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RURAL BANK OF STO. TOMAS SUKI MICROFINANCE PROGRAM'

l. Institutional Background and Context

A. Brief History

The Rural Bank of Sto. Tomas Inc. (RBST) was established on February 11, 1973. It was a
brainchild of Mariano and Lourdes Solis who felt that one way of hastening development in the
community was to provide residents with access to financial services. Prior to RBST's presence in
the community, residents of Sto. Tomas had to go all the way to Tagum or Davao City to avail of
formal banking services.

In the 70s, the Masagana 99, a government initiated rice production program was
introduced to farmers. It had a financing program undertaken by rural banks wherein the RBST
was one of the participants. Rice production grew dramatically due to the program that
subsequently led to increased profits for RBST. However, massive rat infestation and attacks of
tungro later saw rice production taking a nosedive. The decline in rice production and the
consequent fall in farmers' incomes resulted in poor repayment performance in bank loans. The
bank’s large exposure to rice production almost resulted in its closure in the late 80s. Believing
that it could still contribute to the development of Sto. Tomas, however, the bank went into a
rehabilitation program with the Land Bank of the Philippines in the early 90s. To professionalize its
operations, the bank hired a retired manager of the Far East Bank & Trust Co. as its Chief Operating
Officer. It was during the same period when the bank underwent the computerization of its
operations. Hence, from a negative financial position in the 80s, the bank slowly recovered and
was able to declare cash dividends in 1994 after more than ten years.

Since then, RBST has been on steady growth path. With the election of younger and more
aggressive directors, the bank has become more focused in planning for the future. In 1997, the
bank went through a Strategic Planning Workshop, for the first time in its 25-year history. The
newly elected chairman brought with him eight years of experience in retail banking from New
York City. The hands-on management style of the bank's Board of Directors resulted in
improvement in bank operations, as indicated by its steadily increasing bottom-line figures.

In 1998, the bank was selected as one of the four pilot banks of the Microenterprise Access
to Banking Servces in Mindanao (MABS-M) Program, a USAID funded project. With the help of
MABS, RBST revised its lending policy and went into more focused and structured microfinance
lending. Using the “bibingka” approach in its microfinance program, RBST saw its microfinance
“SUKI” loan program slowly contributing increasing revenues to its overall operation.? RBST has
since become a showcase for successful microfinance implementation in Southern Philippines. In
fact, a number of rural banks from Mindanao have been trained by the bank’s microfinance
personnel. On September 15, 2001, the RBST had the distinct privilege of presenting its successful
microfinance experience during the Global Summit of Women in Hongkong. In 2003, RBST was
awarded by the MABS as the topnotch awardee for Mindanao with a “AA” rating.

" Documentation of the SUKI microfinance program has benefited largely from the inputs provided by Ma. Lourdes Pineda,
RBST compliance officer.
2 Bibingka approach is the expression used to describe the support provided by the top management and by the rank and file.
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B. The Bank’s Mission
The mission of RBST is as follows:

“RBST will be a leading provider of expanded and efficient banking and technical services to
agriculture, commerce and industry essential to the development of the countryside.

RBST will be a catalyst in the field of microfinance, assisting our customers in the creation of
wealth, driven by a desire to help them succeed through a team of competent and highly motivated
professionals, guided by in-depth knowledge of their needs and rising expectations.

RBST will maintain the highest ethical standards, sense of responsibility and fairness to our
stakeholders and the communities we serve.”

C. Legal Structure, Governance and Organizational Structure

The Rural Bank of Sto. Tomas (RBST) is a family owned rural bank with five Board members,
of which two are independent. As of end-December 2002 preferred shares amounted to P1.1
million while common shares was at P3.8 million. The bank has five departments: (i) management
information system; (ii) cash department; (iii) administration; (iv) accounting; and (v) loans
department. A separate microfinance unit falls under the loans department of the bank. The
organizational chart of RBST is presented in Annex A.

D. Funding Sources

As of year-end 2002, RBST has a capital stock of P4.9 million. It has a surplus of P9.1 million
and surplus reserves amounting to P2.4 million (see Annex B). Total capital account amounts to
P16.4 million. The bulk of its funding source is from savings deposits which amounts to P39 million
or about 75 percent of its total liabilities. Savings to assets ratio was 57 percent. Since the
introduction of its SUKI microfinance program, RBST has basically relied on its deposits as source
of loan funds.

E. Socio-Demographic Profile

Sto. Tomas is situated in the island of Mindanao, Region Xl. It is one of the 22
municipalities of Davao Province. The municipality has a total land area of 32,041 hectares with a
population of 84,3473

From the south stretching to the eastern and upward to the northeastern part of Sto.
Tomas is a vast expanse of fertile and gently rolling lands. The mountainous portions are toward
the western and northwestern areas, near the boundary of Davao City and the municipality of
Kapalong. The elevation ranges from 10 meters to 556 meters above sea level.

The municipality of Sto. Tomas is substantially dependent on agriculture. About 44
percent or 14,225 hectares of the total land area is devoted to agriculture and inland fish
production. Rice is the principal crop covering about 6,200 hectares of land. Banana occupies the
second largest area among agricultural crops with some 6,000 hectares devoted to it. Commercial

3 As of May 1, 2000 Census.
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banana plantations have penetrated the Japanese and Middle East markets, playing a major role
in the economic development not only of the municipality but of the region, as well.

. Market and Clientele

RBST's microfinance operations cover 12 barangays of Sto. Tomas and two barangays each
in the municipality of Dujali and Kapalong. The SUKI program basically serves the financing needs
of micro-entrepreneurs particularly in trading, retailing, food and other processing activities
except agriculture-related activities. The SUKI loan program is designed to reach micro-
entreprenuers who do not have access to working capital loans from banks and other formal
lending institutions due to their inability to supply collateral.

Clients are selected from communities where there are, at least, 20 potential micro
business operators. Prior to SUKI, RBST offered micro-loans to a limited number of
microentrepreneurs. Excellent borrowers from the past program were invited to avail of the SUKI
loan but were subject to the policies and procedures of SUKI.

Marketing strategies adopted by the bank vary depending on the target service area. The
following are some of the methods used to market the SUKI loan product:

= Visits with selected community leaders, public market vendor associations, public
utility vehicle operator associations; women'’s associations; and the like;

= Distribution of flyers or information brief;

= Putting up of posters

= Visiting micro-enterprises in the community and inquiring about their financial needs.

In marketing the SUKI loan product, the account officer informs the potential clients or
their leaders about the schedule of orientation on the SUKI product features and procedures. The
orientation is held either at the bank premises or anywhere in the community such as the
barangay hall, covered courts, etc. If held outside bank premises, the account officer schedules a
specific time and place for the community orientation. The orientation is held close to where the
potential clients reside or where their business are conducted.

Il. Environmental Factors

Direct competitors of RBST are the informal moneylenders and the lending investors. It
also faces competition from the Rural Bank of Panabo which recently established a branch in Sto.
Tomas. RB Panabo targets the same market as it is also engaged in the provision of microfinance
services to micro-entrepreneurs. Nonetheless, the competition has not been too tight due to the
still substantial unmet demand for microfinance services in the area. RBST further develops its
capability as it continues to grow its portfolio and meet the remaining demand as it plans to
launch a group lending program following the Grameen Bank lending methodology in the near
future.

Iv. Operational and Financial Performance

Consolidated financial statements for the period 2000 to 2002 show rising positive net
incomes (Table 1). On the whole, the bank has been operating at a level that is operationally self-
sufficient. Operational self-sufficiency ratio has exceeded 100 percent since year 2000 indicating
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that the bank has been able to sufficiently cover its operating expenses from its financial
operations.

The bank’s operating cost ratio is in the range of 19 to 21 percent during the period 2000
to 2002, demonstrating a relatively cost-efficient level of operation. Past due rate was high in 2000
at 26 percent due to delinquent loans in agrarian and agricultural loans. However, delinquency
was reduced to 12 percent in 2001, and further down to 9 percent in 2002.

Table 1
Selected Bank-Wide Performance Indicators
(in %)

Indicator 2000 2001 2002
Operational Self-Sufficiency 117 126 128
Operating Cost Ratio 21 19 20
Past Due Rate 26 12 9
Net Income (P ‘000) 1,881 2,088 2,150

As of end-December 2002, RBST’s SUKI microfinance program has 619 active clients with a
loan portfolio balance of P4.6 million. The number of deposit accounts with individual
outstanding balance of less than P15,000 is 8,162. The total balance of these deposits amount to
P8.8 million. Portfolio at risk is moderately low at 5.3 percent. The net income was P533 thousand,
while the program'’s operating self-sufficiency was 126 percent.

More recent data, i.e., as of end-February 2003 indicate the SUKI portfolio to have reached
an aggregate of P5.328 million with 642 active accounts, 8,255 micro-depositors, P7.497 million in
micro-deposits and a relatively low portfolio-at-risk ratio of 4.52 percent.

Table 2
SUKI Selected Performance Indicators
End-December 2002

Indicator

No. of Active Borrowers 619
Loan Portfolio Balance P4,598,867

No. of Depositor Accts w/ < P15,000 Outstanding 8,162
Deposit Balance for Accts <P15,000 P8,776,142
Portfolio-at-Risk 5.29%
Net Income from Operations P533,018.98
Operating Self-Sufficiency 126%

V. The SUKI Microfinance Products

The RBST SUKI microfinance program was launched in December 1998. The bank's
Microfinance Unit (MFU) initially began with deposit mobilization to raise funds for the program.
In March 1999, the program began its lending operations with an initial four borrowers.
Thereafter, it spread in the community through word-of-mouth. To further enhance awareness
about the new product, RBST conducts weekly orientation seminars for prospective borrowers to
apprise them about the peculiarities of the lending program and the credit discipline required.
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SUKI loans are designed for individual borrowers. However, plans are underway for the design of a
group-based SUKI package for prospective borrowers in the more remote barangays of Sto.
Tomas, as well as its neighboring municipalities.

a) SUKI Loan

Loan Amount and Terms of Repayment

The loan amount is based strictly on the borrower's repayment capacity. Initial loans are
restricted to no more than 25-30% of the borrower’s repayment capacity, taking into account all
his income and expenses. Succeeding loans are restricted to no more than 50% of his repayment

capacity.

Table 3
Loan Amount and Repayment Term

Loan Amount Repayment Term
Initial loan amount shall not exceed | Maximum term of 6 months
P15,000 per borrower

Subsequent loans shall increase by an
amount not exceeding 20% of the
original loan amount.

Maximum term of one (1)
year

Interest Rate and Other Fees

Interest Rate :
Service Charge:

2.5% per month, flat, add-on

2.5% of loan amount, deducted from loan
proceeds

Other charges include:
Documentary stamps:
Late penalty fees:

0.15% of loan amount
2% per month based on the outstanding
principal balance of the loan.

Borrowers Common Fund (BCF) :a credit insurance that provides debt
redemption in case of the client’s death.

Loan Maturity Fee per P1,000

3 months or less P2.50
more than 3-5 months 5.00
more than 5-8 months 7.00
more than 8-12 months 13.00

iii. Prompt Payment Rebate

The bank grants an incentive equivalent to 0.5% per month to borrowers who pay their
due amortization installments in full on time, for the entire loan term. The amount of rebate is
credited to the borrower’s savings account at the end of the loan repayment term as determined
by the account officer.

Rural Bank of Sto. Tomas Suki Microfinance Program Case Study



DOCUMENTATION OF PRODUCT DEVELOPMENT PROCESSES IN SELECTED MFIs 7

iv. Frequency of Repayment

Loans can be paid in equal payments on a daily, weekly, bi-monthly or monthly basis
depending on the borrower's cash flow. Daily amortization is based on a five-day week, that is,
from Monday to Friday. Weekly amortization is every seven days. This approach is sensitive to the
borrower’s cash-flow and capacity to pay.

V. Collateral/Guarantee

Table 4
Loan Amount and Guarantee Requirement

Loan Amount Guarantee/Collateral Requirement
P3,000 - P4,999 Two (2) Co-makers
P5,000 - P30,000 Two (2) Co-makers

Security Agreement (e.g. household assets
such as appliances, etc.)

In excess of P30,000 up to | REM, Chattel and/or other forms of hard
P100,000 collateral based on the evaluation of the
bank.

vi. Savings Contribution

All borrowers with approved loans are required to open a savings account with RBST. It is
intended to build up the client’s asset base and is not viewed as a "fee" in exchange for access to
credit.

Prior to loan release, borrowers open an account with the bank for a minimum initial
deposit of P100. As part of the bank’s service to the client, savings deposits are incorporated in the
loan amortization in an amount equivalent to a balancing figure to make the loan payment a
round figure. For example, if the client is supposed to pay P178 as loan payment per week, he/she
will be required to deposit P22 together with the loan payment to make the total collection P200.
These deposits can only be withdrawn once the loan is fully paid.

b. SUKI Savers Club

SUKI Savers Club is a savings product of RBST designed to mobilize savings from
individuals who have never deposited funds with any bank for the simple reason that they do not
know whether the bank would accept any amount for deposit.

i. Initial Deposit

To encourage people to deposit, the bank has waived the "minimum initial deposit" rule
and has been accepting any amount as initial deposit under the SUKI Savers Club program.

ii. Interest Rate

The interest rate is pegged at 4% per annum, for a minimum average daily balance of P1,000.
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iii. Ganansya Box

To minimize overhead expenses, RBST opted to utilize a savings box called "Ganansya Box"
where depositors can collect their savings to be deposited in the bank once it is filled, or within a
period of four weeks, instead of the bank picking up the deposits. The Ganansya Box is purchased
by depositors from the bank and has a lock and key to ensure the deposits’ security. The keys of
the Ganansya box are left with the bank for safekeeping.

This savings mobilization tool takes into consideration the Filipino’s cultural norm of the
need to “save face” from the embarrassing experience of depositing very small amounts. When
interviewed by RBST staff, this has been the reason given by quite a number of prospective micro-
depositors on why they do not deposit their funds in banks. The Ganansya Box provides the
depositor the necessary confidentiality of bank deposits and the assurance that, big or small, their
deposits are welcome and that they would be treated equally.

iv. Ganansya Raffle Bonanza

To encourage depositors to use the Ganansya Box for saving (to minimize the need for
having to pick up deposits), RBST has launched the Ganansya Raffle Bonanza Promo. Under this
scheme, the bank matches the value of the deposit in winning deposit slips drawn during the
monthly raffle draws.

VI. SAKA Program

The SAKA is a relatively new program launched in June 2002. It is a microfinance program
intended for rice production using a corporate farm approach. A loan package of P17,000 per
hectare is granted to farmers with a term of six months at an interest rate of 2.5 percent per month
and a service charge of 2.5 percent, collateral-free. Although loans are granted on an individual
basis based on the number of hectares owned by the farmer-borrower, borrowers are grouped
into clusters and are under a group guarantee system. The group leader is responsible for
overseeing production with the assistance of the local government agriculturist and a technician
assigned by Bayer Philippines. Since the program is relatively new, it is not possible at this stage
to determine the effectiveness and sustainability of this product. Further, no available series as yet
of operational and financial data could be used for analysis.

Vil. Process of Product Development and Factors for Success

A. Innovative Products

The SUKI microfinance program essentially uses the cashflow-based system of lending to
individuals, where the cash flow analysis is used to establish the borrower’s capacity to pay as well
as the most appropriate amount and terms of repayment. This highly customized service to
clients seems to run counter to conventional wisdom in microfinance. The traditional
understanding stipulates that MFIs should offer standardized products to create the necessary
efficiencies in order to generate a profit out of small-sized loans. Rather than contradicting this
approach, RBST balances simple, standard products with excellent customer service. The result is a
basic product with several variable features that take into account the client's expense
requirements and income flow.
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Essentially, the method used by the SUKI programs can be summarized as follows:

1. Lending is based on the borrower’s present cash flow. Loan terms and repayments
depend on the expense requirements and income stream of clients’ businesses.

2. Loan amount is based on the capacity of the borrower to repay. Loan sizes are flexible.

3. Reduction of credit risk and provision of good customer service by tailoring the loan
size, term and repayment plan to the clients’ needs.

4. Repayment schedule is based on the borrower’s timing of cash flows.

5. Collateral is not the primary consideration.

The SUKI micro-loan is relatively new to the RBST but has already shown much higher
quality portfolio than its traditionally secured loans. As of end-October 2001, portfolio at risk of
microfinance accounts is only 4.5 percent against the 38.4 percent of the bank’s commercial and
agricultural portfolio.

The SUKI program basically relies on its innovative savings product to generate its
loanable funds. The Savers Club encourages voluntary savings that meets the preferences of small
depositors. It allows the depositor to open an account which does not require a minimum initial
deposit and allows him/her to slowly build his/her deposit through a Ganansya box. It is flexible
and sensitive to customer needs and preferences.

B. Factors for Success
i. The Team

RBST did not have a formal organized team of personnel for product development
although it was clear that there has been a top to bottom involvement of personnel in launching a
microfinance program. The entire bank, from the Board to the management and further down to
the different departments, were involved in the planning process. Fine-tuning of the product
details, however, was undertaken by the loans department with strong support from the Board
and management.

ii. Buy-In

Prior to MABS, the bank’s micro-credit activity was very limited and somewhat ad hoc in
approach. With MABS's technical assistance and training in microfinance’ best practices, the bank
shifted to a more focused and structured approach to microfinance. The Board and management
viewed the assistance as an opportunity to enhance their financial operations, to have their staff
trained at no cost to the bank. Further, it was also an opportunity to penetrate a new market and
use an effective methodology in delivering financial services to microentrepreneurs. The decision
to get involved in a microfinance program came all the way from the top, with the entire bank
staff buying into it. Hence, the SUKI microfinance program was designed towards the expanded
and profitable delivery of microfinance services to micro-enterprises.

iii. Clear Target Market

RBST is clear when it comes to its target market for the SUKI program. The program is
designed to reach micro-entrepreneurs who do not have access to working capital loans from
banks and other formal lending institutions due to their inability to supply collateral. It is also
provides an alternative to the informal moneylender for micro-entrepreneurs. The bank has a clear
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strategy on how to market the program right into the heart of the community where there is
demand for microfinance services (see Section Il above).

iv. Understanding Client Needs, Demand and Preferences

RBST conducts informal market surveys to determine client demand and preferences.
Interviews are conducted with microentrepreneurs in public markets and in communities where
there are existing micro-enterprises. In these visits, the SUKI program is also promoted to
prospective clients. By analyzing the cash-flow of loan applicants, the bank is able to gain
information on how much loan a prospective client can afford to pay, how long the loan term
should be, and how frequent (daily, weekly, monthly) the client would be able to pay.

C. Product Development Cycle

RBST’s SUKI microfinance program began when the USAID-funded MABS program
selected the bank as one of its pilot banks. An institutional assessment was first conducted by
MABS to determine whether the bank has the potential to undertake an effective microfinance
program. MABS’ assessment found the bank acceptable for technical assistance. Subsequently, a
market research was conducted with MABS assistance to understand client needs, preferences
and identify unmet demand. Micro-entrepreneurs in the public market were the initial
respondents to the market survey.

In December 1998, a deposit mobilization campaign was launched among micro-
entrepreneurs. Micro-credit was provided to these micro-entrepreneurs only in February 1999,
when resources were already mobilized from deposits. Initially, four micro-entrepreneurs were
granted with loans to pilot-test the program. In March 1999, micro-credit was launched on a full-
scale basis. Thereafter, weekly orientation seminars were conducted with borrowers. Savings
mobilization has been the source of loan funds for the bank’s loans to micro-entrepreneurs.

VIill. Institutional Effectiveness

A separate microfinance unit (MFU) was created by the bank to manage, administer and
monitor its microfinance program. New staff members hired for the unit were trained by MABS on
microfinance best practices and principles. A study visit was also undertaken in the New Rural
Bank of San Leonardo, a rural bank with a successful microfinance program, to provide exposure
for them. During the exposure trip, the staff were mentored on how to undertake an effective
credit investigation and apply cashflow-based lending. Continuous training is provided to ensure
that the staff fully understand these principles as well as the microfinance product being delivered
to clients. Further, the staff are continuously made aware of developments in the direction that
the bank is taking in its microfinance program. Incentives are, furthermore, granted to the
microfinance unit for good performance. Specifically, the MFU is encouraged to expand its
outreach, while at the same time maintaining minimal portfolio-at-risk (PAR). The level of the PAR
and number of borrowers against outstanding portfolio are included in the incentive scheme.

RBST has also reoriented its management towards zero tolerance for delinquent loans.
Preventing delinquency is a responsibility of everyone involved in the lending process but
primarily of the Account Officer (AO), who is tasked to provide the bank with the information used
for the decision to lend and is accountable for repayment. Savings mobilization has also become
an important part of the microfinance program, unlike in the past when management had the
mistaken notion that the poor do not have the capacity to save.
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With MABS assistance, RBST made changes in its credit investigation (Cl) and background
investigation (BI) procedures. From a collateral-based approach, the bank shifted to character and
cashflow-based approach. Interviews are conducted with neighbors, suppliers, creditors,
community leaders and co-makers. Visits are conducted at the applicant’s place of business and
residence. The Cl also establishes the applicant’s as well as the co-maker’s credit worthiness and
debt capacity. Based on the results of the CI/BIl, only 35% of net cash flow is allotted for debt
servicing.

Moreover, the bank's MIS was enhanced to effectively monitor and evaluate its
microfinance operations. Information generated by the MIS provided the bank with timely and
accurate information of the SUKI loan program. Monitoring reports include data on portfolio
quality, volume of loans, outreach, revenue and business activity, among others. The SUKI loan’s
weekly performance is monitored using both a loan tracking software and manual tracking of
borrower performance.

RBST uses the Microbanker system to track the performance of the MFU --- an integrated
system that contains: (a) deposit; (b) loan; and (c) general ledger modules. It is capable of
generating 14 types of reports for the MFU activities.

RBST also keeps track of borrower performance using manual ledgers that are updated on
a daily basis. It keeps track of the installments paid; penalty fee, outstanding balance; and past
due. It also details the loan amount, maturity and account number.

IX. Experience With Failed Products

RBST had experienced failures in delivering financial services to poor households in the
past. It suffered from a high incidence of delinquent accounts that resulted in reduced lending
activity to the micro-enterprise sector. The management attributes the failure to a poorly
identified market and inadequate preparation of bank staff. Further, the bank had the following
preconceived but mistaken notions about lending to micro-enterprises:

= Daily collections would ensure success;

= Minimal supervision is required;

= Savings from poor clients are not a good fund source, since they do not have the
capacity to save;

* Having large spreads means one can be tolerant of past due accounts; and

» Little analysis is needed for subsequent loans and hence, can be stepped up
automatically.

These were mistaken notions that were straightened out in the SUKI program. The bank
realized, with the assistance of MABS, that there was nothing wrong with the micro-enterprise
sector. Rather, it was their approach to lending to the sector that was not completely correct. The
bank realized the following:

= Atolerant system increases delinquency;

= Poorly designed products do not respond to client demand and preferences;
= A poor pricing mechanism does not promote sustainability;

= Their lending procedures did not suit the targeted clientele;

* They had inappropriate training of staff; and
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* |nadequate management information system that is not able to generate timely
and accurate information on the portfolio.

With these realizations, RBST undertook changes that included:

(a) creation of a microfinance unit;

(b) reforming the credit investigation and background information procedures;

(c) redesigning the microenterprise product through appropriate pricing,
provision of incentives and penalties and simplified procedures;

(d) enhancement of the MIS;

(e) re-orientation of management toward zero tolerance for delinquency and
emphasis on savings mobilization; and

(f) adequate training of staff.

(g
—

o

X. Conclusion

The SUKI microfinance is relatively new to RBST but has already shown positive signs of
sustainability and high quality portfolio. Outreach, however, is not as large as probably expected
in group lending programs, presumably due to the labor-intensive nature of individual loans.
However, as an individual lending program, it molds conventional banking to adopt to the unique
characteristics of micro-enterprises. Information are gathered to assess risk, not by collecting
documents since they often do not exist, but through first-hand inspection of the enterprise and
household, and through recommendations of key informants in the community.

The important factors considered by the SUKI loan are the individual’s character and the
capacity of the business and household to repay the loan. The character of a prospective
borrower is assessed through interviews with neighbors, customers, suppliers and community
leaders. Loan assessments determine the cash-flow of the entire family economic unit following
the assumption that low-income households have often several sources of income as part of their
survival and risk reduction strategy. In essence, RBST's lending practices reflect the needs and
realities of their clients, hence, is a client-focused lender.

Savings mobilization has been an important part of SUKI's program. It remains the
exclusive source of loan funds for micro-entrepreneurs. SUKI's savers club is flexible and sensitive
to the needs and preferences of small depositors. It encourages depositors to save in small
amounts that are gradually increased without the rigidities of conventional banking that requires
documentation and a minimum deposit amount.

MABS’ technical assistance and training in microfinance best practices has been crucial in
shaping RBST's SUKI microfinance program. Through MABS' assistance, the bank has refocused its
microfinance activities toward sustainability, zero tolerance to delinquency and increased savings
mobilization efforts. The buy-in of the bank to sustainable microfinance operations from the top
management to the rank and file has also been a key factor for success. Finally, effective delivery
of financial services to micro-entrepreneurs cannot be successfully undertaken without adequate
training of staff and institutional preparedness. All these have been part of the process of
developing the SUKI microfinance program.
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