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I. INTRODUCTION

I.1. Background

The Center for Financial Inclusion at Accion (CFI) was created to generate more awareness of and promote 
practices to achieve financial inclusion worldwide. In 2010, it conducted a field survey to gather the opinions 
of financial service providers on issues related to opportunities and obstacles to financial inclusion. This global 
survey was conducted with the participation of 301 people polled in 67 countries and its results are published 
on the CFI website.1 

Main Objective

The main objective of this survey was to identify the opinions of service providers, investors, support organization 
members, regulators and supervisors among other institutions, around the most relevant opportunities and 
obstacles identified to financial inclusion. This list of opportunities and obstacles has been consolidated by 
CFI staff and supported by experts.

Defining Financial Inclusion

CFI has developed the following definition that provides a comprehensive overview of the components that are 
needed to reach financial inclusion: 

“Full Financial Inclusion is a state in which everyone who can use them has access to a full suite of quality 
financial services, provided at affordable prices, in a convenient manner, with respect and dignity. Financial 
services are delivered by a range of providers, in a stable, competitive market to financially capable clients.”

I.2. Overview of the Peru Study

Background

Within the framework of this global initiative, CFI seeks to replicate this survey within countries and regions. 
CFI and Oikocredit Peru have joined efforts to implement this study in Peru.

Peru is the first country chosen in recognition of its advanced microfinance market development, the market 
regulation and legislation, the free competition model, and the current interest of the government to work 
towards financial, economic, and social inclusion.

Study Components

The current study was carried out in Peru in three main phases. The first one was an online survey to senior 
professionals from leading institutions of the private and public sectors. The second one included experts with 
recognized experience in the local market to discuss and validate the findings of the survey. The third phase 
included a number of in-depth interviews with the most recognized and prestigious voices in the local market.
The three phases were carried out between August and December 2012. The analysis and draft of the report 
was finalized in January 2013.

1. For more, visit www.centerforfinancialinclusion.org/publications-a-resources/browse-publications/205-opportunities-and-obstacles-
to-financial-inclusion
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I.4. The In-Depth Interviews

Objectives

The in-depth interviews enhanced the findings of 
the opinion survey, identifying through an open 
dialogue, the most relevant topics for financial 
inclusion in Peru. 

Methodology

Face-to-face interview format, unstructured, about 
one hour.

Participants

Most prominent voices from stakeholder groups and 
the country`s public and private sectors.

Daniel Schydlowsky, Superintendent, Banking and 
Insurance Superintendence. SBS
Julio Velarde, President, Central Reserve Bank of 
Peru
Renzo Rossini, General Manager, Central Reserve 
Bank of Peru
Oscar Graham, CEO of Financial Markets, Private 
Labor and Social Security, Ministry of Economy and 
Finance, MEF
Carolina Trivelli, Minister of Development and 
Social Inclusion, Ministry of Development and 
Social Inclusion, MIDIS 
Arrisueño Gabriel, CEO of Social Benefits Quality, 
Ministry of Development and Social Inclusion, 
MIDIS
Pilar Nores, President, Labor and Family Institute 
Pedro Pablo Kuczynski, Director, The Rohatyn Group
Richard Webb, Director, Peru Institute, San Martin 
de Porres University
Juan José Marthans, Executive Director, Globokas 
Peru
Jacinta Hamann, Directress, Oikocredit International
Manuel Rabines, General Manager, FENACREP, 
National Federation of Savings and Credit 
Cooperatives of Peru
Luis Felipe Arizmendi, President, Values, Stock 
Exchange Agent GPI 
Gustavo Sardinia, General Manager, Insurance and 
Reinsurance La Positiva.

I.3. About the Survey 

Specific objectives

The online survey, a standard instrument developed 
by CFI for the global study was conducted in Peru. 
This listed opportunities and barriers to financial 
inclusion, selected by respondents in order of 
importance. The survey gathered the views of 
product and service providers. 

Survey Participants

Senior professionals with technical and managerial 
positions in major institutions (stakeholders) within 
the public and private sector.

About the Experts Committee Sessions

The goal of the Experts Committee Sessions was to 
comment, interpret, and validate the findings of the 
opinion poll.

The Experts Committee Participants

Walter Torres, General Manager, FEPCMAC, 
Peruvian Federation of Municipal Savings and Loan 
of Peru
Francisco Salinas, General Manager, FEPCMAC, 
Peruvian Federation of Municipal Savings and Loan 
of Peru
Jose Zapata, Supervision Manager, FENACREP, 
National Federation of Savings and Credit 
Cooperatives of Peru
Jorge Arias, General Manager, ASOMIF PERU, 
Association of Microfinance Institutions of Peru.
Cesar Portalanza, Chief of Education and Financial 
Inclusion Department, SBS, Banking and Insurance 
Superintendence.
Iris Lanao, Executive Director, FINCA Peru.
Diego Fernandez Concha, Managing Director, 
PRISMA Peru
Jacinta Hamann, Director, Oikocredit International
Carmen Velasco, Director, PROMUJER

Note.-In this document we refer to assessments of this committee, as views 
of the Experts Committee.
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Walther Reátegui, General Manager, Agrobanco

Note.-In this document we refer to the understandings of this select group 
of personalities interviewed, as opinions of the Respondents.

I.5. Acknowledgements
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executives, ASOMIF, FENACREP and FEPCMAC 
for their support and the encouragement of their 
members to participate in the online survey. Our 
gratitude also goes to their involvement during the 
experts’ committee meetings; to all members of the 
Experts Committee and to all those interviewed 
during the in-depth interview phase.
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OPPORTUNITIES FOR FINANCIAL INCLUSION RANKING NUMBER OF 
RESPONSES % OBSTACLES TO FINANCIAL INCLUSION RANKING NUMBER OF 

RESPONSES % 

1 158 76.7% 1 144 72.4% 

2 117 56.8% 2 120 60.3% 

3 110 53.4% 3 119 59.8% 

4 109 52.9% 4 111 55.8% 

=5 100 48.5% 5 107 53.8% 

=5 100 48.5% 6 100 50.3% 

7 98 47.6% 7 89 44.7% 

8 96 46.6% 8 83 41.7% 

9 92 44.7% 9 76 38.2% 

10 87 42.2% 10 75 37.7% 

                

11 86 41.7% 11 72 36.2% 

12 81 39.3% 12 68 34.2% 

13 74 35.9% =13 66 33.2% 

14 68 33.0% =13 66 33.2% 

15 63 30.6% =15 63 31.7% 

16 62 30.1% =15 63 31.7% 

17 61 29.6% 17 60 30.2% 

18 58 28.2% =18 59 29.6% 

19 55 26.7% =18 59 29.6% 

=20 54 26.2% 20 55 27.6% 

=20 54 26.2% 21 48 24.1% 

22 46 22.3% 22 46 23.1% 

23 41 19.9% 23 45 22.6% 

24 36 17.5% 24 39 19.6% 

25 35 17.0% 25 34 17.1% 

26 30 14.6% 26 28 14.1% 

27 27 13.1% =27 26 13.1% 

28 25 12.1% =27 26 13.1% 

29 24 11.7% 29 25 12.6% 

30 13 6.3% 30 18 9.0% 
                
      n= 206       n= 199 

Financial education 

Expanding the range of products

Mobile (phone) banking

Correspondent/Agent Banking

Mandates to provide no-frills bank accounts

Capacity building for micro�nance institutions

Full-inclusion �nancial institutions

Improved demand-side information

Reaching out to new client groups

Expansion and improvement of micro�nance associations

Client protection regulation

Mobile (branch) banking

Strengthening �nancial infrastructure for electronic (non-cash) transactions

Collateral and secured transactions reform

Building investor markets

Competition

Credit bureaus 

Village savings and loan associations/self-help groups

National identi�cation documentation

Improved regulation and supervision of micro�nance

Micro�nance transformation

Commercial bank downscaling

Prudential regulation and supervision (in general)

Linking government transfers to deposit accounts

Matched savings and/or cash transfer schemes

Directed credit/service mandates

Self-regulation 

Product bundling and cross-selling

State Bank  Reform

Non –Traditional providers

Limited �nancial literacy 

Unsustainable growth

Insu�cient infrastructure 

Product cost-structures

Limited understanding of client needs

Poor business practices

Costs of building/operating branches

Micro�nance’s single-product approach

Weak legal infrastructure 

Limited institutional capacity among MFIs

Impact of �nancial inclusion

Lack of demographic information on the excluded

Commercially oriented entrants

Inadequate regulatory framework for MFIs

Lack of network cooperation

Lack of interest by providers and policymakers

Appropriate funding 

Documentation requirements

Client risk

Political interference

Regulation that lags technology

Financial regulatory priorities

Inadequate client protection

Lack of credit bureaus

Public mistrust of �nancial institutions 

Limited know-how of mainstream providers

Transient, migrant displaced populations 

Weak industry voice

Non-businesses-friendly environment

Negative press image

GENERAL SURVEY RESULTS: 
OPPORTUNITIES AND OBSTACLES TO FINANCIAL INCLUSION IN PERU

2012
TABLE 1: Ranking of Opportunities and Obstacles
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II. RESULTS OF THE STUDY IN PERU:

II.1. General Overview 

This investigation included two types of studies – a quantitative survey ranking pre-selected factors and a 
group of in-depth interviews of opinion leaders on financial inclusion. The combination of the two has allowed 
greater understanding to develop around the reasons behind the ranking of opportunities and obstacles. It 
worked to identify more clearly the true opportunities and obstacles relevant for Peru. Most importantly, it 
reveals the interconnections among these opportunities and obstacles, demonstrating that orderly and efficient 
progress requires the context of a national-level strategy and a holistic plan of action, with participation by all 
the stakeholder groups within a unified vision.

The results of the survey completed by 232 professionals from various interest groups coincide for the most 
part with those of the global Opportunities and Obstacles study of 2011, with the exception of several themes: 
regulation, legal themes, risk centers (credit bureaus), and competition (See Table 1, page 4 and Figures 2 and 
3, pages 28 and 29). These themes occupy lower ranking in Peru. On the other hand, the deeper interviews 
recognized that opinion leaders allowed the identification of additional aspects, not contemplated in the survey, 
providing an ability to interpret the results from a more integrated, strategic, and macro perspective.

From the list of opportunities and obstacles pre-selected in the survey, the top 10 opportunities for promoting 
financial inclusion in Peru were as follows, in order of selection: financial education, expanding the range of products, 
mobile banking, agent banking, no-frills bank accounts, capacity building for microfinance institutions, full-service 
banks, more demand-side information, reaching out to new client groups, and expansion and improvement of 
microfinance associations. Similarly, the top 10 obstacles were: limited financial literacy, growth of the market in 
already-penetrated zones, insufficient infrastructure, high costs of products and delivery, limited understanding of 
client needs, bad business practices, costs to open branches, mono-product focus of microfinance, weak legal and 
regulatory framework, and limited capacity in microfinance and other provider institutions.

The participants in the survey grouped themselves based on the type of organization they belong to: financial 
service providers (banks, savings, and credit cooperatives, regulated microfinance institutions – cajas 
municipals, cajas rurales, edpymes, and finance companies – and NGOs), government and regulators, supporting 
organizations, private companies, investors, donors, and research or academic institutions. The opportunities 
and obstacles selected by these groups show more similarities than differences (see Figures 5 and 6, page 30).

Financial education was chosen as the first opportunity and first obstacle in the survey. However, the in-
depth interviews suggested that the principal obstacle in Peru is the high cost of transfers, transactions, 
and product delivery in excluded areas. Interviewees thought that financial education was selected as the 
top factor in the survey because a response to the question “What is needed to attract cients who are 
already in the system to use existing products and services?” rather than the question “What is needed to 
attract potential clients who are still not in the banking system because there are no products for them that 
meet their needs and are cheap, convenient and simple?” In that way, the majority of the survey responses 
concluded that financial education is necessary for increasing usage of existing products, but is not related 
to the problem of remote zones and the rural populations who are excluded and who lack access to financial 
services. For those who have access, financial education is definitely an obstacle.

In the same way, there is a consensus that financial education is one of the main responsibilities of the government 
in Peru. The government has incorporated financial education themes into the secondary education curriculum, 
has begun pilots to train public school teachers, and is working with online financial education initiatives. 
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Private sector efforts are seen as complementary 
to government efforts. These might include the 
administration of programs, modules, and training 
that promote the use of services. Financial education 
is important for clients of the banking system as a 
means of protection against bad and abusive practices, 
especially those leading to over-indebtedness.

The national infrastructure deficit, difficult 
geography, high costs of offering services, low 
connectivity for mobile- and card-based solutions, 
and limited penetration of the banking network 
are major obstacles to providing services in the 
rural areas of Peru where exclusion and poverty 
predominate. Those interviewed recommended that 
the government provide time-bound incentives to 
the private sector to enable it to develop attractive 
and sustainable services in those areas.

It is recommended to align all the forces of the 
public and private sectors under a unified, long-
term vision of financial inclusion. As such, the state 
is developing a National Social Inclusion Strategy 
that includes a financial inclusion strategy, and 
whose plans and actions will be coordinated with the 
private sector. Only an integrated focus with public 
and private participation will guarantee progress 
on the principal themes: economic development of 
those excluded from the banking system, creation of 
conditions for reduction of costs of service delivery, 
and improvement in levels of financial literacy 
through programs of education, product adoption 
and habits, among others.

The interviewees and members of the expert review 
committee expressed the opinion that to achieve the 
aims just articulated (e.g. increased financial literacy, 
lower delivery costs, penetration of rural areas, etc.) 
a “Roadmap to Financial Inclusion in Peru” would be 
needed that provides plans, programs, and structures 
on which private initiatives can be based (see Figure 
1, page 7). 

This participation could be presented as a basic 
government platform which ideally would be 
composed of plans that address the following elements:

• National and regional development 
• Incentives and short-term assistance 

• Infrastructure improvement related to 
financial inclusion

• Formalization of the economy
• Assistance to sustainable microfinance 

institutions
• Strengthening the free-market model
• Banking the unbanked
• National financial education plan
• Consumer protection (policies, norms and 

effective mechanisms for sanctions)
• Regulation, supervision, and norms for 

financial inclusion
• Development and promotion of a savings 

culture

The interviewees also suggest that regional 
development plans will assist in identifying the 
economic activities most profitable and sustainable 
in excluded zones, create “commercial circuits,” and 
direct loans to those commercial activities, thereby 
promoting sustainable economic development in the 
excluded zones.

In the same way, the members of the expert review 
committee and the interviewees agree that the 
initiatives the private sector can develop would be 
grouped in the following pillars: costs, use, access, 
quality, client protection, financial education, and 
institutional strengthening. In the area of costs, this 
would take place through process innovation, use 
of alternative channels, and design of products and 
services. In the area of usage, it would take place 
through innovation and development of simple 
products that are accessible and tailored to the 
needs of excluded groups, promoting the use of 
technlogy, the use of debit and credit, among others. 
As for access, progress would take place through 
accessible alternative delivery channels that are 
innovative, cheap, and simple, with cash-in and cash-
out points, mobile phone banking, banking agents, 
and digital banking. On quality, the means would 
be higher quality information, quality in services 
offered to excluded groups, and quality in treatment. 
On protection, the means would be compliments 
to prudential norms and regulations, transparency, 
empowerment through financial education, and free 
price competition. On education, progress would 
take place through modular programs, training in use 
of services, community and regional programs, and 
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STUDY SUMMARY:
FIGURE 1:  ROADMAP TO ACHIEVE FINANCIAL INCLUSION IN PERU

Note: This strategic map presents comprehensively the main recommendations from participants in this study.
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FIGURE 1: Roadmap to Achieve Financial Inclusion in Peru

Note: This strategic map presents the full recommendations of participants in this study.
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agreements with enterprise associations to promote 
education. Institutional strengthening would require 
improved knowledge of clients, adoption of good 
business practices (avoiding over-indebtedness), and 
participation by networks and associations. 

The interviewees commented that the basic 
government platform is the fundamental condition 
for the private sector to begin to develop profitable 
and sustainable product offerings that address the 
needs and problems of excluded areas. The products 
that could be offered in excluded zones include 
microsavings, microinsurance, pensions, debit and 
credit cards, agricultural loans, and mobile and agent 
banking. Nevertheless, everyone agrees that this is a 
“wish list” until the barriers to entry into these markets 
are removed, principally for the population in poor, 
excluded, and rural areas, as well as the population 
with informal economic activities and credit use.

Innovation should result in the development of 
insurance and microinsurance products, including 
some directed at rural and agrarian sectors. 
Catastrophic crop insurance that can count on 
assistance from the government, but is still costly 
to scale, is an important insurance for these sectors. 
Insurance products should be simple and accesible 
as well. The government should fulfill its role as 
promoter, to initiate, and temporarily incentivize the 
offering of such products by private groups.

Innovation in alternative delivery channels is 
considered an opportunity, based mainly on the 
development of mobile banking and greater use 
of banking agents. This will have the impact of 
reducing the cost to serve excluded zones and would 
at a minimum result in greater coverage.  The low 
population density of remote, rural, and poor areas 
makes traditional delivery channels neither viable 
nor profitable. It is recommended to extend mobile 
banking to incorporate internet-based operations, 
thereby creating “digital banking.” Internet access is 
present in zones still lacking telephone land lines. 

Limited understanding of client needs paralyzes the 
process of efficient design of accessible products 
tailored to the needs of the poorest, remote, and 
excluded. While acceptable levels of profits are 
not reached for these areas, reducing the cost of 

product delivery, the offerers of these services are 
not attracted to invest in market research to better 
know the profiles and needs of the individuals in 
these potential zones. 

In terms of regulation, the highlights of the 
government’s agenda should be client protection and 
regulations allowing mobile banking. Other related 
themes are transparency of information, quality of 
information, and quality of services.

One recognizes the role that microfinance institutions 
have played in advancing financial inclusion in the 
urban and peri-urban areas. The future challenge is 
to offer those institutions the tools and conditions 
that would equip them to serve the poorer zones as 
well as the informal sector. It is clear that in Peru, as 
well as globally, a new generation of microfinance 
institutions is emerging, with a more inclusive 
business model, and which apply principles of 
responsible finance and consumer protection.

There is consensus to recommend that the model of 
free competition continues, based on the existence 
of various institutional types among providers. 
This guarantees the sustainability of the model in 
the long term, including in economic downturns. 
The interviewees mentioned that it is advisable 
for regulation to protect this mix of institutions by 
offering temporary incentives, flexible regulatory 
requirements, and lighter supervision for the 
smallest, to assist with their longer term permanence.

Survey respondents are aware of the advances Peru 
has made in financial inclusion. In their opinion, the 
country is at a middle point in reaching a state of 
full inclusion by the year 2020. According to the 
opinion leaders interviewed and the expert review 
panel, this perception responds to the advances in 
financial services in urban and semi-urban areas. 
They recognized that finance for remote, rural, 
poor, and informal segments of the economy is 
lagging. They recommend that work continue to 
incorporate these themes into the national culture, 
so that citizens recognize their importance, as they 
recognize the importance of low inflation, and that 
they understand that financial inclusion will aid 
and even guarantee the sustainability and economic 
growth of the country.
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II.2. Is Financial Literacy the Biggest Obstacle? 
(Opportunity # 1, Obstacle # 1)

According to the survey, limited financial literacy 
is the top obstacle to financial inclusion, with by far 
the highest percentage of respondents selecting it (72 
percent, compared with 60 percent for the next highest 
obstacle). Moreover, there is consensus among the 
major stakeholder groups in the survey (financial 
service providers, governments/regulators, support 
organizations), with 70 percent of responses from 
those groups selecting financial literacy. At the same 
time, the survey placed financial education at the top 
of the list of opportunities (77 percent, compared 
with 57 percent for the next highest opportunity).

Nevertheless, the interviewees and review committee 
indicated that this result could be symptomatic of 
a current trend among international organizations 
to highlight demand factors, a bias that puts supply 
factors in second place, although they are actually 
the most important in Peru’s case. While financial 
literacy is a basic condition for users to make good 
decisions on use of financial services, achieving 
these conditions is a medium or long-term proposal 
that requires continuous, permanent initiatives. 
Moreover, it does not solve the lack of services 
provided in excluded areas. The opinion leaders and 
expert reviewers agreed that  financial literacy was 
a major obstacle, but the top obstacle was “the high 
cost of service delivery in the most remote, poor, and 
excluded areas.”

There is consensus that financial education is a 
government responsibility. Thus, it should be the 
subject of a program in the short, medium, and long 
term, focused on various target groups. An example 
would be the targeting of the school-age population 
through courses in secondary school curricula. There 
are  other proposals for other ages, as well as gender-
specific examples.

Oscar Graham commented that the Ministry of 
Development and Social Inclusion has a pilot training 
program in Ayacucho, the Ministry of Agriculture has 
program in the Puno-Cusco corridor that encourages 
savings and creating of community banks. The 
significance, he says, is that “financial education 

allows the inclusion of populations who learn how to 
better manage their basic finances, using resources, 
technological tools, services and system platforms, 
and so, with better knowledge of financial products 
and services, are able to stay longer in the system 
without being rejected immediately.”  

There is agreement that the poor, who often live in 
remote, poor, and predominantly rural areas, know 
how to manage basic finances according to their 
own reality and environment. Therefore, if they 
could receive financial education and prior training 
for using products and services, tailored to their 
needs, it would allow them to make better use of the 
products as development tools and self-sufficiency, 
generating savings, even at a minimal subsistence 
level. But most of all, the knowledge will provide a 
level of self-defense against malpractice and abuses.

The word “education” has a positive and long-term 
connotation. Most of the respondents think that 
financial education efforts should be aimed at creating 
a “culture of financial inclusion,” based mainly on a 
savings culture that encourages individuals to use 
financial services with greater durability.

César Portalanza declares that “financial education is 
important, but it is a medium to long-term solution. It 
can and should be complemented by more immediate 
initiatives toward greater access and use of financial 
services, such as mobile banking, electronic money, 
basic accounts, and banking agents, among others.” 
Jorge Arias states that “financial education should 
be seen from a broader perspective as creating 
a financial culture; a long term program or plan 
in which the state and the private sector should 
intervene.” Walter Torres comments that “to speak 
of financial education it is necessary first to define 
the subject, such as the banked or unbanked. Second, 
the content must be adapted to the subject. Third, 
the methodology will also depend on subject (for 
example, rural or urban). Fourth, who will develop 
the training – financial institutions, government, 
NGOs? Fifth, who will assume the costs of the 
program?” Francisco Salinas says, “Education, like 
culture and health, is a government responsibility. 
The state must fulfill its promotional role.”

Financial education is understood as a comprehensive 
program with the state as a leading developer and 
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provider, which will ensure its implementation 
and national coverage, including the remote areas 
currently excluded from the financial system. 
Therefore, it is a complex and complicated task 
that should use a range of educational components 
depending on the group addressed. Private 
initiatives will be complementary, in many cases 
with narrower geographic scope. Massive efforts 
could be supported by media such as television, 
radio, and internet, and efforts in rural areas would 
seek to have a greater impact and multiplier effect. 
Recognizing the complexity of this issue, Gustavo 
Borja, general manager of PROMUC, suggests 
“a financial education fund based on mandatory 
contribution from microfinance institutions.”

Many proposals can be made regarding content, 
modules, and programs. Renzo Rossini tells us 
that “financial education should aim to prepare 
individuals throughout their lives, so personal 
and family financial planning modules could be 
established. Financial advisors could also become 
part of microfinance services.” Pilar Nores comments 
that “microenterprise, cost accounting, and other 
themes should be included in secondary school 
curricula, so these individuals could perform a cost 
benefit analysis of their own activities and ensure 
payment of their credits.” Luis Felipe Arizmendi 
says that “household economy or entrepreneurial 
economy courses could be incorporated into the 
secondary school curriculum. If you teach basic 
tools for managing your money; how to calculate 
interest rates; how to make a small household 
budget; students might have a better handle on 
spending on food, education, shelter, and recreation 
and defining better target debt levels.” According to 
Gustavo Sardinia, “it is essential for the Government 
to promote prevention [of over-indebtedness] by 
suggesting financial education modules to identify, 
manage, and evaluate risks.”

The Superintendency of Banking and Insurance, 
in agreement with the Ministry of Education, is 
developing an educational outreach program and 
training for public school teachers. It has also 
developed a “Financial Education Portal” with 
online learning programs (e-learning), and through 
several programs it directly  trained more than 
15,000 people in 2012. 

II.3. Is the Lack of Supply in Underserved 
Areas the Second Major Obstacle? 

The survey showed as the second biggest obstacle 
“Market growth only in already penetrated areas” 
(60 percent), i.e., a limited expansion in remote and 
underserved markets. However this factor is more 
a symptom than an obstacle in itself. Respondents 
and expert reviewers pointed out that this supposed 
obstacle is really the product of Obstacles #3, #4, 
and #7, namely: “Insufficient infrastructure” (60 
percent), “Product cost structures” (56 percent) 
and “Branch opening/operating costs” (45percent). 
Interviewees reinforced this view. They highlighted 
the challenge of cost reduction as the main obstacle, 
noting that low expansion in underserved markets 
is a consequence of this, as it has limited the 
development of services tailored to the needs of 
remote and excluded areas. (See Table 1, page 4) 

Market growth in areas that have already been 
penetrated has caused an oversupply, with multiple 
financial institutions in specific areas or regions. As 
Iris Lanao says, “There are 33 churches in Ayacucho 
but there are many more financial institutions’ 
offices.” This creates a tendency to give more credit 
to the system’s already-included clients, with a risk 
of over-indebtedness.

Why is there a lack of supply in the poorest, 
most remote, and rural areas? Several problems 
significantly raise the delivery costs of financial 
services in these areas: the infrastructure deficit; 
complex geography; low population density; lack of 
communications connectivity and electronic banking 
platforms that depend on connectivity; lack of bank 
branches; and the rural and subsistence economy 
prevalent in these areas. 

This is why most of those interviewed recommended 
that the government provide temporary incentives to 
the private sector so that it could become attractive 
to provide services in underserved and excluded 
areas. In line with this assessment, Manuel Rabines 
remarks that, “For those areas where business 
processes are not fully formal, tax authority should 
offer a time period to allow for adjustments in a way 
that does not penalize but encourages more activity 
in these areas and, therefore, greater formalization.” 
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II.4. Delivery Costs Are the Major Obstacle 
for Offering Financial Services 

The in-depth interviews highlighted very clearly the 
importance of delivery costs as the main supply-
side obstacle to financial inclusion. For many, it is 
Obstacle #1. In particular, money transfer costs and 
generally transaction costs for remote areas, are 
very high. The low population density in remote, 
rural, and underserved areas, among features 
already mentioned, makes scale unfeasible through 
traditional delivery channels.

According to Richard Webb, “Financial Inclusion 
is about closing the gap between those who have 
access to the system and those who do not. From 
this point of view, it is a supply problem and not a 
lack of financial capability (on the part of clients). 
Therefore, it is not financial education but a cost that 
is the main obstacle – cost to reach remote locations 
and the cost for higher risk. Efforts should be made 
to reach rural markets that are far apart. One speaks 
of the included and excluded, but for in reality, 100 
percent of the population has financial access, at 
least credit, not through banks, but informally. The 
issue in this regard is not strictly about providing 
access, but to lower the cost, since informal credit 
is expensive.” 

Among solutions that could have a large effect on 
coverage and reducing delivery costs are mobile 
banking, debit cards, use of non-bank correspondents 
(banking agents), and innovation in service design 
that addresses the target market’s real needs. Mobile 
banking is not seen as a short-term solution due to 
the lack of a law on mobile banking, the lack of 
interconnection between diverse providers networks 
(telecoms, banks, and financial institutions), and 
a seeming resistance in adopting products and 
channels by users.

Renzo Rossini states, “Money transfer and 
transaction costs are high because financial 
institutions do not fully share their networks. This 
creates an opportunity to introduce mobile payment 
networks. The growth of economic activities in the 
whole country is generating great labor mobility 
towards the areas of greatest progress. In turn, this 
implies growing demand for monetary transfers 

to relatives or for commerce. In this sense there 
is a great opportunity for growth in transfers and 
electronic payments.”

Alicia Hidalgo, General Manager of Informal 
Sector Development Institute IDESI Huanuco 
says, “Another obstacle to a proper inclusion is the 
IGV (in Spanish) tax regulation for unregulated, 
microfinance institutions, which pass this tax to final 
customers, making credit more expensive.” 

II.5. The Major Obstacle Is Not on the 
Demand Side 

Several interviewees noted that financial inclusion 
is achieved when supply and demand converge. 
They cited a general over-weighting in the survey of 
demand factors, such as “Lack of financial literacy.” 
The interviewees believed that demand factors are not 
strictly the solution, because they must be accompanied 
by a proper range of services that are accessible and 
tailored to the needs of excluded groups. 

The main obstacles come from the supply side. All 
proposals and initiatives taken to achieve greater 
financial inclusion should be made with awareness 
of the needs of target clients. Only in this way will 
new offers of supply increase financial inclusion 
levels. Proposals should be innovative in the use of 
existing products, services, and delivery channels 
as well as new ones. Geographically dispersed 
unserved areas require alternative delivery channels 
to reduce delivery costs and increase coverage. 
However, product design innovation should also aid 
in reducing costs, so that delivery can be profitable 
to suppliers, and thus, sustainable over time. 

Walther Reátegui says, “In the rural and agrarian 
sector, limitations arise in both the demand and supply 
sides. For supply, because it’s not important and 
meaningful in these sectors due to a lack of knowledge. 
For demand, there is a problem of productivity and 
scale, which could be resolved by providing technical 
assistance and training, besides offering associative 
loans to communities.”

According Carolina Trivelli, “There are three main 
recommendations around financial inclusion. The 
first is that financial inclusion is both a supply 
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and demand matter, and it will not be achieved by 
working only on one side. Second is an innovation 
issue. Innovation must be accompanied, promoted, 
and piloted in mobile telephony, electronic money, 
and non-bank agents. The third concerns the 
financial system infrastructure. Along with a complex 
geography comes the subject of outreach density. 
Even with more innovations, at some point an office, 
a safe, and a vault are needed, and their importance 
cannot be reduced. There is also an issue with 
financial services platforms on which innovations 
are being developed, in addition to telephony, roads, 
and security.”

II.6.  Limited Knowledge of Customer Needs

The survey shows “Limited knowledge of customer 
needs” as the fifth obstacle (54 percent),  “Improved 
demand-side information” as Opportunity #8  
(47 percent), and “Reaching out to new client groups” 
as Opportunity #9 (45 percent) (See Table 1, page 7).  
The comments made by the interviewees and expert 
committee reinforce the notion that the lack of 
knowledge about the customers’ needs is limiting 
ideas for new products and services. Most of the 
interviewees said that the underlying problem is the 
narrow definition of “target consumer” by suppliers, 
because without a strategy to penetrate new markets, 
particularly in remote and rural areas, suppliers will 
not invest in research to discover potential customers 
in those areas. This brings us back to the issue that 
most of the interviewees believe delivery costs to be 
the fundamental obstacle.

According to Gabriel Arrisueño, “There is 
enormous heterogeneity. It is not the same to speak 
of the high forest as of the low forest; it is not the 
same to speak about the southern highlands as the 
northern highlands. There are cultural and linguistic 
differences, even among the beneficiaries of and 
Pensión 65 2 and Juntos 3 programs. The financial 

2. Pension 65, Programa Nacional de Asistencia Solidaria, 
created on October 19, 2011 through DS# 081-2011-PCM, aims 
to protect adults over age 65 who lack basic subsistence, through 
a subsidy of NS125 per person per month.
3. Juntos, Program Nacional de Apoyo Directo a los mas pobres, 
created on April 7, 2005 through DS# 032-2005-PCM, is a 
conditional cash transfer program for rural and urban families in 
severe poverty.

services needs of a rural, 80-year-old Pensión 65 
recipient are quite different from those of a 20-year-
old Together program recipient in a peri-urban zone. 
Even the attitude about using a mobile phone would 
probably be very different between an elderly person 
lacking exposure to technology and a young person.”

Within Peru there is a need to include the poorest, 
remote, and rural groups, but there is also the need 
to financially include those who have access to 
informal credit, formalizing their participation in the 
banking system. 

According to Luis Felipe Arizmendi, “Microfinance-
first microfinance serves capital needs and eventually, 
structural capital or capital for investment goods. 
But investment capital is difficult to obtain. 
Therefore, it is always recommended for it to come 
from people’s long-term savings. Microenterprise 
financing seeks to generate new revenue, but if the 
microenterprise or self-employed person becomes 
overindebted, the microentrepreneur will be working 
only to pay debts, turning a population portion 
almost into credit slaves. Additionally, interest 
costs should be reduced. If there is additional 
information, transparency, and financial education, 
microentrepreneurs may eventually resist paying 
absurd fees. This process, which leads to negotiating 
a lower interest rate, is undoubtedly a positive factor 
for inclusion. Achieving lower costs from the financial 
system is where this has to go. Finally, the process 
of reducing financial costs for microentrepreneurs 
must be economically sustainable in a competitive 
environment, discouraging providers from taking 
purely tactical actions to achieve a greater market 
share. Otherwise, the largest credit institutions will 
destroy the small ones, reducing the market to a 
few competitors without any incentive to continue 
lowering interest rates.”

Carmen Velasco states, “the PPI (Progress out of 
Poverty Index) is an easy and universalized tool that 
helps an organization understand the area where it 
will work, getting general indicators about group 
needs, and how to address them. This information 
complements the information collected directly by 
microfinance organizations from their customers.” 
In line with this comment, Iris Lanao says, “The 
Household Targeting System (SISFOH) maps areas 
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as rural, urban, non-poor, poor, and extremely 
poor. You can additionally do a mapping to identify 
an institution’s position versus its competitors 
(regulated, unregulated, for-profit, nonprofit, etc.). 
With this targeting system one can identify potential 
clients and gather the information needed to analyze, 
evaluate, and incorporate them as customers.”

II.7. Limited Product and Service Range for 
the Excluded 

The majority of those who answered the survey 
agreed that there is still a limited supply of 
products and services. Thus, the survey highlights 
the “microfinance’s single-product approach” (42 
percent) as Obstacle #8, coinciding with Opportunity 
#2 and #5 in “Expanding product range” (57 percent) 
and “Mandates to provide no-frills accounts”  
(49 percent) respectively. (See Table 1, page 4). 
However, the reflections regarding products and 
services provided by expert committee members and 
in-depth interviews indicate that this default list of 
opportunities can be complemented with a complete 
list of products and services to the excluded areas. 
But it would just be a “wish list,” pending resolution 
of the barriers or obstacles already mentioned.

Among the products mentioned by the experts and 
interviewees were micro-savings, micro-credit, 
basic accounts, pensions, debit and credit cards, 
agrarian loans, and on the alternative channels side, 
predominantly the use of mobile banking and non-
banking correspondents. At all times, it highlights the 
importance of knowing the needs of those “excluded 
by the system” and of innovation in proposing 
new services so that they synchronize with needs, 
support economic cycles and thus, will be tools for 
development for individuals in excluded zones. 

To reach this range of products and services, experts 
and interviewees highlighted the following:

• Promoting a greater use of advanced 
technological tools by microfinance 
institutions.

• Developing a savings-oriented culture.
• Government support for product development 

for the poorest.
• Replicating successful models of smaller scale.

• Incorporating the informal sector. 
• Developing risk models and rural credit 

products for remote areas.
• Studying demographics of rural areas.

Promoting a greater use of advanced technological 
tools by microfinance institutions. According to 
Jacinta Hamann, “Prepaid cards and smart cards 
are not used in rural areas, although they could 
solve the physical transfer of money that is costly 
and risky due to complexity geography. A successful 
model that could be replicated is the bank card 
offered by ‘Prodem’ in Bolivia.”

Developing a savings-oriented culture. According 
to Luis Felipe Arizmendi, “Saving is a habit that 
is trained and learned, as is courtesy, punctuality, 
personal hygiene, etc. It is not spontaneous, but 
socio-cultural. It is a good habit that should be 
encouraged as part of the financial culture -- the 
foresight to have insurance and pensions.”

Government support for product development 
for the poorest. Caesar Portalanza says, “Other 
countries have experiences that provide the basis to 
encourage private participation, such as Colombia 
with the Banca de Oportunidades program. The 
program provides incentives to the private sector 
financed by the government. Accelerating financial 
inclusion has a cost; in some cases it is borne by 
government.”

Replicating successful models of smaller scale. 
According to Juan Jose Marthans, “One should 
empower micro-savings and all forms of supplying 
comprehensive financial services for disadvantaged 
segments of our societies. Today it is not possible to 
have a financial inclusion process from alternatives 
geared exclusively to microcredit; true financial 
inclusion is achieved when the necessary mechanisms 
are in place to lead much of the unbanked sector 
to place their savings through formal channels of 
financial intermediation. In savings groups, typical 
in many places in Latin America, it is part of the 
key and start process of generating an integrated 
offering. There is potential for channeling resources 
in groups that could be replicated with diverse 
products and provided by microfinance institutions.”
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Incorporating the informal sector is an opportunity 
and not a problem. Efforts should be made to 
formalize the informal economy. Juan José Marthans 
mentions, “There is inadequate penetration in the 
private pension system because products do not 
meet the expectations of the average resident in 
the informal sector, who have low incomes, and 
it turns out to be expensive to recruit them. One 
could consider a cooperation or subsidy plan with 
government grants and client contributions along 
the Chilean or Colombian model. There could be 
a similar contributions program with government 
support for individual accounts of informals.” 

Developing risk models and rural credit products 
for remote areas. According to Richard Webb, 
“Risks for urban small businesses credit are 
primarily customer risks. These also exist in rural 
areas. In addition, in rural areas there are nature 
risks; this requires designing credit methodologies 
for rural areas with greatest risk. It will be more 
risky because of seasonality and the irregular and 
longer-term cash flows involved in agriculture. 
These features require irregular payments and grace 
periods. Rural insurance products for protection 
against loss of crop or natural phenomena are 
needed to mitigate some of these risks.”

Studying demographics of rural areas. According 
to Richard Webb, “A rural urbanization is taking 
place in the country. There is a greater movement 
of rural population towards nearby towns. Road 
improvements, the increased use of vehicles, and 
telephones are increasing this phenomenon of 
connection. Now there are farmers with businesses in 
the nearby village. This adds a favorable entry point 
in some cases; everything is a gradual process that 
has begun and that can facilitate financial inclusion.”

II.8. Insurance Is a Key Product for Financial 
Inclusion

Insurance is a mechanism to manage, eliminate, 
reduce, or transfer risks. From this point of view, 
such products are necessary in developing a plan 
for financial services for the excluded, more remote, 
poor and largely rural economy within the country. 
Insurance will support the long-term sustainability 
of proposed products and services. 

General micro-insurance and micro-insurance 
oriented to rural and agrarian sectors are highlighted 
as the most important to promote greater financial 
inclusion.

On the micro-insurance side, most of the 
interviewees said that more innovative products 
are needed, based on alternative delivery channels, 
such as non-banking agent networks, so they can be 
profitable to suppliers and financially accessible to 
target markets. Having micro-insurance could help 
reduce the cash-flow volatility of the poorest. The 
use of non-banking agent networks lowers costs of 
the collection system without having to physically 
reach those low-density locations.

According to Gustavo Sardinia, “Micro-insurance 
offered to low-income people should be simple, 
easy, and accessible in terms of design, sale or 
delivery channels, collections processes, and claims 
payment. Micro-insurance is related to microcredit. 
While microcredit lifts people above the poverty 
line, micro-insurance before an unexpected event 
prevents people from falling back below this poverty 
line, but instead to continue growing economically.”

However Diego Fernandez Concha mentions, “In 
current market conditions, more innovation is needed 
to achieve initiatives that work.” For example, “In 
order to offer life micro-insurance, from a cost of 3 
new soles per month to people without any associated 
credit, a person has to pay the bank a 2.8 soles fee for 
use of the teller window, which makes the product non-
functional. This prevents the expansion of the product 
to people without associated credit, who cannot dilute 
the cost of teller fees in the payment of credit.”

There are some insurance and micro-insurance 
products oriented to rural and agrarian sectors that 
mitigate natural and sector risks. Innovation is 
required to lower their costs, however, so that they 
can be offered in all the needed areas. According to 
Pedro Pablo Kuczynski, “Crop insurance, which is 
not yet offered, may help agrarian credit.”

Gustavo Sardinia relates some successful medium-
scale agriculture insurance experiences that 
could be spread nationwide, lowering their costs, 
“Catastrophic agriculture insurance, addressed 
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to subsistence farmers, with 100 percent support 
from central government in terms of premium 
payment has also added 70,000 people to financial 
system, who open savings accounts at Banco de La 
Nacion. ‘Caja Nuestra Gente,’ works in the poorest 
areas in Ayacucho, Huanuco, Pasco, Apurimac, 
Huancavelica, Cuzco, Cajamarca and Puno. In a 
second stage, the government will evaluate extending 
this catastrophic agricultural insurance to medium 
farmers, requiring them to assume a share of the 
annual premium.”

Similarly, Cerdeña discusses two other insurance 
products to promote financial inclusion, “The first 
is insurance for death from cold of South American 
camelids. These policies allow communities to 
request formal credit by presenting the policy and 
insurance indemnity rights as security for the loan 
payment. The second is an insurance against the 
El Niño phenomenon, which has a high impact, 
severity, and extensive spread. It provides crop loss 
compensation on the basis of extreme rainfall or 
temperature elevation of the sea surface.” 

II.9. Delivery Channels

To achieve greater financial inclusion, it is necessary 
to improve the use of existing delivery channels 
in the Peruvian market, besides innovating the 
use of alternative delivery channels. The survey 
chose “mobile-phone banking” as Opportunity #3  
(53 percent) and “correspondent/agent banking” as 
Opportunity #4 (53 percent). (See Table 1, page 4). 
The use of alternative channels is seen as the main 
way to reduce the high costs of delivering services 
to excluded areas, improving delivery and scaling 
coverage. 

The main problems shared by the excluded, poorer, 
and predominantly rural areas in the country are: low 
population density, complicated geography coupled 
with the lack of infrastructure, lack of existing bank 
branches, lack of non-banking agents, and lack of 
points to cash-in and cash-out, among others.

For this reason, there is a scope for improvement in 
the appropriate use of existing delivery channels, 
among which we highlight:

• Improving the location of banking agents, 
which in many cases does not favor financial 
inclusion but represents just one way to relieve 
crowding in branches.

• Raising the quality of service that is provided 
by banking banking agents.

• Promoting a law to allow the opening of basic 
accounts in banking agents.

• Lowering the high costs in the Banco de La 
Nacion offices that microfinance institutions 
use as platforms for services in areas lacking 
presence of the banking system.

And the following opportunities for use of alternative 
delivery channels:

• Developing mobile-phone banking.
• Improving the positioning of Banco de La 

Nacion in its role of opening the way for other 
financial institutions. 

• Using technology such as debit and biometric 
cards, supported by adequate system platforms.

• Innovating in the use of agent networks or 
banking correspondents.

• Seek standardization and interconnectivity of 
systems to enable internet banking.

The number of banking agents has grown a little 
more than seven times from 2006 to 2011, to 12,846 
(according to figures released by SBS). Any future 
strategy for financial inclusion must take advantage 
of this network, which is significantly broader than in 
other countries in the region. The physical location of 
the banking agents is not optimal. It was mentioned 
that there are areas where banking agents do not 
perform financial inclusion work, but only relief of 
branch overcrowding. Therefore, it is recommended 
to map their location and more rigorously evaluate 
their impact on financial inclusion.

In the same way, it was recommended to evaluate the 
service quality offered by these non-banking agents. 
Since they use money from their own businesses, they 
should be evaluated by size, to see whether they can 
cover the requirements of their customers. 

According to Oscar Graham, “A law already exists 
that allows opening basic accounts in banking agents; 
however it has not been given much promotion or 
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use. With this account one can make payments and 
transfers, pay bills, and withdraw small amounts.”

There is room for improvement in the high costs for the 
use of Banco de La Nacion’s offices by microfinance 
institutions as platforms in areas without the presence 
of the banking system. As a promoter, Banco de La 
Nacion should provide management support to these 
microfinance institutions and serve as a means to 
achieve scale in areas where they have no presence.

Mobile-phone banking’s implementation over 
time mainly depends on the approval of the Law 
on Electronic Money, appropriate regulations, and 
standardization and interconnectivity of systems. It 
is seen as a major innovation in the use of alternative 
channels, whose real impact on financial inclusion 
levels will begin to be seen, according to experts, in 
about two to three years.

According to Daniel Schydlowsky, “Mobile is a 
solution that should be cheap, easy, and simple to 
use, accessible, with minimal obstacles, and with 
fast and comprehensive coverage. This solution 
will develop with multiple providers in a freely 
competitive market. The regulator will ensure the 
credibility and reliability of the system. The Banking 
and Insurance Superintendency will ensure the 
approval of the Law of Electronic Money so that 
it can be deployed quickly and it will ensure the 
regulatory adjustments necessary for efficient and 
timely implementation and compliance with anti-
money laundering legislation. There are 30 million 
mobile phones in Peru. When mobile banking starts, 
it will represent an enormous revolution in financial 
interaction in the following years, increasing levels 
of financial inclusion. Initially the model will work 
with the help of businesses specialized in electronic 
money (EEDES in Spanish), but it will be open to 
operate in other administrative forms, such as 
forms similar to MPESA in Kenya. The average 
international transaction is about 15 soles, so for 
someone wishing to transact, this amount does not 
require a bank account; maybe it does for larger 
transactions. Initially this solution will not focus on 
either banks or telecoms; it will be an open method, 
which will operate with omnibus accounts.”

Daniel Schydlowsky adds, “This mobile-phone 
banking solution, the OSIPTEL, will watch out for 
barriers to entry, discriminatory treatment, and will 
favor interconnection and interoperability. Mobile 
banking will increase the levels of bancarization. 
The pattern of expenses of each individual will 
be recorded on mobile devices and will become 
valuable information, because credit capacity can 
often be estimated based on this information, at least 
for those who are allowed to use this information. 
Improvement in individual information will provide 
a more reliable reading of income and expenses, 
allowing lenders to offer credit at more appropriate 
levels, with less delinquency and risk, and at lower 
interest rates. In this innovation process for mobile 
banking, Banco de La Nacion should enhance its 
role as the entity that opens the technological path, 
with cashiers and banking agents, and should offer 
microfinance institutions the ability to negotiate 
prices and management with the telecoms.”

In regard to the use of technology such as debit 
cards and biometric systems, according to Juan José 
Marthans, “These systems are an excellent alternative 
for the short and medium term. Biometric cards bypass 
traditional registration processes for new financial 
customers, requiring just a fingerprint to access your 
accounts. It will take time for technology to mesh well 
with habits and customs, making mobile banking a 
generational issue and not just technological. Many 
small businesses have told us that complicated keys 
and numbers often makes mobile banking user-
unfriendly (depending on the system). This occurs 
when an entrepreneur exceeds the age of 30; for young 
people this is not a problem. We must be patient and 
recognize the reality and habits of our people before 
declaring immediate success on these alternatives 
to cash. Mobile banking is not and will not be an 
immediate solution. To give only one example, 
with regard to interoperability between financial 
institutions, resolution will require some time.”

Innovation in the use of banking agent networks 
has enormous potential for microfinance institutions 
that still do not use them to penetrate unserved 
areas. According to Juan José Marthans, “Regional 
microfinance institutions prefer to operate nationally 
within agencies, instead of using bodegas, hardware 
stores, and pharmacies. The correspondent agent 
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concept is based on the trust of the microentrepreneur, 
in his marketing, and on the financial intermediation 
process. It is the grocer, who will now not only 
demand savings deposits, but will be the one to offer 
these in market centers. It is the grocer who has to 
be used by microfinance institutions or banks for 
purposes of humanizing credit scoring.”

We have to be innovative and create more ways to 
“bancarize” more people. Technology attached 
to banking agents presents great opportunities. 
Globokas Peru, for example, is developing collections 
systems to serve the interests of small shop owners 
as well as the corporate product distributors who use 
the bodegas as sales channels. This is a solution to 
the historical problem of efficient payment collection 
in these distribution channels with safety, lower cost, 
and less time. Globokos provides debit cards to shop 
owners so they can pay using a POS carried by 
the driver of the distribution truck. For many shop 
owners, it is their first time with a debit card.”

According to Richard Webb, “Rural areas are 
remote and disconnected because of a lack of road 
infrastructure, but there is connection from phone 
and internet. The level of connection is high and it 
creates the opportunity to establish alternative digital 
banking channels that can be mobile phones or 
internet booths, at least for a five-year period or until 
broadband covers everyone. The government has 
to support this digital banking initiative, mainly by 
offering infrastructure and appropriate regulations.”

“The standardization of systems and platforms, 
along with interconnectivity between networks, are 
essential for the proposed solutions to be recognized 
as payment means that are universally accepted by 
the market. The use of a payment means falls when 
acceptance is limited. For mobile banking and ‘full-
banking’ through Internet to function socially, it must 
be able to do everything offered by the bank in a brick 
and mortar branch,” says Luis Felipe Arizmendi.

Arizmendi adds, “Online or phone message 
transaction costs are between 1 to 3 cents, being the 
cheapest form of transaction. It is therefore much 
more attractive for all stakeholders seeking to expand 
financial services. If you want to reach lower income 
segments, undoubtedly lowering the cost of these 

services when operating through a mobile phone 
system will be very socially efficient. The system 
simply has to mature. It must be extended, spread, 
validated and monitored, based on an objective set 
of criteria to be proposed by financial institutions on 
one side, and regulatory agencies, on the other.”

II.10. Institutional Strengthening - 
Microfinance Institutions

Both the survey and the interviewees highlighted the 
important role played by microfinance in financial 
inclusion in Peru. Several survey questions were 
related to the capacity of microfinance institutions 
and other providers working with lower income 
people. The “limited institutional capacity among 
microfinance institutions” was selected among 
the first 10 variables (Obstacle #10, 38 percent) 
alongside “capacity building for microfinance” 
(Opportunity #5, 49 percent) and creation of “full-
inclusion institutions” (Opportunity #7, 48 percent). 
(See Table 1, page 4). The expert committee members 
noted that in Peru and worldwide, a new generation 
of microfinance institutions has been developing. 
They will reinforce their business models to be 
more inclusive, also applying responsible finance 
principles, best practices for preventing abuse and 
over-indebtedness, and consumer protection.

The interviewees highlighted that Peru should 
continue promoting competition but also maintain a 
range of microfinance institution types, particularly 
in rural and remote areas. It is important to empower 
them to reduce their vulnerability to traditional 
banking, since concentrating supply with a few 
suppliers could harm customers. In general, the 
interviewees’ opinion is that traditional banks create 
risk for the microfinance system when they go 
downmarket to popular market segments because of 
the competitive advantages of microfinance banks 
with links to parent banks in cost of funding and 
resource use.

Interviewees noted the “double bottom line” dilemma 
(economic and social return) in microfinance. In Peru 
there are few microfinance institutions genuinely 
practicing “double bottom line” policies, because 
they have to apply higher net interest income and 
fees to their customers to be profitable and grow in a 
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competitive environment, as these are the main income 
sources. Due to this dilemma, social return can only 
be achieved by ensuring ever-greater competition.

“Microfinance institutions once again have 
responsibility in the short term, much as they did 
during the nineties, in evaluating how to incorporate 
new markets, new communities, and which products 
to offer in order to be profitable in the long run. 
For this, they will have to review and redefine 
their role and their space, since there is talk about 
incorporating financial services for low-income 
populations and those difficult to serve due to 
complicated geography into their portfolios. There 
are towns, cities, and markets where the system will 
arrive and others where it will not. In the latter, 
there it will be a need for cooperation,” says Jacinta 
Hamann.

Norma Rosas, Chief of PRISMA Social Performance, 
believes, “As an obstacle, microfinance institutions 
are often not perceived as a social actor on 
the development map alongside other local or 
community organizations; they are only seen as 
credit providers. This is an obstacle not only from the 
outside, but likewise from inside the institutions that 
do not assume their role as social actors. I consider 
this to be a misperception because microfinance 
institutions have the ability to intervene in their 
communities through a genuine interest in the 
development and progress of the people.” 

II.11. Legal and Regulatory Aspects 

While regulation was chosen among the top 
opportunities and obstacles in CFI’s global study 
in 2010, generally in the survey in Peru regulation 
scored low. On the obstacles list we have “inadequate 
regulatory framework for MFIs” (Obstacle #13,  
33 percent), “Regulation that lags technology” 
(Obstacle # 21, 24 percent), and “Financial 
regulatory priorities” (Obstacle # 22, 23 percent). 
As opportunities we have “Improved regulation 
and supervision of microfinance institutions” 
(Opportunity #20, 26 percent), “Prudential 
regulation and supervision” (Opportunity #23, 19.9 
percent), and “Self-regulation” (Opportunity #27, 
13 percent). (See Table 1, page 4).

On the other hand, there are still regulatory issues that 
are considered to be obstacles and opportunities in 
Peru, for instance the “Client protection regulation” 
(Opportunity #11, 41.7 percent). In addition, law and 
regulation on mobile banking was not included in 
the survey but mentioned by the experts committee 
members and in interviews.

All participants in this study highlight the work done 
by the Banking and Insurance Superintendency in 
monitoring and regulating the financial system, which 
has laid the proper foundation for future actions and 
initiatives for financial inclusion in the country. 
According to Juan José Marthans, “An important 
aspect of country experience is that regulation is 
guided by product type, not by institution type.” 

There are recommendations for the regulatory system 
to be more flexible and to keep up with market 
requirements. Jose Zapata says, “We must adapt 
the regulatory framework so smaller institutions 
do not have to use many resources for regulatory 
compliance.” Along the same lines, Fernando 
Valencia Dongo, president of ASOMIF, highlights 
“the excessive regulatory burden that increases costs 
for microfinance institutions, which doesn’t allow 
them to offer competitive prices in rural areas.”
 
Juan José Marthans tells us, “In recent years, regional 
microfinance institutions have been permitted to open 
branches in areas they do not know geographically, 
nor in terms of their microenterprises, nor in uses 
and customs. This has generated an over-supply 
of microcredit in certain regions. This has also 
generated misguided competition on the microcredit 
side, concentrated in already included areas, 
offering lower interest rates and  larger credit 
lines, provoking over-indebtedness and lowering 
the image of microfinance in Peru. No one argues 
against competition, but what has been encouraged 
is cannibalization. That is dangerous and hurts the 
smaller financial institutions.”

II.12. Strategic Pillars of Plans for Financial 
Inclusion

Costs, use, access, quality, consumer protection, 
financial education, capacity building, and regulatory 
and legal issues, among others, are the pillars on 
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which a strategy of financial inclusion can ideally 
be outlined. The survey included such pillars in 
the original options of opportunities and obstacles 
presented to participants. The top 10 opportunities and 
obstacles can be grouped according to these pillars:

Costs: Innovation in processes, alternative channels, 
and product design. (Opportunities and Obstacles in 
the survey: “Product cost structure” (Obstacle #4), 
“Cost of building/operating branches” (Obstacle #7)). 

Use (of products): Innovation and development of 
simple products that are accessible and tailored to 
the needs of excluded groups, promoting the use of 
technological tools, including debit and credit cards, 
among others. (Opportunities and Obstacles in the 
survey: “Expanding product range” (Opportunity 
#2), “Mandates to provide no-frills accounts” 
(Opportunity #5), “Microfinance’s single-product 
approach” (Obstacle #8)).

Access (Channels): Alternative channels to be 
accessible, innovative, cheap and simple, with 
cash-in and cash-out points, mobile-phone banking, 
banking agents, and internet banking. (Opportunities 
and Obstacles in the survey: “Mobile banking” 
(Opportunity #3) “Agent banking” (Opportunity 
#4), “Mobile bank branches” (Opportunity #12), 
“Unsustainable growth “(Obstacle #2), “Insufficient 
infrastructure” (Obstacle #3)).

Quality: Information quality, quality of services 
offered to excluded groups, and treatment quality. 
(Opportunities and Obstacles in the survey: 
“Improved demand-side information” (Opportunity 
#8), “Limited knowledge of customer needs” 
(Obstacle #5), “Lack of demographic information 
on the excluded “(Obstacle #12)).

Consumer Protection: Fulfillment of regulations 
and prudential regulation, transparency and 
consumer protection. (Opportunities and Obstacles in  
the survey: “Client protection regulation” 
(Opportunity #11)).

Financial Education: Modular programs, training 
courses in the use of products, community and 
regional programs, agreements with private business 
associations to promote education. A governmental 

financial education platform, in addition to 
promoting a formal savings culture. (Opportunities 
and Obstacles in the survey: “Financial education” 
(Opportunity #1), “Limited financial literacy” 
(Obstacle #1)).

Institutional Strengthening: To provide 
organizational capacity, responsible finance, social 
and financial performance, customer knowledge, 
good business practices (e.g., no over-indebtedness), 
partnerships and networks. (Opportunities and 
Obstacles in the survey: “Capacity building for 
MFIs” (Opportunity #5), “Full-inclusion financial 
institutions” (Opportunity #7), “Capturing new 
customer groups” (Opportunity #9), “Expansion 
and improvement of microfinance associations” 
(Opportunity #10), “Poor business practices” 
(Obstacle #6), “Limited organizational capacity 
of microfinance institutions and other providers” 
(Obstacle #10)).

Regulatory and Legal Issues: Strengthen 
supervision and regulation in the financial system. 
Implementation and use of impact indicators for 
financial inclusion. (Opportunities and Obstacles in 
the survey: “Weak legal infrastructure” (Obstacle 
#9), “Impact of financial inclusion” (Obstacle #11), 
“Credit bureaus “ (Opportunity #17)). 

“Financial inclusion has multiple facets, so the 
solutions should be raised in ‘packages.’ The G-20, 
in its principles for financial inclusion, highlights the 
diversity of policies to promote incentives for greater 
access and use, consumer protection, empowerment, 
knowledge of supply and demand, among others,” 
says Caesar Portalanza. Therefore, arranging the 
actions under these pillars will facilitate the orderly 
implementation of proposed initiatives.

II.13. There Is No “Lack of Interest by 
Providers and Policymakers”

According to the survey there is no “lack of interest 
by providers and policymakers” (Obstacle # 15  
(= 15), 32 percent). The current government has been 
particularly proactive in advancing an agenda of 
social, economic, and financial inclusion. Currently 
in Peru, the Ministry of Economy and Finance, 
in conjunction with the Development and Social 
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Inclusion Ministry and the Banking and Insurance 
Superintendency, are developing a national social 
inclusion strategy, which includes a strategy for 
financial inclusion. It will also include impact 
indicators (Obstacle # 11, 36 percent) to assess its 
performance in the short, medium, and long term.

Thus, public and private sector efforts will be aligned 
under one unified and long-term vision for financial 
inclusion. Government will provide plans and 
programs necessary to facilitate the implementation 
of private sector actions or joint public-private 
actions. These actions will enable the economic 
development of those excluded from the financial 
system by creating conditions to reduce delivery 
costs and improvements in financial literacy with 
education and programs for adopting products and 
developing good habits, among others.

In 2012 the Ministry of Economy and Finance, the 
Ministry of Development and Social Inclusion, and the 
Superintendency of Banking and Insurance formed 
a Committee for a National Financial Inclusion 
Strategy, which aims to develop this strategy. The 
separate efforts of the Ministry of Development in 
social programs, the Superintendency with financial 
intermediaries and consumer protection, and the 
Ministry of Finance in their micro-oriented funds, 
will be part of this strategy. As Oscar Graham says, 
“Peru has signed up to participate in the financial 
inclusion peer learning group of the G20, thus 
demonstrating that financial inclusion is a priority 
for the country.” 

According to Oscar Graham, “The results of this online 
survey are largely aligned to the findings of preliminary 
diagnosis made at the government level. In this 
diagnosis the following topics were noted: the lack of 
financial literacy aligned with financial education, the 
high cost of financial services, lack of infrastructure, 
coverage, and service offering in excluded areas. 
Agent banking has generated a major expansion in 
the geographic penetration of the financial system. 
However it does not reach sectors where much of the 
excluded population is concentrated. Basic principles 
for a strategy of financial inclusion will include: 
fostering a savings culture, encouraging frequent use 
of financial services, and developing skills to enable 
individuals to be self-sufficient and to remain in the 

banking system.”

According to Carolina Trivelli, “Financial 
inclusion for highly vulnerable poor populations, 
in the medium term, along with programs of food 
production and security, are tools that allow 
individuals who are beneficiaries of social programs 
to improve their skills and gain autonomy and 
economic sustainability.”

In the opinion of most of the interviewees, from 
a government viewpoint there are many benefits 
of financial inclusion, including: improving 
development capabilities of individuals in poor, rural, 
and excluded areas; greater efficiency in resource 
allocation by the government in social assistance 
programs; greater formalization of the economy; 
more sustainable development of economies in 
excluded areas; a cultural shift towards savings and 
self-sustainable entrepreneurship; improvements in 
education levels; and higher levels of banking the 
unbanked.

The participation of government should provide 
the foundation for all initiatives and plans aimed to 
increase financial inclusion, whether public or private, 
to be sustainable in the long term. Government will 
provide a “base platform” which ideally should 
contain national and regional development programs 
or plans, incentives, and temporary assistance 
to excluded areas, and improvements in basic 
infrastructure (water, electricity, roads, transport) to 
facilitate financial inclusion. It should also support 
economic formalization (60 percent of the economy 
is informal), diversity of sustainable microfinance 
institutions, the free market model, banking, financial 
education, consumer protection, regulation and 
supervision for financial inclusion, and finally, the 
development of an inclusive finance culture based on 
formal savings. (See Figure 1, page 7). 

Pedro Pablo Kuczynski says, “The two fundamental 
issues are formalization and infrastructure. In 
people’s minds it is very expensive to formalize. It 
means, paying an 18 percent IGV tax and a 30 percent 
income tax. There must be a ‘formalization plan.’ It 
should make radical changes by reducing the IGV 
tax regime and having an income tax system in favor 
of small businesses, which would lead to a higher 
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bancarization index. In terms of infrastructure, 
without it you cannot reach all excluded areas. 
Infrastructure will standardize the treatment given 
to all remote areas, mountains and jungle, and thus 
it could standardize incentives.” 

II.14. Economic Development Strategy: 
National, Regional, and by Zones

In the last 10 years, Peru has experienced significant 
advances such as a tenfold increase its level of 
investment, tripling its GDP, increasing exports 
sevenfold, achieving the lowest inflation level in 
the region, and halving its poverty levels. These 
achievements are due to continuity in government 
policies toward the macroeconomic, legal, and 
commercial framework. Examples include: the 
autonomy of the central bank, credible monetary 
policy, a non-discriminatory legal framework for 
domestic investment and foreign capital, a trade 
policy open to foreign investment, the signing of 
free trade treaties, lower tariffs, and improvements 
in productivity.

However, Peru still has significant social challenges 
in reducing the urban and rural gap in access to basic 
services and  extreme poverty. It has competitiveness 
challenges which involve creating more service 
industries and improving infrastructure and labor 
quality. Within government it needs to enhance the 
efficiency and quality of public institutions and their 
ability to resolve social conflicts and fight corruption.

According to interviewees, the economic 
development of excluded sectors is necessary to 
guarantee continuity and sustainability of social and 
financial inclusion plans. Providing knowledge and 
tools to excluded individuals enables them to stay 
in the banking system over the medium and long 
term. Regional development plans will help identify 
the most profitable activities in those areas, creating 
“commercial circuits” and focusing loans on these 
activities, which will promote sustainable economic 
development of excluded areas.

Pilar Nores states, “In excluded areas at altitudes 
over 2,500 meters, there are isolated communities 
with ancestral customs for whom livestock is their 
means of saving, capital formation, and financial 

support. Their sowing habits are not the most 
productive and their subsistence practices result 
in very small savings Their main or only business 
activity takes place in weekly markets. The right 
path to self-sustaining growth for these communities 
is found only by giving them tools and knowledge. 
The tools include key products such as transferring 
money more cheaply, improved roads and 
infrastructure, and knowledge through appropriate 
training programs. “

Regarding rural finance, according to Luis Felipe 
Arizmendi,“There are four segments: first the large 
multinational agro-export, which is fully serviced 
by the banking system; and secondly, the medium 
independent farmer with moderate access to 
commercial and rural banks. The last two segments 
are much more complex to serve. One is the small 
agricultural producer, with some credit capacity who 
may have low delinquency during the prosperous part 
of the economic cycle, but rather high delinquency 
during the difficult part. Finally in the fourth 
segment are farmers with plots inefficient for modern 
agriculture (less than five hectares), almost no 
interaction with the market, and production for their 
own subsistence, selling only the surplus. The public 
budget can direct funds to the latter group to combat 
poverty (‘credit programs to combat poverty’), with 
alternative repayment arrangements, such as working 
in support of community activities, for example. This 
eliminates the bad habit of believing that the state 
gives you money, which is corrosive to any social 
inclusion program based on principles of social 
market economy and long-term fiscal sustainability. “

II.15. Implement a Plan of Action and 
Initiatives From the Private and Public 
Sectors

All the interviewees agree in recommending that plans 
and actions should be coordinated between public 
and private sectors to ensure their contribution to the 
great objective of increasing financial inclusion.

According to Oscar Graham, “In the short term, 
government will continue with programs developed 
in collaboration with each of the institutions from 
the National Strategy Committee for Financial 
Inclusion. The Banco de La Nacion through 
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PROMYPE (Special Fund of Financial Support to 
Micro and Small Enterprises), supports microfinance 
institutions with service modules in areas where they 
do not have a presence. The Banco de La Nacion 
facilitates their offices and transfers money for cash 
transfers. The state will convene working groups 
on different financial inclusion fronts, on consumer 
protection with INDECOPI participation, and on 
financial education with Ministry of Education 
participation, among others.”

Throughout this report, proposals and initiatives 
have been mentioned that can be performed by the 
private and public sector, and some by a combination 
of both. Financial inclusion is a complex issue 
because it has many facets of varying importance 
and magnitude. These mature at different times. The 
planning process, selection and implementation of 
actions and initiatives from both sectors suggests 
that it makes sense to rely on the “Roadmap to 
Achieve Financial Inclusion in Peru” which presents 
the main recommendations from participants in this 
study. (See Figure 1, page 7)

This Roadmap displays all actions, proposals, 
and initiatives from the public sector through a 
government platform of structural programs and 
plans for the medium and long term. Then the private 
sector, through individual actions, associations, or 
public/private partnerships, should contribute to 
achieve the main objectives of financial inclusion in 
the country.  

We summarize the main objectives of a national 
strategy for financial inclusion as: reducing delivery 
and product costs; creating and diversifying 
services according to the needs of excluded 
sectors; providing financial education on the use of 
financial services and developing financial capacity; 
encouraging the adoption of financial products and 
services as a further development mechanism; and 
a massive outreach of financial services to excluded 
areas through increased use of technological tools. 
(See Figure 1, page 7). These financial inclusion 
objectives combine with another initiatives aimed at 
vulnerable populations at the base of the pyramid to 
achieve social inclusion objectives such as: improved 
quality of life, use of basic infrastructure, generation 

of financial capabilities, economic self-sufficiency, 
food security and reduction of extreme poverty.

II.16. Continue Promoting the Model of Free 
Market Competition

There is a consensus among all the interviewees to 
maintain the model of free market competition. This 
model has more advantages than disadvantages.  
Among the principal advantages in Peru are diversity 
of financial institutions, geographic decentralization 
created through growth in regions and provinces, 
diverse capital structures in some institutions, the 
process of consolidation of institutions, the movement 
downmarket by commercial banks and upmarket 
by other institutions, the quite inclusive role of the 
credit bureaus, and national operating licenses of 
the main institutions. Relative disadvantages are: 
lack of SBS supervision of credit unions and the 
relative advantages of microfinance institutions 
linked to banking groups through cheaper funding, 
infrastructure, and delivery channels.

One of the key successes to date in financial inclusion 
in Peru is the variety of financial institutions directed 
to popular segments in urban and suburban zones. 
As this study has mentioned, penetration of remote 
zones of lower population density requires temporary 
incentives from government. For example, according 
to Juan Jose Marthans,“Government can create 
capitalization funds to be granted to those small 
institutions that demonstrate the best experiences 
and opportunities for financial inclusion in the 
interior. In this way we can promote in parallel 
bancarization by the types of financial entities that 
know the interior best and capital strengthening of 
our more successful microfinance institutions. The 
point is not to give money to micro-financiers; it is 
to generate suitable incentives. That money will be 
given back based on a part of the earnings obtained; 
therefore the fund will not be eroded.”

The financial market is diversifying and changing. 
A very young consolidation process exists, with 
significant expansion in the regions and provinces. 
In a model of free competition, going downmarket 
and upmarket are both healthy processes. Therefore, 
it is healthy that financial institutions differ and have 
different capital structures, like the cajas municipales, 
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so that the supply of products and services to 
excluded zones is ample and more complete. Richard 
Webb observes, “a sprouting of credit cooperatives 
in the country, in Apurímac, Fist, Ayacucho, San 
Martin. These compete strongly with microfinance 
institutions when they arrive with models that are 
more inclusive than the cajas. The NGOs stay with 
purely financial inclusion models, but they have not 
managed to replicate themselves or multiply.”

National operating licenses for the majority of 
microfinance institutions represent a point in favor 
of free competition, since they allow the cajas 
municipales and cajas rurales to nourish themselves 
with cheaper funds. It is important to seek to 
strengthen the ‘affinity’ of these institutions with 
their own zones of influence, because this affinity 
gives a greater commitment to remain in these zones 
during adverse economic cycles.

Manuel Rabines comments, “As credit unions are 
not supervised by the SBS, they cannot offer debit 
and credit cards, which diminishes their competitive 
capacity vis a vis other financial institutions.”

According to Juan Jose Marthans, “The downscaling 
of the commercial banks is developing two types 
of microfinance, those with and without subsidy. 
For example large banks that nowadays have 
microfinance institutions within their groups. In 
many cases these receive the support of their parent 
bank in cheap funding, infrastructure, channels, and 
branches, not available to other institutions.”

II.17. The Vulnerability of Small 
Microfinance Institutions Is an Obstacle

Some of the interviewees noted that small financial 
institutions are more vulnerable to negative economic 
cycles, and could even disappear during downturns. 
Therefore several concerns were identified: the lack 
of a participation cap for the largest institutions in 
the market, the lack of temporary incentives for 
the smallest institutions, the necessity to make the 
requirements of regulation and supervision for the 
smallest institutions more flexible, and the absence of 
a model of supervision and regulation for the NGOs.

“Participation caps for large institutions exist in 

other countries, sometimes as prudential rules 
promoted by the financial regulator,” according to 
Luis Felipe Arizmendi. “They aim to avoid predatory 
behavior that can bring about the bankruptcy of 
smaller institutions, as well as bad market conduct 
as a result of the asymmetry in size. During economic 
contractions, this asymmetry harms smaller 
institutions more, and still more if their portfolios are 
affected by a shared deterioration in credit quality 
through over-indebtedness. A large institution can 
decide to retire from a geographic zone and take a 
loss of portfolio, as this loss may involve a marginal 
percentage for such an institution, but the same loss 
can be mortal for a small institution, given the level 
of provisions it must assume and the difficulty of 
selling this portfolio, which could eventually bring 
it to insolvency.”

Under some market conditions, government can 
give capital strengthening incentives to the smallest 
institutions, in temporary form. In line with this, 
Juan Jose Marthans comments, “Capitalization 
funds can be created and provided to microfinance 
institutions based on commitments to bancarization 
in different regions. The funds can be extended so 
that they will be returned in 10 or 15 years against 
earnings. The capitalization funds, in the form of 
subordinated debt, count as part of the equity which 
the microfinance institution can leverage against.”  

Domingo Galdos, General Manager of Ciderural, 
remarks, “Many ‘social’ investments are directed 
to profitable microfinance institutions. Those with 
average returns are excluded from such funding, 
even though they may be more specialized and 
contribute responsibly to financial inclusion. High 
profits are not synonymous with social inclusion, 
nor the opposite. One should speak in terms of 
sustainable profits, which are normally below the 
market average, but sufficient to allow continuous 
service delivery for a long time.”

Gustavo Borja, General Manager of PROMUC 
(Partnership for the Promotion of Woman and the 
Community), emphasizes “the absence of a model 
of supervision and regulation for NGOs that allows 
them to receive funds from the state.”
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II.18. Quality, Transparency, Customer 
Protection

The expert committee members emphasized the 
importance of the seven client protection principles, 
which CFI promotes through the Smart Campaign: 
appropriate product design and delivery, prevention 
of over-indebtedness, transparency, responsible 
pricing, fair treatment, privacy of client data, and 
mechanisms for complaint resolution.  

Information quality and transparency are important 
preoccupations of regulators in Peru. For example, 
the website of the Superintendency of Banking and 
Insurance contains system-wide interest rate and fee 
information that allows cross-provider comparisons, 
among other important subjects for the market.

As for consumer protection, the most important are 
those related to fair and respectful treatment for all 
clients. Regulation cannot control all consumers’ 
rights. For that reason, greater financial education 
will empower consumers to lodge complaints and to 
refuse bad treatment or abuses from the system.

César Portalanza indicates, “The Superintendency of 
Banking and Insurance has advanced significantly 
in recent years on information transparency 
and consumer protection. Since 2005, when the 
Regulation of Transparency was published, SBI 
has issued norms oriented to greater information 
transparency for the financial system user, such as 
the interest rate information. It has also developed 
regulations to protect consumers, among them the 
existence of customer service officials, and terms 
and procedures for complaint handling.”

II.19. The Regulator, a Leader in Promoting 
Financial Inclusion

The Superintendency of Banking and Insurance, 
recognized worldwide as one of the best regulators, 
has for several years promoted a series of 
initiatives and efforts to promote microfinance, 
bancarization, and financial inclusion. In 2012, the 
SBS adopted the nine financial inclusion principles 
of the G20: leadership, diversity, innovation, 
protection, empowerment, cooperation, knowledge, 
proportionality and regulatory framework, to the 

general outlines for financial inclusion in the country.

In leadership, by means of joint efforts with public 
and private organizations for greater financial 
inclusion.  In 2009, the SBS created a Committee on 
Financial Inclusion, comprised of its main operative 
units. In 2012, the SBS began coordinating with 
the Ministry of Economy and Finance (MEF) and 
the Ministry of Development and Social Inclusion 
(MIDIS) the design of a national financial inclusion 
national strategy.

In diversity, through the variety of providers 
and financial products and services. In 1996, the 
General Law on the Financial System set out rules 
for various types of financial institutions, such as 
cajas municipales, cajas rurales, and EDPYMES. In 
2008, the modular scheme, which was restrictive for 
microfinance institutions, was eliminated, granting 
them greater flexibility to offer new products to 
disadvantaged (poorer) sectors.

On innovation, in 2005, the use of banking agents 
as tellers was approved. In 2008, the SBS proposed 
mobile branches and shared locations to be able to use 
the infrastructure of Banco de La Nacion. From 2012, 
SBI began to work with the Ministry of Economy and 
Finances on the Law on Electronic Money.

As for protection, in 1999, the SBS created its Center 
for Attention to Clients and in 2003 it opened its first 
decentralized offices in Arequipa and Piura. In 2005, 
the SBS published the Regulation of Transparency of 
Information which established additional mandates 
beyond those in the Consumer Protection Law and 
the Complementary Law on Consumer Protection in 
the matter of financial services. In 2006, it identified 
commissions that would be prohibited in financial 
services. In 2012, the transparency regulation was 
modified to establish additional criteria that allow 
simple and transparent information to be offered to 
users before and during the contractual relationship.

In empowerment, by means of financial education. In 
2003, through “Report 16,” comparative information 
was provided on effective rates and yields for loans 
and deposits. In 2006, using a cascade methodology 
of knowledge transfer, the SBS started the “Program 
for consultants for teachers” focused on secondary 
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school teachers, through an agreement with the 
Ministry of Education. In 2009, Peru became the first 
country in the region to embed financial education in 
the curriculum of secondary education.

In 2012, the “Center for Attention to Clients” was 
redesigned, and a “Financial Education Portal” 
was created to offer useful and simple information 
to financial services users.  Currently, e-learning 
tools are in development focused on sectors with 
the capacity to access the financial system and an 
intermediate level of financial education. In the same 
year, more than 15,000 people received financial 
education in diverse public and private institutions. 
In 2013, a national demand-side survey is planned 
to assess subjects’ perception regarding financial 
literacy and access and use of financial services.

In terms of cooperation, in 2006, the SBS signed 
the agreement with the Ministry of Education to 
develop joint operations for financial education, and 
in 2009, financial education was incorporated into 
the secondary school curriculum. In 2008, the SBS 
joined the Alliance for Financial Inclusion. Also, in 
2012, the SBS developed cooperation agreements 
with the Banco de La Nacion, INDECOPI, regional 
governments, and the municipalities of Moquegua 
and Piura.

For knowledge, the SBS publishes a financial 
inclusion information folder. In 2011, it carried 
out a pilot survey of financial culture, and in 2012 
it developed a study of access and use of financial 
services, and a study on knowledge and perception 
of insurance products.

Regarding proportionality and regulatory framework, 
the SBS has moved toward a flexible regulatory 
framework, taking into account risks and profits in 
the use of financial services, international standards 
Peruvian reality and consumer protection.

In this way, the SBS has focused efforts on financial 
inclusion, incorporating it as a strategic objective 
within its overall plan of action. For example, 
SBS has developed different financial education 
initiatives focused on different public objectives, 
including the program for consultants for teachers of 
secondary education and the Informative Financial 
Culture Campaigns focused on the public. Also, the 

SBS works on micro-insurance promotion, mobile 
banking, electronic money, and research on financial 
inclusion and prevention money laundering, among 
others tasks. 

II.20. Financial Inclusion in Peru by 2020

The perception of the Peruvian market (answer to 
question #11 of the survey), (See Figure 4, page 29)  
is that the work of microfinance institutions has 
advanced financial inclusion in urban and peri-urban 
zones, but that financial inclusion is still pending for 
rural and remote areas, and for informals.

This answer also reflects awareness that there 
is much to do both in product innovation and 
alternative delivery channels, both of which still 
await infrastructure and regulatory improvements. 
The interviewees recommend continuous work 
to incorporate financial inclusion subjects in the 
country’s culture, a consensus effort that must be 
coordinated between the private and public sectors. 
In this way, all citizens will recognize that financial 
inclusion, like low inflation, is important for 
sustainable economic growth in the country.

For five consecutive years, Peru has been recognized 
by the Global Microscope on the Microfinance 
Business Environment, a study by The Economist 
Intelligence Unit, as offering the best business 
environment for microfinance.

II.21. The Survey and its Participants

The 232 participants in the survey are grouped 
according to the type of activity or organization in 
which they are involved (See Figure 5, page 30). 
Results from the following groups can be visualized: 
suppliers of financial services (122 participants), 
government or regulatory body (33 participants), 
support organizations (networks, consultants, 
evaluators, etc.) (31 participants), private enterprises 
(non-financial institutions (technology companies, 
telecommunications) (25 participants), investors  
(15 participants), donors (4 participants), and 
researchers (2 participants).

The 122 participants identified as financial services 
suppliers are classified as follows: regulated 
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microfinance institutions (67 participants), NGOs 
(22 participants), credit unions (18 participants), 
banks (9 participants), and others (6 participants). 
(See Figure 6, page 30). Regulated microfinance 
institutions were 55 percent of the financial services 
providers, coming from institutions that also include 
cajas municipales, cajas rurales, edpymes and finance 
companies, which have rather similar numbers of 
participants within this group. 

II.22. The Survey and the Ranking of 
Opportunities by Stakeholder Group

(Note: The main findings and results appear in the preceeding sections. 
In this and the following section there is a brief review of the most 
salient differences and similarities shown in the tables and graphs that 
accompany this report.)

In selecting the top 10 opportunities, the largest 
interest groups, financial services providers, 
regulators, and support organizations, made very 
similar choices. Their selections respond to the vision 
that each of these groups has for financial inclusion 
in the country.  The top 10 selections of these three 
groups are very similar to the overall survey results. 
(See Table 2, page 31)

The three groups indicate that financial education 
is the top opportunity. In the selection of “banking 
correspondents” there is almost a perfect alignment: 
whereas for suppliers of financial services it is the 
fourth opportunity, for government/regulators and 
for support organizations, it is the third opportunity. 
“Mobile banking (cellular)” was the second 
opportunity for government/regulators and support 
organizations, but only the ninth for suppliers of 
financial services. (See Table 2, page 31)

The financial services providers give more 
importance to those they can control in a more 
direct form and those that can be managed to obtain 
more impact. Thus, from Opportunities #2 through 
#7 we see subjects related to products, channels, 
organizational capacities, market investigation, and 
sales management.  (See Table 6, page 35)

In the same way, government and regulatory responses 
give more emphasis to structural subjects such as 
financial education, mobile banking, banking agents, 
simple deposit accounts without maintenance fees, 

and regulation for client protection. (See Table 7,  
page 36)

Finally, the support organizations, including 
networks, consultants, and evaluators, give more 
emphasis to financial education, alternative channels 
(mobile banking and agent banking), the existence 
of associations and networks, and social objectives, 
with the selection “totally inclusive institutions.” 
(See Table 8, page 37) 

Within the suppliers group of financial services, there is 
great agreement in the selection of financial education 
as the most important opportunity. The second-rated 
opportunity, expansion of product range, was chosen 
by 80 percent of institutions as either second or third.  
With the exception of credit unions, providers agreed 
that “simple deposit accounts without maintenance 
fees” is not within the 10 most important options. 
Banking participants gave more weight to options 
more directly related to their business model: movable 
bank branches; improving infrastructure to facilitate 
electronic transactions; reforming the legal framework 
for the use of collateral; and credit bureaus. They gave 
less weight to those related to microfinance, such as 
improving organizational capacities for microfinance 
institutions; totally inclusive institutions; and 
improvement of microfinance associations or 
networks). (See Table 4, page 33).

The credit unions and NGOs, being the institutions 
perceived to have an inclusive business model, gave 
less importance to mobile banking (cellular).  (See 
Table 4, page 33). 

For further information, please consult the tables and 
figures attached in the Annex.  

II.23. The Survey and the Ranking of 
Obstacles by Stakeholder Group

(Note: The main findings and results appear in the preceeding sections. 
In this and the following section there is a brief review of the most 
salient differences and similarities shown in the tables and graphs that 
accompany this report.)

In selecting top obstacles, the three main interest 
groups – financial services suppliers, governments 
and regulators, and support organizations – once 
again tend to agree.
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“Limited financial education” was chosen as the 
top obstacle to financial inclusion. “Insufficient 
Infrastructure” is chosen as the second obstacle 
by all three groups. The “growth of the market in 
penetrated zones” was selected as a third obstacle 
by suppliers of financial services and government 
and regulators, whereas for support organizations, 
it was the sixth obstacle. “Limited knowledge of 
clients’ needs” was picked as the fourth obstacle 
by providers of financial services and support 
organizations, while it was sixth for government and 
regulators. “Bad business practices” was selected as 
the fourth obstacle, being the twelfth for government 
and regulators.  The “cost of building/operating 
branches” was the seventh obstacle for financial 
services providers and the government but tenth for 
support organizations. On “product cost structures” 
and the “single-product approach of microfinance” 
there was a minimum difference in positioning 
among these three stakeholder groups.  (See Table 
3, page 32)

Among the biggest differences among the top 
obstacles, support organizations gave lower 
importance to “weak legal Infrastructure” rating it 
obstacle #16, and “limited organizational capacity in 
microfinance institutions and other suppliers,” rating 
it obstacle #17. (See Table 3, page 32)

The providers of financial services choose as top 
obstacles those in which government participation is 
required, “limited financial literacy” (obstacle #1), 
and “insufficient infrastructure” (obstacle #2).  The 
obstacles rated #3 through #8 are related to their 
sector. Providers can take specific steps to address 
them (market growth, market research, business 
practices, cost structures, commercial management, 
and organizational capacities). One of these is only 
related to a regulatory subject, i.e., to take care of the 
excluded sectors.  (See Table 13, page 42)

The government and regulators also gave importance 
to the government-related subjects “limited financial 
literacy” and “insufficient infrastructure” (Obstacles 
#1 and #2 respectively). They also selected “weak 
legal infrastructure” as Obstacle #8, and the “lack of 
interest by suppliers and policymakers” as Obstacle 
#11. This reflected the interest of this group in 
working on both main topics on the agenda, social 

inclusion and financial inclusion, and are reasons 
to consider that there is tremendous room for 
improvement in the actions of the state. (See Table 
14, page 43)

Unlike other interest groups, support organizations 
emphasized “lack of demographic information on 
the excluded” (Obstacle #6), “lack of financing for 
the providers of financial services,” and “client risk” 
(Obstacle #8) as critical factors besides those already 
considered by other interest groups.  (See Table 15, 
page 44)

Within the providers of financial services group, 
there was consensus about the positioning of “limited 
financial literacy,” “market growth in already 
penetrated zones,” and “insufficient infrastructure” 
as the most important obstacles. The majority also 
thought that “inadequate regulatory framework for 
institutions that serve low-income people” was a 
top-10 obstacle and “limited organizational capacity 
in microfinance institutions and other suppliers” was 
not; this last one was selected in the top 10 only by 
NGOs. (See Table 5, page 34)

For credit unions, the obstacles “product cost 
structures” and “limited knowledge of clients’ needs” 
were not seen as critical, in contrast to other suppliers. 
This could be explained by greater commitment and 
proximity of credit unions to the target groups such 
that it is not perceived as hard to gain knowledge of 
the market and customers. (See Table 5, page 34)

For further information, please consult the tables 
and figures attached in the Annex. 
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Annex
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Expanding and improving microfinance associations

Client protection regulation

Mobile (branch) banking

Strengthening the financial infrastructure for electronic (non-cash) transactions

Collateral and secured transactions reform
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FIGURE 2: Opportunities for Financial Inclusion in Peru
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FIGURE 3: Obstacles to Financial Inclusion in Peru

FIGURE 4: Perception of Progress Towards Financial Inclusion in Peru
OBJECTIVE: Full Financial Inclusion by 2020
(1 = minimal achievement, 5 = full achievement)

0% 10% 20% 30% 40% 50% 60% 

1 

2 

3 

4 

5 

N=199



Opportunities and Obstacles to Financial Inclusion in Peru 30 Center for Financial Inclusion

Donors
2% 

Government or
regulatory body
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FIGURE 5: Survey Participants
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FIGURE 6: Survey Participants
STAKEHOLDER: Financial Service Providers
(Note: Regulated microfinance institutions include: municipal banks, rural banks, micro enterprise development companies (EDPYMES) and finance companies)
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TABLE 2: Ranking of Opportunities by Main Stakeholder Groups 

Note. - This Table presents the results of the three groups of interest with majors levels of participation in the survey

OPPORTUNITIES TO FINANCIAL INCLUSION   
AGGREGATE

RESULT

FINANCIAL
SERVICES

PROVIDERS
GOVERNMENT OR 

REGULATORY BODY
SUPPORT

ORGANIZATIONS
    RANKING   RANKING   RANKING   RANKING 

  1   1   1   1 
  2   2   =6   =11 
  3   9   2   2 
  4   =4   3   =3 
  =5   11   4   8 
  =5   3   =6   =9 
  7   6   =12   =5 
  8   =4   9   =11 
  9   =7   =12   =5 
  10   =7   =15   =3 

                  
                  

  11   10   =6   =9 
  12   =12   5   =16 
  13   =12   =10   7 
  14   15   =10   15 
  15   =12   =27   =13 
  16   19   =12   =19 
  17   =16   22   =13 
  18   20   =15   =16 
  19   =16   =23   =16 
  =20   18   =18   =22 
  =20   21   =18   =22 
  22   =22   =18   =19 
  23   25   =18   =26 
  24   27   17   25 
  25   =22   =25   =19 
  26   =22   =27   =26 
  27   28   =29   =22 
  28   26   =29   =29 
  29   29   =25   28 
  30   30   =23   =29 

                  

Note. - This Table presents the results of the three groups of interest with majors levels of participation in the survey

Financial education
Expanding the range of products
Mobile (phone) banking
Correspondent/Agent Banking
Mandates to provide no-frills bank accounts
Capacity building for micro�nance institutions
Full-inclusion �nancial institutions
Improved demand-side information
Reaching out to new client groups
Expansion and improvement of micro�nance associations

Client protection regulation
Mobile (branch) banking
Strengthening �nancial infrastructure for electronic (non-cash) transactions
Collateral and secured transaction reform
Building investor markets
Competition
Credit bureaus
Village savings and loan associations/self-help groups
National identi�cation documentation
Improved regulation and supervision of micro�nance
Micro�nance transformation
Commercial bank downscaling
Prudential regulation and supervision (in general)
Linking government transfers to deposit accounts
Matched savings and/or cash transfer schemes
Directed credit/service mandates
Self-regulation
Product bundling and cross-selling
State bank  reform
Non –traditional providers
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OBSTACLES TO  FINANCIAL INCLUSION   
AGGREGATE

RESULT

FINANCIAL
SERVICES

PROVIDERS   
GOVERNMENT OR

REGULATORY BODY   
SUPPORT

ORGANIZATIONS
    RANKING   RANKING   RANKING   RANKING 

  1   1   1   1 
  2   3   3   =6 
  3   2   2   2 
  4   6   4   3 
  5   =4   6   =4 
  6   =4   =12   =4 
  7 7 7 =10 
  8   =12   10   =10 
  9   =12   =8   16 
  10   =8   5   =17 

                  
                  

  11   11   =12   =17 
  12   =16   =12   =6 
  =13   =8   =21   =10 
  =13   =8   =15   =10 
  =15   =20   =8   =10 
  =15   =16   11   =17 
  17   14   25   =8 
  =18   =16   =21   =10 
  =18   19   =19   =8 
  20   15   =21   =24 
  21   23   =21   =17 
  22   =20   =15   =21 
  23   24   =17   =21 
  24   =20   26   =29 
  25   27   =17   =21 
  26   =28   =19   =27 
  =27   =25   27   =27 
  =27   =25   30   =29 
  29   =28   =28   =24 
  30   30   =28   =24 

                  
Note. - This Table presents the results of the three groups of interest with majors levels of participation in the survey. 

Limited financial  literacy
Unsustainable growth
Insufficient infrastructure
Product cost-structures
Limited understanding of client needs
Poor business practices
Costs of building/operating branches
Microfinance’s single-product approach
Weak legal infrastructure
Limited institutional capacity among MFIs

Impact of financial inclusion
Lack of demographic information on the excluded
Commercially oriented entrants
Inadequate regulatory framework for MFIs
Lack of network cooperation
Lack of interest by providers and policymakers
Appropriate funding
Documentation requirements
Client risk
Political interference
Regulation that lags technology
Financial regulatory priorities
Inadequate client protection
Lack of credit bureaus
Public mistrust of financial institutions
Limited know-how of mainstream providers
Transient, migrant, displaced populations
Weak industry voice
Non-business-friendly environment
Negative press image

TABLE 3: Ranking of Obstacles by Main Stakeholder Groups 

Note. - This Table presents the results of the three groups of interest with majors levels of participation in the survey. 
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TABLE 4: Ranking of Opportunities by Financial Service Providers

FINANCIAL SERVICES PROVIDERS

OPPORTUNITIES TO FINANCIAL INCLUSION   
AGGREGATE 

RESULT

FINANCIAL
SERVICES

PROVIDERS   BANKS

SAVINGS &  
CREDIT  
UNIONS   

REGULATED
MICROFINANCE
INSTITUTIONS   NGOs

    RANKING   RANKING   RANKING   RANKING   RANKING   RANKING 
  1   1   1   1   1   1 
  2   2   =2   =3   3   =6 
  3   9   =4   =24   =4   =12 
  4   =4   =2   =8   =4   =8 
  =5   11   =15   =6   =13   =12 
  =5   3   =24   =3   6   5 
  7   6   =29   2   =7   =2 
  8   =4   =4   =19   2   =10 
  9   =7   =11   =8   9   =2 
  10   =7   =15   5   10   4 

                          
                          

  11   10   =15   =6   =11   =8 
  12   =12   =4   =28   =7   =12 
  13   =12   =4   =19   =13   =12 
  14   15   =4   =14   =16   =17 
  15   =12   =15   =10   =13   =12 
  16   19   =15   =10   19   =20 
  17   =16   =4   =19   =11   =20 
  18   20   =24   =14   =21   =6 
  19   =16   =11   =10   =16   =17 
  =20   18   =15   =14   =16   =17 
  =20   21   =15   =10   20   24 
  22   =22   =11   =14   =25   =25 
  23   25   =15   =24   =23   =25 
  24   27   =4   =19   =25   =29 
  25   =22   =11   =24   =21   23 
  26   =22   =24   =19   =25   =20 
  27   28   =15   =24   29   =10 
  28   26   =24   =28   =23   =25 
  29   29   =24   =14   28   =25 
  30   30   =29   30   30   =29 

                          

Note. - The institutions of regulated micro�nances include: Municipal boxes, Small farm loan banks, EDYPYMES and Financials. The number of professionals who participated in the survey, of each of these institutions was quite similar.

Financial education
Expanding the range of products
Mobile (phone) banking
Correspondent/agent banking
Mandates to provide no-frills accounts
Capacity building for microfinance institutions
Full-inclusion financial institutions
Improved demand-side information
Reaching out to new client groups
Expansion and improvement of microfinance associations

Client protection regulation
Mobile (branch) banking
Strengthening financial infrastructure for electronic (non-cash) transactions
Collateral and secured transactions  reform
Building investor markets
Competition
Credit bureaus
Village savings and loan associations/self-help groups
National identification documentation
Improved regulation and supervision of microfinance
Microfinance transformation
Commercial bank downscaling
Prudential regulation and supervision (in general)
Linking government transfers to deposit accounts
Matched savings and/or cash transfer schemes
Directed credit/service mandates
Self-regulation
Product bundling and cross-selling
State bank reform
Non –traditional providers

Note. - The institutions of regulated microfinances include: Municipal boxes, Small farm loan banks, EDYPYMES and Financials. The number of professionals who participated in the survey, of each of these 
institutions was quite similar.
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            FINANCIAL SERVICES PROVIDERS
                          

OBSTACLES TO FINANCIAL INCLUSION   
AGGREGATE 

RESULT   

FINANCIAL
SERVICES

PROVIDERS   BANKS   

SAVINGS & 
CREDIT
UNIONS   

REGULATED
MICROFINANCE
INSTITUTIONS   NGOs

    RANKING   RANKING   RANKING   RANKING   RANKING   RANKING 
  1   1   =2   =1   1   =1 

  2   3   =2   =4   3   =5 

  3   2   1   =1   =4   =1 

  4   6   =7   =14   =9   =1 

  5   =4   =7   =14   2   =10 

  6   =4   =13   3   =4   =1 

  7   7   =4   =8   6   =10 

  8   =12   =4   =8   =16   =13 

  9   =12   =4   =8   =9   =19 

  10   =8   =13   =14   14   7 

                          

                          

  11   11   =19   =8   =7   =13 

  12   =16   =13   =18   =16   =16 

  =13   =8   =13   =22   =16   =5 

  =13   =8   =19   =4   =7   =8 

  =15   =20   =19   30   15   =19 

  =15   =16   =19   =4   =16   15 

  17   14   =19   =8   =11   =10 

  =18   =16   =19   =18   =11   =19 

  =18   19   =7   =28   23   =8 

  20   15   =7   =18   =11   =19 

  21   23   =7   =22   21   =26 

  22   =20   =19   =22   =16   =26 

  23   24   =19   =4   =24   =16 

  24   =20   =7   =8   22   =19 

  25   27   =13   =14   =29   =26 

  26   =28   =19   =22   =27   29 

  =27   =25   =19   =18   =24   =19 

  =27   =25   =13   =22   26   =16 

  29   =28   =19   =28   =27   =19 

  30   30   =19   =22   =29   30 
                          

Note. - The institutions of regulated micro�nances include: Municipal boxes, Small farm loan banks, EDPYME and Financials . The number of professionals who participated in the survey, of each of these institutions was quite similar

Limited financial literacy
Unsustainable growth
Insufficient  infrastructure
Product cost structures
Limited understanding of client needs
Poor business practices
Costs of building/operating branches
Microfinance’s single-product approach
Weak legal infrastructure
Limited institutional capacity among MFIs

Impact of financial inclusion
Lack of demographic information on the excluded
Commerically oriented entrants
Inadequate regulatory framework for MFIs
Lack of network cooperation
Lack of interest by providers and policymakers
Appropriate funding
Documentation requirements
Client risk
Political interference
Regulation that lags technology
Financial regulatory priorities
Inadequate client protection
Lack of credit bureaus
Public mistrust of financial institutions
Limited know-how of mainstream providers
Transient, migrant displaced populations
Weak industry voice
Non-business friendly environment
Negative press image

Note. - The institutions of regulated microfinances include: Municipal boxes, Small farm loan banks, EDPYME and Financials . The number of professionals who participated in the survey, of each of these 
institutions was quite similar

TABLE 5: Ranking of Obstacles by Financial Service Providers
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TABLE 6: Ranking of Opportunities by Financial Service Providers

          

  
OPPORTUNITIES:  SUPPLIERS OF FINANCIAL SERVICES RANKING % 

  1 86 77.5% 

  2 67 60.4% 

  3 58 52.3% 

  =4 57 51.4% 

  =4 57 51.4% 

  6 56 50.5% 

  =7 51 45.9% 

  =7 51 45.9% 

  9 47 42.3% 

  10 43 38.7% 

          

  11 42 37.8% 

  =12 38 34.2% 

  =12 38 34.2% 

  =12 38 34.2% 

  15 37 33.3% 

  =16 34 30.6% 

  =16 34 30.6% 

  18 33 29.7% 

  19 32 28.8% 

  20 31 27.9% 

  21 29 26.1% 

  =22 21 18.9% 

  =22 21 18.9% 

  =22 21 18.9% 

  25 20 18.0% 

  26 18 16.2% 

  27 17 15.3% 

  28 15 13.5% 

  29 14 12.6% 

  30 4 3.6% 

          

      n= 111   

NUMBER OF 
RESPONSES

Financial education

Expanding product range

Capacity building for microfinance institutions

Nonbanking correspondents

Improved demand-side information

Full-inclusion financial institutions

Reaching out to new client groups

Expansion and improvement of microfinance associations

Mobile (phone) banking

Regulation oriented to the protection of the client

Mandates to provide no-frills bank accounts

Mobile (branch) banking

Strengthening financial infrastructure for electronic (non-cash) transactions

Building investor markets

Collateral and secured transactions reform

Credit bureaus

National identification documentation

Improved regulation and supervision of microfinance

Competition

Village savings and loan associations/self-help groups

Microfinance transformation

Commercial bank downscaling

Matched savings and/or cash transfer schemes

Directed credit/service mandates

Prudential regulation and supervision (in general)

Product bundling and cross-selling

Related transfers conditional to saving accounts

Self-regulation

State bank reform

Non-traditional providers
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RANKING % 

  1 27 84.4% 

  2 26 81.3% 

  3 23 71.9% 

  4 21 65.6% 

  5 20 62.5% 

  =6 15 46.9% 

  =6 15 46.9% 

  =6 15 46.9% 

  9 14 43.8% 

  =10 13 40.6% 

          

  =10 13 40.6% 

  =12 11 34.4% 

  =12 11 34.4% 

  =12 11 34.4% 

  =15 10 31.3% 

  =15 10 31.3% 

  17 9 28.1% 

  =18 7 21.9% 

  =18 7 21.9% 

  =18 7 21.9% 

  =18 7 21.9% 

  22 6 18.8% 

  =23 5 15.6% 

  =23 5 15.6% 

  =25 3 9.4% 

  =25 3 9.4% 

  =27 2 6.3% 

  =27 2 6.3% 

  =29 1 3.1% 

  =29 1 3.1% 

          

      n = 32   

NUMBER OF 
RESPONSES

Financial Education

Mobile (phone) banking

Correspondent/agent banking

Mandates to provide no-frills accounts

Mobile (branch) banking

Expanding product range

Capacity building for microfinance institutions

Client protection regulation

Improved demand-side information

Strengthening financial infrastructure for electronic (non-cash) transactions

Collateral and secured transactions reform

Full-inclusion financial institutions

Reaching out to new client groups

Competition

Expansion and improvement of microfinance associations

Village savings and loan associations/self-help groups

Linking government transfers to deposit accounts

Improved regulation and supervision of microfinance

Microfinance transformation

Commercial bank downscaling

Prudential regulation and supervision (in general)

Credit bureaus

National identification documentation

Non-traditional providers

Matched savings and/or cash transfer schemes

State bank reform

Building investor markets

Directed credit/service mandates

Self-regulation

Product bundling and cross-selling

OPPORTUNITIES:  SUPPLIERS OF FINANCIAL SERVICES

TABLE 7: Ranking of Opportunities by Government or Regulator
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TABLE 8: Ranking of Opportunities by Support Organizations

  
RANKING % 

  1 23 79.3% 

  2 20 69.0% 

  =3 16 55.2% 

  =3 16 55.2% 

  =5 15 51.7% 

  =5 15 51.7% 

  7 14 48.3% 

  8 13 44.8% 

  =9 12 41.4% 

  =9 12 41.4% 

          

  =11 11 37.9% 

  =11 11 37.9% 

  =13 10 34.5% 

  =13 10 34.5% 

  15 9 31.0% 

  =16 8 27.6% 

  =16 8 27.6% 

  =16 8 27.6% 

  =19 7 24.1% 

  =19 7 24.1% 

  =19 7 24.1% 

  =22 6 20.7% 

  =22 6 20.7% 

  =22 6 20.7% 

  25 5 17.2% 

  =26 4 13.8% 

  =26 4 13.8% 

  28 3 10.3% 

  =29 2 6.9% 

  =29 2 6.9% 

        

    n= 29   

NUMBER OF 
RESPONSES

Expanding product range

Improved demand-side information

Building investor markets

Credit bureaus

Collateral and secured transactions reform

Mobile Bank (cellular)

Village savings and loan associations/self-help groups

National identification documentation

Competition

Commerical bank downscaling

Matched saving and/or cash transfer schemes

Improved regulation and supervision of microfinance

Microfinance transformation

Self regulation

Linking government transfers to deposit accounts

Prudential regulation and supervision (in general)

Directed credit/service mandates

State bank reform

Product bundling and cross-selling

Non-traditional providers

OPPORTUNITIES: SUPPORT ORGANIZATIONS

Financial education

Mobile (phone) banking

Nonbanking Correspondents

Expansion and improvement of microfinance associations

Full-inclusion financial institutions

Reaching out to new client groups

Strengthening financial infrastructure for electronic (non-cash) transactions

Mandates to provide no-frills bank accounts

Capacity building for microfinance institutions

Client protection regulation
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TABLE 9:  Ranking of Opportunities by Banks

        

  
RANKING % 

  1 7 87.5% 

  =2 5 62.5% 

  =2 5 62.5% 

  =4 4 50.0% 

  =4 4 50.0% 

  =4 4 50.0% 

  =4 4 50.0% 

  =4 4 50.0% 

  =4 4 50.0% 

  =4 4 50.0% 

          

  =11 3 37.5% 

  =11 3 37.5% 

  =11 3 37.5% 

  =11 3 37.5% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =15 2 25.0% 

  =24 1 12.5% 

  =24 1 12.5% 

  =24 1 12.5% 

  =24 1 12.5% 

  =24 1 12.5% 

  =29 0 0.0% 

  =29 0 0.0% 

        

    n= 8   

NUMBER OF 
RESPONSES

Financial education

Expanding product range

Nonbanking correspondents

Mobile (phone) banking

Improved demand-side information

Mobile (branch) banking

Strengthening financial infrastructure for electronic (non-cash) transactions

Collateral and secured transactions reform

Credit bureaus

Linking government transfers to deposit accounts

Reaching out to new client groups

National identification documentation

Commercial bank downscaling

Matched savings and/or cash transfer schemes

Mandates to provide no-frills bank accounts

Expansion and improvement of microfinance associations

Client protection regulation

Building investor markets

Competition

Improved regulation and supervision of microfinance

Microfinance transformation

Prudential regulation and supervision (in general)

Self regulation

Capacity building for microfinance institutions

Village savings and loan associations/self-help groups

Directed credit/service mandates

Product bundling and cross-selling

State bank reform

Full-inclusion financial institutions

Non-traditional providers

OPPORTUNITIES: BANKS
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TABLE 10: Ranking of Opportunities by Credit and Savings Unions

          

  
RANKING % 

  1 16 88.9% 

  2 12 66.7% 

  =3 11 61.1% 

  =3 11 61.1% 

  5 10 55.6% 

  =6 9 50.0% 

  =6 9 50.0% 

  =8 8 44.4% 

  =8 8 44.4% 

  =10 6 33.3% 

          

  =10 6 33.3% 

  =10 6 33.3% 

  =10 6 33.3% 

  =14 5 27.8% 

  =14 5 27.8% 

  =14 5 27.8% 

  =14 5 27.8% 

  =14 5 27.8% 

  =19 4 22.2% 

  =19 4 22.2% 

  =19 4 22.2% 

  =19 4 22.2% 

  =19 4 22.2% 

  =24 3 16.7% 

  =24 3 16.7% 

  =24 3 16.7% 

  =24 3 16.7% 

  =28 2 11.1% 

  =28 2 11.1% 

  30 1 5.6% 

          

      n=18   

NUMBER OF
RESPONSES

Financial education

Fully inclusive institutions

Expanding the range of products

Capacity building for microfinance institutions

Expansion and improvement of microfinance associations

Mandates to provide no-frills accounts

Client protection regulation

Correspondent/agent banking

Reaching out to new client groups

Building investor markets

Competition

National identification documentation

Microfinance transformation

Collateral and secured transactions reform

Village savings and loan associations/self-help groups

Improved regulation and supervision of financial institutions

Commercial bank downscaling

State bank reform

Improved demand-side information

Strengthening the financial infrastructure for electronic (non-cash) transactions

Credit bureaus

Matched savings and/or cash transfer schemes

Directed credit/service mandates

Mobile (phone) banking

Prudential regulation and supervision (in general)

Savings schemes with support

Self-regulation

Mobile (branch) banking

Product bundling and cross-selling

Non-traditional suppliers

OPPORTUNITIES: CREDIT UNIONS
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TABLE 11: Ranking of Opportunities by Regulated Microfinance Institutions

          

  
RANKING % 

  1 41 74.5% 

  2 34 61.8% 

  3 33 60.0% 

  =4 29 52.7% 

  =4 29 52.7% 

  6 27 49.1% 

  =7 24 43.6% 

  =7 24 43.6% 

  9 23 41.8% 

  10 22 40.0% 

          

  =11 21 38.2% 

  =11 21 38.2% 

  =13 20 36.4% 

  =13 20 36.4% 

  =13 20 36.4% 

  =16 19 34.5% 

  =16 19 34.5% 

  =16 19 34.5% 

  19 17 30.9% 

  20 16 29.1% 

  =21 11 20.0% 

  =21 11 20.0% 

  =23 10 18.2% 

  =23 10 18.2% 

  =25 7 12.7% 

  =25 7 12.7% 

  =25 7 12.7% 

  28 6 10.9% 

  29 2 3.6% 

  30 1 1.8% 

          

      n= 55   

NUMBER OF 
RESPONSES

Financial education

Improved demand-side information

Expanding product range

Mobile (phone) banking

Correspondent/agent banking

Capacity building for microfinance institutions

Full-inclusion financial institutions

Mobile (branch) banking

Reaching out to new client groups

Expansion and improvement of microfinance associations

Client protection regulation

Credit bureaus

Mandates to provide no-frills bank accounts

Strengthening financial infrastructure for electronic (non-cash) transactions

Building investor markets

Collateral and secured transactions reform

National identification documentation

Improved regulation and supervision of microfinance

Competition

Microfinance transformation

Village savings and loan associations/self-help groups

Matched savings and/or cash transfer schemes

Prudential regulation and supervision (in general)

Product bundling and cross-selling

Commercial bank downscaling

Linking government transfers to deposit accounts

Directed credit/service mandates

State bank reform

Self regulation

Non-traditional providers

OPPORTUNITIES: REGULATED MICROFINANCE INSTITUTIONS
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TABLE 12: Ranking of Opportunities by NGOs

          

  
% 

  1 15 78.9% 

  =2 14 73.7% 

  =2 14 73.7% 

  4 13 68.4% 

  5 12 63.2% 

  =6 11 57.9% 

  =6 11 57.9% 

  =8 9 47.4% 

  =8 9 47.4% 

  =10 8 42.1% 

          

  =10 8 42.1% 

  =12 6 31.6% 

  =12 6 31.6% 

  =12 6 31.6% 

  =12 6 31.6% 

  =12 6 31.6% 

  =17 5 26.3% 

  =17 5 26.3% 

  =17 5 26.3% 

  =20 4 21.1% 

  =20 4 21.1% 

  =20 4 21.1% 

  23 3 15.8% 

  24 2 10.5% 

  =25 1 5.3% 

  =25 1 5.3% 

  =25 1 5.3% 

  =25 1 5.3% 

  =29 0 0.0% 

  =29 0 0.0% 

          

      n=19   

NUMBER OF 
RESPONSES

Financial education

Full-inclusion financial institutions

Reaching out to new client groups

Expansion and improvement of microfinance associations

Capacity building for microfinance institutions

Expanding product range

Village savings and loan associations/self-help groups

Correspondent/agent banking

Client protection regulation

Improved demand-side information

Self regulation

Mobile (phone) banking

Mandates to provide no-frills accounts

Mobile (branch) banking

Strengthening financial infrastructure for electronic (non-cash) transactions

Building investor markets

Collateral and secured transactions reform

National identification documentation

Improved regulation and supervision of microfinance

Competition

Cedit bureaus

Directed credit/service mandates

Matched savings and/or cash transfer schemes

Microfinance transformation

Commercial bank downscaling

Prudential regulation and supervision (in general)

Product bundling and cross-selling

State bank reform

Linking government transfers to deposit accounts

Non-traditional providers

OPPORTUNITIES: NGOs RANKING 
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TABLE 13: Ranking of Obstacles by Financial Services Providers
          

  
RANKING % 

  1 73 70.2% 

  2 63 60.6% 

  3 62 59.6% 

  =4 57 54.8% 

  =4 57 54.8% 

  6 50 48.1% 

  7 47 45.2% 

  =8 40 38.5% 

  =8 40 38.5% 

  =8 40 38.5% 

          

  11 39 37.5% 

  =12 38 36.5% 

  =12 38 36.5% 

  14 36 34.6% 

  15 35 33.7% 

  =16 32 30.8% 

  =16 32 30.8% 

  =16 32 30.8% 

  19 30 28.8% 

  =20 25 24.0% 

  =20 25 24.0% 

  =20 25 24.0% 

  23 24 23.1% 

  24 21 20.2% 

  =25 17 16.3% 

  =25 17 16.3% 

  27 15 14.4% 

  =28 11 10.6% 

  =28 11 10.6% 

  30 8 7.7% 

          

      n=104   

NUMBER OF 
RESPONSES

Financial limited literacy

Insufficient infrastructureÂ 

Unsustainable growth

Limited understanding of client needs

Poor business practices

Product cost-structures

Costs of building/operating branches

Limited institutional capacity among MFIs

Commercially oriented entrants

Inadequate regulatory framework for MFIs

Impact of financial inclusion

Microfinanceâ€™s single-product approach

Weak legal infrastructure

Appropriate funding

Political Interference

Lack of demographic information on the excluded

Lack of interest by providers and policymakers

Documentation requirements

Client risk

Lack of network cooperation

Financial regulatory priorities

Lack of credit bureaus

Regulation that lags technology

Inadequate client protection

Transient, migrant displaced populations

Weak industry voice

Public mistrust of financial institutions

Limited know-how of mainstream providers

Non-business-friendly environment

Negative press image

OBSTACLES: FINANCIAL SERVICES PROVIDERS
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TABLE 14: Ranking of Obstacles by Government or Regulator
          

  
RANKING % 

  1 25 78.1% 

  2 24 75.0% 

  3 23 71.9% 

  4 22 68.8% 

  5 18 56.3% 

  6 17 53.1% 

  7 16 50.0% 

  =8 15 46.9% 

  =8 15 46.9% 

  10 14 43.8% 

          

  11 12 37.5% 

  =12 10 31.3% 

  =12 10 31.3% 

  =12 10 31.3% 

  =15 9 28.1% 

  =15 9 28.1% 

  =17 8 25.0% 

  =17 8 25.0% 

  =19 7 21.9% 

  =19 7 21.9% 

  =21 6 18.8% 

  =21 6 18.8% 

  =21 6 18.8% 

  =21 6 18.8% 

  25 5 15.6% 

  26 4 12.5% 

  27 3 9.4% 

  =28 2 6.3% 

  =28 2 6.3% 

  30 1 3.1% 

          

      n=32   

NUMBER OF 
RESPONSES

Financial limited literacy

Insufficient infrastructure 

Unsustainable growth

Product cost structures

Limited institutional capacity among MFIs

Limited understanding of client needs

Costs of building/operating branches

Weak legal infrastructure

Lack of network cooperation

Microfinance’s single-product approach

Lack of interest by providers and policymakers

Poor business practices

Impact of financial inclusion

Lack of demographic information on the excluded

Inadequate regulatory framework for MFIs

Financial regulatory priorities

Inadequate client protection

Public mistrust of financial institutions

Client risk

Limited know-how of mainstream providers

Commercially oriented entrants

Documentation requirements

Political interference

Regulation that lags technology

Appropriate funding

Lack of credit bureaus

Transient, migrant displaced populations

Non-business-friendly environment

Negative press image

Weak industry voice

OBSTACLES: GOVERNMENT OR REGULATOR
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TABLE 15:  Ranking of Obstacles by Support Organizations
          

  
RANKING % 

  1 22 78.6% 

  2 18 64.3% 

  3 16 57.1% 

  =4 15 53.6% 

  =4 15 53.6% 

  =6 12 42.9% 

  =6 12 42.9% 

  =8 11 39.3% 

  =8 11 39.3% 

  =10 10 35.7% 

          

  =10 10 35.7% 

  =10 10 35.7% 

  =10 10 35.7% 

  =10 10 35.7% 

  =10 10 35.7% 

  16 9 32.1% 

  =17 8 28.6% 

  =17 8 28.6% 

  =17 8 28.6% 

  =17 8 28.6% 

  =21 6 21.4% 

  =21 6 21.4% 

  =21 6 21.4% 

  =24 5 17.9% 

  =24 5 17.9% 

  =24 5 17.9% 

  =27 4 14.3% 

  =27 4 14.3% 

  =29 3 10.7% 

  =29 3 10.7% 

          

      n=28   

NUMBER OF 
RESPONSES

Financial limited literacy

Insufficient infrastructure 

Product cost-structures

Limited understanding of client needs

Poor business practices

Unsustainable growth

Lack of demographic information on the excluded

Appropriate funding

Client risk

Costs of building/operating branches

Microfinance’s single-product approach

Commercially oriented entrants

Inadequate regulatory framework for MFIs

Lack of network cooperation

Documentation requirements

Weak legal infrastructure

Limited institutional capacity among MFIs

Impact of financial inclusion

Lack of interest by providers and policmakers

Regulation that lags technology

Financial regulatory priorities

Inadequate client protection

Public mistrust of financial institutions

Political Interference

Non-business-friendly environment

Negative press image

Limited know-how of mainstream providers

Transient, migrant displaced populations

Lack of credit bureaus

Weak industry voice

OBSTACLES:  SUPPORT ORGANIZATIONS
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TABLE 16: Ranking of Obstacles by Banks
          

  
RANKING % 

  1 6 85.7% 

  =2 5 71.4% 

  =2 5 71.4% 

  =4 4 57.1% 

  =4 4 57.1% 

  =4 4 57.1% 

  =7 3 42.9% 

  =7 3 42.9% 

  =7 3 42.9% 

  =7 3 42.9% 

          

  =7 3 42.9% 

  =7 3 42.9% 

  =13 2 28.6% 

  =13 2 28.6% 

  =13 2 28.6% 

  =13 2 28.6% 

  =13 2 28.6% 

  =13 2 28.6% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

  =19 1 14.3% 

          

      n=7   

NUMBER OF 
RESPONSES

Insufficient infrastructure 

Financial limited literacy

Unsustainable growth

Costs of building/operating branches

Microfinance’s single-product approach

Weak legal infrastructure

Product cost-structures

Limited understanding of client needs

Client risk

Political interference

Regulation that lags technology

Lack of credit bureaus

Poor business practices

Limited institutional capacity among MFIs

Lack of demographic information on the excluded

Commercially oriented entrants

Public mistrust of financial institutions

Weak industry voice

Impact of financial inclusion

Inadequate regulatory framework for MFIs

Lack of network cooperation

Lack of interest by providers and policymakers

Appropriate funding

Documentation requirements

Financial regulatory priorities

Inadequate client protection

Limited know-how of mainstream providers

Transient, migrant displaced populations

Non-business friendly environment

Negative press image

OBSTACLES: BANKS
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TABLE 17: Ranking of Obstacles by Credit Unions
          

  
RANKING % 

  =1 11 61.1% 

  =1 11 61.1% 

  3 9 50.0% 

  =4 8 44.4% 

  =4 8 44.4% 

  =4 8 44.4% 

  =4 8 44.4% 

  =8 7 38.9% 

  =8 7 38.9% 

  =8 7 38.9% 

          

  =8 7 38.9% 

  =8 7 38.9% 

  =8 7 38.9% 

  =14 6 33.3% 

  =14 6 33.3% 

  =14 6 33.3% 

  =14 6 33.3% 

  =18 5 27.8% 

  =18 5 27.8% 

  =18 5 27.8% 

  =18 5 27.8% 

  =22 4 22.2% 

  =22 4 22.2% 

  =22 4 22.2% 

  =22 4 22.2% 

  =22 4 22.2% 

  =22 4 22.2% 

  =28 3 16.7% 

  =28 3 16.7% 

  30 1 5.6% 

          

      n=18   

NUMBER OF 
RESPONSES

Financial limited literacy

Insufficient infrastructure

Poor business practices

Unsustainable growth

Inadequate regulatory framework for MFIs

Lack of interest by providers and policymakers

Inadequate client protection

Costs of building/operating branches

Microfinance’s single-product approach

Weak legal infrastructure

Impact of financial inclusion

Appropriate funding

Lack of credit bureaus

Product cost-structures

Limited understanding of client needs

Limited institutional capacity among MFIs

Public mistrust of financial institutions

Lack of demographic information on the excluded

Documentation requirements

Political interference

Transient, migrant displaced populations

Commerically oriented entrants

Regulation that lags technology

Financial regulatory priorities

Limited know-how of mainstream providers

Weak industry boice

Negative press image

Client risk

Non-business-friendly environment

Lack of network  cooperation

OBSTACLES: CREDIT UNIONS
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TABLE 18: Ranking of Obstacles by Regulated Microfinance Institutions
          

  
RANKING % 

  1 38 73.1% 

  2 36 69.2% 

  3 32 61.5% 

  =4 29 55.8% 

  =4 29 55.8% 

  6 26 50.0% 

  =7 22 42.3% 

  =7 22 42.3% 

  =9 21 40.4% 

  =9 21 40.4% 

          

  =11 20 38.5% 

  =11 20 38.5% 

  =11 20 38.5% 

  14 18 34.6% 

  15 17 32.7% 

  =16 16 30.8% 

  =16 16 30.8% 

  =16 16 30.8% 

  =16 16 30.8% 

  =16 16 30.8% 

  21 13 25.0% 

  22 11 21.2% 

  23 10 19.2% 

  =24 8 15.4% 

  =24 8 15.4% 

  26 5 9.6% 

  =27 4 7.7% 

  =27 4 7.7% 

  =29 3 5.8% 

  =29 3 5.8% 

          

      n=52   

NUMBER OF 
RESPONSES

Financial limited literacy

Limited understanding of client needs

Unsustainable growth

Insufficient infrastructure 

Poor business practices

Costs of building/operating branches

Impact of financial inclusion

Inadequate regulatory framework for MFIs

Product cost-structures

Weak legal infrastructure

Appropriate funding

Documentation requirements

Political interference

Limited institutional capacity among MFIs

Lack of network cooperation

Microfinance’s single-product approach

Lack of demographic information on the excluded

Commercially oriented entrants

Lack of interest by providers and policymakers

Financial regulatory priorities

Regulation that lags technology

Lack of credit bureaus

Client risk

Inadequate client protection

Transient, migrant displaced populations

Weak industry voice

Limited know-how of mainstream providers

Non-business-friendly environment

Public mistrust of financial institutions

Negative press image

OBSTACLES: REGULATED MICROFINANCE INSTITUTIONS
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TABLE 19: Ranking of Obstacles by NGOs
          

  
RANKING % 

  =1 14 73.7% 

  =1 14 73.7% 

  =1 14 73.7% 

  =1 14 73.7% 

  =5 12 63.2% 

  =5 12 63.2% 

  7 11 57.9% 

  =8 9 47.4% 

  =8 9 47.4% 

  =10 8 42.1% 

          

  =10 8 42.1% 

  =10 8 42.1% 

  =13 6 31.6% 

  =13 6 31.6% 

  15 5 26.3% 

  =16 4 21.1% 

  =16 4 21.1% 

  =16 4 21.1% 

  =19 3 15.8% 

  =19 3 15.8% 

  =19 3 15.8% 

  =19 3 15.8% 

  =19 3 15.8% 

  =19 3 15.8% 

  =19 3 15.8% 

  =26 2 10.5% 

  =26 2 10.5% 

  =26 2 10.5% 

  29 1 5.3% 

  30 0 0.0% 

          

      n= 19   

NUMBER OF 
RESPONSES

Financial limited literacy

Insufficient infrastructure 

Product cost-structures

Poor business practices

Unsustainable growth

Commercially oriented entrants

Limited institutional capacity among MFIs

Inadequate regulatory framework for MFIs

Client risk

Limited understanding of client needs

Costs of building/operating branches

Appropriate funding

Microfinance’s single-product approach

Impact of financial inclusion

Lack of interest by providers and policymakers

Lack of demographic information on the excluded

Inadequate client protection

Weak industry voice

Weak legal infrastructure

Lack of network cooperation

Documentation requirements

Political interference

Lack of credit bureaus

Transient, migrant displaced populations

Non-business-friendly environment

Regulation that lags technology

Financial regulatory priorities

Public mistrust of financial institutions

Limited know-how of mainstream providers

Negative press image

OBSTACLES: NGOs
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TABLE 20: Opportunities and Obstacles to Financial Inclusion in Peru Survey

INTERVIEWEE DATA

1. Complete your personal information:
Name:
Occupation:
Institution:

2. All information provided in this survey will be confidential, unless you give permission 
for us to quote it in the report of the survey results. Do we have your permission to mention 
your name in our survey report?
Yes
No

3. Type of organization:
Donor
Private company, non-financial institution (e.g. technological or telecommunications company)
Government or Regulatory Body
Financial institution/Financial services provider
Investor
Academic researcher or organization
Supporting organization (including networks, consultants, evaluators, etc.)
Other:

4. If your organization is a financial services provider, what type of provider is it?
Bank
Savings and credit cooperative 
Regulated microfinance institution 
Non-profit (NGO)
Other:

INSTRUCTIONS

This survey is designed to be completed in 30 minutes or less. We are very grateful for your participation. We 
will treat your answers as opinions and not as the official position of the organization you work for.

This survey includes two lists: a list of “opportunities” to achieve financial inclusion in the country and a list 
of “obstacles” that hinder this progress. For each list, select the 10 items that in your opinion respectively 
represent opportunities and obstacles in Peru.

This survey will be complete when you press “Ready” on the final page. If you do not complete the survey and 
prefer to finish it later, simply return to the original email and click on the link. Your answers will have been 
saved. Please note the following definition of financial inclusion:
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Full financial inclusion occurs when everyone 
in a country has access to a complete range of 
quality financial services, at accessible prices, 
conveniently, and with dignity and respect. 
The financial services are offered by a range of 
providers, most of them private, and reach all 
socio-economic levels in both rural and urban 
areas, including those with physical disabilities.

OPPORTUNITIES FOR FINANCIAL 
INCLUSION.

5. Below you will find a list (in no particular 
order) of possible “opportunities” for 
moving towards financial inclusion. Please 
read through the list and select ONLY the 
10 that in your view represent the best 
opportunities.

Note: If you choose greater or fewer than 10 items, the question will be 
treated as incomplete and you will not be able to move on to the next 
question. To select the 10 items, click on the box beside your preferred 
choices and a “V” will appear. If you change your mind, click on the box 
again and the “V” will disappear.

Competition – Many financial institutions competing 
to serve a limited clientele can lead to better prices 
and quality of products.

Generate more information about potential 
clients – Information about those who do not have 
access to financial access and what kind of services 
they need.

Mobile banking (agencies) – Use vehicles (Banks 
on wheels) to reach rural and remote areas with a 
low population density.

Organizational capacity for microfinance 
providers – Improve management capacity, 
governance, systems and operations for microfinance 
institutions.

Mobile banking (cell phone) – Creating mobile 
money and the use of mobile devices to conduct 
financial transactions. 

Expansion and improvement of microfinance 
networks or associations – Associations that can 
provide consumer education services, improve 

public relations and representation of MFIs in 
their sector, with a capacity for dialogue with the 
authorities and to channel initiatives or projects in 
their sector.

Expand the range of products – Development 
of new products for people on low incomes, such 
as mortgage finance, microinsurance, savings, or 
educational, agricultural and/or energy loans.

Transformation of microfinance providers – 
Enable more MFIs to become regulated companies, 
meaning they can provide more services to their 
customers and fund its growth in the capital markets.

Regulation and improved supervision of financial 
institutions – Intensify supervision of all types of 
financial and microfinance institutions that serve 
low-income sectors.

Savings schemes with contributions – The 
existence of programs to incentivize savings by 
matching savers’ deposits.

Banking alternatives – Use local businesses 
and value chains (post offices, gas stations, etc.) 
as banking agents to reduce costs to financial 
Institutions and help them expand into remote areas.

Boost financial infrastructure to facilitate 
electronic transactions (eliminate the use of cash)  –  
Promote effectiveness and ease of use of ATMs or 
POS devices (multi-lingual ATMs; ATMs that accept 
deposits).

Single deposit accounts with no maintenance fees  –  
Financial institutions in the public or private sector 
should offer products that are simple to operate and 
affordable to the lower-income sector.

Regulations oriented towards customer protection  –  
Regulatory systems that ensure financial institutions 
are transparent with their pricing, debt levels and fair 
treatment of clients.

Reform of the legal framework to encourage the use 
of collateral – Provide a more robust legal framework 
for loans through collateral registries, the reform of 
property rights and improved legal processes.
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Attract new customer groups – Children and youth, 
rural and remote, disabled and marginalized sectors.

Directed/sectional loans – Policies that require 
providers to target their financial services towards 
certain segments or sectors of the population, such 
as sectored loans or requirements for community 
reinvestment.

Reform of state banks – Ensuring that state banks 
that provide services to people on low incomes are 
financially sustainable, and improve the quality of 
their services.

Boost regulation and supervision – Preventing 
bank failures and unviable financial markets provides 
a foundation for financial inclusion.

Non-traditional suppliers – Large corporations 
(e.g. department stores, money transfer agencies) 
offering financial services to their customers.

Self-regulation – The existence of organizations 
allowing institutions to draw up mutually-agreed 
regulations and oversee compliance without recourse 
to formal government supervision. 

Fully inclusive institutions – Microfinance and 
other financial institutions that provide their 
customers from the lowest income sectors with a 
wide range of financial products including loans, 
savings, insurance and payments.

Financial education – Boost the capacity of clients 
to take informed decisions with financial education 
programs.

Self-support groups/community banks – The 
existence of tanamochis and other informal groups 
(where people save as a group and make mutual 
loans) that meet peoples’ needs where formal 
providers do not. 

Offering bundled services and/or products - 
cross-selling – Financial Institutions tie the sale of 
a product to another product (e.g. Sell insurance tied 
to loans) and/or sell new types of products to a series 
of existing customers (e.g. savings accounts to loan 
customers).

Existence of credit bureaus – Provide financial 
institutions with the ability to share information 
about payment histories and the total debt of their 
borrowers.

National identification documentation – Provide 
identification for all citizens so that they can easily 
open a bank account, be registered in a credit bureau 
or get a loan.

Development of investment markets – Promote 
the use of private investment funds that responsibly 
offering debt and capital to financial Institutions that 
serve the poor.

Encourage commercial banks to move to a lower 
niche – Commercial banks provide services to low-
income customers using their current infrastructure 
or new operations (related companies).

Conditional transfers related to savings accounts –  
Payment of government benefits should be through 
deposit accounts or debit cards to promote attraction 
of new customers.

6. State the reasons why you have selected 
each of these 10 opportunities.
(This question is optional.)

7. If you think there are other important 
“opportunities” for the Peruvian market 
not included in the list in this survey, please 
describe them. (This question is optional.)
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OBSTACLES TO FINANCIAL INCLUSION 

8. Below you will find a list (in no particular 
order) of possible “obstacles” that hinder 
progress towards financial inclusion. Read 
over the list and select ONLY those 10 items 
that in your view represent the greatest 
obstacles.

Note: If you choose greater or fewer than 10 items, the question will be 
treated as incomplete and you will not be able to move on to the next 
question. To select the 10 items, click on the box beside your preferred 
choices and a “V” will appear. If you change your mind, click on the box 
again and the “V” will disappear.

Regulation does not match the pace of technology  –  
Regulation and monitoring in a country does not 
advance in line with technological progress.

Limited financial education – Prospective 
customers lack the knowledge to allow them to 
compare and make proper use of financial services, 
set up a business or improve their personal finances. 

Lack of infrastructure – Poor transport, 
communications and energy infrastructure prevents 
or limits the provision of financial services in rural 
and/or remote areas.

Lack of demographic information about excluded 
groups – A lack of geographic and demographic 
information means that financial institutions do not 
take an interest in these sectors.

Cost of opening/running agencies – The high costs 
of opening and operating agencies are a significant 
limiting factor for setting up in lower-income areas 
or those with low population density.

Market growth only in established markets – 
Rapid growth occurs in penetrated markets, rather 
than driving development and growth in new 
markets in areas where there are no financial services 
providers for the poorest.

Unfavorable business environment – Corruption, 
bureaucracy and political instability all affect the 
creation and development of financial institutions.

New actors with a strong commercial focus – 
Actors with no social motivation enter the industry as 
investors (e.g. private equity funds) or suppliers (e.g. 
consumer lenders) preventing financial inclusion 
from operating to benefit clients. 

Inappropriate financing of financial service 
providers – Lack of sources of suitable funding,  and 
of a suitable blend of local and international capital.

Inadequate regulatory framework for institutions 
that deal with people on low incomes – Poor 
regulatory and supervisory framework for financial 
Institutions targeting the poorer sectors, prohibiting 
them from capturing savings.

Single-product approach to microfinance – 
Microfinances are overly focused on microcredit; 
many institutions have been unable to expand their 
range of products.

Weak legal framework – inefficient courts, poorly 
defined property rights, and poor contractual 
agreements make it too risky or too expensive to 
serve low-income clients.

Negative media image – Unfavorable criticism of 
microfinance practices undermines the legitimacy of 
the efforts made by financial institutions to achieve 
financial inclusion.

Weak industry voice – Financial service providers 
are not well-enough organized to give a public 
and social voice to their interests policy-making 
institutions.

Migrant or displaced populations – It is difficult 
to cater to groups of people who move location 
frequently with current financial services products, 
methodologies and distribution channels.

Financial regulation priorities – Prudential 
regulation prioritizes stability over access, meaning 
that suppliers do not seek to promote inclusion.

Client risk – Many of the excluded segments are not 
suitable for financial services.
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Lack of credit bureaus – The lack of information 
about the total and detailed customer credit and 
payment history limits the ability of providers to assess 
their ability to pay, discourages them from attracting 
new customers and from working with the poor.

Lack of interest on the part of providers and 
policy decision makers – Providers do not seek to 
serve low-income clients because they believe they 
are not viable. Public policy managers do not value 
and therefore do not promote financial inclusion.

Limited knowledge of customer needs – There is 
very little market research into the financial aspects 
of customers’ lifestyles – such as cash flow and 
accumulation of assets – in order to design services 
in line with customers’ needs.

Inadequate levels of customer protection – Lack 
of agreements between regulators and suppliers on 
consumer protection policies that ensure that financial 
services are transparent, fair and appropriate.

Limited knowledge of existing suppliers – Existing 
suppliers lack the knowledge required to design, 
market and establish prices of financial services for 
people on low incomes. 

Impact of financial inclusion – Missing indicators 
or metrics on the impact of financial inclusion, as a 
mechanism to alleviate poverty.

Political interference – Politicians seek to establish 
populist laws or regulations that damage the industry; 
non-payment or debt protest movements hinder the 
normal functioning of financial services providers.

Product cost structures  – Methods of operating and 
delivering services are expensive, resulting in higher 
(sometimes prohibitive) prices for low-income 
customers and inhibits the provision of services to 
the most remote market segments.

Limited organizational capacity in microfinance 
institutions and other providers – Many institutions 
that provide services to low-income clients have 
limited staff, management and governance that 
hinder their full development.

Documentation requirements – Policies governing 
account opening (e.g. money laundering, Know Your 
Customer policies) create barriers for low-income 
people who lack documentation or identity papers.

Bad business practices – There are microfinance 
institutions that steal staff and customers from other 
institutions, use abusive debt collection practices, 
pursue excessive profit and lead their customers into 
debt, thereby harming the entire industry.

Lack of channel sharing – Channels such as mobile 
banking or correspondent banking require a critical 
level of participation, telecommunications, and 
customers, or the interconnections between these, to 
create value and be financially viable.

Poor public image of financial institutions – Bank 
failures, unethical business practices and the cultural 
paradigm that “Banks cater to wealthy clients,” 
lead to an aversion among the poor towards formal 
financial Institutions.

9. State the reasons why you have selected 
each of these 10 obstacles. (This question is 
optional.)

10. If you think there are other important 
“obstacles” for the Peruvian market not 
included in the list in this survey, please 
describe them. (This question is optional.)



Opportunities and Obstacles to Financial Inclusion in Peru 54 Center for Financial Inclusion

FINAL QUESTION

Full financial inclusion occurs when everyone 
in a country has access to a complete range of 
quality financial services, at accessible prices, 
conveniently, and with dignity and respect. 
The financial services are offered by a range of 
providers, most of them private, and reach all 
socio-economic levels in both rural and urban 
areas, including those with physical disabilities.

11. How close do you believe Peru is to 
achieving financial by the year 2020?  
(1 meaning limited achievement and  
5 meaning full achievement.) (Mark  
one option.)
1
2
3
4
5

Thank you for taking the time to complete  
this survey.
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Note from Founding Sponsor and Partner, Oikocredit: 

The strongest strategy to advancing inclusion will build on a deep understanding of the key issues faced 
both by providers and clients. This survey, Opportunities and Obstacles to Financial Inclusion in Peru, 
represents the perspective of the supply side (financial services providers, investors, and regulators). It 
is indicative and encouraging that survey respondents found that the fifth greatest obstacle to achieving 
financial inclusion is limited understanding of client needs.  

In recognition of the need to learn from clients, in early 2013 Oikocredit conducted a set of focus group 
discussions with 176 clients at four Oikocredit partner microfinance institutions. The insights that 
emerged from these discussions with clients are published in an Oikocredit report titled, Oportunidades 
y Obstáculos para Lograr la Inclusión Financiara de la Perspective del Cliente, and authored by Johnny 
Castillo, Norma Rosas, and Yolirruth Núñez.

The comments that clients provided support many of the findings of the Opportunities and Obstacles 
Survey; Clients care about financial capability, access to a range of services beyond credit, and products 
that are designed to suit their life circumstances. 

We hope that the two reports together will help to build a comprehensive and in-depth dialogue about the 
most optimal ways to advance a client-focused financial inclusion in Peru.



The   Center   for   Financial   Inclusion   at   Accion   (CFI)   helps   bring   about   
the  conditions  to  achieve  full  financial  inclusion  around  the  world.
Constructing  a  financial  inclusion  sector  that  reaches  everyone  with  
quality  services  will  require  the  combined  efforts  of  many  actors.  CFI  
contributes to  full inclusion  by  collaborating  with  sector  participants  to  
tackle challenges  beyond  the  scope  of  any  one  actor,  using  a  toolkit  
that  moves from  thought  leadership  to  action. 
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