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NON-FINANCIAL SERVICES IS A RECENT TREND

Non-Financial Services are business support services, enterprise
development or value added services which compliment the financial
offerings of a bank
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TYPES OF NFS OFFERINGS
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Information Training/Capacity Consultancy / Networking
Dissemination Development Mentoring
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Become SME Bank of
choice

Strengthened knowledge
of SME clients

Positive branding and
differentiation

Attracting more SME
customers - market share

Increasing loyalty of
existing customers

Better marketing/cross
selling

Improving quality of SME
Portfolio

BENEFITS OF PROVIDING NON-FINANCIAL SERVICES TO SMEs

Banks’ main objectives for Non-Financial offerings
94%

% of banks-respondents

69%
50%
I !
Differentiate Client Portfolio Customer
Retention Growth Service

Source: Why Banks in Emerging Markets Increasingly Providing Non-financial Services to
Small and Medium Enterprises, IFC.2011 [sample includes 21 banks in Emerging Markets]
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BUSINESS RESULTS FOR FINANCIAL INSTITUTIONS
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SME NEEDS
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PORTFOLIO

Acquisition / Conversion

# of new clients acquired

# of new referrals

% conversion rate into clients

Brand Awareness

Net promoting score

# of participants/users
Client satisfaction level

Portfolio / Profitability

$ increase in clients’ daily balances
# of financial products per client

% of reduced NPLs
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TOP FOUR
PREREQUISITES
FOR NFS

OFFERINGS
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IFC APPROACH TO IMPLEMENTATION OF NON-FINANCIAL
SERVICES

Best Demand NFS
Practices & NFS & Supply

NES Value B NFS Product Implementa-
Manuals

i - : Proposition :
Knowledge Diagnostic Side _ tion
Building Assessment Design Development Plan
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» Ecosystem analysis of current competitors & offerings; what innovations might ?nd ¢
be replicable; identifying potential partnerships Imeirame
« Verifying the demand for NFS with target (sub)-segments
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