial solutions with fewer restrictions. The
market-based financing operations of digital finance can have a favorable influence
on the access to credit for financially excluded demographics, including MSMEs and
other disadvantaged groups.

International regulatory bodies have developed systems to protect consumer
safeguarding and market integrity by enhancing customer criteria and payment
verification procedures known as 'Know Your Customer' (KYC) and Customer Due
Diligence (CDD) that require authentication of the identity of all concerned parties to
guarantee transparency and prevent fraud. De-risking measures have had a
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considerable influence on financial crime reduction, but they can potentially financially
alienate a majority of low-income, unregistered vulnerable populations in developing
countries with inadequate identity records. This obstruction affects small business
owned by minorities and vulnerable people such as women in remote areas. To
mitigate this, current approaches include integrating national identification into
interoperable platforms, to lower the negative implications of CDD and KYC.

Women-led MSMEs have a higher level of informality. They also encounter challenges
due to a lack of educational qualifications and ownership of assets that may be used
as loan security. To establish SME loan and investment platforms that incorporate
sustainability and customer safeguards while avoiding algorithmic prejudice against
women-owned MSMEs, innovation is required.

The market-driven actions of private actors can assist in the problem of insufficient
loans accessible to MSMEs. In India, Amazon Pay's ecosystem is one of the notable
market-driven efforts to increase access to finance. Grab, TrueMoney, and Gojek
provide collateral free digital credit, micro-payments, and money transfer to MSMEs
and customers in the Asia-Pacific regions that lack access to traditional credit. These
credit facilities rely on algorithms and large amounts of data for the automated loan
assessments and distribution.

The development of Unified Payments Interface (UPI) by the Indian government in
2016 has expanded financial inclusion among the population to almost 90%. Through
such a state-owned payment platform, registered users can initiate and perform
payments and other financial services across the nation without physically accessing
conventional banks.

Financing Solutions For Micro, Small And Medium Enterprises In Bangladesh (Andrianaivo,
Mihasonirina, Skamnelos, llias, Ndiaye, Aminata, 2019)

Risk-sharing facilities (RSF) offer lenders with third-party credit risk mitigation by
absorbing a percentage of the creditor's losses on loans provided to MSMEs in the
event of default for a payment. RSF may help MSME financing in a market-friendly
manner by sharing risks with financial intermediaries, easing collateral restrictions,
and supporting the development of market specific ending and risk management
tools. However, an RSF may be difficult in design and execution, and prone to moral
hazard if it operates without good governance.

Bangladesh previously attempted to implement guarantee schemes via a variety of
state-owned banks (SOBs), but these initiatives have encountered serious governance
issues as the banks and the SOBs failed to do enough due diligence, resulting in
serious moral hazard and huge losses.

Alternative financing pathways:

- Factoring: By trading its accounts receivable at a discount to a specialized institution
(factor), a business gets capital.
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- Purchase order finance: On the basis of its purchase order and in exchange for
agreed-upon fees and service costs, a business secures financing for order-fulfilling
inputs.

- Warehouse receipt finance: the loan is secured by commodities deposited at a
certified warehouse, and the commodities cannot be released until the loan is repaid.
- Leasing: By paying a rental price, a business obtains the right to utilize machinery and
equipment for a set time period.

- Securitization: MSME loans are bundled by a bank into a portfolio, which is then sold
to capital market investors in order to lower risk and increase liquidity.
-Crowdfunding: Similar to social marketing, a business generates capital from a huge
number of people utilizing the Internet to solicit donations, equity, or loans.

- Mezzanine finance: This process combines multiple financial instruments into a
single entity for sale to the investor.

- Venture capital: It operates through the equity investment of affluent individuals in
firms that are deemed to have significant potential. Due to the high amount of risk
assumed by the investor, the internal rate of return on investment is often quite
substantial.

- Business angels: This is a subtype of venture capital. Typically, a wealthy individual
supports startup enterprises with equity financing in exchange for company shares.

e The most crucial condition for the success of these operations is a conducive
atmosphere, which is not yet entirely guaranteed in Bangladesh. Launching these
activities in Bangladesh requires an effective regulatory and legal framework, as well
as accurate paperwork and digital recordkeeping.

MSME Digital Finance: Resilience and Innovation during COVID-19 (International Finance
Corporation, 2021)

e Streamlining automation of credit approval process
- Maybank (Malaysia) launched SME Digital Financing solution, an end-to-end online
lending program for MSMEs where a client can obtain a loan within 10 minutes.
Existing clients need little information and no paperwork.
- The widespread use of digital services and software robots allows Swiss Banks to
handle a maximum of 12,000 MSME loan applications per day.
- The digital platforms Temenos and Lendio expedite Paycheck Protection Program
(PPP) for loan applications of small enterprises in Switzerland and the United States,
respectively.
- Bottomline and Plaid are applications based in the USA that enable lenders to digitally
collect all necessary data about their MSME clients.
- Hokkoku Bank in Japan digitized a major certification procedure for small enterprises
requesting for special credit guarantees, substantially reducing the time required to
process documentation and issue the certificate from almost 5 hours per case to 1
hour and 53 minutes.

e Enhanced evaluation of MSME credit worthiness
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- DenizBank A.. (Turkey) implemented a new robotized credit assessment method to
pre-evaluate prospective loan clients by evaluating internal and external databases,
such as personal and company credit ratings, tax information etc.
- Modefinance (ltaly) co-developed an upgraded algorithm based on Al and
macroeconomic factors to evaluate the impact of the COVID-19 pandemic on
company performances (positive, neutral, and negative). The program predicts SMEs'
creditworthiness and default risk which has been utilized by Banks and FinTechs.
Introduction or extension of insurance plan
o New digital products
- ICICI Lombard (India) is an online business insurance platform for small
enterprises that has improved essential insurance services, such as the
purchase or renewal of goods, endorsement, and claim registrations. This
platform is backed by Al, machine learning, and other modern technologies.
- The German Corporation for International Cooperation (GIZ) has collaborated
with a BigTech company to build a digital application that provides users with
a complete risk management system. The program enables Businesses to
submit data and generates a customized risk assessment and business
continuity strategy.
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Chapter 6: Digital Lending Mode | Pilot

1.

Initial challenges in availing Lending: To design an optimum lending model, the
question of MSMEs financial requirements needs to be addressed first and foremost.
It's been mentioned earlier in the report that the MSME entrepreneurs avoid availing of
lending services from any formal channel because of the hassle of documentation,
collateral, turn around time and comparative high rate of interest. So, to support the
MSMEs with an ideal lending solution the primary issues need to be addressed.

The lending facility needs to be available with limited documentation, collateral-free or

minimal collateral, and quick loan disbursement at an affordable interest rate.

Resolution to the lending facility needs:

The issue of limited documentation can be catered by incorporating electronic-Know
Your Customer (e-KYC). This is accomplished by completing a digital form, taking a
photo, and validating the individual's identification details from National ID (NID). The
e-KYC policy has been approved by the Bangladesh Bank in Dec 2019 and the financial
institutions are trying to incorporate it in their system.

As per the Bangladesh Bank SME policy of 2010, banks and other financial institutions
may issue collateral-free lending facilities up to BDT 250,000 against Personal
Guarantee in exchange for a Personal Guaranteeg, in the MSME sector, particularly for
small and female businesses. The study FGD found proof of loan disbursement by a
few banks against personal guarantee. If necessary, Bangladesh Banks approves
credit to be issued against the hypothecation of products and machinery. To assess
collateral for credit facilities above BDT 250,000, however, Bangladesh Banks directs
banks and financial institutions to follow their own norms and banker-customer
relationship. In Jan, 2022, Bangladesh Bank approved collateral-free loans of up to Tk
5 million at a maximum interest rate of 7 percent for marginal entrepreneurs and low-
income groups. The policy of collateral-free or minimal collateral already exists in the
market but is rarely practiced.
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- Loan processing turnaround time is still an issue for traditional financial institutions.
They take around 20 to 30 days to approve and disburse a loan as was discussed at a
fintech KIl. However, this issue is resolved by MFS lending. bKash partnered with City
Bank to disbursed Bangladesh Bank approved digital nano loan. With the assistance
of Alternative Credit Scoring (ACS) and e-KYC, bKash can disburse nano loans of BDT
500 to BDT 50,000 instantly.

- The digital nano loan is being lent at 9% interest rate which is a relatively low interest
rate for MSME when they are mostly used to availing lending facilities at 24-40% from
MFls/Cooperatives/Unconventional lending.

Bangladesh Bank is implementing policies to make lending affordable for MSMEs. Proper
application of the policies will bring benefit in the lending scenario of MSMEs.

2. Lending requirement: The lending should be able to cater the MSMEs business needs.
It appeared in FGDs and Klls that the majority of the lending services MSMEs get from
Banks/NBFIs/MFIs/Cooperatives are in Term Loan format. A term loan is usually
utilized for asset acquisition, when in reality, the MSMEs need lending facilities to
support their daily business operation. A C-suite manager of a local leading bank and
a business start-up catering to MSMEs mentioned in their Klls that the MSMEs need
purpose driven working capital financing.

- MSME product purchase or raw material procurement should be financed instead of
directly lending out money. Tenure of the loans should be decided based on the
product/production cash cycle (from the time the product is purchased or produced
till it's sold and converted into sales).

- Apart from product financing, the MSMEs can be lent in the form of Overdraft (OD)
and/or CC loan facility where the entrepreneur will be given the opportunity to avail the
loan, in partial or full, at time of his needs. The tenure of an OD/CC loan is ideally one
year which is revalued or reassessed on an annual basis.

Apart from product financing, the MSMEs
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Product or production financing in the form of working capital or overdraft is possible for
MSMEs. The product or production financing can be availed by submitting a pro-forma invoice
against which the purchase can be made with the lend money. An overdraft lending facility
can be availed based on some credit history. The biggest blockage depriving MSMEs from
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availing lending facilities is the unavailability of a credit history/scoring. Credit scoring is a
statistical study that lenders and financial institutions use to estimate the creditworthiness of
an individual or a small, owner-operated firm?3. Lenders use credit scores to determine whether
or not to issue credit. Credit score is derived from financial information regarding the lender.
In the case of MSMEs, the majority of them don’t have any trackable financial data which can
be utilised to generate credit scores. The existing traditional model of generating credit score
is a manual process which is very lengthy and cumbersome. Thus, traditional lenders avoid
lending MSMEs as the time, energy and money invested to derive credit score of an MSME is
not worth the revenue generated from lending them.

The lack of a eredit history/score is the primary obstacle preventing MSMEs from

obtaining loans.

Resolution to the lending requirements:

- With the advancement of Bangladesh Bank’s policy regarding Digital Financial
Solutions (DFS) evolution many fintech organizations appeared in the Bangladesh
market with ACS models. Everyone has their own unique way of determining the score.
They partner with a financial institution who accept the credit scoring technique and
lend the client based on it. Globally, there’s no one standard methodology to determine
the ACS yet. The scoring are mostly derived using artificial intelligence (Al), machine
learning and data analytics based on a client’s;

- Alternative Data such as transaction SMS, device data, utility bills,
psychometric data and such

- Financial Data such as bank account health, earnings profile, spending
behavior and such

- Platform Data such as business data, professional information, salary data
from employers, sales data from FMCG/ecommerce and such.

For the MSMEs, an ACS can be derived by employing a combination of conventional and non-
traditional data sources to establish a borrower's creditworthiness and repayment ability, such
as sales, revenue, income tax returns, books of accounts, the most recent cash flow
statements, and pending invoices. Each data item can be viewed as a variable for credit
evaluation and can be allocated different weights based on the nature of the firms within the
MSME segment as a whole. Lenders use the resulting credit score to make decisions
regarding the financing of loans, such as determining interest rates, loan amounts, repayment
terms, and timeframes.

3 https://www.investopedia.com/terms/c/credit_scoring.asp
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6.1 Model to Pilot Digital Lending for MSMEs

The ideal digital lending model for MSMEs will
be a technology that will function like a one-point
solution for all the accounting and financial
needs.

The digital lending model will be one platform
with four components. It will have a bookkeeping
tool to record business transactions, an
aggregator compiling all the online government
service platforms, a fintech to derive the credit
score from bookkeeping and aggregator data
and a financial platform having MFS and
financial institutions for conducting financial
transactions.

It will be available in both web and mobile
versions with online and offline features for ease
of accessibility by all MSMEs irrespective of their
financial and digital literacy level.

Bookkeeping Tool: It's been evident from the
findings elaborated above regarding the national
representative study that lending is primarily
difficult for the MSMEs because of lack of
documented business data. Therefore, the
Bookkeeping Tool is the primary component
suggested for the model to pilot digital lending
for MSMEs.

A bookkeeping tool will help an MSME in keeping
track of income, expenses, assets, and
obligations that are essential to running a
successful business. The proper accounting and
bookkeeping application will boost efficiency,
assist entrepreneurs in better managing their
cash flow, and make tax preparation simpler.
Examples of successful bookkeeping tools
available in the market are TallyKhata by
Progoti Systems Limited and sManager by
Sheba XYZ.

Digital Lending
Model

WHAT TO DO TO GROW MSME BUSINESS

LEVEL 01

Bookkeeping
Tool

An offline app to
record business
transactions

LEVEL 02 \-\.

1
Aggregator \
Platform |
All MSME applicable
Govt. services under

atab -including
Muktopath for
financial and digital
literacy content

LEVEL 03
Fintech

Deriving alternative
credit scoring based
on the bookkeeping
and aggregator
data

LEVEL 04
Digital Financial
Platform

MFS and bank
partners to provide
financial services
including lending
based on the ACS

Figure 20: Digital Lending Model

The bookkeeping tool will be available in both offline and online versions for ease of usage.
Somebody who wants to use the offline version can use it smoothly and effectively. They will
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only need to connect to the internet when they would want to avail the other features of the
app.

Aggregator Platform: A content aggregator platform is a website that collects data from other
sources around the internet and makes it accessible to users in a single location. The
aggregator platform in this model will display all the online government services related to
MSMEs. It has two purposes; 1) Make all the MSME relevant online government services that
will assist in operating business, easily available and accessible. 2) The information available
in the aggregator regarding the MSME entrepreneur will be utilized to generate credit scores
of the MSMEs.

The aggregator will provide information or service ranging from issuing National ID to getting
financial support. It will also have access to Muktopaath of Access to Information (a2i)
Programme for financial and digital literacy. The aggregator will generate its information
from the myGov app, Bangladesh National Portal website, SME Foundation and such. The
platform will also be available in both online and offline versions. The offline version will
showcase the basic relevant information and byte size literacy content, whereas, the online
version will allow MSMEs to apply online for relevant government services.

Fintech: Fintech is the core connector in this model because that will derive the credit score
necessary to obtain digital financial lending. With the help of artificial intelligence (Al) the
fintech will extract data from the bookkeeping tool and the aggregator platform to design an
alternative credit score for the MSMEs that they can use to avail any lending service.
TallyKhata and sManager mentioned as bookkeeping tools, both have in-built credit scoring
in their platform. Dana Fintech is an independent platform that designs embedded lending
application programming interface (API) for lenders and digital platforms. Dana conducts
scoring for network partners such as a2i in this case and provides digital underwriting engine
support for financial institutions such as banks/MFIs/NBFls. The ACS platform will be an
online application in this model.

Digital Financial Platform: The aim of this report is to design innovative digital financial
services (DSF) solutions for the MSME sector in Bangladesh. With the help of this digital
lending model, it's possible to support the MSMEs with all of their financial needs. The
platform will have partnership with MFS/banks/MFIs/NBFls to support MSMEs with all sorts
of financial support such as transactional support from MFS and lending service from the
banks/MFI/NBFls. Other services such as earned wage, buy now pay later can be made
available for the MSMEs as well using this platform. Once Bangladesh Bank approves
licensing of Digital Bank, they can be tagged in the platform too to provide all sorts of banking
services to the MSMEs. The digital financial platform will be an online application in this
model.

Access to the model: It will be accessible via online and offline versions, as well as web and
mobile versions, to provide access to all. The MSMEs who have personal smartphones can
operate the model/platform from their handheld device, themselves. The ones who use
bar/feature phones can use the web version of the model from their nearest Sheikh Russel
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Digital Lab or Bangladesh Computer Council Labs which can be brought under the periphery
with partnership.

With only four components like the bookkeeping tool, aggregator platform, fintech and digital
financial platform, a complete solution for all accounting and financial needs for MSME is
possible. If initiated properly and executed successfully, this model can be a global solution
to the MSME access to finance problem.
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Chapter 7: Financial Literacy Model

Financial literacy and its importance

Financial literacy refers to the knowledge and skill of using financial products for personal and
business purposes. According to Investopedia, financial literacy is the ability to understand
and effectively use various financial skills, including personal financial
management, budgeting, and investing. Upgraded financial literacy and implementation of the
know-how can help businesses address financial issues better.

The importance of financial literacy is gigantic, because:

e It helps in better saving in personal finance

e It helps in better investment decisions in personal and business finances regardless
of the current economic state
It helps people prepare for emergencies
It gives everyone the opportunity to improve their finances ensuring greater financial
inclusion in the society

e People who are more financially literate are less vulnerable to financial fraudulence
ensuring better financial protection

e Financial literacy gives a person confidence

In a report done on OECD, it was mentioned that in the last couple of years, developed and
emerging countries and economies have become increasingly concerned about the level of
financial literacy of their citizens, particularly among young people.

Financial literacy is not only about the understanding, actually there are mainly two elements
of financial literacy:

Why currently financial literacy has become more important is a separate issue in itself. There
was a time when financial transactions meant only cash purchase/cash loan for buying assets
like home or investing in business. But in the last 50 years so much has happened in the
financial field and with the contribution of tech in the financial field, the level of complication
has risen significantly. All these happened in order to create ease in the lives of people in the
personal and business arena, but lack of awareness on the benefits and skills on how to use
it rather have created unnecessary impediments and delay in spreading the benefits.
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A classic example can be from Bangladesh’s Mobile Financial Services. E.g. in Bangladesh
BKASH was created so that even the lowest level of social paradigm can be reached
financially. Sending money to an extreme remote area has never been easier, but unfortunately
due to lack of understanding on how the system works, most are not able to use the benefits
properly. On the other hand, a group of frauds used this naive-ness of the consumers and
businesses, ripping them off financially. Now they are afraid to deal in such platforms. If they
had proper knowledge on how to use it in the first place, such incidents would not have
happened.

Again, products like credit cards are just 25 years old in Bangladesh, debit cards are a little
older. But still given the number of financial institutes compared to the population, the
awareness and usage of the cards have been mostly limited to the urban population. The
penetration of such cards is still very low in semi-urban and rural areas. People still feel
comfortable going to banks and withdrawing cash using a physical Cheque. Electronic
transfers are again more popular in urban areas compared to the rural market. The case is not
only for personal clients but also for businesses.

The following is a glimpse of the negative impact created by lack of financial literacy:
Type of financial literacy required:

For a person, it is important to understand how to do budgeting for expenditure and savings,
how time value of money works, how compound interest works, how insurance can be used,
how to plan for retirement. For a business similar understanding is required but to a deeper
level. A business, regardless of the size, needs to know how to calculate costing and compare
it with revenue and other expenditure, how the tax system works, how the time value of money
needs to be considered for business investments, how insurance can protect businesses and
so on.

Literacy Need Assessment for the MSME:

DFL (Digital Financial Literacy) is an integrated multidimensional concept of financial literacy,
financial capabilities and digital academic level. Financial literacy refers to the awareness and
knowledge of essential financial concepts and products to manage personal finances,
depending on the economic situation and social circumstances. #

The national representative survey already showed in its previous chapters about the status
quo of financial literacy among the MSME. Among the MSME owners, a great majority of the
respondents do not have any literacy about financial matters at all. This study measured
literacy from a variety of aspects. For instance, it was asked through the survey for every
product or service, what is the user experience of the MSME owners. Also in some specific
demographic questions, it was also examined whether they have the basic literacy about
digital financial literacy or not. It is found in this study KiII, that everyone has financial literacy
to some extent but the main failings lie in digital literacy.

* AFI, DIGITAL FINANCIAL LITERACY
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Many of the MSME owners yet to understand the MFS systems apart from their very basic

usage of cash in, cash out and send money features.

Table 20: Usage pattern of MFS by MSME Owners

Manufacturing Service
| use app only 60.00% 30.00%
| use both but use app 4.00% 15.00%
more
| use both but use USSD 0.00% 20.00%
more
| use USSD only 32.00% 25.00%
My MFS company do not 4.00% 10.00%
have USSD
Total 48.08% 38.46%

Trading
14.30%
14.30%

57.10%

0.00%
14.30%

13.46%

Total
42.30%
9.60%

15.40%

25.00%
7.70%

100.00%

As it is seen in the table, those who have smartphones use the apps for their regular MFS
operation and it is a big number (42.30%). Now the problem is almost all of this group who

uses MFS actually uses very basic features.

Table 21: Usage of MFS features by MSME

Send money

Cash out

Mobile recharge

Cashin

Bill payment

Savings

Make payment

Add money (from bank)
Others

Promotions

Add money (from card)
Donation (NGO payment)
EMI Payment

Insurance

Interest (Profit)

Loan

Providing Salary
Remittance (payoneer, etc)
Store Finder (Map)
Transfer money (To Bank)
Zakat Calculator

Total Count

Percentage

28.07%
25.73%
19.88%
11.70%
8.19%
2.92%
1.75%
0.58%
0.58%
0.58%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
100.00%

This table shows that sending money is used by a maximum of the MSME owners (28.07%)
while there are many more features which actually can help them in terms of businesses.

Other most used features are cash out, recharge and cash in.
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It is only MFS usage scenario. In this study, DFS usage is zero percent and the core reason
behind this is the complexity of the system and awareness. In this study, in the previous
chapter it is seen that 30% of the total users can not avail any facilities from any digital
financial platform at all.

In this scenario for MSMEs, it is understood that the need for digital financial literacy is
extremely big. The supporting proof is, while asking the questions about the knowledge about
digital products available in the market for managing the financial matters to the MSME, it is
seen that 23.42% of the respondents do not even use any platform available which indicates
that their business is heavily dependent on the regular cash format. One thing to be noticed
from the Kll is that even concerned bodies like Bank/NBFIs also know the situation and there
are some kind of policy gaps for which this pattern cannot be broken down easily. The
ecosystem here also does not have the adequate elements to change the situation with the
existing platforms as the ecosystem is not aligned, interoperable and also in the demand
segment i.e., the MSME owners also find it difficult to use all the available platforms in their
regular business process.

a content outline to design a digital financial literacy platform

The economy of Bangladesh has seen the digital platform inclusions in the financial sector in
recent years. It is not far past while this booming developing economy of South Asian region
was based on heavy cash and in fact the economy was not even thinking of going for a
cashless society. A cashless society has so many blessings as well as achieving such a
society is hectic while the smartphone penetration in the country is still very low and stands
at only 48%.5 This study also finds the inadequacy of smartphone penetration as only 58%
MSME respondents said they own their own smartphone. It is important firstly to make sure
the maximum possible smartphone penetration clearly without which nobody can access any
digital platforms available. People engaged with the MSME sectors are heavily dependent on
cash based transactions due to several reasons which are revealed through the FGDs in
different clusters and as well as through KllIs with several related parties such as development
bodies, apex bodies, MFS, Banks. The reasons are,

- Insecurity about money

- Unsure about the process

- Unsure about the transactions

- Unaware about the system

- Basic literacy about digital platforms

- Fondness about the cash

- Mentality

These reasons as they are examined closely, it is clear from the extracted knowledge from
Klls & FGDs that the people from bottom of the pyramide (BoP) are not yet accustomed to the

Shttps://www.thedailystar.net/business/telecom/news/smartphone-penetration-fast-
approaching-50pc-3031216 [ 48% mobile phone customers in Bangladesh have a smartphone,
Hasan. M]
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cashless idea and for the underlying rigidness they do not have the interest to uphold the
system easily. From the MFS perspective, the national representative survey understood that
while working with the BoP community about literating them to accept mobile money in their
businesses they usually do not respond positively. MSMEs especially the micro businesses
which have a very low amount of investment can not essentially run their business with a late
cash which can occur if they run their business through the mobile money. The reason is while
they pay their suppliers, that portion does not accept the MFS based payment instead of cash.
While everyone is talking about digital financial literacy, this study also felt the importance of
digital financial acceptance. Digital financial acceptance from the suppliers also needs to be
fixed. The tendency of avoiding digital financial platforms by the big suppliers for MSMEs is
very common and it seems like the reason behind such tendency is to avoid the government
payment or tax in some cases. For the local small suppliers, the problem is very common
though the reasons are different. For this portion of suppliers, they are not happy with the
commission amount offered from the MFS providers.

While designing the content outline for the digital financial literacy platform, several things
were in concern.

1) The target audience: In the MSME sector, there are multiple types of groups of people
in terms of age, education, gender, business types etc. An unified & unique content
making was difficult for this reason and thus this content is made in such a way so
that everyone can take the courses.

2) Difference in Literacy level of MSME: The literacy level of MSME owners in this study
is different. It doesn’'t depend on the type of business so it is understood that the
educational literacy and the digital financial literacy is not inter-dependable in every
case because even with higher secondary level of education, many MSME owners
could not operate the digital financial platforms easily. So the courses are designed in
separate ways such as basic, intermediate and advanced courses.

3) Awareness: Awareness in terms of every aspect such as available products, services,
knowledge about necessary needs and consciousness about the demand and supply
of the businesses, knowledge about essential offices from which to avail the services
etc was in concern. The lack of these knowledge among the MSME were taken in
concern while designing the content outline.

4) Accessibility: Accessibility in terms of device accessibility also differs from MSME to
MSME and thus the content is designed in such a way so that people can access the
courses from own smartphone as well as from any places where they can access the
internet such as Sheikh Russel Digital Lab (SRDL).

5) Communication of content: The group of people who are the target audience of this
content outline, any big size of content can not bring the expected level of awareness
and result. Therefore, the content aimed to be bite-size, easily understandable,
compiled in a single platform and also easily accessible at any time from anywhere.

Digital Financial Literacy Platform:

Muktopaath:
The national representative survey is proposing the platform for the digital financial literacy
for the MSMEs. The platform will be the existing one of the best outcome generating
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government platforms MUKTOPAATH, the first government e-learning platform. This platform
already offers 230 courses and already has around 1.5 million active users with 54 partners
from across the industry,

a All Tutorial  Partnership  Login Register aE

All Course |

Image 4: Muktopaath platform’s website

This platform can be the torch in the darkness in the mission of literating the MSME owners
financially and digitally. The platform will collaborate with its own partners to introduce
courses for financial literacy which will cater to the MSME. MSMEs' need for financial literacy
is very limited. It is a hybrid need of business knowledge and financial knowledge. MSMEs
lack the financial management skills as well as the business management skills. Many of the
respondents frequently said about the inadequacy of their knowledge about the MFS, DFS,
Internet banking etc. and through the FGDs it is understood that they also understand that
they need to learn this skills for the future.

From Muktopaath, courses like 1) how to onboard on MFS, DFS platform, 2) how to understand
the costing and pricing, 3) how to maintain e-ledger, e-balance sheet, 4) how to save digitally,
5) how to take services from banks with the help of digital platforms, 6) how to borrow money
digitally from available platforms etc. Muktopaath can also introduce courses like how to use
smartphones, how to download apps and install them for those who are illiterate. For the
women entrepreneurs, Muktopaath can introduce some self development courses such as
how to connect with the agents from different platforms for the business purposes, how to
use available business platforms such as WSME PLATFORM FOR WOMEN ENTREPRENEURS
etc. As this study found that women lack the ownership of smartphones, Muktopaath also can
introduce some offline courses specifically for women.

For offline literacy platforms, it is understandable that television and radio is still relevant to
light up the awareness for financial literacy. In the past, it was seen that these platforms’ can
generate a big number of awareness in any cases such as dengue outbreak, HIV awareness,
vaccination for different purposes etc. Another biggest successful medium can be the MEENA
cartoon, which is an initiative of UNICEF to make the BoP people aware differently with the
visualization and animation for this particular purpose. MEENA created a large amount of
awareness about many many serious matters such as usefulness of sanitary latrin, HIV, child
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marriage, gender equity etc. The national representative study felt that this mode of
communication can bring a good buzz among the MSMEs.

Youtube, Facebook, Tiktok, Imo etc. social media apps can be another good field to promote
this awareness campaign and can be the indirect parties to this literacy platform.

A major objective of the study was to identify the level of financial literacy among the MSMEs
of Bangladesh. In our one to one of 120 samples and eight Kll (Key informant interviews), we
thoroughly tried to identify the level of awareness and why there is any gap, if any.

How to increase financial literacy:

For an educated citizen group, access to financial know-how is relatively easier as they can
read books and online/offline articles and relevant interviews, go through websites of financial
institutions, attend relevant seminars/webinars etc. to gain knowledge. Implementation of the
gained knowledge depends on personal agility, interest and intensity.

However the same will not be true for a population who are less educated, who have less
access to knowledge repositories or have difficulty in understanding the knowledge unless it
is part of their basic education.

Suggestion 1: Include financial literacy in general education

A long term approach is required to instill financial literacy among the younger generation of
Bangladesh. The current curriculum does not focus on understanding the basics of finances.
However if the basics of earning, savings and investment can be added from post primary
level (e.g. class six), children will have better understanding in financial literacy.

Suggestion 2: Encourage financial institutes to invest in financial literacy

The Central bank should take separate initiatives to increase financial literacy. Many countries
have taken initiatives centrally to increase financial literacy among consumers and
businesses so that they can reap off the benefit of the financial system. The US Treasury
created “The Financial Literacy and Education Commission" under the Fair and Accurate
Credit Transactions Act of 2003. The Commission was tasked to develop a national financial
education website (MyMoney.gov) and a national strategy on financial education.

The central bank can also encourage financial institutes to invest in financial literacy of the
general customers for personal use and business purposes. This will be beneficial for their
own sake- the better informed the consumers are, the better decisions and choices will be
made by them in savings and investing, reducing the risk of their investment.

They can allocate a part of their marketing budget for this purpose in the following manner:

a) Offering short term investment training for small businesses:
The business can be their clients or can register from outside. If we look at the findings
of our study, we will see the gap in understanding among the MSMEs. They are afraid
of investments from banks because either they do not understand the process or are
not well acquainted with the paperwork or record keeping. Such small training can
guide them on how easily they can create a track record for investment purposes.
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b) Creating online contents:
Fls can create online/digital content to be promoted in YouTube, Tiktok, Facebook or
other media which the MSMEs use the most in the current days. There can be
collaborations among digital edutech companies in creating similar contents (e.g.
Robi 10 Min School, Shikho etc.)

Suggestion 3: Using the current UGCs/centers more to offer financial literacy training
programs

There are many organizations who are working for the development of SMEs and MSMEs.
They provide various kinds of training. It is important to make it mandatory that each of these
provide financial literacy training. A team of experienced finance professionals supported by
business leaders can develop a curriculum that can be easily replicated throughout the nation.
The existing government training centers, one stop centers, and various foundations can
come forward in dispatching the training module for free or for a minimal fee.

Suggestion 4: Evaluate the current programs

SME Foundation provides various training programs on financial literacy to sectors/clusters.
Similarly other organizations also run multiple training programs. However it is important to
assess the impact of the current program and reevaluate their effectiveness. If the training is
not proving to be beneficial, then the content and impactful-ness needs to be re-assessed and
redesigned to create better impact.

Suggestion 5: Creating promotional campaigns for the MSMEs

Online promotional campaigns that attract the MSMEs and help them understand the basics
of finances can be helpful in the long run. The campaigns can either create awareness on easy
finance related topics or create awareness or attractiveness for training programs offered by
UGCs or SME Foundation or similar organizations. An example can be promoting such
activities through cartoons like MEENA, or village fun activities (e.g. doing field activation on
village HAAT day).

71



Chapter 8: Recommendation

The MSME sector of Bangladesh is robust and agile, led by entrepreneurs who are hard
working and adaptable. Their DFS uptake is positive despite the lack of usage. Fortunately,
the surveys, FGDs and KllIs collectively portray a promising scenario if the issues can be solved
right. Mentionable that not all the recommendations are directly related to or can be executed
by a2i, however, the implementation of the recommendations is vital to support the DFS
uptake and usage of MSMEs. In this regard, a2i can support the recommendation
inplimentation as aggregator, initiator and such.

Policy Level Strategy Recommendation: a2i coordinate between government
agencies, such as SME Foundation and BSCIC, to increase their operations to promote
the development of SMEs is crucial. It can save duplication of efforts making the use
of the platforms more efficient. For example, BSCIC has built a nation wide network,
which, if shared with the SME Foundation, might assist MSMEs in resolving their
numerous issues. On the other hand, SME Foundation has developed a women centric
online sales platform which can bring together women entrepreneurs from all over
Bangladesh.

Validated Alternative Credit Scoring: Model validation is essential for ensuring that
credit scorecards function as intended and that model utilization is consistent with
business objectives and expectations. Regular model tracking and validation helps
ensure that judgments based on models are consistent and optimal. It can also serve
as an early warning system to identify when a modification may be required, such as
an adjustment to a score cutoff method or a complete model redesign. Since
alternative credit scoring is the prime lending deciding element for MSMEs,
Bangladesh Bank should consider framing an approved alternative credit scoring
model to ensure effective lending for MSMEs and a2i can approach the central bank
with the proposal.

TAX/VAT Restructuring: In the FGDs, it was revealed that the MSME entrepreneurs are
reluctant to incorporate an automated/digital bookkeeping method. An
automated/digital bookkeeping method is beneficial for an MSME entrepreneur to
avail lending, more so, digital lending. When inquired about the reason, the majority of
the entrepreneurs expressed their concern and dissatisfaction regarding the Tax/VAT
bracket the MSME sector falls under. They claim that, given their business size, the
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tax/VAT structure is high and difficult for them to comply with. A small restructure in
the MSME tax/VAT bracket can change the scenario.

In this matter Bangladesh can follow the United Arab Emirates (UAE) example. This
country has introduced a 5% flat VAT rate for every business to support the SME
businesses to thrive in a competitive market. There is no income tax on profit for the
SMEs. Implementing something similar by the regulatory authority of MSMEs in
Bangladesh can ensure generation of a stream of revenue that is still untapped in the
MSME sector. The collection of tax & vat should be also as simple as it can be and of
course should be digital. A2i can request the NBR and propose a reform accordingly
to support the MSMEs business development and eventual digital financial inclusion.

e Upgrading the Government Service Platform: The national representative study found
that the government has a large scale of digital services providing platforms yet the
usage of those platforms are in a very inconsiderable stage. The core reasons, as per
the FGDs and KiIl, behind such a scenario is the lack of awareness among the MSMEs
regarding the platforms, and technical glitch which makes many of the platforms
frequently unavailable. Upgradation of the platforms is vital for effective functionality
of the Digital Center that a2i operates for all, including MSMEs. Resolution of this issue
is required to ensure growth in the MSME sector.

e Literacy related actions: The study revealed that the literacy of the MSMEs in terms of
financial and digital financial services are not at a satisfying stage. A content outline
is recommended in the report to support literacy of the MSME owners. Implementation
of the suggestions by the relevant authority, including a2i will be beneficial for the
growth and DFS integration of the MSME sector.

e Bangladesh Bank policing to implement schemes: It surfaced over multiple Klls that
policies are being made for the MSME sector but most of them lack execution. For eg.,
Bangladesh Bank has been trying to ensure access to financial services for the MSME
sector for a while now. Many schemes have been introduced regarding the matter.
However, due to lack of policing by the Bangladesh Bank, the schemes hardly succeed.
Therefore, more integrated policing by the Bangladesh Bank is required to ensure
effective application of the MSME schemes. A2i is requested to inform the Central
Bank regarding the findings and take actions accordingly.

e Lending permission to Agent Banks: Agent Banking has ushered in a paradigm shift
for MSMEs. However, a significant obstacle for agent banks is their incapacity to lend.
The agent banks are the loan disbursement conduit for the parent banks; this
mechanism tracks sales/profit for the SME division but not for the Agent banks. This
serves as a disincentive for the agent banks. Instead, if the lending license had been
granted directly to the agent banks, this would have improved the MSMEs' access to
financial support.

Furthermore, detailed upazila level mapping for small and micro firms to identify clusters,
improved financial products for various kinds of enterprises, and capacity building of financial
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institutions to give loans to MSMEs are vital for MSME economy growth. All parties involved,
including ministries, departments, associations, and trade organizations, should establish a
time-bound action plan with clearly defined roles. In general, the development of MSMEs
should support the "vertical expansion" of firms in addition to existing "horizontal expansion”

tactics.
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Appendix

Financial Literacy Course Outline

THE CONTENT OUTLINE:

Introduction: In this content outline, all of the courses are designed to literate the
MSME owners about digital financial literacy. The fact that the literacy level about
digital financial platforms are low which has been seen all over the study, reminding
that this content offers a variety of courses for MSMEs and also this content will be
relevant for the MSMEs for next 10 years as this content covered several topics for
which there is a very little or zero digitization in the country for example insurance.
This content consist of 28 courses with it's vast amount of topics covering and also
the time length of each content is small to medium (17 minutes to 100 minutes) and
have a completion period to minimum 2 weeks to maximum 4 weeks, to avail the
certificate validation any MSME owners need to end the course within this timeline.
But the MSME owners can access the course videos for lifetime.

Course details: The course design is based on the three generic levels of literacy.
Those who do not know anything about a certain topic he/she will start from the Basic
courses and then after graduating from basic level, they will eventually go for the
intermediary level or for the advance level.

Course content: In the below table, all the courses, their learning outcomes,
requirements, descriptions, topic areas, schedules, course time durations and
assignment summary is given.
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Course
Name

Basic
Smartphon
e Usage

Course
Name

What will the
learners learn

- This course is
designed to
give a basic
understandin
g of
smartphone
usage to those
who never
usage the
smartphone/
any phone

- Through this
course these
segment  of
people will be
able to
operate
smartphone
efficiently
after finishing
this course

What will the
learners learn

Requirement

No
Requirement
except,

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

Description

This course
will help the
illiterate
MSME
owners to
understand
the
importance
of using
smartphone
s and teach
them how
to operate a
smartphone
s

Description

Topic Areas

- Maintaining
smartphone

d

- Basic Smartphone

functionality
understanding
- Opening e-mail

- Keeping passwords

secret & secured
- Importance
password security

Topic Areas

of

Schedule

This course

will end
within 2
weeks (14
days)
Schedule

Course
time
duration
60 minutes
course.

Course
time
duration

Assignment summary

Learning #1 - How to power
on a smartphone ( 2 min)
Learning #2 - How to make
a call (3 min)

Learning #3 - How to use
camera (3 min)

Learning #4- How to open
email, set password,
Understanding of password
security ( 20 min)

Learning #5 - Social Media
Understanding (10 min)
Learning #6 - MFS apps
understanding, how to
open account, setting
password, how to use basic
features (checking balance,
changing password while
needed, update app when
necessary) (20 min)

- Recap (2 min)

Assignment summary
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Course
Name

Intermedia

ry
Usage

Course
Name

MFS

What will the
learners learn

- This course is
designed to
give a
intermediary
understandin
g of MFS
usage to those

who only
knows  MFS
through the
previous
course

- Through this
course these
segment  of
people will be

able to
operate MFS'
on a

intermediary
level
efficiently
after finishing
this course

What will the
learners learn

Requirement

- Previous
course done
- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

Description

This course
will help the
illiterate
MSME
owners to
use MES
platform in
a level
which is
advanced
than the
basic usage
of MFS
which is
covered in
previous
course.

Description

Topic Areas

- Using MFS' basic
features
- Send money, Cash
in, Cash out, Mobile
recharge

Topic Areas

Schedule
This course
will end
within 2
weeks (14
days).
Schedule

Course
time
duration
50 minutes
course.

Course
time
duration

Assignment summary

Learning #1 - Knowing
about all features ( 10 min)
Learning #2 - How to use
send money features(8
min)

Learning #3 - How to use
cash in (8 min)

Learning #4- How to use
cash out ( 8 min)

Learning #5 - How to use
Mobile recharge (8 min)
Learning #6 - Knowing
about the daily & monthly
limit (5 min)

- Recap (3 min)

Assignment summary
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Course
Name

Advance
MFS Usage

Course
Name

What will the
learners learn

- This course is
designed to
give an
advance
understandin
g of MFS
usage to those
who  knows
intermediary
MFS usage
through the
previous
course

- Through this
course these
segment  of
people will be
able to
operate MFS'
on an advance
level
efficiently
after finishing
this course

What will the
learners learn

Requirement

- Should
finish
previous
intermediary
course

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

Description

This course
will help the
MSME
owners to
use MES
platform in
a level
which is
advanced
usage of
MFS

Description

Topic Areas

- Using MEFS'
advanced features
- Make payment, bill

payment,
remittance,
donation, transfer
money to bank,
interest,

Discounts/Offers/Pr
omotions, Providing
Salary, Add money
(from card), Add
money (from bank)

Topic Areas

Schedule

This course
will end
within 4
weeks (28-
30 days).

Schedule

Course
time
duration
90 minutes
course.

Course
time
duration

Assignment summary

Learning #1 - Knowing
about advanced features &
their importance ( 10 min)
Learning #2 - How to use
make payment features(8
min)

Learning #3 - How to use bill
payment (8 min)

Learning #4- How to use
remittance ( 8 min)
Learning #5 - How to use
donation (8 min)

Learning #6 -How to use
transfer money to bank (8
min)

Learning #7 - How to use
interest (8 min)

Learning #8 - How to use
Discounts/Offers/Promotio
ns (8 min)

Learning #9 - How to use
Providing salary (8 min)
Learning #10 - How to use
Add money (from bank &
from card) (8 min)

- Recap (8 min)

Assignment summary
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Course
Name

Basic
Internet
Banking
Understan
ding

Course
Name

What will the
learners learn

- This course is
designed to
give a basic
understandin
g of internet
banking usage
to MSME
owners

- Through this
course these
segment  of
people will be
able to
operate
internet
banking on a
basic level
after finishing
this course

What will the
learners learn

Requirement

No
Requirement
except,

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

Description

This course
will help the
illiterate
MSME
owners to
understand
the
importance
of using
ineternet
banking and
teach them
how to
operate
internet
banking

Description

Topic Areas

- Maintaining an

internet bank
account

- Basic internet
banking
fundamental

understanding

Topic Areas

Schedule

This course

will end
within 2
weeks (14
days
course).
Schedule

Course
time
duration
50 minutes
course.

Course
time
duration

Assignment summary

Learning #1 - How to open
an internet bank account (
10 min)
Learning #2 - How to set pin
(5 min)

Learning #3 - Internet
banking components (10
min)

Learning  #4- Internet
banking importance ( 10
min)

Learning #5 - Internet
bankings available features
(10 min)

- Recap (5 min)

Assignment summary
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Course
Name

Intermedia
ry Internet
banking
Usage

What will the
learners learn

- This course is
designed to
give a
intermediary
understandin
g of internet
banking usage
to those who
only  knows
internet
banking
through the
previous
course

- Through this
course these
segment  of
people will be
able to
operate
internet
banking on a
intermediary
level
efficiently
after finishing
this course

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

This course
will help the
illiterate
MSME
owners to
use internet
banking
platform in
a level
which is
advanced
than the
basic usage
of internet
banking
which is
covered in
previous
course.

Topic Areas

- Using internet
banking basic
features

- Up-to-date
account, check
balance, ATM &

bank locator, View
account statements
online

Schedule

This course

will end
within 2
weeks (14
days
course).

Course
time
duration
45 minutes
course.

Assignment summary

Learning #1 - Knowing
about all features ( 10 min)
Learning #2 - How to use
up-to-date account (10 min)
Learning #3 - How to check
balance (5 min)

Learning #4- How to use
ATM & bank locator ( 5 min)
Learning #5 - How to use
View account statements
online (10 min)

- Recap (5 min)
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Course
Name

Course
Name

Advance
Internet
Banking
Usage

What will the
learners learn

What will the
learners learn

- This course is

designed to
give an
advance

understandin
g of internet
banking usage
to those who
knows
intermediary
internet
banking usage
through the
previous
course

- Through this
course these
segment  of
people will be
able to
operate
internet
banking on an
advance level
efficiently
after finishing
this course

Requirement

Requirement

- Should
finish
previous
intermediary
course

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Description

Description

This course
will help the
MSME
owners to
use internet
banking
platform in
a level
which is
advanced
usage of
internet
banking

Topic Areas

Topic Areas

internet
advanced

- Using
banking
features
- Account-to-
account transfer,
Person-to-person

transfer, Bank-to-
bank transfer,
Mobile deposit,
Cleared check
images, Online bill
pay, Cards control
services, Fraud alerts

Schedule

Schedule

This course
will end
within 4
weeks (28-
30 days
course).

Course
time
duration
Course
time
duration
95 minutes
course.

Assignment summary

Assignment summary

Learning #1 - Knowing
about advanced features &
their importance ( 10 min)
Learning #2 - How to use
Account-to-account
transfer (10 min)

Learning #3 - How to use
Person-to-person transfer
(10 min)

Learning #4- How to use
Bank-to-bank transfer ( 10
min)

Learning #5 - How to use
Mobile deposit (10 min)
Learning #6 -How to use
Cleared check images (10
min)

Learning #7 - How to use
Online bill pay (10 min)
Learning #8 - How to use
Cards control services(10
min)

Learning #9 - How to use
Fraud alerts (10 min)

- Recap (5 min)

Rationale for courses:

o Basic Smartpho

only 58% MSME

first course in tt

o Intermediary M

shows that only

88ourse is in the

o Advance MFS U
content.

o Basic Internet



Course What will the Requirement
Name learners learn
Course What will the Requirement
Name learners learn
Basic - This courseis = No
Fintech designed to Requirement
Understan  give a basic except,
ding understandin - Should be a
g of FinTech MSME
usage Business
- Through this Owner
course these - Should be
segment  of enthusiastic
people will be
able to
operate
FinTech
efficiently
after finishing
this course
Course What will the Requirement
Name learners learn

sage: As of the table for availability of smartphone shows,
ners have currently, this course is therefore placed as the
ontent

Jsage: As the “ Usage of financial services on various”
1% MSME owners use the MFS platforms so therefore this
ent.

2: After the previous course, they will see this course in the

ing Understanding: Zero percent of MSME owners do

Description

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
FinTech and
teach them
how to
operate a
FinTech
account

Description

Topic Areas

Topic Areas

- Maintaining a
FinTech app and
account
- Basic
functionality
understanding

FinTech

Topic Areas

Schedule

Schedule

This course
will end
within 2
weeks (14
days
course).

Schedule

Course
time
duration

Course
time
duration
50 minutes
course.

Course
time
duration

Assignment summary

Assignment summary

Learning #1 - How to open a
FinTech account ( 10 min)
Learning #2 - How to set pin
(5 min)

Learning #3 - FinTech
components (10 min)
Learning #4- Understanding
FinTech importance ( 10
min)

Learning #5 - FinTech's
available features (10 min)
- Recap (5 min)

Assignment summary
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Course
Name

Intermedia
ry Fintech
Usage

Course
Name

What will the
learners learn

- This course is
designed to
give a
intermediary
understandin
g of Fintech
usage to those
who only
knows Fintech
through the
previous
course

- Through this
course these
segment  of
people will be
able to
operate
Fintech on a
intermediary
level
efficiently
after finishing
this course

What will the
learners learn

- This course is
designed to

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

- Should
finish

Description = Topic Areas

This course -
will help the
MSME
owners to
use the
Fintech
platform in
a level
which is
advanced
than the
basic usage
of Fintech
which is
covered in
the
previous
course.

Using Fintech's
basic features

- Maintaining cash
balance, regular cash
flow calculation,
receivable
calculation

Description = Topic Areas

This course -
will help the

Using  FinTech
advanced features

Schedule

This course

will end
within 2
weeks (14
days
course).
Schedule

This course
will end

Course
time
duration
45 minutes
course.

Course
time
duration
40 minutes
course.

Assignment summary

Learning #1 - Knowing
about all features ( 10 min)
Learning #2 - How to use
maintain cash balance (10
min)

Learning #3 - How to regular
cash flow calculation (10
min)

Learning #4 - How to use
receivable calculation (10
min)

- Recap (5 min)

Assignment summary
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Course
Name

Advance
Fintech
Usage

Course
Name

What will the
learners learn

give an
advance
understandin
g of FinTech
usage to those
who  knows
intermediary
internet
banking usage
through the
previous
course

- Through this
course these
segment  of
people will be
able to
operate
FinTech on an
advance level
efficiently
after finishing
this course

What will the
learners learn

Requirement

previous
intermediary
course

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

Description

MSME
owners to
use FinTech
platform in
a level
which is
advanced
usage of
FinTech

Description

Topic Areas

- Adding customers,
Sharing their bill
digitally, Generating
inflow-outflow

report, Mobile
banking based
payment

Topic Areas

Schedule

within
weeks
days
course).

Schedule

2
(14

Course
time
duration

Course
time
duration

Assignment summary

Learning #1 - Knowing
about advanced features &
their importance ( 10 min)
Learning #2 - How to Add
customers (10 min)
Learning #3 - How to share
the bill to
customers/suppliers
digitally (10 min)

Learning #4- How to
useMobile banking based
payment ( 10 min)

- Recap (5 min)

Assignment summary
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Course
Name

Savings
Digital
Savings

&

Understan

ding

Course
Name

Digital
Savings
Compone
ts
platforms

n
&

What will the
learners learn

- This course is
designed to
give a basic
understandin
g of savings
usage

- Through this
course these
segment  of
people will be
able to
operate
savings
efficiently
after finishing
this course

What will the
learners learn

- This course is
designed to
give
understandin
g of savings
components
and platforms
- Through this
course these

Requirement

No
Requirement
except,

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
savings and
teach them
how to do
savings
digitally

Description

This course
will help the
MSME
owners to
understand
the savings
platforms
and teach
them how

Topic Areas

- Maintaining savings

digitally

- Basic savings
functionality &
components

understanding

Topic Areas

- Maintaining savings

digitally
- Savings platforms
- Adding bank

account to digital
platform, Cash out

from the wallet,
Take the interest
timely dgitally

Schedule
This course
will end
within 2
weeks (14
days
course).
Schedule
This course
will end
within 2
weeks (14
days
course).

Course
time
duration
45 minutes
course.

Course
time
duration
40 minutes
course.

Assignment summary

Learning #1 - How to save
money digitally ( 10 min)
Learning #2 - Where to save
digitally (10 min)

Learning #3 - Savings
components (10 min)
Learning #4- Understanding
savings importance ( 10
min)

- Recap (5 min)

Assignment summary

Learning #1 - How to adding
bank account ( 10 min)

Learning #2 - Where to cash
out from the wallet (10 min)

Learning #3 - Take the
interest timely digitally(10
min)

- Recap (10 min)
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Course
Name

Course
Name

Digital
Savings
products
(DPS, FDR,
Micro
Saving,
Nano
Savings)

What will the
learners learn

segment  of
people will be
able to use
savings
platforms
efficiently
after finishing
this course

What will the
learners learn

- This course is

designed to
give
understandin
g of digital
savings
products

- Through this
course these
segment  of
people will be
able to wuse
digital savings
products
efficiently
after finishing
this course

Requirement

- Should be
enthusiastic

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

to do
savings
digitally in
those
platforms

Description

This course
will help the
MSME
owners to
understand
the digital
savings
products
and teach
them how
to use tem

Topic Areas

Topic Areas

- Maintaining savings
digitally

- DPS

-FDR

- Micro Saving

- Nano saving

Schedule

Schedule

This course
will end
within 2
weeks (14
days
course).

Course
time
duration

Course
time
duration
50 minutes
course.

Assignment summary

Assignment summary

Learning #1 - How to use
digital DPS ( 10 min)
Learning #2 - How to use
digital FDR (10 min)
Learning #3 - How to use
digital Micro saving(10 min)
Learning #4 - How to use
nano saving ( 10 min)

- Recap (10 min)
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Course
Name

Course
Name

Saving
digitally at
MFS

Course
Name

What will the
learners learn

What will the
learners learn

- This course is
designed to
give
understandin
g of savings at
MFS

- Through this
course these
segment  of
people will be

able to
operate
savings
efficiently at
MFS after
finishing  this
course
What will the

learners learn

Requirement

Requirement

-Should finish
the previous
course &
MES courses
- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

Description

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
savings and
teach them
how to do
savings at
MFS

Description

Topic Areas

Topic Areas

- Maintaining savings

at MFS platform

Topic Areas

Schedule

Schedule

This course
will end
within 2
weeks (14
days
course).

Schedule

Course
time
duration
Course
time
duration
35 minutes
course.

Course
time
duration

Assignment summary

Assignment summary

Learning #1 - How to save
money at MFS ( 10 min)

Learning #2 - Available MFS
platforms to save money

(10 min)
Learning #3 - Taking
interest from MFS savings
(10 min)

- Recap (5 min)

Assignment summary
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Course
Name

Saving

digitally at

Banks

Course
Name

Understan

ding
Loan
Digital
Loan

of
&

What will the
learners learn

- This course is
designed to
give
understandin
g of savings at
banks

- Through this
course these
segment  of
people will be

able to
operate digital
savings

efficiently at
banks  after
finishing  this
course

What will the

learners learn

- This course is
designed to
give a basic
understandin

g of loan &
digital loan
usage

- Through this
course these

Requirement

-Should finish
the previous
course &
bank courses
- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

No
Requirement
except,

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
savings and
teach them
how to do
savings at
bank
digitally

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
loan &

Topic Areas

- Maintaining savings

at banking (digital)

platform

Topic Areas

- Maintaining

digitally

- Basic
functionality
components

understanding

loan

loan
&

Schedule
This course
will end
within 2
weeks (14
days
course).
Schedule
This course
will end
within 2
weeks (14
days
course).

Course
time
duration
35 minutes
course.

Course
time
duration
45 minutes
course.

Assignment summary

Learning #1 - How to save
money at bank digitally ( 10
min)

Learning #2 - Available
digital bank platforms to
save money (10 min)
Learning #3 - Taking
interest from bank (digital)
savings (10 min)

- Recap (5 min)

Assignment summary

Learning #1 - How to take
loan digitally ( 10 min)
Learning #2 - Where to take
loan digitally (10 min)
Learning #3 -
components (10 min)
Learning #4- Understanding
digital loans' importance (
10 min)

Loan
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Course
Name

Course
Name

Digital

Loan
Componen
ts &
platforms

What will the
learners learn

segment  of
people will be

able to
operate loan
& digital loan
efficiently

after finishing
this course

What will the

learners learn

- This course is
designed to
give
understandin
g of loans
components
and platforms
- Through this
course these
segment  of
people will be
able to use
loans
platforms
efficiently
after finishing
this course

Requirement

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

digital loan
and teach
them how
to take
loans
digitally

Description

This course
will help the
MSME

owners to
understand
the digital
loans

platforms
and teach
them how
to take
loans

digitally

from those
platforms

Topic Areas

Topic Areas

- Maintaining savings

digitally
- Savings platforms
- Adding bank

account to digital
platform, Cash out

from the wallet,
Take the interest
timely dgitally

Schedule

Schedule

This course
will end
within 2
weeks (14
days
course).

Course
time
duration

Course
time
duration
40 minutes
course.

Assignment summary

- Recap (5 min)

Assignment summary

Learning #1 - How to adding
bank account to take loan (
10 min)

Learning #2 - How to
deposit loan installment (10
min)

Learning #3 - Deposit the
installment timely
digitally(10 min)

- Recap (10 min)
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Course
Name

Course
Name

Digital
Loan
products
(Short term
loan, Long
term loan,
Micro loan,
Nano loan)

Course
Name

What will the
learners learn

What will the
learners learn

- This course is
designed to
give
understandin
g of digital
loan products
- Through this
course these
segment  of
people will be
able to use
digital loan
products
efficiently
after finishing
this course

What will the
learners learn

Requirement

Requirement

- Should
finish the
previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

Description

Description

This course
will help the
MSME
owners to
understand
the digital
loan
products
and teach
them how
to use them

Description

Topic Areas

Topic Areas

- Maintaining loans
digitally

- Short term loan,
-Long term loan,
-Micro loan,

-Nano loan

Topic Areas

Schedule

Schedule

This course
will end
within 4
weeks (28-
30days
course).

Schedule

Course
time
duration
Course
time
duration
100
minutes
course.

Course
time
duration

Assignment summary

Assignment summary

Learning #1 - How to use
digital loans ( 10 min)
Learning #2 - How to use
digital short term loan (20
min)

Learning #3 - How to use
digital long term loan ( 20
min)

Learning #4 - How to use
digital Micro saving(20 min)
Learning #5 - How to use
nano saving (20 min)

- Recap (10 min)

Assignment summary
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Course
Name

Borrowing
digitally
from MFS

Course
Name

Borrowing
digitally
from Bank

What will the
learners learn

- This course is
designed to
give

understandin
g of loans at
MFS

- Through this
course these
segment  of
people will be
able to
operate loans
efficiently at

MFS after
finishing  this
course

What will the

learners learn

- This course is
designed to
give
understandin
g of taking
loan digitally
from banks

- Through this
course these

Requirement

-Should finish
the previous
course &
MES courses
- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

-Should finish
the previous
course &
bank courses
- Should be a
MSME
Business
Owner

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
loans and
teach them
how to take
loans from
MFS

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
loans and

Topic Areas

- Maintaining loans
at MFS platform

Topic Areas

- Maintaining loans
at banking (digital)
platform

Schedule
This course
will end
within 2
weeks (14
days
course).
Schedule
This course
will end
within 2
weeks (14
days
course).

Course
time
duration
35 minutes
course.

Course
time
duration
35 minutes
course.

Assignment summary

Learning #1 - How to take
loans from MFS ( 10 min)
Learning #2 - Available MFS
platforms to take loans (10
min)

Learning #3 - Depositing
installment timely at MFS
(10 min)

- Recap (5 min)

Assignment summary

Learning #1 - How to save
money at bank digitally ( 10
min)

Learning #2 - Available
digital bank platforms to
save money (10 min)
Learning #3 - Depositing
installment timely at banks
digitally (10 min)
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Course
Name
Course
Name
Understan
ding of
Insurance
& the
digital
componen
ts of
Insurance

What will the
learners learn

segment  of
people will be
able to
operate digital
loans

efficiently at

banks after
finishing this
course

What will the

learners learn

- This course is
designed to
give a basic
understandin

g of insurance

& digital
insurance's
usage

- Through this
course these
segment  of
people will be

able to
operate
insurance &
digital
insurance

Requirement

- Should be
enthusiastic

Requirement

No
Requirement
except,

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Description

teach them
how to take
loans from
bank
digitally

Description

This course
will help the
MSME
owners to
understand
the
importance
of using
insurance &
digital
insurance
and teach
them how
to take
insurance
digitally

Topic Areas

Topic Areas

- Basic knowledge
about insurance

- Basic insurance
functionality &
components
understanding

- MSME specific
insurances

Schedule

Schedule

This course

will end
within 2
weeks (14
days
course).

Course
time
duration

Course
time
duration
50 minutes
course.

Assignment summary

- Recap (5 min)

Assignment summary

Learning #1 - What is
insurance ( 10 min)
Learning #2 - Importance of
insurance & its benefits(10
min)

Learning #3 - MSME sector

specific available
insurances (10 min)

Learning #4 -
Understanding digital
insurance importance,
components of  digital
insurance & from

where/which company to
avail a digital insurance ( 15
min)

- Recap (5 min)
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Course
Name

Course
Name

Availing
insurance
digitally

What will the
learners learn

efficiently

after finishing
this course

What will the
learners learn

- This course is

designed to
give a
knowledge

about how to
avail
insurance

- Through this
course these
segment  of
people will be
able to avail
digital
insurance &
also can do
every detail
works related
to insurance
efficiently
after finishing
this course

Requirement

Requirement

- Should end
the previous
course

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

Description

This course
will help the
MSME
owners to
avail digital
insurance
and teach
them how
to do
insurance
related
every works
digitally

Topic Areas

Topic Areas

- Advance
knowledge about
insurance availing

- depositing
premium digitally

- Claiming  the
matured insurance
digitally

Schedule

Schedule

This course

will end
within 2
weeks (14
days
course).

Course
time
duration

Course
time
duration
45 minutes
course.

Assignment summary

Assignment summary

Learning #1 - How to take
insurance digitally ( 10 min)
Learning #2 - From Where
to take insurance digitally

(10 min)
Learning #3 - How to
deposit the premiums

digitally (10 min)

Learning #4 - Claiming the
matured insurance digitally
at any banks through digital
platforms( 10 min)

- Recap (5 min)
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Course
Name

Course
Name

Understan
ding
Investment

Course
Name

What will the
learners learn

What will the
learners learn

- This course is
designed to
give a basic
understandin
g of
Investment

- Through this
course these
segment  of
people will be
able to get a
basic
knowledge on

invest  after
finishing  this
course

What will the

learners learn

Requirement

Requirement

- No
requirement
s except

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Requirement

Description

Description

This course
will help the
MSME
owners to
understand
the detailed
knowledge
&
importance
of
Investment
and teach
them how
to make
investment

properly

Description

Topic Areas

Topic Areas

- Basic knowledge
about Investment

- Basic Investment
properties
understanding

- MSME related
investment

Topic Areas

Schedule

Schedule

This course

will end
within 3
weeks (21
days
course).
Schedule

Course
time
duration
Course
time
duration
65 minutes
course.

Course
time
duration

Assignment summary

Assignment summary

Learning #1 - What is
Investment ( 10 min)
Learning #2 - Importance of
Investment & its
benefits(10 min)

Learning #3 - MSME sector

specific Investment (10
min)
Learning #4 -

Understanding Investment
importance, components of
Investment ( 15 min)
Learning #5 - Investment
opportunities (15 min)

- Recap (5 min)

Assignment summary
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Course
Name
Understan
ding
investment
criteria &
expansion
of Business
Course
Name

What will the
learners learn

- This course is
designed to
give a basic
understandin
g of
Investment
criterias and
calculation
Understandin
g about
business
expansion

- Through this
course these
segment  of
people will be

able to get
knowledge
about invest
criterias after
finishing  this
course
What will the

learners learn

Requirement

- Should be
done the
previous
course

- Should be a
MSME
Business
Owner

- Should be
enthusiastic

Requirement

Description

This course
will help the
MSME

owners to
understand
the detailed
knowledge
about

Investment
criterias &
how and
when to
expand

business to
avoid risks

properly

Description

Topic Areas

- Intermediary
knowledge  about
Investment
- Knowledge on
business expansion
- MSME related
investment
opprotunities

Topic Areas

Schedule

This course

will end
within 4
weeks (28-
30 days
course).
Schedule

Course
time
duration
100
minutes
course.

Course
time
duration

Assignment summary

Learning #1 - What are
Investment criterias ( 25
min)

Learning #2 - What is Risk
(20 min)

Learning #3 - Psychology of
taking risk (25 min)

Learning #4 - When to
expand business (25 min)

Learning #5 - Expansion
oriented Investment

opportunities (25 min)
- Recap (5 min)

Assignment summary
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Course
Name

Basic
business
starting
elements

What will the
learners learn

- This course is
designed to
give a basic
understandin
g what
elements are
needed to
start the
businesses
(Trade license,
TIN
certificate,
BIN
certificate,
NID card,
Chairman
Certificate)

- Through this
course these
segment  of
people will be
able to get a
basic
knowledge on
invest  after
finishing this
course

Requirement

- No
requirement
s except

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

This course
will help the
MSME
owners to
understand
the basic
knowledge
about
business
starting
necessary
elements
and teach
them how
to make get
them
digitally

Topic Areas

- Basic knowledge
about business
starting elements

- Helping of these
elements

- Getting
digitally

- Paying for them
digitally

them

Schedule
This course
will end
within 3
weeks (21
days
course).

Course
time
duration
65 minutes
course.

Assignment summary

Learning #1 - What are
business starting elements (
10 min)

Learning #2 - How these
elements help a business
(10 min)

Learning #3 - How to get
them digitally (25 min)
Learning #4 - How to pay for
them digitally ( 15 min)

- Recap (5 min)
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Course
Name

Course
Name

Introductio
n to
Governme
nt's Digital
Services &
Platforms

and their
purposes

What will the
learners learn

What will the
learners learn

- This course is
designed to
give the
knowledge
about
available
govenment
digitalm
services and
platform

- Through this
course these
segment  of
people will be
able to get a
basic
knowledge
about all
digital services
and platform
and also can
take services
from these
platforms
digitally after
finishing this
course

Requirement

Requirement

- No
requirement
s except

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

Description

This course
will help the
MSME
owners to
understand
the basic
knowledge
about all
digital
services and
platform
and teach
them how
to get the
services
digitally

Topic Areas

Topic Areas

- Government digital
services
- Government digital

platforms
- Taking services
from these
platforms

Schedule

Schedule

This course

will end
within 3
weeks (21
days
course).

Course
time
duration
Course
time
duration
65 minutes
course

Assignment summary

Assignment summary

Learning #1 - What are the
available government
digital services ( 10 min)
Learning #2 - What are the
available government
platforms (10 min)
Learning #3 - How to get the
services from the relevant
platforms digitally (25 min)
Learning #4 - How to pay for
them digitally ( 15 min)

- Recap (5 min)
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Course
Name

Course
Name

Utilizing
necessary
governmen
t offices
support

What will the
learners learn

What will the
learners learn

- This course is
designed to
give the
knowledge
about
available
govenment
offices

- Through this
course these
segment  of
people will be

able to get
detailed
knowledge
about all
government
offices, how
these offices
work, the
location,

purposes and
also can take
services from
these offices

Requirement

Requirement

- No
requirement
s except

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

Description

This course
will help the
MSME
owners to
know about
all
government
offices and
teach them
how to get
the services
from these
offices

Topic Areas

Topic Areas

- Government offices
- Taking services
from these offices

Schedule

Schedule

This course

will end
within 3
weeks (21
days
course).

Course
time
duration

Course
time
duration
60 minutes
course.

Assignment summary

Assignment summary

Learning #1 - What are the
available government
offices (30 min)
Learning #2 - How to get the
services from the relevant
offices (25 min)
- Recap (5 min)
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Course
Name

Course
Name

Introductio
n to Union
Digital
Centers
(UDC)

What will the
learners learn

after finishing
this course

What will the
learners learn

- This course is
designed to
give the
knowledge
about UDC &
its all
functionality
- Through this
course these
segment  of
people will be
able to get
detailed
knowledge
about UDC,
the locations,
purposes and
also can take
services from

uDC after
finishing this
course

Requirement

Requirement

- No
requirement
s except

- Should be a
MSME
Business
Owner

- Should be

enthusiastic

Description

Description

This course
will help the
MSME
owners to
know about
uDC and
teach them
how to get
the services
from UDC

Topic Areas

Topic Areas

- About UDC

- Purposes of UDC

- Taking services
from UDC

Schedule

Schedule

This course

will end
within 2
weeks (14
days
course).

Course
time
duration

Course
time
duration
17 minutes
course.

Assignment summary

Assignment summary

Learning #1 - What is UDC
(10 min)

Learning #2 - What is the
purpose of UDC (5 min)
Learning #2 - How to get the
services from the UDC (5
min)

- Recap (2 min)
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> #7 - How to use
ill pay (10 min)

> #8 - How to use
ontrol services(10

> #9 - How to use
erts (10 min)
(5 min)

e

this course

Course What will the Requirement
Name learners learn

e Rationale for courses:

o

O

O O O O O O

Basic Smartphone Usage: As of the table for availability of smartphone shows,

only 58% MSME owners have currently, this course is therefore placed as the

first course in this content

Intermediary MFS Usage: As the “ Usage of financial services on various”

shows that only 32.91% MSME owners use the MFS platforms so therefore this
88ourse is in the content.

Advance MFS Usage: After the previous course, they will see this course in the

content.

Basic Internet Banking Understanding: Zero percent of MSME owners do

internet banking. Thus this course is very important for them.

Intermediary Internet banking Usage: Same as before

Advance Internet Banking Usage: Same as before

Basic Fintech Understanding: Same as before

Intermediary Fintech Usage: Same as before

Advance Fintech Usage: Same as before

Savings & Digital Savings Understanding: According to the table “Usage of

services provided by bank/non-bank”, a mere 26% of MSME owners save at

banks, only 3% people use MFS for savings and thus it is important to teach

them about savings & digital savings through this content.

Digital Savings Components & platforms: Same as before

Digital Savings products (DPS, FDR, Micro Saving, Nano Savings): Same as

before

Saving digitally at MFS: Same as before

Saving digitally at Banks: Same as before

Understanding of Loan & Digital Loan: According to the table “Usage of

services provided by bank/non-bank”, it is understood that approximately 25%

MSME owners use loan products therefore this course is added in the content

to teach them about loan and digital loans.

Digital Loan Components & platforms: Same as before

Digital Loan products (Short term loan, Long term loan, Micro loan, Nano loan):

Same as before

Borrowing digitally from MFS: Same as before

Borrowing digitally from Bank: Same as before

Understanding of Insurance & the digital components of Insurance: From the

study, it is understood that in MSME sectors the insurance penetration is

almost non existing. Therefore teaching them about insurance is very

important and thus this course is included in the content.

Availing insurance digitally: Same as before

Understanding Investment: Globally Investment is a very much discussed topic

in the MSME sector, therefore though the national representative did not

include this line of questions in the survey, this study suggests this relevant

course for MSME owners.

Understanding investment criteria & expansion of Business: Same as before

Basic business starting elements: It is seen through the FGDs, KlIs that many

of the MSME don’t know about many basic elements of business such as Trade
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license, TIN certificate, BIN certificate, NID card etc. Therefore the reason for
including this content is very much relevant in the outline.

o Introduction to Government's Digital Services & Platforms and their purposes:
The government of Bangladesh has introduced many digital services and
platforms for MSMEs but as many of them do not know them properly and it is
also found out in the table, “Online government service usage”, 89% MSME
owners do not know about any government services at all. Therefore this
course is included in the content outline.

o Utilizing necessary government offices support: Many MSME owners agreed
that they do not know about many government offices. So the relevance of this
course is positive with the content outline.

o Introduction to Union Digital Centers (UDC): There are 8280 UDCs in
Bangladesh which is a very helpful and necessary project of the Government
of Bangladesh which provides services at the union level of the nation. But
there are many reasons such as unavailability of UDC is the reason why people
do not have awareness about UDC at a minimal rate. Thus this course is
included in the content.

Certification: After completion of any course, the MSME owners will have a certificate
which can help them to get several services such as getting lending from bank at a
lower rate, savings scheme at a higher rate, insurance benefit at cheaper premium,
specific business related consultancy from government offices, technical assistance,
etc. by showing this certificate as an added document at every relevant places.
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Survey Instrument

Sl. Question Structure for Question Structure for
response collection response
(description/commen collection
tin ltalic) (description/com
ment in Italic)
1 |Full name MUST BE written in | *fcaT a0 SerafeT Sy (ealr
English o
2 |Age Will be collected T fgae e e w4t
twice as: EICH
*Age in number Number =5t 751
- Date of birth e
Constraints should be a3 6 Taq -
added, if possible, to b Ted
check if these two o =31 TR e, I
answers match T T O AN
J& 91 Tho
3 |Gender 1. Male feret 1. 7%
2. Female 2. wfFer
3. Third Gender 3. oo frr
99. Others (please 99
specify) . g (T <0
ffne Tw)
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Education 0. lliiterate (cannot | 0. e (Arece A
read or write) FrITS =41 1)
1. Primary (Grade 5 or 1. e (o 5 41
below) '
2. Secondary (Grade o )
10 or below) 2. gfie (cas 10
3. SSC or equivalent SR ()
4. HSC or equivalent 3. 94T At STTYEy
5. Honors or 4. S5 A ST
equivalent
6. Masters or SRR R
equivalent 6. FFBT I A
7. 7. s/ feTm
Technical/vocational b
8. Adult/non-formal Sffo T
education (can T
read/write/sign)
(oroTe/ et /7iew
FACO A1)
Marital Status 1. Married [SALESACRE 1. f@ifzs
2. Unmarried 2. sfifew
3. Separated
4. Divorced 3. e
5. Widow/ Widower 4. oFTreeNY
5. fal/ fe=
Contact Number Constraints should be |@emces 95/ (19 [(FIerwi@ 17572201
added to ensure only |=miw AfofeFar a2 w1 20
11-digit responses ! e T4 &=
will be accepted, ST T w1
otherW|‘se error will be s, weT =B
shown immediately Sroseia At
2E
Type of area 1. Avillage, hamlet or |9eTI<eI < 1. @ alfs, ZICEs A
rural area (fewer than s et (3,000
3,000 people) 58 T T
2. A small town
(3,000 to about 2. o 26 121
15,000 people) (3,000 2t &
3. A town (15,000 to 15,000 c=Tr%)
about 100,000 3. = =27 (15,000
people) 2% 211 100,000
4. A city (100,000 to
about 1,000,000 ()
people) 8. @3 27
5. A large city (with (50,00,000 (AT 2
over 1,000,000 G TG FgF)
people) ¢. 935 929 127 (4
GRS @ T
72)
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8 |Ward/ Village MUST BE written in |31/ & Fsfers w2 foree
English, supervisors R, PARSIZTRM
will be instructed to AR T G2 (BT
communicate correct o817 ST Sl
spelling with the ot S A5
enumerators during e | e
training and before e _
the data collection o et
starts

9 |Upazila Will be specified in | &te T B0 (I &fF7
KoBo/ SurveyCTO if fifers e 391 2|
possible. If not, MUST o o1 7 77 o TR
BE written in English ERWW%%

10 [District Will be specified in et G 30 (S @it
KoBo/ SurveyCTO if Sfers BT 59 21|
possible. If not, MUST o o o1 79 O SRR
BE written in English Emm%ﬁﬁ

11 |Division Will be specified in  |Remf IC/ @it Biibers
KoBo/ SurveyCTO ffne w4 203

12 |Do you have NID? (only |1. Yes oM R aeiaf wi? (1. 2t

for adult) 2.No (& eigmEmE &) |2, A
3. Applied for it, didn't o, B3 & S{ca T
get it yet o -
AR, 9 948 (e
B
13 |Do you use a 1. l use feature phone |[3°[ & @36 O |1, wifsr Revia vl
smartphone? 2.Yes 2R FEA? RIRREEE
3. No 2. o
4. | use other's 3 ar
smartphone '
P 8. SIfS ST G
RISEERE]

14 [Name of Business RIS AN

15 [Type of Business 1. Manufacturing RIAKIEREC 1. TeAm=
2. Service 2. S
3. Trading 3. cofe
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16 [Sector 1. Agro- T 1. araieiie/ ufe-
processing/agri- A
business/plantation v/ Rerfie
agriculture/specialist )
farming/tissue- /BT
culture 2. fewiza,

2. Designer, JFSICI BICeTe,
aesthetically- e Sy a3
challengciingf,fpersonal oIS, I

wear and effects, 5
Fashion = 5 \"o

3. Educational 4. TG R
Services o<

4. Electronics and 5. zafg ¥32 [y U
Electrical 6. YIoe @32

5. Handicrafts and RO GasEe
Miscellaneous Sector 7. TR a7 R
6. Handloom and 8. . )
Specialized Textile o PSR R

7. Healthcare and (ST Comee
Diagonostic 9. HIET (O ¥R

8. Knitwear and BB (AT
Readymade Garments 10. 2t 3w
0. Ler?ther Mjking and @32 4Ig &
Leather Goods R

10. Light Engineering %:t - =

and Metal Working

11. Plastics and Other 99. g (A I
Synthetics 72 )

99. Others (Please

specify)

17 |Year of Establishment GISEIEEEE]

18 |Number of Employees S AL

19 [Amount of Investment |0. If possible please |2V S BCCE e 0. M 187 23 v
specify iR
12. 1BSIO;V51IO lac 1.10 =% 35

.10-75lac
3.75lac-2 crore 2.10-75 =
4.2 crore - 15 crore 3. 75 &% - 2 (i
5. 15 crore - 30 crore 4.2 - 15 i
6. 30 crore - 50 crore 5. 15 =i - 30 =it
7. Above 50 crore 6. 30 =% - 50 (=i
7. 50 =1l Sta
20 |Type of Legal 1. Sole Proprietorship |2 Feieeitas e 1. @F3q FlferRm=T
Certification 2. Private Limited 2. sii3reh Rvte
Company e
3. Yet not under any o, T8 (TS
certification e
FIETACER ORI (13
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21

Do you have trade
license?

1. Yes

2. No

3. Yes but it is not
updated

4. Applied but did not
get the trade license
yet

IR [ (G AT

1. 20
2.4
3. ojf o 9 wEh
Al
8. AR T4 ™
SE 9498 (FT AR
AT
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22

Which association are
you affliate with?

99. Others (Please
specify)

98. Not affliated with
any association

1. The Federation of
Bangladesh
Chambers of
Commerce and
Industry (FBCCI)

2. Bangladesh
Garments
Manufacturers &
Exporters Association
(BGMEA)

3. Metropolitan
Chamber of
Commerce and
Industry, Dhaka
(MccCl)

4. Bangladesh
Organic Products
Manufacturers
Association (BOPMA)
5. Bangladesh
Knitwear
Manufacturers &
Exporters Association
(BKMEA)

6. Bangladesh Frozen
Foods Exporters
Association (BFFEA)
7. The ICT Industry
Association of
Bangladesh |
Bangladesh
Computer Samity
(BCS)

8. Bangladesh
Association of
Software and
Information Services
(BASIS)

9. Bangladesh
Association of
Pharmaceutical
Industries (BAPI)

10. Bangladesh
Indenting Agents
Association (BIAA)
11. Bangladesh
Freight Forwarders
Association (BAFFA)

I (TN AR
M Gfow?

99. wifey (T3 F
72 )

98. (FIve
GUAICHCR A
Gow

1. (Tl S=F
QIS (BRITA P
I Tt Zeifg
(aRfreIz)

3. JIECH AT

PRI SIS
GHCAGT AS
(Rferawza)

0. CIGfen (5RR
T FAP I TG,
GieT (@srens)

8. qILTICH offfea<s
CETCIE MHEPT

SRR
(RePiaa)

@. T HBeI
TR 9T
GHCAGT S
(Remasza)

6. AT (FICS
TG GHCAGE S
(Rarazrza)

7. [T FEATEIR
s (Rfras) a9
w2 2oy
SR

b. TFHSAE TS
SRFACT ASH
LT ST
Sl

9. wrifrehee

FCIRG e AT

AT
(RaPrez)

10. =0 SCSF5e
QUEH SCACTN
(Rer249)

5. IRHACTH (F2b
(arr)
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12. Bangladesh
Association of
Construction Industry
(BACI)

13. Bangladesh
Garments
Accessories &
Packaging
Manufacturers &
Exporters Association
(BGAPMEA)

14. Leathergoods &
Footwear
Manufacturers &
Exporters Association
of Bangladesh
(LFMEAB)

15. Bangladesh
Tanners Association
(BTA)

16. Bangladesh Fruits,
Vegetables & Allied
Products Exporters
Association
(BFVAPEA)

17. Bangladesh Ship
Breakers Association
(BSBA)

18. Bangladesh Jute
Mills Association
(BJMA)

19. Bangladesh Jute
Spinners Association
(BJSA)

20. Bangladesh Jute
Association (BJA)
21. Bangladesh
Plastic Goods
Manufacturers &
Exporters Association
(BPGMEA)

22. Advertising
Agencies Association
of Bangladesh
(AAAB)

23. Animal Health
Companies
Association of
Bangladesh (AHCAB)
24. Association of
Travel Agents of
Bangladesh (ATAB)

12. iesaem=t
IHCATCT S
PG
Zoiig(Rabes)

13. T oAt
GTIPAT 9T S

TJFIPORIT @8
GFCABR QT

(Rferafraszg)

14. (MRRTH G2
FHSE MIFFIIFEET
aT GHCAGR
SRR e
e
(@eraz a3 aR)

15. e Gyt
e (Rib9)
16. AT F5,
&b s g
CHATGIE TFolPIR
e (Rawfodfia)
17. Aeamers =
T SRR
(ResiRa)

18. e gb fient
AT
(Rrenasa)

19. AT Gb
AT ST
(Rrenasia)

20. AT TG
S (Rrea)
21. e Ao
CHATSIE AgFReBaRT
q9T GFAGR
A
(Riferawza)

22. e Reers
g ST
(9adR)

23. AHATTR
ST (2oL CPTAA
AT
(9azpiaf)
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25. Tour Operators
Association of
Bangladesh (TOAB)
26. Tourism
Developers
Association of
Bangladesh (TDAB)
27. Bangladesh
Association of
International
Recruiting Agencies
(BAIRA)

28. Bangladesh
Foreign Exchange
Dealers Association
(BAFEDA)

29. Bangladesh
Insurance
Association (BIA)
30. Bangladesh
Shrimp and Fish
Foundation (BSFF)
31. Bangladesh
Mudran Shilpa Samity
(BMSS)

32. Animal Health
Companies
Association of
Bangladesh (AHCAB)
33. Women
Entrepreneur
Association of
Bangladesh (WEAB)

24, AR HTes
GTETBT STCATCI
(@faf)

25. B QARG
AT SF
3peatien (CGH)

26. BifRe

(ST
AP o=F
peation (Beaf)

27. Srseiios e
] 1A
Sy (C)
28. e ([
at e ST
(arczer)

29. JreeTer
A ([eiza)

30. Aeene el «ae
Pt FIerTw
(Resiazraw)

31. eetior Jaie gt
aAf (fRawas)

32. IR
St (2t FRgief
SRR
(943pF1aR)

33. et Srapreet
ST o=F
et (TlFasf)
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23 |What products/service AR (I AT/ S
do you sell? fifer wra?
24 |Who are your clients P FICEAT 7O
primarily? &/FE?
25 |What is your 1A SR BifaS
approximate sales turn (i) 12
over (monthly)?
26 |What is your average SRR G FMCSF A
profit margin? I
27 |Who are your primary ST 2R e FRI?
customers?
28 [How well do you think S SIS AP
you know your FO5! ST ST 0
customers? S W FEA?
29 |Who are your primary SRR 2l
suppliers? STRRRIRFIRY/ 22 F?
30 |How well do you think A ST
you know your TRRAIRFINTE FO6! ©leT
suppliers? QC 0T S A
IE?
31 |What are the major AR AR ARG
challenges you face to G A (T IE
run your business? It e for O 2
Clafer T F1?
32 |What support do you 2B ATT (AF S
need from supply side? T L FER?
33 |What support do you e (212F) AiTT (AT
need from demand I (P TN
(customer) side? STAIE?
34 |Do you need credit PR & 8SRRS JER
facility/support for Gy T BT (I Gy
overhead expenses or (@S5 /> (=)
to buy raw materials? wa?
35 |Are you a F-Commerce |1. Yes S & 9T/ RT | 1. o
based business? 2. No fofas ai? 2. 4
3. Not fully f- P
. R @t
commerce based but o
have f-commerce OIS oL I
operations FAPT ST TR
4. Others (please 4. =y (T
specify) 7 zem)
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36 |What is your website  |0. Website Address | 7FK STI11Z5 @0 | 0. STE<eiiEs Bl
address? (Please specify) f? (a1 3C e )
1. Do not have any 1. o STEHES (3
website
2. Do not remember 2. W (R
3. Have domain but ©. COICH ST O
no website (PG GTIAILG (72
99. Others (Please 99. smifey (T T
specify) e 5ee)
37 |What percentage of A AR Rz T
your monthly sales S GTIRAIZG (AP
come from website? sieT? (2i)
(approx)
38 |In which digital outlets |1. Facebook I Fef&B e 1. CPRE
are you available in/sell |2. LinkedIn SICEEBafTe SN |2 frrosy
to? 3. Instagram oIS Ry FE? 3. S
4. Twitter
5. Tiktok 8 IR
98. Not available in 5. bebe
any social media 98. FiNe Aifes
channel G B3ICaCet Tferey
99. Others (please ot
specify) 99. ey (a1 7T
78 )
39 |What percentage of S AR RF e T
your monthly sales TSI (TP (AT SH?
come from Facebook? (=)
(approx)
40 |What percentage of S M REFcaw 79
your monthly sales Aol fFRFTI (AF
come from LinkedIn? ST (241)
(approx)
41 |What percentage of SR N [Fca o
your monthly sales ASIH TPHIA (A
come from Instagram? sieT? (2i7)
(approx)
42 |What percentage of SR N [RFca o
your monthly sales SR PRGIR (AP SAH?
come from Twitter? (2m)
(approx)
43 |What percentage of A AR RF e T
your monthly sales *oex BHFEF (A SN0A?
come from Tiktok? (=)
(approx)
44 |What percentage of oA N R 7o
your monthly sales ST T @I (A
come from 'Others'? w12 (21%)

(approx)
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45 |Do you maintain 1. Yes (Please specify |¥1°f & SyieSele |1, ot (w1 vt wisf
financials/books of what you maintain) RARATST ISIT AACA? | FT I A0 O
accounts? 2. No %2 we)

3. Others (please o ar

specify) ’
o. Sy (73w
72 )

46 |Do you use any digital |1. Yes oA 6 o o |1, o
technology/product for |2. No SFICHSTE AT [ oy
maintaining your 3 Others (please ey (e b= 3 sy (7 o
financial accounts? specify) off/ Colrers a9 o —

F?

47 |Which digital product EICiRICIRe
do you use to maintain ISR G ERPRICEIRIACY
your financial AR (P fSfeBTeT
accounts? (SIS 92 FE?

48 |Why do you use this A () AT S
digital product to SISO @R AR AT
maintain your financial a3 ST corereh
accounts? G2 FEA?

49 [How have you 93 fofebreT carersh
benefitted from using A2 P S Freica
this digital product? Tolpe FCACRA?

50 |What is your perception |1. Very bad Sl SHRPIED T 229 |1, 9@ st
on using digital 2. Bad RIS fGfEGI afe 2. et
technologies to 3. No opinion RIARIEEEERR S AL I R e Y—
maintain financial 4. Good Boferay/ oS 17 '
accounts? 5. Excellent . s S

5. g

51 |Could you please S A B AT R
provide some A g it fwes
explanation on your AT /S @ GG
sqore?/Why do you N
think so?

52 |What is your perception |1. Very bad SEIiee s/ 3FuT 1. 43 TR
on online 2. Bad TSI ST Sofe 917 | 2. Ao
sales/ecommerce? 3. No opinion 3. (T TSI

4. Good '
5. Excellent G G
5. g

53 |Could you please S W P ST CF
provide some A ey 7T e
explanation on your AEN? /S (T G
sgore?/Why do you T FE?
think so?
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54 |What is your perception |1. Very bad Cge e Rew/a- |1, 49 2=
on social media sales/f-|2. Bad 3ifevery AR I 2. st
commerce businesses? |3. No opinion S S S 3. i oS

4. Good '
5. Excellent G G
5. wrg

55 |Could you please S T P ST CF
provide some A ey T e
explanation on your AT? /S (o O
score?/Why do you T FE?
think so? '

56 |Do you buy anything = & SmeTRe g
online? fecace?

57 |What products/services A ST (I
do you buy online? CoTSIE/AS RFrare?

58 |From which of the 1. Banks/Non-bank | (1 7% (At |1, qyieas/w-ay1e
following financial institutions |@i=f4 @i S G921 |wiifds 2fow
organizations/entities 2. MFS FCICRA 2. gNaFaT
havg you used financial (3. FlnTech o, B
services? organizations/Interne ) .

t Banking (DFS) TG/ B e
4. (fGazwa)
MFIs/NGOs/Cooperat 4,

ives INIFEZ/ GTEns /-0
5. Informal channels T

(mohajons, somiti, ¢. SRR ST

etc)

(Fzrem, RS Fepif)

59 |[For the purpose of your P IR ST,
business, Why did you A @ "G/ AT
not take any service gy A P
from "Banks/Non-bank e o
financial institutions"? (RIS AN Co

60 |For the purpose of your SISO,
business, why did you S @ " aNaT T
not take any service T TS T A &7
from "MFS"? '

61 |For the purpose of your P IR ST,
business, why did you S o "G
not ta"kg any service el Bl e
from "FinTech % .
organizations/Internet ([Gawep)” it coms
Banking (DFS)"? A 5 7

62 |For the purpose of your AN A ST,
business, why did you il (e
not take any SerVice "ﬂj&w}‘i‘&/ﬂqﬁ@@/m

from
"MFIs/NGOs/Cooperati
ves"?

T (ACE (TS TS (7
f?
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63 |For the purpose of your AN A ST,
business, why did you S e "SR
not ta"ke any service ST (Te,
from "Informal .,
channels (mohajons, 2N)" AP (S
somiti, etc)"? G 7 72

64 |In which banks do you (I GICF S GIRP
have bank accounts? RIS FCACE? (@I
(can be multiple) 20 )

65 |What product/service |1. Savings products  |512s/==-3jie< if2e 1. oifee cefrerg
did you use/take from |2. Loan products Afopal tE SefN (2. e
Eanks{l\:qn—?.?ntlf , 3. Transactions I ColTorE/sTfe 3. oo

inancial institutions? R
65. |What is your perception |1. It is halal and very |TFIRaRE T=0E |1, ofF 2@ @2 93
a |about Islami Banking? |good o e $1? et

2. Itis good 2. 5 oI
3. Religiously

. o. ¥TTeIT SRt
i|:;erm|’[’[ed so | support o3 i o e 9
4. | opened because 8. RO FTC S
of the peer pressure AT GFTGD 4T
5. 1don't know much ¢. Sy @3 FIF 31
about this & e =
6. 1 only have thel o, S FIT @9
3;2?;tr;til;)ut | don't TS S o A
99. Other (please o1 R
specify) 99. Wy (7 IR

ffne Tw)

66 |Usually, for what AR, S (S
purpose do you take the ST (T 7 T2
loan?

67 |How frequently do you WA O 9 9 4/ |1, &S AR
borrow? =? 2. oS 2 reice

1. Every week

2. Every 2 weeks 3. & 3 A2

3. Every 3 weeks 4. ofS 0T

4. Every month 5. 4fs 2 w;1

5. Every 2 months 6. 5fS 6 T

6. Every 6 months 7. o> 927

7. Every year ' '

99. Others (please 99. sy (e
specify) ffie 72)

68 [For how long did you A FOIACTS G (=
take the loan? (months) fcaT? (315)

69 |What is your average SIS CETITR AR
loan amount? F97?
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70 |How much did you pay SIA FOHIFT (TS
back/do you have to freafRceT/Siemics (e
pay back? firs 27
71 |How many installments o Fob [+ firs
do you have to pay? 7
72 |Were there any 1. Yes (Please specify | ST (I &1 (P |7, 2t (731 FC3 S
guarantors for your who was your NS fizet? MRFGT (P fRCe o
loan? guarantor) e s
2. No 2 ar
73 |Were there any 1. Yes (Please specify |ST*HE T &= (P | 1, 27 (31 3 SN
collateral for your loan? |what did you put as  |&wiwe fer? QIS 2R F
collateral) AT o A <55ee)
2. No 2 ar
74 |Were there any notable |1. No i 213136/ Sra 1.5
terms of loan that you |2. Yes (Please TS HIF G (PG 2. ot (v v Rie
would like to specify) (IR SR Wi )
highlight/mention? "oo? S (T S
Terms that you would P ——
like to change or take
note of? e o
75 |Were there digital 1. Yes, my loan was |7 (T 1. 2, SR T
elements while processed digitally  |sifaei/ et @3 > & | eI e war
repaying/processing 2. Yes, | received My |5 Somimef oo |20
your loan? loan digitally (via 5. o, i s
MFS) S o
3. Yes, | received my '
loan digitally (via DFS (mflwm )
- internet banking) o. i, Sy S
4. Yes, | paid the e foferbifer coicafa
installments digitally (Reamar e -
(via MFS) FHIRCG ieRe)
5. Yes, | paid the .
installments digitally % S Sl el
(via DFS - internet ARSI
banking) IER (9NEFAER
6. Yes, | was able to HIC)
see the status of my ¢. =1, =i ReReafer
loan digitally (via DFS RERABESIE o
- internet banking) % (Foamrarm
7. Yes, | only opened ’ '
my account digitally AT - FHHAD
8. Yes, | was able to EIREN)
apply for the loan . 2T, S S
digitally (e 3 fofebie
98. No, there was no (TS T
digital element )
99. Others (please (e
specify)
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ZHRD TR
STHC)
9. 2, Sifer et SR
SIRFIGOH [STebifer
LTS
b, 2T, S foferbier
(TR Gy ST
FACS THY R
98. I, (I3 fTfEbie
THAMI e AT
99. smiReg (Wl F¢H
78 )
76 |How would you rate 1. Very bad A Freicq fSfebe 1. 97 9=
your experience with 2. Bad TAMTST AL AT |9 gy
the digital elements? 3. Neutral wfeesll (@5 FIE? 3 Fare
4. Good 4
5. Excellent il
5. wirg
77 |Could you please AR 7 S A CFR
provide some A g et fce
explanation on your AT? /S @ GG
score?/Why do you T FT?
think so?
78 |What saving product 1. Regular Savings A (P AT 1. e cifeest
did you specifically Account cefrergh ReTEeir 92 eyl s
use? 2. Fixed Term Deposit |zrzrz? 2. i (T SRS
3. Deposit Plus
Scheme (DPS) 3. © obT
99. Others (Please (fefte)
specify) 99. sy (T v
e )
79 |What was the amount P (LT AT T©
of your savings? fet?
80 |How much money did SN o ARSI 2Iore
you get in addition to ol T Bl CATR?
your principal amount?
81 |For how long did you Sty i AT (LT
save? PCICRA?
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82 |What do you (want to) A eI/ R T

use your savings for? WA TSRt T2
FACS BI?

83 |Were there any digital |1. Yes, | was ableto |¥"FR Gfoet@mee & |1, of wifs fofebi
component to your save digitally (via (IS GBI SAMN (57l 390 %W
savings? MFS) far? 20 (R

2. Yes, | was able to )
save digitally (via DFS .
- internet banking) 3. T, o e
3. Yes, | was able to R PICS T
see the status of my 20 (Bawac
saving digitally (via TS - SBRED
oS e )
i .
4. Yes, | only opened . 3, S oA
my account digitally AT (B TSTE
5. Yes, | was able to (feamae e -
apply for the savings B PR
account digitally T SBIGEG (TS
98. No, there was no SN 3R
digital element 8. 7, W (<<t SR
99. Others (please wﬁﬁ%@?ﬁﬁ
specify)
LTS
¢. of, wifsr foferbifer
OS2 SIFISTHH &=
SNRAN FICS T
207
98. i, i3 fSfEbe
TAMI e A1
99. sy (73 F
78 )

84 |How would you rate 1. Very bad oA Frera Rfeser |1, g et
your experience with 2. Bad TAMITIT AL AL |9 rgpon
the digital elements? 3. No opinion wfeesll (@5 FIE? I

4. Good '
5. Excellent 4. SFT
5. wirg

85 [Could you please A TR I A CFR
provide some I fog R fce
explanation on your AET? /S @ GG
score?/Why do you e
think so?

86 |Do you think using the |1. Not at all, no AR AT IET A |1, (WWhe 7T, @Fe
banking impact at all e oSS/ SR Al (43
product/service has 2. No, it did not YRR FA SO G |3, |, @ e @
impacted your business |impact I TR 2R |3 fraporm
for the good? 3. Neutral R T

R 8. off, @7 g 2fOR fom
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4. Yes, it had some
impact

5. Absolutely, it had
very high impact

¢. o3, @ba 23 T
Ao foet

87 |Could you please AR 7 B AT CFR
provide some A g it fwes
explanation on your AN /A @ GG
sqore?/Why do you S —
think so?

88 |How would you rate 1. Very bad 1L (AT I TG | . g7 2ot
your experience with 2. Bad A FrSIC SR 2. et
making banking 3. No opinion ol (35 FET? I —
transactions? 4. Good 4'

5. Excellent -
5. mE

89 |Could you please A W P A CFI
provide some A g i fwes
explanation on your A? /AR (7 GG
sqore?/Why do you N
think so?

90 |What issues do you 1.1do not face any  |RCPS SHGC (30 1. SIS (S TP
face while making issue TR TR AR (P IO 2T A

transactions via bank? |2. Please specify ST AR 2? 2. vl I BT $5
91 |What banking service SRS S @
would you like to see in iefee AEH (T2 HIN?
the future?
92 (In your opinion, what SPIE TS, (FE T
topic is the most AT TSI G2
important for a person T FTe (I REw
Fo learn about banking BT ST
in general?
93 |In which MFS firmdo  |1. bKash (I TG T 1. R
you have your account |2. Nagad PR SYFICT ICCR? |2, o
with? (multiple select) [3. Rocket (a1 Ffim) e
4. Upay 4. %o
5. SureCash T
6. MyCash 5. Fresr
7. mCash 6. A
98. Others (Please 7. aNFIR
SsEl) 98, s (7T 7T
99. | do not use any
mobile financial Ffte <)
services 99. S cere
CRIZeT Sif ST
R B AT
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94 |Do you use USSD or the [1. My MFS company |31 & 28@a e at |1, @i asiazeas
MFS app? do not have USSD GANITGH ST NFR BTIAPAS (3
2. 1 use USSD only TR FE? 5. sl Cader
3. luse app only Foavasfs e 5%
4. | use both but use
USSD more . S CFT St
5. 1 use both but use R
app more 8. S Tex2 I
31 O TGS
IS @ GIRR I
¢. S Towz 927
33 o3 Syl SiRe
RISREEE
95 |What product/service |1. Send money SIS ANTGT CATF I [, Frwt AT
did you use/take from |2. Bill payment CATOIE/ S =R/ A2 |2, Ret coAesws
MFS? 3. Make payment FECT? S
4. Cash out
5. Mobile recharge 4. TP e
6. Savings 5. CRIEET fvTer
7. Loan 6. G
8. Remittance 7. &
(payoneer, etc) -
9. Donation (NGO v (e,
payment) 2oyfv)
10. Transfer money 9. ceIt (gnfers
(To Bank) CATID)
11. Insurance 10. 5B=R W
12. EMI Payment
13. Zakat Calculator ﬁK?m
14. Store Finder :
(Map) 12. 39713 (506
15. Interest (Profit) 13. AP FIETHEDT
16. 14. &b wizTR
Discounts/Offers/Pro (wa)
motions
17. Providing Salary 15. 337 (q1s)
18. Add money (from 16.
card) CHIGD/ ST/ AT
19. Add money (from 17. caroi3fee s
bank) 18. wts i (16
20. Cashin )
99. Others (please )
specify) 19. =yi© A (T
26
20. i 2
99. sy (T3 F
78 )
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96 |How would you rate 1. Very bad "ot " o @ 1. 93 Qe
your experience with 2. Bad FHICE FISII SR 2. <7
the feature "Send 3. No opinion S e e ey S [ —
Money"? 4. Good '
5. Excellent 4. o
5. wirg
97 |Could you please S TR T S
provide some FACE g I e
explanation on your ANE? /AR (T 9T
score?/Why do you S
think so?
98 |How would you rate 1. Very bad "Rt corw B bl @w 1. 93 QR
your experience with 2. Bad FHICE FISII SR 2. et
the feature "Bill 3. No opinion S e e ey S [ —
Payment"? 4. Good '
5. Excellent 4. SFT
5. wirg
99 [Could you please S TR T S CH
provide some FACE g I e
explanation on your ANE? /AR (T 9T
score?/Why do you e
think so?
100 {How would you rate 1. Very bad " AT vl ag (1. 97 Qe
your experience with 2. Bad FHICE FISII SR 2. et
the feature "Make 3. No opinion SIS e e e SR e Ye—
Payment"? 4. Good
5. Excellent 4. SFT
5. wirg
101 |Could you please A TR I A CFR
provide some A ey 7T e
explanation on your ANET? /=R @ GG
score?/Why do you S —
think so?
102 {How would you rate 1. Very bad "I SCE" fREbI @9 1. 43 <ot
your experience with 2. Bad FHE PO SR 2. st
the feature "Cash out"? |3. No opinion SIS e e e SR e Ye—
4. Good
5. Excellent 4. SFT
5. mE
103 |Could you please A TR T A CFR
provide some I g 1t Mes
explanation on your ANET? /SR @ GG
score?/Why do you S —
think so?
104 {How would you rate 1. Very bad (W13 JpG” fRev @ | 1. %3 QR
your experience with 2. Bad FHE PO SR 2. st
the feature "Mobile 3. No opinion SIS e e e SR e Ye—
recharge"? 4. Good
5. Excellent 4. o
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5. wirg

105 |Could you please S T I SA CF
provide some T g T face
explanation on your A? /AR (7 G
score?/Why do you S —
think so?

106 |How would you rate 1. Very bad "Gt vl @9 AEICE | 1. 39 L=
your experience with 2. Bad IISI oA St |2, st
the feature "Savings"? |3. No opinion (<5 s I —

4. Good
5. Excellent 4. o
5. 1E

107 |Could you please A W P A CFI
provide some T e et fce
explanation on your A? /AR (7 GG
score?/Why do you N
think so?

108 |How would you rate 1. Very bad " R ag i (1. R
your experience with 2. Bad IISI S St |2, st
the feature "Loan"? 3. No opinion oy e I

4. Good
5. Excellent 4. o
5. grE

109 |Could you please SIS W T A CFR
provide some I ey Rt s
explanation on your AT? /S @ GG
score?/Why do you S
think so?

110 |How would you rate 1. Very bad "G (CoheAR, 1. 43 4R
your experience with 2. Bad Boii)" Rebla a7 Ayeica | 2. Aot
the feature "Remittance |3. No opinion R ERIEE e i [ gp—
(payoneer, etc)"? 4. Good -~ ) 4'

5. Excellent o -
5. wirg
111|Could you please SIS W T A CFR
provide some I fog R fce
explanation on your AT? /S @ GG
score?/Why do you S
think so?

112 |How would you rate 1. Very bad "I (GAfere 1. 97 4=
your experience with 2. Bad CoIF5)" Rebia @3 A (2. 2
the feature "Donation  |3. No opinion el ST Sowel (3 @ o
(NGO payment)"? 4. Good - 5 4' o

5. Excellent R o
5. wirg
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113

Could you please

I TH FE AP T

provide some TS P e fee
explanation on your AT? /S (7 GT D
score?/Why do you S

think so?

114 [How would you rate 1. Very bad "GErer AW ()" |1, g9 A
your experience with 2. Bad P69 AP TR |2, <irst
the feature "Transfer 3. No opinion S Sfewell @5
money (To Bank)"? 4. Good S— i coR e

5. Excellent o -
5. wirg
115|Could you please A TR T A CFR
provide some TS P e fee
explanation on your AT? /S (7 GTD
score?/Why do you e
think so?

116 {How would you rate 1. Very bad " REviE @3 A 1. 33 Q=
your experience with 2. Bad ISR W7 sfeewsiB |2, wqet
the feature "Insurance"? |3. No opinion & FAET? T p—

4. Good
5. Excellent 4. oF
5. wirg

117 |Could you please A T P SA CF
provide some A ey 7T e
explanation on your AET? /I @ AT
score?/Why do you S —
think so?

118 |How would you rate 1. Very bad "N (ACTT PR @ [ 1. Y7 AR
your experience with 2. Bad AT SIS S 2. 7t
the feature "EMI 3. No opinion S R eay S [ e a—
Payment"? 4. Good

5. Excellent 4. oFT
5. g
119|Could you please A T P S CF
provide some T e et fce
explanation on your AET? /I @ GTD
score?/Why do you S —
think so?

120 |How would you rate 1. Very bad "GP FIETFCEDA [FOR |1, %7 QR
your experience with 2. Bad 93 AR FISIE AR |2, st
the feature "Zakat 3. No opinion SIS e e e SR e Ye—
Calculator"? 4. Good

5. Excellent 4. o
5. g

121 |Could you please SIS W T A CFR
provide some T e et fce
explanation on your AET? /I 7 GTD
score?/Why do you N
think so?
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122 |How would you rate 1. Very bad "R wizEE (Aha)" |1, 27 WEe
your experience with 2. Bad P69 TP FEE@ |2, <irst
the feature "Store 3. No opinion T Sfeeell (76 I
Finder (Map)"? 4. Good —— 4'
5. Excellent o il
5. wirg
123 |Could you please SIS W T A CFR
provide some I oy R fce
explanation on your AT? /S @ GG
score?/Why do you S
think so?
124 [How would you rate 1. Very bad "SHID (1) fRevlE @F (1. %3 Wt
your experience with 2. Bad FHICE FISII SR 2. et
the feature "Interest 3. No opinion P )
(Profit)"? 4. Good - 3. o erT
5. Excellent 4. oF
5. wirg
125|Could you please A TR I A CFR
provide some I feg R fce
explanation on your AT? /S @ GG
score?/Why do you e
think so?
126 {How would you rate 1. Very bad 2GR/ A v (1. 47 Qe
your experience with 2. Bad 93 AR FISIR AR (2. rriot
the feature 3. No opinion wfowsl @6 TE? |3, o o
"Discounts/Offers/Pro |4. Good
motions"? 5. Excellent 4. oF
5. wirg
127 |Could you please S T I SIA
provide some A ey 7T e
explanation on your A? /AR (7 GG
score?/Why do you S —
think so?
128 {How would you rate 1. Very bad "Cefro13fGe e v | 1. 47 Qe
your experience with 2. Bad 93 AR FISIE AR |2, st
the feature "Providing  |3. No opinion SRR eay S [ e a—
Salary"? 4. Good
5. Excellent 4. oFT
5. mE
129 [Could you please S T I SA
provide some T e et fce
explanation on your A? /AR (7 GG
score?/Why do you S —
think so?
130 {How would you rate 1. Very bad "IE Wi (FE =0F)" |1, %7 W
your experience with 2. Bad fRFOR 93 THCT FSCT (2, 2ot
the feature "Add money |3. No opinion SR Sfewell @5 e —
(from card)"? 4. Good — 4' o
5. Excellent o
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5. wirg

131 [Could you please S T I SA CF
provide some T g T face
explanation on your A? /AR (7 G
score?/Why do you S —
think so?
132 {How would you rate 1. Very bad "Se Wi (371 =0F)" | 1. %7 Qe
your experience with 2. Bad fRFOR 93 THCT FSCT (2, 2ot
the feature "Add money |3. No opinion SR Sfewell @5 I —
(from bank)"? 4. Good — 4' o
5. Excellent ' o
5. mE
133|Could you please A W P A CFI
provide some T e et fce
explanation on your A? /AR (7 GG
score?/Why do you N
think so?
134 [How would you rate 1. Very bad "Iy 3 REER @3 T (1. %3 et
your experience with 2. Bad IISI S St |2, st
the feature "Cash in"?  |3. No opinion oy e I
4. Good
5. Excellent 4. =
5. mE
135|Could you please SIS W T A CFR
provide some I ey Rt s
explanation on your AT? /S @ GG
score?/Why do you S
think so?
136 |How would you rate 1. Very bad "SR PP @3 i | 1. %3 Qe
your experience with 2. Bad ISR A SfewsiB |2, wsr
the feature "Others"? 3. No opinion oy e I
4. Good
5. Excellent 4. =F
5. wirg
137 |Do you have merchant |1. Yes oI fF TS SRS |1, 2t
account? 2. No 7 2.4
3. Itis under process 3. off o uRN
138|0n average, what is the NG, SIS At Ft
volume of money that T 27
get transacted?
139 [On average, how many NG, SPHIR ACEH

transactions does your
merchant account get?

SFICGH FOBRT T
M?
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140 |How much do you have ACHD (TS I (T
to pay as merchant #ffS W) A ST
payment commissions o5 s 72
(on average, per '
month)?

141 |Do you think the 1. Not at all oA & T P 1. Che Toye 7
commission appropriate I 1S TEF? (2, 7, Toyw 7w
percentage is 2. No, not appropriate 3. BEreT
appropriate? 3. Neutral .

4. Yes, it is 4. 3, 9 TR
appropriate 5. 2}, T TR
5. Yes, fully

appropriate

142 |Could you please AR 7 B A CFR
provide some A ey T e
explanation on your AN /S @ GG
score?/Why do you S —
think so0? '

143 |Do you know about the |1. Yes S & "ore Wi w1 |1, 2T
"Send Money" feature? |2. No RF5IE T SI? 2

3. I have heard of it

0. Iy @b wiwly g
it;Lil:[c,do not know what o B o i AT
4. Others (please 4. ey (7 e
specify) ffite we)

144 Do you know about the |1. Yes Sl & " oS 1.3
"Bill payment" feature? |2. No RFST ST Siee? 2.

3. I have heard of it

o. Tif @ Witz g
Il;l:; do not know what P -
4. Others (please 4. s (i v
specify) RlAED))

145|Do you know about the |1. Yes o & "o st (1. 2
"Make payment” 2.No A5 S SIT? 2.4t
feature? 3. I have heard of it o. T @ ©TE B

ELII; do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) e 33)
146 (Do you know about the |1. Yes Sl & "wr S 1.2
"Cash out" feature? 2. No RF51a T SIe? 2
3. I have heard of it
0. Iy @b @y g
It;Lg do not know what N -
4. Others (please 4. ey (<
specify) ffie <)
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147 |Do you know about the |1. Yes e & " caiEe g (1. 2
"Mobile recharge" 2.No RFSTR ST Siee? 2
feature? 3. I have heard of it o. T @ ©TE B
ELII; do not know what S A,
4. Others (please 4. ey (T
specify) e 33)
148 (Do you know about the |1. Yes S & "ofee” fesla |1, 2
"Savings" feature? 2. No T TIT? 2 @
3. I have heard of it
0. Iy @b By g
It;L:; do not know what o B ot i AT
4. Others (please 4. ey (o <
specify) ffie <)
149 (Do you know about the |1. Yes Sl & " fRevia 1.2
"Loan" feature? 2. No ST SI? 2.
3. I have heard of it o, I o wz g
it;Lil:[c,do not know what o B o AT
4. Others (please 4. e (T v
specify) ffite we)
150|Do you know about the |1. Yes 1 B S P 1. 20
"Remittance (payoneer, |2. No (cteas, Toif®)" fevr |2
etc)" feature? 3.Ihave heard of it |« o, I o wTlE g
Il';l.:; do not know what N -
4. Others (please 4. s (i v
specify) RlAED))
151 (Do you know about the |1. Yes i 6 " (BT 1. 2
"Donation (NGO 2. No (enfers coes)" febm |2,
payment)" feature? 3. I have heard of it S R o, I o wz g
it;Lil:[c,do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) ffite )
152 (Do you know about the |1. Yes Sl & "GreTe Wi 1.2
"Transfer money (To 2. No (7103)" fevta st |2, A
Bank)" feature? 3.1have heard of it |- o, i o} uER By
It;L:; do not know what N -
4. Others (please 4. s (i v
specify) ffie <)
153 |Do you know about the |1. Yes S R " st 1.2
"Insurance" feature? 2. No TE GI? 2. 4
3. I have heard of it
o, 9Ify @b wiHlR &g
ELII; do not know what N -
4. Others (please 4. ey (T
specify) e 33)
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154 |Do you know about the |1. Yes S & "gaweis ¢S | 1. 2
"EMI Payment" feature? |2. No RFST ST Siee? 2.
3. I have heard of it
o, 9Ify @b wiAl &g
Il';l.:; do not know what N -
4. Others (please 4. s (i v
specify) RlAED))
155|Do you know about the |1. Yes i [ "o 1. 2
"Zakat Calculator" 2. No FIERPTER R THE (2.
feature? 3.1'have heard of it |- o, I o wz g
it;Lil:[c,do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) ffite )
156 [Do you know about the |1. Yes s "o wizer |1, 2
"Store Finder (Map)" 2. No (Ffoa)" feo v |2, A
feature? 3.1'have heard of it |- o, i o} uER By
It;L:; do not know what N -
4. Others (please 4. s (i v
specify) ffie <)
157 |Do you know about the |1. Yes w91 & "35106 (@) [1.
"Interest (Profit)" 2. No PSR T SIe? 2.
feature? 3. I have heard of it o. T @ ©TE B
ELII; do not know what N .
4. Others (please 4. vy (T
specify) e 33)
158 |Do you know about the |1. Yes tAf fF 1. 2
"Discounts/Offers/Pro |2. No "G/ SR/ AGR/ AR |2, =
motions" feature? 3.1 have heard of it |geyrg smoicst wriceer? o, i o} uER By
It;L:; do not know what o B ot i AT
4. Others (please 4. ey (<
specify) ffie <)
159 |Do you know about the |1. Yes S & " Cereiafde 1.2
"Providing Salary" 2. No SR RevT STCE 2
feature? 3.1'have heard of it |- o, I o wz g
it;Lil:[c,do not know what N -
4. Others (please 4. s (T Fe
specify) ffite )
160 [Do you know about the |1. Yes S & e Wi (16 |1, 2
"Add money (from 2. No ()" T I 2.
card)" feature? 3. I have heard of it e o. i &ff ©TE g
Il';l.:; do not know what P -
4. Others (please 4. s (i v
specify) RlAED))
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161|Do you know about the |1. Yes w91 & "oy W (351 (1. 2
"Add money (from 2. No )" b T 2
bank)" feature? 3. I'have heard of it |- o. I &ff w g

it;L;;do not know what o B o o AT
4. Others (please 4. Sy (T 90
specify) e =)

162 |Do you know about the |1. Yes S & " 3" v (1. 2
"Cash in" feature? 2. No SN SIC? 2. A

3. I have heard of it

o. Tif o Wiz g
It;L:; do not know what S
4. Others (please 4. wrfey (o <t
specify) ffie <)

163 |Do you think using the |1. Not at all, no AR R AT IET A |1, (WWehe 77, @
banking impact at all iefFe carorE/ ST S (73
product/service has 2. No, it did not BIEEIRERIC IEnic) 3. 7, @ For
impacted your business |impact GEIAE SIESIE 3. Freers
for the good? 3. Neutral i T

4. Yes, it had some o 8. I, &7 g 2o foet
impact ¢. SR3, abd %7 T
5. Absolutely, it had Ao foef

very high impact

164 |Could you please A TR T A CFR
provide some A g it fwes
explanation on your AT /S @ GG
score?/Why do you T FET?
think so0? '

165 |What MFS services SRS WA
would you like to see in GNGFGT AfSHSET (AT
the future? 5

166 |In your opinion, what IR S, (TS Afed
topic is the most 2T AYFTONT GHIFGT
important for a person TICF PRTS (i R
to learn about MFS in T GFT?
general?

167 |How comfortable are  |1. Not comfortable at |S¥f¥ @59@as @U&SwE |1, che FRree 73
you interacting the the |all AT FOBT LS THIEIE [ ARG T
MFS agents? 2. Not comfortable  |szrze? 3 e

3. Neutral 4' :
4. Comfortable =0
5. Very comfortable 5. 3 ffRuIEE

168 |Could you please S T T S CF
provide some A g i fwes
explanation on your AN /S @ GG
score?/Why do you St e
think so0? '
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169

Which DFS did you use?

I (i fGaFas 92

(name of the firm) FeaCe? (FICE )
170 |What product/service |1. Send money 1A RFG < sTel 1. BIeT A1
did you use/take from |2. Bill payment (et Reicaant 2. /e IS
FinTech organizations (3. Make payment CoirorE/o i/ a%t |3, o e
(DFS)? 4. Cash out 5 4' .
5. Mobile recharge R - T .
6. Savings 5. G vt
7.Loan 6. cifees
8. Remittance 7. o
(payoneer, etc) T
9. Donation (NGO - (core,
payment) o)
10. Transfer money 9. oA (e
(Bank to Bank) CATTD)
11. Transfer money 10. G Wi (1w
(Bank to MFS) )
12. Insurance
13. EMI Payment . G
14. (@ raFaeT 1)
Discounts/Offers/Pro 12. Fs0
motions 13. 39®if3 TG
15. Credit scoring 14. 2/ Ao
products ' .
16. Buy now pay later 15. GfEE CHIe
(BNPL) cefrers
17. Credit Card info 16. @32 &7 33
18. Stop Cheque A G CATTD
19. Cheque Book (Rafraa)
Issue 17. caHf5 31067 o2
20. Account
18. &% & T
Statement
21. Limit Package 19. <o eyt =t
Change RiEsl
22. Passport 20. SIS 3o
Endorsement 21. sfjitee oifFase
23. Airport privileges g 4T
24. Salary Payment
25. Salary Receive 2. At
99. Others (please 23. e
specify) fetfetecen
24, ceirerzfee e
25. @7 oA
99. sy (73 v
72 )
171 |How would you rate 1. Very bad "ot NN REvE @t 1. 97 4|
your experience with 2. Bad AT PO S 2 <l
the feature "Send 3. No opinion wfowel (6 FE? |3, i o
Money"? 4. Good
5. Excellent A% S
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5. witg

172 |Could you please S T P SA
provide some A g it fwes
explanation on your AT /S @ GG
sgore?/Why do you S —
think so?

173 {How would you rate 1. Very bad "Ret corws" fRevie @d 1. 93 Qe
your experience with 2. Bad AT TSI AN 2. <t
the featu"re "Bill 3. No opinion wfowsls 6 FE? |3, i TS
payment"? 4. Good 4

5. Excellent -
5. m®

174 |Could you please S W P A CFR
provide some A g i fwes
explanation on your A? /AR (7 G
score?/Why do you N
think so?

175|How would you rate 1. Very bad "o TS bR g [ 1. 97U
your experience with 2. Bad A FISII SoHE 2 et
the featu“re "Make 3. No opinion S ne e ey S [ a—
payment"? 4. Good 4

5. Excellent -
5. m®

176 |Could you please A T P SAN CFI
provide some A g Rt e
explanation on your AT? /S (o O
score?/Why do you T FE?
think so? '

177 |How would you rate 1. Very bad "I SIS fEBI @ 1. 93 Qe
your experience with 2. Bad AT SIS S 2. e
the feature "Cash out"? i ggoodplmon S ne e ey S [ a—

5. Excellent s S
5. wrg

178 |Could you please S W P ST CF
provide some A ey 7T e
explanation on your AEN? /S (T G
score?/Why do you T FE?
think so?

179 |How would you rate 1. Very bad " RIS fAnTE” fevre @9 (1. 99 WA
your experience with 2. Bad AT SIS S 2. st
the featu,re "Mobile 3. No opinion S Sne e ey S [ a—
recharge"? 4. Good 4

5. Excellent -
5. wrg
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180

Could you please

I TH FE AP TR

provide some A ey T e
explanation on your AEN? /S (T G
score?/Why do you e e

think so?

181 |How would you rate 1. Very bad "ot Revr a9 Al | 1. 39 A=A
your experience with 2. Bad ISR A Sfewsib |2, wier
the feature "Savings"? |3. No opinion 5 FA? 3 (@ TS

4. Good 4'
5. Excellent <o
5. wirg

182 |Could you please AR T T S CH
provide some A ey 7T e
explanation on your AET? /A (@ G
score?/Why do you )
think so?

183 {How would you rate 1. Very bad "I v @g i |1, %3 Q|
your experience with 2. Bad ISR A Sfewsib |2, wier
the feature "Loan"? 3. No opinion @5 FIET? 3 (P TONS

4. Good 4'
5. Excellent -
5. wirg

184 |Could you please AT R ST ST CF
provide some A ey 7T e
explanation on your AT /S @ GG
sqore?/Why do you Sl wee?
think so?

185|How would you rate 1. Very bad "G (CAeR, 1. 39 Q=
your experience with 2. Bad Fopf)" vt @ AT |2, e
the feature "Remittance |3. No opinion AR AR w3 i oo
(payoneer, etc)"? 4. Good ) '

5. Excellent (A 4. o
5. g

186 |Could you please AT R ST ST CF
provide some T g e fres
explanation on your AN /S @ GG
sqore?/Why do you Sl wee?
think so?

187 {How would you rate 1. Very bad " (O (@fere 1. 93 Qe
your experience with 2. Bad CACTD)" bl @ AT |2, e
the feature "Donation  |[3. No opinion I SoHT Sfeeslt |3, @ oo
(NGO payment)"? 4. Good S 4'

5. Excellent R -
5. g
188|Could you please AR T T A CFI
provide some T g e fres
explanation on your AT /S @ GG
sqore?/Why do you N FE?
think so?
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189 [How would you rate 1. Very bad "G W (IR 1. 23 2t
your experience with 2. Bad CE)" Rl @ i |2, Aot
the feature "Transfer  |3. No opinion el o SfeEeB |3, ol Tome
money (Bank to Bank)"? |4. Good JES— 4'
5. Excellent oo -
5. wrg
190 |Could you please A T P SAN CFI
provide some A ey T e
explanation on your AT? /S (o O
score?/Why do you T FE?
think so?
191 |How would you rate 1. Very bad "GTEe Wi (@erarT |1, 93 QEe
your experience with 2. Bad )" RAvE T AT | 2. Aot
the feature "Transfer  |3. No opinion el o SfeEeB |3, o T
money (Bank to MFS)"? |4. Good S 4' o
5. Excellent T o
5. wrg
192 |Could you please A T F SN CF
provide some A ey T e
explanation on your AT? /S (7 GT
score?/Why do you S
think so?
193 [How would you rate 1. Very bad " REbE @ A 1. 39 Q=
your experience with 2. Bad ISR F7NE Sfewsin |2, wqet
the feature "Insurance"? |3. No opinion (B s S —
4. Good
5. Excellent S S
5. wrg
194 |Could you please S T P SA
provide some A ey 7T e
explanation on your A? /AR (7 G
score?/Why do you S —
think so?
195 |How would you rate 1. Very bad "33 CATTT PO @ [ 1. Y7 AR
your experience with 2. Bad AT PO SR 2 <l
the feature "EMI 3. No opinion wfowsls 6 FE? |3, i TS
Payment"? 4. Good
5. Excellent o S
5. m®
196 |Could you please S T P SA
provide some A e et fce
explanation on your A? /AR (7 GG
score?/Why do you S —
think so?
197 {How would you rate 1. Very bad "RIG/ SR/ b 1. 33 <R
your experience with 2. Bad RFoRlG M S SIS (2, 2ot
the feature 3. No opinion TR Sfowell &6 e
"Discounts/Offers/Pro |4. Good T 4. i
motions 5. Excellent - -
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ll?

5. witg

198 |Could you please S T P SA
provide some T g 7T face
explanation on your A? /AR (7 GG
score?/Why do you S —
think so?

199 [How would you rate 1. Very bad "(@fh (Ffe caferE” |1, g AR
your experience with 2. Bad fRFoR 93 TECT FSCT (2, 2r=iot
the feature "Credit 3. No opinion SR Sfewell @ S —
scoring products"? 4. Good . 4

5. Excellent -
5. g

200 |Could you please A T P SAN CFI
provide some A e gt fce
explanation on your A? /AR (7 G
score?/Why do you N
think so?

201 |How would you rate 1. Very bad "3i3 e Cof @B 1. 2R 2wt
your experience with 2. Bad (Ramram)" RrvR @3 2 et
the feature "Buy now  |3. No opinion e Eo e R [ a—
pay later (BNPL)"? 4. Good SwolE b - 4' o

5. Excellent T -
5. g

202 [Could you please A T P SAN CFI
provide some I ey Rt s
explanation on your AT? /S (o O
score?/Why do you T FE?
think so?

203 [How would you rate 1. Very bad "(@fCh ICEs O evl | 1. 39 W
your experience with 2. Bad GF I IR S |2, 2>t
the feature "Credit Card |3. No opinion S ne e ey S [ a—
info"? 4. Good

5. Excellent s S
5. wrg

204 |Could you please A T P SAN CFI
provide some A ey 7T e
explanation on your AT? /S (7 G
score?/Why do you T FE?
think so?

205 [How would you rate 1. Very bad "5 (53" RPpIF @ 1. 93 QR
your experience with 2. Bad AT SIS S 2. st
the feature "Stop 3. No opinion S Sne e ey S [ a—
Cheque"? 4. Good

5. Excellent S
5. wrg
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206

Could you please

I TH FE AP TR

provide some A ey T e
explanation on your AT? /S (o G
score?/Why do you T FE?

think so? '

207 {How would you rate 1. Very bad "GFIF Y R |1, 7 AR
your experience with  [2. Bad AT TSI AR 2. st
the feature ""Cheque 3. No opinion ool (6 FE? |3, i o
Book Issue"? 4. Good 4

5. Excellent -
5. wirg

208 |Could you please A W FC AT CFI
provide some A ey 7T e
explanation on your AET? /A (@ G
score?/Why do you S
think so? '

209 |How would you rate 1. Very bad "SRG (OHCAD 1. 39 Q=
your experience with 2. Bad PO @5 AT FSIT (2, <riet
the featuEe "Account 3. No opinion SR Sfewell @5 S —
Statment"? 4. Good — 4

5. Excellent =
5. wirg
210|Could you please S T P SA
provide some A ey 7T e
explanation on your A? /AR (7 GG
score?/Why do you S —
think so0? '

211 |How would you rate 1. Very bad "IN S (v RemE | 1. %7 AR
your experience with 2. Bad 97 FIACE FIOIR SR (2, 2ot
the feature "Limit 3. No opinion SR e ooy S [ a—
Package Change"? 4. Good 4

5. Excellent =
5. g

212 |Could you please AR 7 B A CFR
provide some A g it fwes
explanation on your AN /S @ GG
score?/Why do you S —
think so0? '

213 {How would you rate 1. Very bad "ARCAG QUSRS Repi| 1. 39 AR
your experience with 2. Bad 97 FACE FIOIR SR (2, 2ot
the feature "Passport  |3. No opinion SR e T eay S [ e a—
Endorsement"? 4. Good 4

5. Excellent -
5. g

214 |Could you please A T P SAN CFI
provide some A g i fwes
explanation on your A /AR (7 GG
score?/Why do you N
think so0? '
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215|{How would you rate 1. Very bad "R Al v (1. 97 R
your experience with 2. Bad GF A FTOIE SR (2, <rist
the feature "Airport 3. No opinion S Sne e ey S [ —
privileges"? 4. Good 4'
5. Excellent Sl
5. wrg
216 |Could you please A T P SAN CFI
provide some A ey T e
explanation on your AT? /S (o O
score?/Why do you T FE?
think so?
217 |How would you rate 1. Very bad "Ceirei3fbe e fevl | 1. 43 Qe
your experience with 2. Bad 93 AR FISIR AR (2. ot
the feature "Salary 3. No opinion S Sne e ey S [ a—
Payment"? 4. Good 4'
5. Excellent =
5. wrg
218|Could you please A W FC AT CFI
provide some A ey T e
explanation on your AE? /A (@ G
score?/Why do you S
think so?
219 |How would you rate 1. Very bad "o HAIfS" v @ 1. 43 <=t
your experience with 2. Bad AT TSI SN 2. <R
the feature "Salary 3. No opinion SR e ooy SR [ a—
Receive"? 4. Good 4'
5. Excellent =
5. wrg
220 |Could you please AR 7h B AT CFR
provide some A ey 7T e
explanation on your AN /S @ GG
sqore?/Why do you S —
think so?
221 |How would you rate 1. Very bad "SR eI @9 e (1. 97 Qe
your experience with 2. Bad IO AT S |2, <t
the feature "Others"? i lc\;lgoodpinion (B s S —
5. Excellent o S
5. m®
222 |Could you please AR 7h B A CFR
provide some A g i fwes
explanation on your A? /AR (7 GG
sqore?/Why do you S —
think so?
223 |Do you know about the 1. Yes wieff & "ot Wi w1 |1, 2T
"Send Money" feature? |2. No RF5IE T SI? 2
3. I have heard of it
. Iy @b wily g
but do not know what o B o o AT

itis
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4. Others (please 4. Iy (73 F
specify) e v7)
224 Do you know about the 1. Yes Sl & "ReT (oAD" 1. 2
"Bill payment" feature? |2. No RF51a T SIe? 2
3. I have heard of it
0. Iy @b @iy g
It;L:; do not know what o B ot i AT
4. Others (please 4. ey (<
specify) ffie <)
225|Do you know about the |1. Yes S & "ore i |1, 2t
"Make payment” 2.No RFER STCF SiCw? 2.4
feature? 3. I have heard of it o, I o wz g
it;Lil:[c,do not know what N -
4. Others (please 4. e (T Fe
specify) ffite )
226 |Do you know about the |1. Yes i R " SEs” 1.3
"Cash out" feature? 2. No RFOIE I SIT? 2.4
3. I have heard of it
o, 9Ify @b wiHl &g
Il';l.:; do not know what P -
4. Others (please 4. s (i v
specify) RlAED))
227 |Do you know about the 1. Yes e & "caiEe g (1. 2
"Mobile recharge” 2.No RFSTR S0 SiC? 2. =
feature? 3. I have heard of it o. T @ ©TE B
:?[l:;do not know what N .
4. Others (please 4. ey (7 e
specify) ffite we)
228 |Do you know about the 1. Yes s & "oifeer” eom |1, 21
"Savings" feature? 2. No TE TIT? 2 @
3. I have heard of it
0. Iy @b @y g
It;L:; do not know what N -
4. Others (please 4. ey (<
specify) ffie <)
229|Do you know about the |1. Yes Sl & @ ReoiE 1.3
"Loan" feature? 2.No STNE QI? 2.
3. I have heard of it
o, 9Ify @b wiHlR &g
ELII; do not know what N -
4. Others (please 4. vy (T
specify) e 33)
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230 (Do you know about the |1. Yes w91 & "y 1. 2
"Remittance (payoneer, |2. No (criea, Bopif)" Revt |2, A1
etc)" feature? 3.Ihave heard of it |« o, I b wTE s
Il';l.:; do not know what N -
4. Others (please 4. s (i v
specify) RlAED))
231 |Do you know about the 1. Yes i 6 " (BT 1. 2
"Donation (NGO 2.No (@efers coicrB)" Revia (2.
payment)" feature? 3. | have heard of it S R o, I o wz g
it;Lil:[c,do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) ffite )
232|Do you know about the |1. Yes S 6 "GeTer Wi 1.2
"Transfer money (Bank |2. No (7% 5 1) Revfa 2.
to Bank)" feature? 3.1have heardof it | 0 o, i o} uER By
It;L:; do not know what N -
4. Others (please 4. s (i v
specify) ffie <)
233|Do you know about the |1. Yes oo & "gErew i (1. 2
"Transfer money (Bank |2. No (71 (A @wewe)” |2, A
to MFS)" feature? 3.1'have heard of it  |o o e er? o. il &ff ©T g
ELII; do not know what N .
4. Others (please 4. vy (T
specify) e 33)
234 |Do you know about the |1. Yes S & " st 1.3
"Insurance" feature? 2. No TN SIC? 2
3. I have heard of it
0. Iify @b @iy g
It;L:; do not know what o B ot i AT
4. Others (please 4. ey (<
specify) ffie <)
235|Do you know about the |1. Yes S 5 "2aweE e | 1. 2
"EMI Payment" feature? |2. No RFBTR ST Siee? 2
3. I have heard of it
0. Iy @b wily g
it;Lil:[c,do not know what N -
4. Others (please 4. s (T Fe
specify) ffite )
236 |Do you know about the |1. Yes i e 1.3
"Discounts/Offers/Pro |2. No "gie/owiE/2pR" vl |2,
motions"” feature? 3.1 have heard of it |smsrss wrierr? o. i &ff ©TE g
Il';l.:; do not know what P -
4. Others (please 4. s (i v
specify) RlAED))
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237|Do you know about the |1. Yes S & @ b cwife |1, 2
"Credit scoring 2. No CcolterE” v FE 2
products” feature? 3. I have heard of it SiE? o. T @ ©TE B
ELII; do not know what S A,
4. Others (please 4. ey (T
specify) e =)
238 Do you know about the 1. Yes A & 923 o ¢of |1, 2T
"Buy now pay later 2.No (RevPiaar)" fevia sTicF |2, =
(BNPL)" feature? 3. I'have heard of it |- o, Wi ot W By
It;L:; do not know what o B ot i AT
4. Others (please 4. ey (o <
specify) ffie <)
239 (Do you know about the |1. Yes S & (@l Fcer |1, 2
"Credit Card info" 2. No o b T S |2, A
feature? 3. I have heard of it o, I o wz g
it;Lil:[c,do not know what o B o AT
4. Others (please 4. s (T Fe
specify) ffite we)
240|Do you know about the |1. Yes WA 5 "ot (5% R [ 1. o
"Stop Cheque" feature? |2. No ST SI? 2.
3. I have heard of it
o, 9ify @b wiHlR &g
Il';l.:; do not know what N -
4. Others (please 4. s (i v
specify) RlAED))
241 |Do you know about the |1. Yes e & "G ey 1.2
"Cheque Book Issue” 2. No RF5IE T SI? 2
feature? 3. I have heard of it o, I o wz g
it;Lil:[c,do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) ffite we)
242 |Do you know about the 1. Yes il & SIS 1.2
"Account Statement” |2. No GO R T |2, A
feature? 3. I have heard of it — o, i o} uER By
It;L:; do not know what N -
4. Others (please 4. s (i v
specify) ffie <)
243 |Do you know about the |1. Yes S 5 TG oneee |1, 2
"Limit Package Change"|2. No 8" BRI T SI? |2, A
feature? 3. I have heard of it o. T @ ©TE B
ELII; do not know what N -
4. Others (please 4. ey (T
specify) e =)
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244 Do you know about the 1. Yes w91 & " ARG 1. 2
"Passport 2.No QTSP bl T |2, At
Endorsement" feature? |3. | have heard of it e o. i &ff O g
Il';l.:; do not know what N -
4. Others (please 4. s (i v
specify) RlAED))
245 |Do you know about the 1. Yes i 6 " e 1. 2
"Airport privileges" 2. No Rataf FpEoE (2.
feature? 3. I have heard of it ST o, I o wz g
it;Lil:[c,do not know what o B o o AT
4. Others (please 4. ey (7 e
specify) ffite )
246 |Do you know about the 1. Yes S f& "oy coews” |1, 2t
"Salary Payment" 2. No RFST ST Siee? 2.
feature? 3. I have heard of it o, i o} uER By
It;L:; do not know what N -
4. Others (please 4. s (i v
specify) ffie <)
247 [Do you know about the 1. Yes oo & "y bt (1. o
"Salary Receive" 2. No RFST ST SiCee? 2
feature? 3. I have heard of it o. T @ ©TE B
ELII; do not know what N .
4. Others (please 4. vy (T
specify) e =)
248 |Do you think using DFS |1. Not at all, no AR M IFETCT |1, GBS 77, (s
products has impacted |impact at all fGazras C2iCrgafr 992F | sor (w3
your business for the 2. No, it did not A AR A 3. 7, o ge
good? Impact SIS 2oiie FER? |3 fapeis
3. Neutral T
4. Yes, it had some 8. 2, 4 [ 2o foet
impact ¢. SR3, abd %7 T
5. Absolutely, it had Ao foet
very high impact
249 |Could you please A > FC AT CF I
provide some AP g i fwes
explanation on your AET? /S @ GG
sqore?/Why do you N
think so?
250 |What DFS services SRS AT (T
would you like to see in feazas AfSafr (rare
the future? B?
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251

In your opinion, what

AR W, (TS e

topic is the most AT ARSI
important for a person RT3t/ R/ SRR
to Iearn abou‘F el FACE RS (T
DFS/Fintech/internet - 0
banking in general? ' T owL:

251 |Would you be 1. Yes o o oz fefes |1, o

.a |interested about 2. No et ATSHT/MN |2, r
Shariah based DFS 99. Others (please SAE STS) TE? 99. sy (wal
Solutions? specify) ' (<
ffne )

252 |From which 530
NGO/MFI/Cooperative O3/ QNG /AT
did you take service A S ST
from? frare?

253 |Does the 1. They have an office [1#f @ 1. oIvg @6 ST
NGO/MFI/Cooperative |spacez Gfere/ ONGFZ/ S | T SR
you took service from 2. They do not have  |en+@ st e AT |y, wiowe SR ool

have a office?

an office space
3.1 do not know

fRcaces S & wife

-2

99. Others (please R 3. S el 31
ffne )
254|Did you sign paperwork |1. Yes, | did MEHG Foarz T T |1, 2, =iy ey
when provided the 2. No, | did not S o SO T |y, i SR
service? 3.1do not remember |sgz?
99. Others (Please ° ESIGH
7 )

255|Do you know if itisa  |1. Itis a formal oA [ T (T ab |1, o 9o ey
formal institution? Or is |institution @A AfopT dfovm | sifowm
it being coordinated by |2. Itis nota formal |&=r? 7% o %% s, @t Fe AfeEE
local people? institution ey wifis 5 SfRSH H

3. I do not know ' 3 wﬁ%ﬁm

4. Others (Please ‘

specify) 4. swiFy (73 v
72 )

256 |What product/service |1. Loan Product SitAf 1. @& c2rerg
did you use/take from |2. Savings Product  |awazeizas/ e/ w11 2. oot corers
MFIs/NGOs/Cooperativ T A N ColSE/sfes

?
es: I/ &7 FCICRA?

257 |Usually, for what SRS, S (N

purpose do you take the SR (T a7 FCE?

loan?
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258 |How frequently do you wiofl © < g5 orrow | 1. &fS e
borrow? o G 2. o 2 7anz
1. Every week o
2. Every 2 weeks 3. & 3 ez
3. Every 3 weeks 4. =ffs T
4. Every month 5. &fe 2 351
5. Every 2 months 6. 25 6 w7
 Everyyear 0L
99. Others (please 99. sty (T FCA
specify) e 33)
259 |For how long did you S O (T
take the loan? (months) fercacee? ()
260 |What is your average SIS A1 (AT ARSI
loan amount? 39?
261 |How much did you pay A FO0T (TS
back/do you have to CfRCeT/SIE (Fee
pay back? fore v
262 |How many installments S Pl 3% e
do you have to pay? 23?

263 |Were there any 1. Yes (Please specify | SN T &y (P |1, 25t (w31 7 S
guarantors for your who was your TRFGH fer? RS (F fRrer ©f
loan? guarantor) i <5em)

2.No o ar

264 |Were there any 1. Yes (Please specify |ST#HE (I &) (P |1, 2t (w1 ea <A

collateral for your loan? |what did you put as  |&wiwe fer? QIS 2R F
collateral) AT o A <55ee)
2. No 2 ar

265 |Were there any notable |1. No i 213136/ Sra 1.4
terms of loan that you |2. Yes (Please FACS B @5 (IS 2. 3t (7t weq e
would like to specify) (N SR NS =)
highlight/mention? "oo? S (T S
Terms that you would B ——
like to change or take e 57

note of?
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266 |Were there digital 1. Yes, my loan was |V (T 1. =, st oty
elements while processed digitally  |sfieii/ eifrecas s 5 |feferbifer efear sar
repaying/processing 2. Yes, | received My |5 Somimef oo |20
your loan? loan digitally (via <. 3, SIS S o

e st
3. Yes, | received my ’
loan digitally (via DFS (W‘(_]WW )
- internet banking) ©. 2, = S
4. Yes, | paid the T feferbifer coicafa
installments digitally (Roawars™ e -
(via MFS) TS )
5. Yes, | paid the .
installments digitally %l CRRie R
(via DFS - internet SRR
banking) AR (ANIFAR
6. Yes, | was able to HIC)
see the status of my ¢. =1, =i ReReafer
loan digitally (via DFS Clebelre 2
- internet banking) e (Foamerm
7. Yes, | only opened ’ '
my account digitally AT - FHHAD
8. Yes, | was able to EIREN)
apply for the loan Yes | =i, @iy s
digitally (eee e fefebife
98. No, there was no TS P 37
digital element
99. Others (please JESETTERE
specify) TORCG TRFTR
I
Yes | 2, Sifsr (et
AL SHFICHH
feferbifer Loty
b, 2, Sy foferbifer
(IR &) ST
FACS THY R
98. i, i3 fSfEbe
A froet 1
99. sy (7 v
78 )

267 [How would you rate 1. Very bad oA Frera Rfeser |1, g et
your experience with 2. Bad TAMTST AL ST |9 gy
the digital elements?  |3. Neutral wfewsls 6 FE? (3 Frmrs

4. Good C
5. Excellent 4. SFT
5. g

268 |Could you please A T P S CF
provide some A ey 7T e
explanation on your AT? /S (7 GT D
score?/Why do you G
think so?
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269 |What saving product  |1. Regular Savings S (I AR 1. fafire Gifeet
did you specifically Account ceeEh ReITeId IR2 |yeles
use? 2. Fixed Term Deposit |sgzrz? 2. Fd W SIS

3. Deposit Plus

Scheme (DPS) 3. © AP

99. Others (Please (fefte)

specify) 99. smifey (T3 v
72 )

270|What was the amount SN (T2 AT 9
of your savings? fet?

271 {How much money did S T A ZeTe
you get in addition to A T BIPT CACCRA?
your principal amount?

272 |For how long did you A R o
save? FoCCR?

273 |What do you (want to) S (5) S
use your savings for? oifeetafe 1 a2 0o

BIv?

274 |Were there any digital |1.Yes, | was ableto  |®7Fi Gifeet fe (e |1 =i, wifst fefebifar
component to your save digitally (via OB IeT Some f2er? ST FACS A
savings? MFS) 20 (avawar

2. Yes, | was able to )
save digitally (via DFS _
- internet banking) 2. 3, i fefebie
3. Yes, | was able to TRIH FHCO TR
see the status of my 2R ((GaarR
saving digitally (via AT - THRGH
perking) )
4. Yes, | only opened O; 2, S S
my account digitally R fefEiersics
5. Yes, | was able to (foamrarr e -
apply for the savings TORAD JEFER
account digitally T FBIGPIG (rire
98. No, there was no ST AR
digital element 5. 7t I (<R S
99. Others (please ' '@ B RfRE
specify)
T3]
¢. ot ify fofEbifer
o2 SIFISTHH &=
SRAN FACS T
207
98. I, (FHe fSfEbE
AN e =1
99. TPy (T I
ffre )
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275|How would you rate 1. Very bad oo Frored fofaber |1, g7 <t
your experience with 2. Bad TAMITST AL ST |9 gy
the digital elements? 3. No opinion wfeesll (@5 FIE? I

4. Good '
5. Excellent 4. ww
5. wirg

276 |Could you please A W P A CFI
provide some A ey 7T e
explanation on your AT? /S (7 GT D
score?/Why do you T FE?
think so?

277 |Do you think using the |1. Not at all, no SR RN IET @ |1, s 7Y, (e
MFI/NGO/Cooperatives |impact at all GNIFEZ/ TS /TR | 2SR (73
product/service has 2. No, it did not CoiOTE/AS T |3, 7, 9 oo (R
impacted your business |impact S T SR |3, Bper
for the good? 3. Neutral N

4. Yes, it had some |70 AN L 8. T, & g 2rof et
impact ¢. 5313, albg 43 T
5. Absolutely, it had SR feT

very high impact

278 |Could you please S T I SIA
provide some A ey 7T e
explanation on your A2 /AR (el T
score?/Why do you S —
think so?

279 |What SRS A I
MFI/NGO/Cooperatives' GNIFZ/ Gfers /T
service would you like G (TaTS Bi?

to see in the future?

280 |In your opinion, what P WS, (S e
topic is the most ATTH
important for a person GBS TR
to learn fabout taking T RS S el
service from .
MFIs/NGO/Cooperative T PR o Rl
s in general? RO GFLT?
281 [From which informal  |1. Somiti (Please = wgfoBifae 1. >f5fS (w3t wea A
channel/somiti/mohajo |spcify name) BICET/ S/ FRIG (AT |41321% e
n did you take service 2. Mohajon (Please g i ficace? (2. s (et =
from? Specify) ' S
3. Relative (Please e )
4. Somiti (Please e F%=)
specify) 8. i (w2 wca e
99. Others (Please =)
Specify) 99, s (7l s
72 )

146



282 |Does the informal 1. They have an office |®1°f (7 Ziefoviae 1. Sivvw @3l =ifes
channel/somiti/mohajo [space BIICeT/ A/ F2re Sl | =T Sty
n you took service from |2. They do not have  |sfimy iz w6 3. OTHF SRFR Sl
have a office? an office space forme? o

3. 1 do not know o

99. Others (please & SRR

specify) 99. sy (Wl ¢
e )

283 |Did you sign paperwork |1. Yes, | did MGG STz T T |1, 2, =iy ey
when provided the 2. No, | did not P o Pl T |y a, e SR
service? 3.1do not remember |sz?

99. Others (Please ° R
: 99. smifeg (T I
specify)
e )

284|Do you know ifitisa  |1. Itis a formal oA [ T (TG |1, o 9o e
formal institution? Or is |institution @A AfSpT dfodm | sifowm
it being coordinated by (2. Itis notaformal | i «f 38 3. @ff e sfeyiET
local people? institution ey Wi s 5 SfRSH

3. 1 do not know ' 5 wﬁéfﬁm

4. Others (Please ‘

specify) 4. sy (T

72 )
285|What product/service |1. Loan Product Selfoyife 1. &1 crerg

did you use/take from |2. Savings Product BIICET/ AR/ RS (T |2, (305 (AeiE
informal WA (T CATSIE/ S
sf;annel/somltl/mohajo R —

286 |Usually, for what AT, Sl (B
purpose do you take the SR (@ ST FEA?
loan?

287 |How frequently do you WA TS 9 G 4 w? |1, 2l @i
borrow? 2. o 2 iz

1. Every week ofs

2. Every 2 weeks 3. 2% 3 AR

3. Every 3 weeks 4. ofS Tt

4. Every month 5. 4fs 2 w1

5. Every 2 months 6. 25 6 W

. Even 6 mont 7. oo

99. Others (please 99. (e
specify) RlAED))

288 [For how long did you A T M &y e
take the loan? (months) fercacee? ()

289 |What is your average SIS oG e AR
loan amount? 79?

290 [How much did you pay A TSGR (TR
back/do you have to CfRCeTw/ ST (Feo
pay back? firro 20 ?
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291 [How many installments St T % fre
do you have to pay? 3?

292 |Were there any 1. Yes (Please specify | S T &=y (P |1, 25t (w31 ¢ S0
guarantors for your who was your ARFGR fet? SMTAFGA (3 Qe of
loan? guarantor) iz o)

2.No 2 ar

293 |Were there any 1. Yes (Please specify | S#HE (IS &) (P |1, 2t (w1 ea A

collateral for your loan? what did you put as | feef? GO 2R F
collateral) A o A <55ee)
2. No 2 ar

294 |Were there any notable |1. No S 213136/ Sra 1.9
terms of loan that you |2. Yes (Please FACS 5 I (IS 2. ot (v s ffaE
would like to specify) (IR SR Wi )
highlight/mention? "o? S (T S
Terms that you would P —.
like to change or take ' '
note of? e o2

295 [Were there digital 1. Yes, my loan was | (T 1. =, stiE oty
elements while processed digitally |/ 2wt a3 s ¢ | BfabiE e w
repaying/processing 2. Yes, | received My |5 Somimef oo |20
your loan? loan digitally (via % 2%, i S T

S st

3. Yes, | received my '

loan digitally (via DFS (ﬂﬂgwm )

- internet banking) ©. 2, I S

4. Yes, | paid the ol foferifer coicafa

installments digitally (Feazar = -

(via MFS) TS )

5. Yes, | paid the .

installments digitally 8. 3, i Fefgaf

(via DFS - internet SISITSTL 2t

banking) IR (ANITAR

6. Yes, | was able to KT

see the status of my ¢. o1, @I ReReafer

loan digitally (via DFS el 2w

- internet banking)

7.Yes, | only opened et (fewarw

my account digitally T - FHRC

8. Yes, | was able to EIREN)

apply for the loan Yes | =i, @iy s

digitally ceTees 3 fofeabife

98. No, there was no CTHT T 2%

digital element

99. Others (please (%awwomajw-

specify) T TR
I
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Yes | zfi, wiffsr (et
S SIFICH
Gierbifer Yerirs
b, 2T, SIS fofebier
(ST &) ST
FACS TH R
98. I, (FIve b
AN et =1
99. TPy (T I
72 )
296 [How would you rate 1. Very bad A Freicq fSfebe 1. 99 9=
your experience with  |2. Bad AN AL A |9 gy
the dlgltal elements? 3. Neutral Sfeewlh (6 T2 3. fRorT
4. Good 4
5. Excellent =
5. wirg
297 |Could you please A WA FC A CFI
provide some A ey T e
explanation on your AT? /S (o GT
sgore?/Why do you S FE?
think so?
298 |What saving product 1. Regular Savings A (P AN 1. e Gifeest
did you specifically Account cefregh ReTEeI 92 |eyeies
use? 2. Fixed Term Deposit |stzrz? 2. o (AW SIS
3. Deposit Plus
Scheme (DPS) 3. SRR
99. Others (Please (foftest)
specify) 99. smifFg (T T
78 )
299 |What was the amount PR ST oA o
of your savings? fet?
300 |How much money did SIFAI JeT AT Zore
you get in addition to A 9 BIF (AR ?
your principal amount?
301 |For how long did you oA g Fo
save? qifocace?
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302 |What do you (want to) S (517) SR
use your savings for? Cfeerafd F HER F90o

oi?

303 |Were there any digital |1. Yes, | was able to  |®I°H= Gifee & (Fie |1, i, wifs Rfebifer
component to your save digitally (via fferbrer SoAmi foet? T FACS A
savings? MFS) 20 (e e

2. Yes, | was able to
save digitally (via DFS _ )
- internet banking) 2. 3, i efese
3. Yes, | was able to IR HCS A
see the status of my 203y (GuwarE
saving digitally (via AT - SHRED
parking) | )
4. Yes, | only opened O; 3, S ST
my account digitally I BT
5. Yes, | was able to (et e -
apply for the savings S R
account digitally T SBIGRG (TS
98. No, there was no SN 3R
digital element 8. 71, @I (e SR
99. Others (please Ww
specify)
LTS
¢. ot ofS fofEhifer
OS2 SIFISCTHH &=
SRU FICS T
R
98. 1, (T3 fTfEbie
THAMIA e A1
99. Ty (T I
e )

304 {How would you rate 1. Very bad A Freicq fSfebe 1. 97 9=
your experience with  |2. Bad AN AL AL |9 gy
the digital elements? 3. No opinion wfoesll @5 FIE? 3 TS

4. Good 4'

5. Excellent -

5. wrg
305|Could you please A W FC AT CFI

provide some A ey 7T e
explanation on your AEN? /S (T G
sgore?/Why do you S
think so?

306 |Do you think using the |1. Not at all, no AR R M IET A |1, (MBS 7T, @i
informal impact at all Sl SRIEES AT (73
channel/somiti/mohajo 2. No, it did not ST/ AR/ TR |3, |, @ e e
n's product/service has |impact (TSI T2 T |3, et
impacted your business |3. Neutral L
for the good? 8. |, ¥ g 2o et
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4. Yes, it had some  |S°HIT GRS ¢. o3, @3 23 T
impact AR SRS FR? | 2N e
5. Absolutely, it had
very high impact
307 |Could you please AR 7h B A CFR
provide some A g it fwes
explanation on your A2 /AR (el T
sqore?/Why do you S
think so?
308 [What informal SRS A (I
channel/somiti/mohajo wefopifae
n's product/service' ByIET/ RS/ e
service would you like o g o
to see in the future?
(TS BI97?
309 |Do you need loan to run | 1. Yes SIAT T AR |1, 2
your business? 2. No G S 6 (T 2
3. Depends TEFR? 3 79
4. Sometimes o
4. YN8 TUNS
310 |For what purpose do IR STMC* SR (eI
you need loan? ETR?
311 [How much loan do you PG PO (& TG
need?
312|Who decides on taking (T (T4 (8T Prarg
loans? 17?
313 [How do you make this =i Frorq ¥2 Frars
decision? @&A?
314 |If you were given loan |1. Yes e eI fefebie o (1, ot
digitally, would you take |2. No e E, I F b (2. a7
it? 3. Not sure o2 TAE? 3. Bfso Al
4. Have to see the
details 8. Rl e 2
99. Others (Please 99. smfeg (a1 I
specify) e F%=)
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315|Did you use any of the |1. Ekshop oA o fafeie S |7, aqeeiet
following government  |2. Ekpay ASAGET (98 TRE |9 qzopar
services? 3. mygov/eksheba FE? T —
4. Digital Centre/One-
Stop Service 4. O o/ e
5. Shebakunjo 7571 A
6. Online trade license S. CRIgHCET
7. Online tax services 6. SE3 Jiferey
8. Online vat return Bipleic]
9. Forms portal 7 e 7w Afen
12. SMEF Suppliers 5 .
platform 8. ) S FBF
11. Joyeeta 9. ol oo
12. e-Purjee 12. @iaszaw
13. Call centers (333, SRRAEFIR ArGEs
16123,16122) 11. sfret
nformation anc 12 %04
communication 13. w1 o75i (333,
centre (AICC) 16123,16122)
15. Electronic money 14. 3oy @
transfer service CIC (P
(EMTS) of (w=t3fron)
Bangladesh Post 15. a0t o5
Office R 2R
16. Postal cash card Wﬂﬁlﬂ b
. < O
17. Services of
Registrar of Joint (2efbat)
Stock Company 16. CARBIT F 16
(RJSC) 17. AfSEm o
99. Other government @G E T GG
services that might be 5F AR
releyant toyouasa (STrTerest)
businessman (Please
specify) 99. Sy I
ATl T ST
[N AT efpifere
209 AT (W3 &
72 )
316 |For the purpose of your AN A ST,
business, why did you A (T (TS TR
not take any form of ST o B2
government service?
317 {How would you rate 1. Very bad S Freicg "amil" faea| 1. 43 Qe
your experience with  |2. Bad g Sfeewslh (76 2. <
"Ekshop"? 3. Neutral FAET? 3 e
4. Good
5. Excellent 4. o
5. m®
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318|Could you please S T P ST CF
provide some A ey 7T e
explanation on your AT? /S (7 GT D
sgore?/Why do you T FE?
think so?

319 |What do you think 1. Nothing, it is fine as| ™ & 37 st & 1. o531, @ e
should be itis s/ A/ qe s | it
changed/altered/added |2. Please specify e 2w e BT v
7

320 |How would you rate 1. Very bad WA Freica "aFeet” e |1, %47 L
your experience with 2. Bad RIGREICISS) e 2.

"Ekpay"? 3. Neutral rdel? 5 B
4. Good 4' '
5. Excellent =
5. wrg

321 |Could you please AR 7 B A CFR
provide some A ey 7T e
explanation on your AN /S @ GG
sqore?/Why do you S —
think so?

322 |What do you think 1. Nothing, it is fine as |39 & 37 o3 1. feg3 1, @ e
should be itis ARS/ e/ qF T | B weR
changed/altered/added |2. Please specify Hw? 2wt e BT v
?

323 {How would you rate 1. Very bad S e "Wigers” fwea| 1. 49 et
your experience with 2. Bad e Sl &5 2. 2t
"mygov"? 3. Neutral FAET? 3 FBrorE

4. Good 4' '
5. Excellent -
5. mg

324 |Could you please A W P A CFI
provide some T g T face
explanation on your A? /AR (7 GG
sqore?/Why do you N
think so?

325|What do you think 1. Nothing, it is fine as|F*N F AT T |1, o3 1, o o
should be itis ARS/ e/ 3@ Far | B weR
changed/altered/added |2. Please specify e 2w e BT v
7

326 |How would you rate 1. Very bad ey Sroicg "fBfebk |1, 37 4/
your experience with 2. Bad CFR/ e 7T |2, 2ot
"Digital Centre/One- 3. Neutral ot et Sfeerel (35 |3, fce
Stop Service"? 4. Good 5 C

5. Excellent o G G
5. wrg
327 |What services did you "fSf&bTeT GO/ ST 35

avail from "Digital
Centres/One-Stop
Service" hubs?

A" gRefT (T S
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T AfSTeiRT ozt
FACRA?

328 |Could you please S W P ST CF
provide some A ey 7T e
explanation on your AT? /S (7 GTD
score?/Why do you S FE?
think so?

329 [Do you have any "SRG TeT (FOIR/ S5

recommendations in
regards to "Digital

ARG BICE R A

f& SAifi ICCR?
Centres/One-Stop come
Service" hubs?

330|What do you think 1. Nothing, it is fine as |39 & 37 o3 1. o531, @ e
should be itis s/ A/ qe a1 | it
changed/altered/added |2. Please specify Hw? 2wt e BT v
?

331 |How would you rate 1. Very bad WA Pl "CRFE" @7 |1, 47 L
your experience with 2. Bad A SR oSl (76 |2, <t
"Shebakunjo"? 3. Neutral FAET? 3 BarerE

4. Good C
5. Excellent 4. oFT
5. mE
332|Could you please S T I SA
provide some A g i fwes
explanation on your AN /S @ GG
sqore?/Why do you S —
think so?

333 |What do you think 1. Nothing, it is fine as|F*N I T |1, fog3 1, o com
should be itis ARS/ e/ qE T | B we
changed/altered/added |2. Please specify Hw? 2wt e BT v
?

334 |How would you rate 1. Very bad Al Froi "SEETsT [ 1. 49 Qe
your experience with 2. Bad (5o ABEET e S |2, 4R
"Online trade license"? |3. Neutral Yy Sy [P "

4. Good

5. Excellent G G

5. g
335|Could you please S T P ST CF

provide some A g i fwes
explanation on your AT? /S (o G
sgore?/Why do you T FE?
think so?

336 |What do you think 1. Nothing, it is fine as|F*R F AT T |1, o3 1, off com
should be itis s/ A/ qe s | e

2. Please specify e, 2wt 7d BT o9

changed/altered/added
?
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337 |How would you rate 1. Very bad oy oI "Senizy |1, 47 R
your experience with 2. Bad 575y TS e ot |2, et
"Online tax services"? |3. Neutral Sl (5 FI? 3. BT

4. Good

5. Excellent 4. o

5. wirg
338|Could you please S T T AP CF

provide some A ey 7T e
explanation on your ANE? /AR (T 9T
score?/Why do you T FE?
think so?

339 |What do you think 1. Nothing, it is fine as|F*N F AT F |1, fog3 1, o o
should be itis s/ A/ qe s | it
changed/altered/added |2. Please specify Ew? 2. wH 3 BT o5
7

340 {How would you rate 1. Very bad A PR "SFETET [ 1. 47 4=
your experience with 2. Bad oIt BoH" M oM |2, Qe
"Online vat return"? 3. Neutral e e e 3. Errere

4. Good
5. Excellent S
5. wrg

341 |Could you please A TR T A CFR
provide some A ey 7T e
explanation on your AT? /I ) G
score?/Why do you S —
think so?

342 |What do you think 1. Nothing, it is fine as |39 & 37 o3 1. o531, @ e
should be itis ARS/ A/ qE T | B weR
changed/altered/added |2. Please specify %57 2w I7F BT 53
?

343 |How would you rate 1. Very bad el oI T Cofber’ |1, 47 AR
your experience with 2. Bad A oo SfewsiB &6 |2 st
"Forms portal? 3. Neutral TR 3. BreerE

4. Good
5. Excellent 4. o
5. g

344 |Could you please S T T AP CF
provide some I g 1t Mes
explanation on your AN /S @ GG
score?/Why do you N
think so?

345 |What do you think 1. Nothing, it is fine as [SH F StT s 1 |1, o3 1, @ oW
should be itis s/ Afd/qe w1 |09 S

2. Please specify He? 2. vt 773 BT T3

changed/altered/added
?
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346 |How would you rate 1. Very bad A FroTT "9NeNzaF | 1. 9T A=A
your experience with 2. Bad SRR 2he T |2, Qe
"SMEF Suppliers 3. Neutral SN Sfewel @5 |3, facerw
platform"? 4. Good SEEDA 4' o

5. Excellent o e
5. wrg

347 |Could you please S T T S CF
provide some A ey T e
explanation on your ANE? /AR (T 9T
score?/Why do you T FE?
think so?

348 |What do you think 1. Nothing, it is fine as |3 T FEE I |1, fFg3 1, @ 5w
should be itis s/ A/ qe s |5 it
changed/altered/added |2. Please specify e, 2. wE ¥ BHT 59
7

349 |How would you rate 1. Very bad S Freica el e |1, 47 W
your experience with 2. Bad PR Sfeeell (76 2. R
"Joyeeta"? 3. Neutral TR 3. BreerE

4. Good
5. Excellent 4. SFT
5. wirg

350 |Could you please A TR I A CFR
provide some A ey 7T e
explanation on your AT /A () @D
score?/Why do you S —
think so?

351 [What do you think 1. Nothing, it is fine as|F* F AT F |1, fog3 1, o com
should be itis ARS/ e/ q@ T | B ©eR
changed/altered/added |2. Please specify 2597 2. vl 373 BT o3
?

352 |How would you rate 1. Very bad A Freicq "3-wAlfe" 1. 33 <R
your experience with "e- |2. Bad A oo SfewsiB &6 |2 st
Purjee"? 3. Neutral TR 3. Errere

4. Good

5. Excellent A S

5. g
353|Could you please S T T S CF

provide some IS g it fes
explanation on your AET? /A () @D
score?/Why do you N
think so?

354 |What do you think 1. Nothing, it is fine as [SFH T s |1, o3 1, @ 5w
should be itis e/ A/ qe w1 |09 S

2. Please specify fe? 2. vt 373 RS o9

changed/altered/added
?
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355 |How would you rate 1. Very bad A Freicq "o 1. 91 4R
your experience with 2. Bad CrRefT (333, 2. e
"Call centers (333 3. Neutral "

’ 16123,16122)" facx (3. fsest
16123,16122)"? 4. Good I w%c)aﬁ
5. Excellent ) ' 4. o
FACE? 5. wirg

356 |Could you please WA 7 S A CFR
provide some A ey 7T e
explanation on your AEN? /A (@ G
score?/Why do you T FE?
think so?

357 |What do you think 1. Nothing, it is fine as| ™ & 37 st & 1. o531, @ e
should be itis s/ A/ qe s | it
changed/altered/added |2. Please specify e 2w e BT v
?

358 [How would you rate 1. Very bad S Froie "SR 8 | 1. 47 4=
your experience with 2. Bad AT (™ 2. AR
"Agricultural 3. Neutral (ao3B)" fea o |3, e
information and 4. Good R N 4' '
communication centre |5. Excellent R : W
(AICC)"? 5. g

359 |Could you please S T P SA
provide some A g it fwes
explanation on your AN /S @ GG
score?/Why do you S —
think so?

360 |What do you think 1. Nothing, it is fine as|F*R AT T |1, o3 1, @ff com
should be itis ARS/ e/ qE T | B weR
changed/altered/added |2. Please specify Hw? 2wt e BT v
?

361 {How would you rate 1. Very bad Sl e " |1, 49 Qe
your experience with 2. Bad oG SIRF T Caifon M |2, ater
"Electronic money 3. Neutral T et (2B |3, frers
transfer service (EMTS) |4. Good i Sl Sl (55 | 4w
of Bangladesh Post 5. Excellent )

Office"? A 5. 7TE

362 |Could you please WA 7 S A CFR
provide some A ey 7T e
explanation on your AT? /S (7 GT D
score?/Why do you S FE?
think so?

363 |What do you think 1. Nothing, it is fine as| ™ & 37 st & 1. o531, @ e
should be itis s/ A/ qe s | it

2. Please specify Ew? 2wt 7d BfE a9

changed/altered/added
?
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364 [How would you rate 1. Very bad A Freica ARG |1, 47 e
your experience with 2. Bad T " M T |2, Qe
Postal cash card"? 3. Neutral Sfowsll 75 FI? 3. R
4. Good
5. Excellent G G
5. wrg
365|Could you please S T P ST CF
provide some A ey T e
explanation on your AT? /S (o O
sgore?/Why do you T FE?
think so?

366 |What do you think 1. Nothing, it is fine as | & 33 st & 1. o531, @ e
should be itis s/ A/ qe s |5 it
changed/altered/added |2. Please specify fre? 2wt e BT v
?

367 |How would you rate 1. Very bad A Freic "ASERT |1, %43 L
your experience with 2. Bad o (g O QT (2, <ot
"Services of Registrar of|3. Neutral 3BF @R 3. e
Joint Stock Company  |4. Good S——— C
(RJSC)"? e 5. Excellent ;ﬂﬁﬂ ;iztﬁ;m 4. oF

368 |Could you please AR A P SAT CFI
provide some A ey 7T e
explanation on your AT? /S (7 GT
sgore?/Why do you S FE?
think so?

369 |What do you think 1. Nothing, it is fine as | & 37 st & 1. o531, o
should be itis s/ A/ qe s | it
changed/altered/added |2. Please specify e 2wt e BT v
?

370 |How would you rate 1. Very bad A PSSy 1. 39 Q=
your experience with 2. Bad SR A AT S| 2, 2ot
"Other government 3. Neutral PN BT AP 20 |3 Frgpors
services that might be |4. Good y C
relevant to you ags a 5. Excellent e W:ﬁw 4. W
businessman"? POl G T 15, g

371|Could you please S T P SA
provide some A g i fwes
explanation on your A? /AR (7 G
sqore?/Why do you S —
think so?

372 |What do you think 1. Nothing, it is fine as|F*R AT T |1, o3 1, off com
should be itis ARS/ A/ qE T | B weR

2. Please specify Hw? 2wt e BT v

changed/altered/added
?
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373|0verall, how easy do 1. Not easy at all AT, SN TR | 1. (Ahe 57w 7%
you think government |2. Not easy AT 2R T & (2. sge 77
services to use? 3. Moderate level o5l e WA FE? |3 5 Bh

4. Fairly easy to use 4

5. Very easy to use - TR 1 B
ATE
5. 2R T LR A2G

374 |Could you please SIS W T A CFR
provide some AT g Rt e
explanation on your AN /S @ GG
score?/Why do you N
think so?

375|What do you think 1. Nothing, it is fine as a2 el wwe 2w |1, Rgs A, o cw
should be itis TR G SR 5 Wtz
changed/altered/added |2. Please specify oS/ AT FA/IT |2, vt vra R w9
to make these services 1 T5w 30 Wl S
easier? -

376 |Do you think the 1. Not at all AN NI (1. Gnbe A
government services  |2. Not easily TR AT TG |9 sm0e3 SyCERICNY
are easily accesible? accessible SIS ? -

3. Neutral . 3. et
4. Yes, they are easily _
accessible 8. T, aaffy Rre
5. Yes, absolutely, SICFPACIA
very easily accessible 5. 3ff, eI, 99
SRCGTR SCFACAT
377|Do you think there are |1. Not at all o1 & [T P 1. CMBe
enough government 2. No, there are not | F« axafem oy G | & siefes snfost (3
services for MSMEs? enough services TR A I0R? 3. B
3. Neutral o o
4. Yes, there are 8. I, "HIg A
enough services .m@ )
5. Yes, absolutely ¢. off, @A Frfiey
there are more than SR (bTT @
enough services fog TR
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378 |Since government 1.Need to have an  |(FC2g il A& 1. 2% SHICHCH &)
services exist but you |insider (person for R o3 SN e | o ssfie
cannot access them, reference) for easier  |sizam wacs wR= 1, (Graisisrten &)
why do you think you  |access SIS (S I T |2t w1l
cannot access them? 2.‘Need o1 T STEPT F90S | sprored)/ :

middleman/brokers TR :
but they are ) ' ISR O] OIEl
expensive UERRE
3. Distance is a major . 7Y 93 2T
issue ST
4. Internet 8. BB AT
connectivity is an 93T ST
ISSue ) @. CGB1 ST @3
5. Access to data is
an issue R
6. Access to M. SIGCICT S
smartphones is an a3 T
issue 7. el it o3
7. Services are there AfFal 47 wrETelfEe
but the process is 932 FOE
very bureaucratic and . TR AT O
stringent S R S
8. Services are there

Bl
but the government
representative are not 9. A Btz ©CT
accomodative wifsr Frer o crs
9. Services are there “Aif ©f erif 1 (fefebre
but | do not know how o)
to get it (digital T, —
Ilteracy). ST O e
10. Services are there .
but | do not have ST RIS ER
adequate knowledge (o1&t sArare)
on them (service 5. S5 (T3
literacy) e F)
11. Others (please
specify)

379 |What government SRS WA (P A
service would you like ARG (MRCS b A A
to see in the future that IR ToTE FACS
might benefit your oACE?
business?

380 |Have you heard of 1. Yes 1A e feferbeT 1. 7t
Digital Centres/One- 2. No @/ S5 AR (2. A
Stop Services? 3.1 have heard of it <o wrmreer? o. T @ ©TE B

Il';l.:; do not know what N .
4. Others (please 4. ey (T
specify) e 33)
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381 [*If did not hear, explain *Ifn W= AP O
concept of digital fefersrer (vmefer e
centres* T T
What kind of services (Wgww ey
do you think could help )
your business?

T <RefF AfSTRfer SiowF
[P TRRS TS
AT 90T SR T FC?

382 |What financial service A &R GroE/ eTm
(particularly lending 3571 NS 2 @
services) do you want ek T (Rrerr wet
to see from Digital
Centre/One-Stop 53] © o
Services?

383 |What skill based A (1 el fefes
(particularly lending (R 2o GRIwf)
services) do you want i RRGET
to see from Digital CRBR/ TS5 R
Centre/One-Stop - ' 2
Services? For example R b
trainings, connecting to SRR 2, T
skilled labour, etc. AT/ H S ST

STt Bel osif

384 |What market based AT fefers e
services (particularly CTBIE/ ST-75 TMfEefer
lending services) do QA (9 T fefes
you want to see from SHota R (ReTrs el
Digital Centre/One-Stop
Services? For example GR) (TS B2

SR MG,

matchmaking,
information of demand-
supply, etc.

PR ER BT RIS
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