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Advans Ghana - Implementation of 
the Client Protection Principles

Avoidance of Over-Indebtedness: prevention through policies, procedures and linkages
Training to staff and communication to loan applicants about the risk of over-indebtedness

Loan process:
Focused on the assessment of income and expenses, 

Prudent approach to repayment capacity calculation

Debt ratio Is assessed: request for disclosure by the client of  his/her other potential debts (including debts to suppliers); 

Advans Ghana, and other Savings and Loans Companies, are actively building relations with the credit bureau 
established in Ghana as per the Credit Reporting Act; will be a excellent preventive tool

Transparent Pricing: keep it simple and intelligible
Terms and conditions are displayed in the branches; they are also detailed in a specific form delivered to each and 
every customer. The fee structure is simple – only 1 fee payable up-front

Training to staff on communication content to explain pricing: better to use not only APR or monthly rate but monthly 
instalment to be paid and total charges (interest and other fees) to be charged to the client  facilitates understanding 
and offers comparison possibility to the customer

Loans charged on a declining balance i.e. does not give a feeling of low cost

Potential penalties for late payments or early closure are explained prior to the loan disbursement; simple calculation

Delivery to each borrower of a detailed instalment plan (interest and principal per instalment)

The APR is not disclosed yet; not applied by most FIs, although this is a provision of the “Lenders and Borrowers Act”. 
Bank of Ghana guidelines would be useful to avoid discrepancies in calculation methods among FIs.

Appropriate Collections Practices: progressive and tailored approach
“Hard with the problem, soft with the person” in relation to field visits, delivery of notices

All assets seizures processes run “in a peaceful manner” to preserve repute of the client; it is also the lender’s interest 
to avoid entering into complex legal processes if the process is not peaceful

Seizure, valuation and auction sales run according to local regulation; implementation of a Collateral Registry will help if 
light/fast processing is ensured

Possibility of negotiation with people of good faith, who can justify of a valid cause for late payment (e.g. sickness); 
rescheduling is offered to clients who demonstrate willingness and ability to repay, so that the  business continuity is 
ensured as well as the effective repayment to Advans Ghana
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Ethical Staff Behaviour: prevention through shared values, policies and consistent behaviours
A key value: Transparency, in relations to peers, supervisors, supervisees, clients: helps providing management with a 
comprehensive vision of potential issues

Emphasis on internal control : i.e. ensuring a significant level of control, including improvised visits to customers by 
branch managers, management and internal auditors, which also give the opportunity to customers to deliver 
messages

Consistent practices towards customers and within the company
All transaction are documented + easy access to balances and account statements), clients encouraged to ask for such statements

Loan features are tailored to the assessed capacities of the client. We don’t sell for the sole purpose of selling.

Use of simple vocabulary for explaining financial terminology

Human Resources
Bonus system for Client Officers is based on volume and quality of repayments: officers are expected to increase their portfolio in a safe manner

Provision of a safe environment to staff, that respects or is above legal standards; transparent T&C of employment (e.g. Employee Handbook delivered to all 
staff with the necessary training); state of the art appraisal approach

Mechanisms for Redress of Grievances: prevention, detection, correction
Ensuring a good climate so that customer always feels welcome; monitor this thanks to relevant question in clients’ 
polls

Documentation of issues and delivery of a clear information to the client

On-going monitoring of customers after loan disbursement helps to identify possible issues, and helps securing timely 
repayments

Procedures including a number of crosschecks and a comprehensive data quality check tool is in place that helps 
detecting inaccuracies, inconsistencies or possible incompleteness of customer information

Taking advantage of a number of other activities to identify possible issues, e.g. a market study on a given product is 
an opportunity to collect feedback from clients on existing products and services, and potentially an opportunity to 
improve a process

Monitoring of the retention rate and interviews of exiting clients to identify the causes of desertion: helps to detect 
issues in lending process

Acting from time to time on behalf of the client, but only in his interest e.g. picking money from a savings account to 
repay a loan instalment: avoids the client to pay extra interest / keeps a clean track record. The relevant information is 
given in such case to the client as soon as possible
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Privacy of Client Data.

Information sharing possibility is part of the general terms and conditions presented to the client, who acknowledges 
this upon commencement of relations with Advans Ghana; to improve anyway i.e. to document in a more visible 
manner cf. Credit Bureau / Credit Reporting Act

T&C of employment include a chapter on confidentiality matters i.e. any professional information shall not be 
disseminated beyond the range of people which duties normally justifies the need for them

Conclusion: Client Protection Principles are to be applied :

to preserve the clients’ interest and rights. This is a minimum to which MFIs should stick when their mission statements 
in most cases include “developmental matters”. 

They are furthermore an excellent leverage for building a long term relationship with customers, and as such benefit to 
the lender particularly in a competitive environment like Ghana.

They can be “embedded” in different policies and procedures and help building the company’s identity, maintaining 
consistency both internally and externally between a number of stated values and actual behaviours.


