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1. Introduction to AGAPE

The General Association for Advising Small Enterprises, known by its Spanish acronym “AGAPE” (Asociación General para Asesorar Pequeñas Empresas) began operating in 1975 as the first affiliate of Opportunity International. AGAPE was created to support and strengthen microenterprises in Colombia through financial services, training and counseling. It principally targets microenterprises in the poorest sectors of Barranquilla, with special emphasis on outreach to women microentrepreneurs who are heads of household. During 2000 alone, AGAPE disbursed 14,922 loans to the poorest microentrepreneurs of the Barranquilla region, using Trust Bank (similar to village banking), solidarity group, and individual loan methodologies. As of December 2000, 88% of all AGAPE clients were women.

AGAPE grew from 3,235 clients at the end of 1998 to almost 8,000 by the end of 2000. Its portfolio contracted from 1998 to 1999, due to two consecutive currency devaluations of 19.2% in 1998, and 21.5% in 1999. However, it achieved a solid recovery during 2000, reaching a portfolio of almost $600,000, representing growth by 85 % in a single year. This important achievement was attained while maintaining the organization’s financial sustainability. AGAPE’s financial sustainability was 119.39% in 1998, 118.37% in 1999, and 123.06% in 2000. AGAPE has accomplished these results within the challenging environment of Colombia, which since 1998 has been going through a particularly serious economic crisis, intensified by the violence rocking the country. 86% of AGAPE’s clients participate in the Trust Bank Program, where the average initial loan per client was US$59 during 2000.

AGAPE’s Growth in 1998-2000

	Year
	
	# Clients
	Annual growth rate
	
	Portfolio
(in US$)
	Annual growth rate
	
	Financial sustainability
	
	Average initial loan size for a Trust Bank client
(in US$)

	1998
	
	3,235
	NA*
	
	 $486,906 
	NA*
	
	119.39%
	
	$65

	1999
	
	4,887
	51%
	
	 $314,843 
	-35%
	
	118.37%
	
	$66

	2000
	
	7,996
	64%
	
	 $581,279 
	85%
	
	123.06%
	
	$59

	Total 1998-2000
	
	
	147%
	
	
	19%
	
	
	
	


* NA: Not applicable.

2. Exit Interview

AGAPE uses the exit interview to identify the program flaws that cause clients to leave in order to improve its program and avoid future client dropout. It also uses the exit interview to mitigate the impact of factors that are not under the organization’s control. From this perspective, it is used as a tool for measuring client satisfaction, making it a management tool. This interview is given to clients that drop out of the Trust Bank Program. It can be said that an exit interview is an evaluation tool to assess “negative impact”. We call it negative impact because it seeks to identify which reasons caused clients to drop out. Clients can leave the program due to problems unrelated to it, for instance, a problem affecting their particular business sector, such as an increase in the price of a key input. They can also leave because the program fails to respond to their needs. If we start with the hypothesis that the program has, in general, a positive impact on the lives of its clients that increases over time (a hypothesis either confirmed or invalidated by the impact assessment), then it is important both for the organization and its clients that they stay in the program. If they do not stay, they will not receive the full benefits, that is, they will not achieve the maximum transformation possible through the program
.  

Besides measuring impact, the exit interview has another important benefit for the organization. If it can help decrease departures, it will help retain clients who generate the most income, those who have stayed with the program the longest. Given that average loan amounts increase from one cycle to the next, losing a client whose next credit would have been higher constitutes an unrecoverable cost to the organization, not only of future income, but also in a loss of training costs already incurred.

The exit interview has led to a continuous learning process within AGAPE. Constant feedback between results and actions has allowed a better understanding of clients, which favors matching products and services to their needs, and has generated a dynamic organizational culture based on constant learning and growth.

3. Background for AGAPE’s Survey

The exit survey was prompted by AGAPE’s management’s concern about a significant increase in the number of clients leaving the Trust Bank Program during 1998. Even though the exact dropout rate was unknown (until then, AGAPE did not record client exit systematically) it had become evident that the problem was growing. During team meetings, a growing number of cases in which clients decided not to renew their loans were observed. Moreover, the size of loan officers’ portfolios was not increasing, because they contained mainly new clients with few applications for larger loans. AGAPE’s management wanted to know the reasons why the client drop out rate had reached an alarming level, so that actions could be taken in order to counter the trend.The management body decided to monitor clients who had left the program in order to find out those reasons.

4. Description of the Survey

The exit survey was performed twice, in 1998 and in 2000. The first time it took five months, including a phase for designing the questionnaire and planning the whole process. The second time it took a little over four months, capitalizing on the previous learning experience.

The questionnaire consisted of eight questions asked of about 10%
 of the clients who had left the Trust Bank Program within two specific periods:

· The 1998 survey included 104 of 991 clients (10%) who had left the program between January and October of that year.

· The 2000 survey included 95 of 1,060 clients (9%) who had left the program between October 1999 and March 2000.
The questionnaire, created and used originally by ADEMCOL (also a partner of the Opportunity International Network), was adapted for AGAPE’s use. AGAPE benefited from ADEMCOL’s testing and adaptation process. Once the results from using it were available, AGAPE fine-tuned the questionnaire based on its own needs.

The composition of the survey team was as follows:

· From AGAPE: 6 people (four loan officers, one supervisor and a program coordinator)

· External: 2 students from the Universidad Metropolitana and their fieldwork director.


The following process was used
:

Process for Conducting the Exit Survey
	Action
	Responsible Person(s) 
	Time

	Students receive introduction to the Trust Bank Program.
	Trust Bank Program coordinator.
	Two weeks.

	Questionnaire design.


	Trust Bank Program coordinator, loan officers, students and their fieldwork director.
	One week.

	Data gathering, identification of the sampling universe.  
	Students.
	Two months.

	Conducting interviews. 
	Students and loan officers.
	One month.

	Tabulating and interpreting information.
	Trust Bank Program Coordinator and students.
	Two weeks.

	Drafting and presenting the final report.
	Students.
	Three weeks.


The results of both surveys were communicated to loan officers, supervisors and to the Trust Bank Program Coordinator at a team meeting, during which the main trends in the 2000 survey were highlighted. The Executive Director received both final reports and discussed them in several informal meetings with mid-level management and field staff. 

5. AGAPE’s Client Exit Survey as Part of an Impact Audit

The way the client exit survey was performed by AGAPE meets the criteria for how an impact audit should be carried out, as defined by Susy Cheston and Larry Reed in their paper “Measuring Transformation: Assessing and Improving the Impact of Microcredit”, commissioned by the Microcredit Summit Campaign in 1999. The aspects that lend strength to this survey as an impact audit are highlighted below.

Technical rigor

The quality of the sampling process ensured that the surveyed base of former clients was representative, allowing valid conclusions to be inferred from the collected data. For each survey, the total number of exiting clients per loan officer during the survey period was identified, and then 10% were randomly selected.

Comparable results that allows analysis of trends

The survey has been conducted twice, in 1998 and in 2000. In 2001 it will be performed one more time, and later it will be incorporated into a global monitoring system, which AGAPE plans to implement starting in 2002. The trends identified from these two surveys are preliminary and will be confirmed or modified through future surveys, but the interpretation of results and the actions taken as a result of the analysis show that comparing results from one year to the next has been very valuable. These comparisons are presented below.

A decision-making tool

As mentioned before, the exit interviews were conducted as a result of the management’s desire to improve the program’s performance. Application of the exit interview has emerged today as an internal management tool used by AGAPE for informed decision-making. AGAPE’s management took action based on the results from each survey.

AGAPE achieved a significant decrease in the level of client dropout from its Trust Bank Program: from 62.8% annually before the 1998 survey, to 34.8% annually after the 2000 survey. This occurred during a period of strong organizational growth and in a worsening national social, economic and political climate. In 1999, Colombia experienced the largest decline in Gross Domestic Product (GDP) recorded to date, with a real reduction of about 4.5%. Associated with this strong decline in economic activity, by December of 1999, the unemployment rate rose to 18.1%--the highest unemployment rate ever recorded for Colombia. While it is not possible to fully attribute improvements to changes made to the program, the results indicate that, in general, the measures adopted have been helpful.

Client Exit Rate

	Year
	# Clients as of Dec.
	# Clients who left throughout the year
	Client Exit Rate
(# Clients who left throughout the year /
# Clients as of Dec.)

	1998
	2,645
	1,660
	62.8%

	1999
	3,985
	2,071
	52.0%

	2000
	6,892
	2,401
	34.8%


AGAPE acknowledges these achievements, but it has not yet reached its goal of reducing its client exit rate to 14%. This goal was decided upon with USAID, one of AGAPE’s main technical donors.
   

Results, trends, and response measures from both surveys

The four principal causes of client exit identified by both surveys are presented below, including the measures adopted in order to counter them

Principal Causes of Client Exits by Year
	Year
	1998
	2000

	Principal causes of client exits
	Reasons for exiting
	% of total interviewed
	Reasons for exiting
	% of total interviewed

	1st
	Inability to attend weekly meetings
	25%
	Inability to attend weekly meetings
	26%

	2nd
	Inability to continue repaying loans
	21%
	Inability to continue repaying loans
	22%

	3rd
	Inability to meet all the requirements of the Trust Bank
	19%
	Inability to meet all the requirements of the Trust Bank
	14%

	4th
	Personal conflicts with other members of the Trust Bank
	10%
	Loans are too small
	12%


Inability to attend weekly meetings
This was rated as the primary cause of client exits in 1998 and 2000.
These results confirmed the observations from a previous evaluation of AGAPE done by MEDA. This evaluation warned about the cost of the meetings for microentrepreneurs, especially as their businesses expand.
 The weekly meetings are a core component of the methodology, since they contribute to efficient repayment as well as to several aspects of transformation. Also, the 1998 results showed a strong approval of weekly meetings: 62% considered them “very helpful”. Given this high level of approval and the fact that weekly meetings help AGAPE achieve its social mission and financial objectives, the organization chose to make them more valuable for the clients to counter their opportunity cost, rather than reducing their frequency or canceling them.

Adopted measure:

AGAPE tried to make weekly meetings more productive and attractive to its clients. With that in mind, training for leaders of Trust Banks was systematized starting in 1999, with support from the Opportunity International Network, and with participation from loan officers and supervisors. A training package was put together that included strengthening the roles of the group coordinator and the management committee, as well as tools and activities related to conflict resolution, self-esteem, communication and leadership.

On-going trend:  

The inability to attend weekly meetings caused 25% of the departures during 1998 and 26% during 2000. The issue was intensified by a less favorable perception of weekly meetings in comparison with 1998. As mentioned before, while in 1998 62% considered the weekly meetings as “very helpful”, in 2000 only 36% of the people interviewed agreed with that statement.

Measures to address this trend:

Faced with this continuing trend, AGAPE changed the focus of its efforts. In addition to the previously discussed training measures, actions were taken to make the weekly meetings more valuable through offering additional services such as business training (to strengthen microenterprises and loan repayment), health training, and recreation. Health and recreation topics were selected based on informal polls among Trust Banks clients conducted by loan officers. This information was shared during weekly team meetings.
 These measures reflect AGAPE’s goal of continuing to be a microfinance organization providing services in a sustainable way while also fulfilling a social mission.

· During 2000, clients were trained in business administration, with support from a business consultant. During 2001, loan officers have been trained to deliver this training directly, and a business manual is being developed.
· A strategic alliance with a league for fighting cancer has been established. This league has provided free training for clients who suffer from cancer and has given talks about prevention during the Trust Bank weekly meetings. They have also organized community squads (for appointments and monitoring) at a very low cost. Trust Bank members themselves have promoted and helped organize these squads within their communities. As a result of this initiative’s success, AGAPE is reviewing a proposal from a health organization in Barranquilla to train “health workers” within the Trust Banks. These health workers would be trained in basic hygiene subjects to be passed on to the Trust Banks and communities where they work.
· AGAPE has used Trust Bank members themselves to train other clients in handicrafts.
· The meetings have been held at a different location at least once during the loan cycle to allow for such activities as recreational trips and sports activities, often including the clients’ children. Given that Trust Bank clients tend to have few opportunities and places for recreation, the possibility of getting away from home and enjoying leisure time improves the quality of their lives. 
Inability to Continue Repaying Loans
This was rated as the second primary cause of client exits in 1998 and 2000.
Adopted measures:

· Selection and training of Trust Bank leaders was strengthened in order to ensure the implementation of internal guarantee mechanisms and early response to arrears problems. 

· Policies and procedures for payment collection were established for the Trust Bank leaders, loan officers and supervisors to follow when arrears occur.
· As mentioned before, clients were trained in business management during 2000, with support from a business consultant. During 2001, loan officers have been trained as trainers, and a business manual is being developed.
On-going trend:  

The inability to continue repaying loans was the cause of 21% of the departures in 1998, and 22% in 2000. The persistence of this issue relates to three trends identified by the 2000 survey. These trends show deterioration of the enterprises and income of clients. (It is important to note, however, that the deterioration has not led to an equal magnitude of impact on the inability to repay loans). 

· In contrast with 1998, during 2000 fewer clients had used their latest loan for business expansion (24% to 15%.)

· The percentage of clients reporting an income increase due to loan investment was reduced from 40% to 19%.  

· In 1998, 54% reported that their loan had been “very helpful.” In 2000, 42% reported the same.

This seems to indicate that in spite of the fragile economic conditions under which microentrepreneurs operate, AGAPE has been able to offer adequately structured products.

Measures to address this trend:
As a result of the 2000 survey, AGAPE decided to focus on its staff and what it could do to ensure loans were adequately structured and properly followed up. AGAPE acknowledged that even though it could not change the state of the economy or the business environment, it must do everything possible to ensure the highest quality services, and thus minimize enterprise risk for its clients. Therefore:

· The basis for credit approval was changed from focusing on savings to focusing on business viability.

· The policy of no credit disbursements to Trust Banks with internal debt was reinstated. Trust Banks operate on the basis of a mutual guarantee, which means that all members co-guarantee each other’s loans. If a client fails to pay, the others will make his/her loan payment to the institution (and thus avoid being in arrears) and will later collect the money from that client (usually charging him/her an internal fee determined by the clients of that Trust Bank in their by-laws.) A Trust Bank may complete repaying its loan to AGAPE, but still have internal debts due to the co-guarantee. In order to avoid future repayment problems, AGAPE decided to require that all internal debts be clear before any Trust Bank receives a new loan.
· Loan officers were trained in monitoring internal accounts of Trust Banks, so that they could support their Trust Banks in avoiding irregularities related to amounts deposited in savings accounts. This would further secure client assets and thus strengthen their financial position.
Inability to meet all the requirements of the Trust Bank

This was rated as the third primary cause of client exits in 1998 and 2000.
Adopted measure:

AGAPE concluded that some requirements were causing clients to leave because they felt that the Trust Bank was imposing too many restrictions. AGAPE eliminated some requirements and transformed others so that they would be perceived as benefits and not burdens:

· Internal Trust Bank regulations were reviewed and requirements were reduced, particularly those related to luncheons and various activities. These activities began to take place only occasionally and with clear purposes for the group.

· A ceiling for internal fines (determined through the Trust Bank by-laws) for clients with internal arrears was established. (AGAPE discovered that, in many cases, clients were charging their Trust Bank members a late fee much higher than that charged by the organization itself. Fines are often used as an internal pressure tool, but their use had reached a level dangerous for both the clients and the organization. In order to reinforce payment incentives, AGAPE linked the amount of the subsequent loan for each client to their personal repayment performance during the previous cycle.

· The use of the Group Fund
 to cover specific needs of clients was encouraged, such as buying school materials for members’ children (during February, when classes start, clients’ expenditures greatly increase for this reason). It is also used for the purchase of Trust Bank supplies, such as accounting books, and the coordinator’s transportation expenses for taking loan payments to the Trust Bank. (Before, the Trust Bank subtracted these costs from clients’ loans at the time of disbursement.) Other ideas have been developed for cooperative enterprises to generate additional income for the Trust Banks through investments of this fund.

Favorable trend:  

Client exit due to the inability to meet Trust Bank requirements was reduced from 19% in 1998 to 14% in 2000.

Personal conflicts with other members of the Trust Bank

This was rated as the fourth primary cause of client exits in 1998.

Adopted measure:  

Trust Bank loan officers and coordinators were trained in subjects related to the management of groups and weekly meetings, based on the training manual mentioned above. The sessions on teamwork, communication, leadership, and conflict resolution sought to emphasize the weekly meetings as fora for conflict resolution. AGAPE’s management found that by having more conflict resolution tools, loan officers and leaders of Trust Banks were able to find solutions to many problems among themselves.

Favorable trend:  

Client exit due to personal conflicts with other members of the Trust Bank was reduced from 10% in 1998 to 1% in 2000.

Loans are too small

This was rated as the 4th primary cause of client exits in 2000. The percentage of clients leaving because the loan amounts were too small tripled from 1998 to 2000. 

Adopted measure: 
Maximum amounts for each program were increased
:

· Trust Banks: from $326 in 1998, to $455 in 1999, and to $718 in 2000.

· Solidarity Groups: from $521 in 1998, to $853 in 1999, and to $958 in 2000.

· Individual loans: from $1,954 in 1998, to $2,844 in 1999, and to $3,833 in 2000. 

This measure has positive implications for the sustainability of the organization. In order to ensure the quality of the portfolio, AGAPE implemented several mechanisms.
 The survey results showed that AGAPE was making well structured loans: in 1998, 58% of the people interviewed said that their last credit had sufficiently covered their business needs and that they had not experienced payment problems; this percentage increased to 60% in 2000. Also, the percentage of those who stated that the loan had been too large and difficult to pay back was 16% in 1998, dropping to 14% in 2000.
 

Those leaving the program are increasingly newer clients
In 1998, 41% of exiting clients interviewed were in their first two loan cycles, while in 2000 this group was 89%. Combined with the overall reduction in client exits, this is a favorable result in that AGAPE was able to retain more of the most senior clients in the program. As already established, retaining senior clients has a positive impact on the organization’s sustainability, since their loans are larger than those of clients that have joined the program more recently, and therefore generate higher income for the organization. After this achievement, AGAPE focused its efforts on also avoiding client exits during the initial loan cycles.
Adopted measures:  

· Trust Banks reinforced their focus on client selection, good understanding of the program, and a functional group. During 2000, a training manual for new Trust Bank loan officers was developed with the assistance of an external consultant. As part of this process, key aspects of the program were revised, including the appropriate selection of clients and the loan officers’ role in Trust Bank orientation.

· Opportunity International Network staff advised AGAPE in revising the training process for new clients of established Trust Banks. New materials and policies are currently being implemented.  

Staff involvement

As previously mentioned, internal staff, university students, and a university professor formed the survey team. Through the strategic alliance with Universidad Metropolitana, AGAPE made sure that a highly educated team would carry out the questionnaire. Employing students can have potentially detrimental effects that must be considered. First, the organization’s staff is deprived of the opportunity to learn about the process and the clients, since they are not involved as directly as they could be. Second, if the process is not carefully documented, valuable information could be lost. Students are harder to contact after the work is completed (compared to contacting a regular employee) and follow-up, if needed, can be difficult. Finally, the organization has less authority over the students than over its employees, and as a possible consequence, the students’ work could be of lesser quality. One advantage in the case of AGAPE is that the survey became a mandatory part of the students’ course work, adding an incentive for quality. For future studies, AGAPE is considering paying students a small stipend in order to increase quality control. It is important to note that leading polling institutions, such as Gallup, employ students for conducting interviews.

Students conducted most of the interviews, but loan officers carried some of them out. In certain cases, loan officers interviewed their own former clients. This is not an advisable practice, since it affects the validity of the answers, and AGAPE will not do this in the future. This shows that the validity of the information can often be strengthened through simple measures. Knowing and applying solid practices is more important than having an extensive monitoring system.

Currently, AGAPE is preparing a monitoring system for all its programs. Through this process the organization is expanding and refining the composition of the team involved. (For more details, see “Establishing an impact audit system” under point # 6 “Steps for Strengthening the Impact Audit”.)

Low cost

AGAPE was able to conduct a credible exit interview at low cost. In this area, AGAPE’s effort is outstanding: the survey’s annual cost was $575 (including supplies and transportation for students, plus AGAPE’s part-time staff costs.) The University team played a significant role in keeping costs low, since the student salary cost was zero. AGAPE has estimated that a 0.5%-1% reduction of client exits would cover these costs. As pointed out before, the reduction was much greater. We can affirm, then, that the cost for both surveys was comfortably covered by the additional income generated by more clients staying in the program.

Replicability

The questionnaire consists of only eight questions (see attached). Given its simplicity and low implementation, it can be easily replicated.

Annual analyses of results and application in planning

AGAPE has included an impact audit in its three-year strategic plan as a working tool for program evaluation and decision-making. (The plan is to use four tools regularly; see “Establishing an impact audit system” under point # 6 “Steps for Strengthening the Impact Audit”).

Integrating data collection with the regular information system of the organization

As pointed out above, prior to the surveys, AGAPE had not systematically recorded client exits. The current system allows the identification of clients leaving the program in general, as well as by area of operation, by Trust Bank, by loan officer, and by supervisor. This way, problems can be identified earlier and more precisely. AGAPE’s management communicated the significance of the client exit problem to credit personnel. Emphasis was given to the need to be aware of the harm that can be caused to clients (e.g., a client having trouble paying back a loan because the amount is higher than her business can support, , as well as to the organization (loss of income and costs already spent on the client who left.)

6. Steps for Strengthening the Impact Audit

Improvements to the tool

AGAPE recognizes that, of course, there is still much to do. Based on the experiences of 1998 and 2000, AGAPE has made several improvements to the exit survey:

· After the 1998 survey, AGAPE modified the questionnaire. For example, it included a question for measuring quality of life aspects (home improvements, health, and education) to assess their perceived value and to reinforce or develop strategic alliances in these areas (such as the one AGAPE has with the league for fighting cancer.) The type of information required from interviewees was also improved, including basic characteristics of the client and his/her loan.

· After the 2000 survey, AGAPE received the standard exit questionnaire from the AIMS
 project. Based on the comparison of both questionnaires, AGAPE has developed a new version integrating questions from both and improving its language and structure
. For example, a question has been included to find out whether clients are planning to leave the program permanently or have the intention to return. Questions from the previous questionnaire will be maintained, so that valuable information already collected is not lost and so that trends already identified can continue to be analyzed.

· AIMS materials and training have equipped the program coordinator and supervisors to develop improvements to the implementation process that will be applied in the future. For example, AGAPE learned that the sample size, and thus, the cost and time needed for monitoring, could be reduced without compromising methodological rigor and consequently, the validity of the conclusions from the survey, through a clustered survey sample
. 

Establishing an impact audit system 

Based on its positive experience with the exit interview, AGAPE began to explore impact assessment and market study more thoroughly. The first significant measure was to train the Trust Bank Program Coordinator and one of the best supervisors of the program in the use of tools and methodologies developed by AIMS.

These staff members developed a proposal requesting that AGAPE create an on-going system for impact monitoring, in order to find out whether the services provided by the organization adequately meet their clients’ needs. This would allow the organization to make any necessary adjustments in order to contribute more effectively to their clients’ transformation.

The proposed monitoring system includes identifying the main causes of client dropout, but it also considers changes in the quality of life of AGAPE’s clients, and the level of client satisfaction with the organization’s services. The tools to be used are:

· Client exit questionnaire (quantitative tool)

· Three tools developed by the AIMS project that AGAPE will adapt to its needs:

· Impact assessment questionnaire (quantitative tool)

· Strategic use of loans and savings (qualitative tool)

· Client satisfaction (qualitative tool)

Starting in 2002, these tools will be applied to all programs.

Establishment of the new system will involve AGAPE’s management and operations staff, as well as impact assessment experts from the Policy and Research Division of the Opportunity International Network. Data gathering will continue to be conducted partly by students. AGAPE estimates that the full implementation of tools and the first monitoring round will take six months. This comprehensive system will cost $4,000 annually (including all direct costs, and both internal and external staff costs).
 This represents 77% of the annual cost of AGAPE’s financial audit
. AGAPE has estimated that with a 2-3% reduction of client exits, the costs of the new impact audit system will be 100% recovered.

AGAPE considers this significant investment to be a key element in achieving the goals of its strategic plan. According to this plan, AGAPE intends to have 35,000 active clients by the end of 2004, maintain positive operational sustainability, and expand its operations to Cartagena. AGAPE wants to ensure that its growth is based on the needs of clients and potential clients. For that reason, the organization foresees:

· Creating a research department for the design of new products and services.

· Establishing a training department focusing on the needs of microentrepreneurs.

· Designing and implementing a comprehensive client transformation program.

The information generated by the impact audit system will help guide the development of these initiatives.

Appendix

Exit Interview Questionnaires

Note: This is the latest version of the questionnaire for AGAPE Trust Bank exit interviews. It includes all questions from the previous questionnaire (except question 1, which was eliminated since it was repetitive), and modifications based on AIMS guidelines and AGAPE’s experience. The previous questionnaire (1998-2000) is attached below.
EXIT INTERVIEW FOR TRUST BANK CLIENTS (2001)

AGAPE

CLIENT INFORMATION (Complete before the client interview.)

NAME OF CLIENT: _____________________________________. ID#: _______________________________.

NAME OF TRUST BANK: _____________________________________________________________________.

CLIENT ADDRESS: ______________________. GENDER: __________________________________________.

MOST RECENT LOAN OFFICER: _______________________________________________________________.

DATE CLIENT ENTERED THE PROGRAM: ____ ____ ____.

                                                             D     M      Y

DATE CLIENT LEFT THE PROGRAM: ____ ____ ____.

D     M      Y

TOTAL NUMBER OF LOANS CLIENT RECEIVED: _____.

AMOUNT OF LATEST LOAN: $____________________. SAVINGS WITHDRAWN: $______________________.

WAS LAST LOAN FULLY REPAID? YES _____. NO _____.

DATE OF INTERVIEW: _____ _____ _____. TYPE OF BUSINESS: ____________________________________.

                                    D       M        Y
………………..………………..………………..………………..………………..………………..………………..………………..………………

1. Who made YOUR decision TO LEAVE the Trust Bank?

___ 1. I decided to leave the Trust Bank.

___ 2. Someone in my family wanted me to leave the Trust Bank. (Specify who.) _______________________.

___ 3. The Trust Bank asked me to leave because of

___ a. Repayment problems.

___ b. Poor attendance at weekly meetings.

___ c. Conflicts I had with other Trust Bank members.

___ d. Other. (Please specify.) __________________________________________________________.

2. Why are you leaving the program?

A. Problems related to policies and procedures.

___ 1. Loan amounts are too small.

___ 2. Loan terms are too short.

___ 3. I don’t like the repayment schedule.

___ 4. The loans are too expensive.

___ 5. Disbursement takes too long.

___ 6. I don’t like the way loan officers have treated me, or I had other problems with AGAPE personnel. (Specify with whom.) ________________________________________________________________.

___ 7. I found another program with better terms. Which program? __________________________________.  
What do you prefer about it? __________________________________________________________.

___ 8. I am graduating from the Trust Bank program to a Solidarity Group or to an individual loan.

B. Problems related to the Trust Bank.
___ 1. The Trust Bank asked me to leave.

___ 2. The Trust Bank dissolved.

___ 3. I had personal problems with other members of the Trust Bank.

___ 4. I had disagreements with the Trust Bank Management Team.

___ 5. I am not willing to attend Trust Bank meetings.

___ 6. I cannot follow all of the Trust Bank by-laws.

C. Business-related reasons.

___ 1. I now have enough working capital for my business.

___ 2. I have a seasonal business. I will apply for credit when I need it again.

___ 3. I cannot repay my loan because of business problems, such as low sales or profit.

___ 4. I decided to close down my business and do something else.

___ 5. Other. (Please specify.) ________________________________________________________________.

D. Personal reasons.

___ 1. I was unable to continue repaying my loan because I used it for a family crisis or celebration.

___ 2. My spouse or another income-generating member of my household left and I cannot maintain my business.

___ 3. I am pregnant or have to take care of someone else.

___ 4. I am moving away.

E. Economic and community-related reasons.

___ 1. My business was destroyed in a catastrophe, such as a fire, flood, or tornado, or a theft destroyed my business.

___ 2. A new competitor is taking customers away from my business.

___ 3. The deterioration of the economy has affected sales.

F. Other reasons.

Specify: __________________________________________________________________________________.

3. THE USE OF YOUR LOANS.


A. How have the loans you received helped your business?

___ 1. The loans helped me to start my business.

___ 2. The loans helped to keep me in business.

___ 3. The loans helped me expand my business.

___ 4. The loans have not helped me.

___ 5. Other. (Please specify.) ________________________________________________________________.

B. How have the loans you received helped your family?

___ 1. My family’s diet has improved.

___ 2. I have been able to provide education for my children or myself.

___ 3. I have made improvements to my housing situation.

___ 4. I have purchased furniture, appliances, or other household products.

___ 5. Other. (Please specify.) ________________________________________________________________.

4. HOW WAS THE EXPERIENCE OF REPAYING YOUR LAST LOAN?

___ 1. Good.

___ 2. The loan was easy to repay.

___ 3. I had problems repaying the loan.

___ 4. It was difficult to repay the loan.

5. HOW DID YOUR income CHANGE AS YOU INVESTED YOUR LOAN?

___ 1. It increased substantially.

___ 2. It increased slightly.

___ 3. It remained stable.

___ 4. It decreased slightly.

___ 5. It decreased substantially.

___ 6. I don’t know.

6. HOW DID YOUR TRUST BANK HELP YOU?


My Trust Bank helped me

___ 1. Make loan repayments.

___ 2. When I had personal problems.

___ 3. By providing me with business ideas and contacts.

___ 4. Make friends.

___ 5. By allowing me to develop my leadership skills.

___ 6. By allowing me to receive training.

___ 7. Other. (Please specify.) ________________________________________________________________.

7. HOW DID YOU FEEL ABOUT THE TRUST BANK WEEKLY MEETINGS?


___ 1. They were very helpful. Why? __________________________________________________________.

___ 2. They didn’t help me very much. Why? ____________________________________________________.

___ 3. I didn’t like them. Why not? ____________________________________________________________.

8. THE FUTURE.

A. Will you return to the program?

___ 1. Yes.
___ 2. Maybe.
___ 3. No.

___ 4. Only if there are changes made.

B. Would you encourage a relative or friend to join the program?

___ 1. Yes.
___ 2. No.

___ 3. I don’t know.

          Why or why not? _____________________________________________________________________.

Note: This is the questionnaire used in the 2000 survey. The only differences with the 1998 questionnaire are the order of questions and some style corrections. Since the modifications were minimal, this form is considered representative of both questionnaires.

EXIT INTERVIEW FOR TRUST BANK CLIENTS (1998-2000)

AGAPE

I. CLIENT INFORMATION:

NAMEOFCLIENT:_________________________________________________________.

NAME OF TRUST BANK:____________________________________________________.

MOST RECENT LOAN OFFICER:_____________________________________________.

DATE CLIENT ENTERED THE PROGRAM: ______________________________________.

DATE CLIENT LEFT THE PROGRAM: _________________________________________.

SAVINGS WITHDRAWN: $__________________________________________________.

II. LOAN USE                                     

1. THE LOANS TO MY BUSINESS: 


2. THE LOANS HELPED ME TO:

A. WERE OF GREAT HELP.




A. START MY BUSINESS.

B. WERE OF SOME HELP.      




B. KEEP ME IN BUSINESS.

C. WERE OF NO HELP.




C. CHANGE MY BUSINESS.   

D. WERE A BURDEN.





D. EXPAND MY BUSINESS.

3. THROUGH THE INVESTMENT OF MY       
   
4. MY LAST LOAN WAS:

LAST LOAN MY INCOME:                                                                                                      

A. INCREASED.                                             

A. TOO LARGE AND DIFFICULT TO REPAY. 

B. REMAINED STABLE.                             


B. ENOUGH TO MEET MY BUSINESS NEEDS, AND 

C. DECREASED.           




I HAD NO DIFFICULTY REPAYING IT.



C. TOO SMALL AND DID NOT MEET MY BUSINESS NEEDS.                                                                                                                                              

III. WEEKLY MEETINGS
IV. MY TRUST BANK HAS HELPED ME 
A. HAVE BEEN VERY HELPFUL.



A. WHEN I NEEDED SUPPORT.

B. NO COMMENTS.





B. BY PROVIDING ME WITH BUSINESS IDEAS

C. DID NOT HELP ME MUCH.




AND CONTACTS.

D. WERE A WASTE OF TIME.    
C. MAKE FREINDS.


D. BY ALLOWING ME TO DEVELOP MY LEADERSHIP SKILLS.

                                                                                 
E. OTHER. 

V. MY EXPERIENCE AS A TRUST BANK


VI. I AM LEAVING THE PROGRAM

MEMBER HAS BEEN:




BECAUSE:

A. VERY POSITIVE.
A. I CANNOT FOLLOW ALL OF THE TRUST BANK

B. POSITIVE.
BY-LAWS.

C. GOOD.                                                                 
B. I CANNOT CONTINUE REPAYING MY LOAN.

D. NEGATIVE.                                                              C. I CANNOT ATTEND WEEKLY MEETINGS.

D. LOAN AMOUNTS ARE TOO SMALL.

E. I AM GRADUATING FROM THE TRUST BANK PROGRAM TO AN INDIVIDUAL LOAN.

F. I AM MOVING AWAY.                

G. SOMEONE IN MY FAMILY IS ILL OR THERE IS A CRISIS IN MY FAMILY.

H. I HAD PERSONAL PROBLEMS WITH OTHER MEMBERS OF THE TRUST BANK.

                                                                                  I. I WILL BORROW FROM ANOTHER PROGRAM.

                                                                                  J. OTHER.

CLIENT COMMENTS:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________.

LOAN OFFICER COMMENTS:

_________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________.

TO BE COMPLETED BY THE LOAN OFFICER:

1. TOTAL NUMBER OF LOANS CLIENT RECEIVED: ________________________________________________.

2. AMOUNT OF LATEST LOAN: $_______________________________________________________________.
� Our definition of transformation was adopted from the paper by Susy Cheston and Larry Reed mentioned in this document:  “a deeply rooted change in beliefs, values, attitudes, actions, relationships, and structures manifested in a sustained higher level of existence of an individual or community.”


� It is important to clarify our use of the following terms: 


Survey:  a questioning or canvassing of persons selected at random or by quota to obtain information or opinions to be analyzed.  This refers to the process as a whole.


Interview:  a meeting at which information is obtained from a person.  This refers to the specific way in that the questionnaire is applied (they could have been given to the clients for them to fill out as a requisite to withdraw their savings.)  The sum of interviews is the survey.


Questionnaire:  a set of questions for obtaining information from individuals.  The questionnaires are used in the interview as the tool for obtaining information. 


For example, AGAPE’s survey was conducted via interviews based on a questionnaire.  


� Based on a recommendation from the Statistics Department of the Universidad Metropolitana, which provided advice to the survey team, it was decided to survey 10% of the group.


� 1998 survey.  The 2000 survey was very similar.  


� One of the key reasons for determining 14% as the target goal for client exit rate was to ensure AGAPE’s sustainability during its growth in operations.


� “Each Trust Bank requires weekly meetings for:  a) collecting and verifying payments from group coordinators, b) providing training in finance and business administration, as well as other relevant areas, c) discussing and supporting problem resolution, d) managing the use of group funds, and e) empowering the ‘community’ through member interaction and participation in special projects... Normally, for short-term, working capital loans, interest costs are not as significant as transaction costs, which are the greatest concern. When interest costs are already high and, on top of that, clients are required to meet weekly, the long-term effects of both interest and transaction costs could become substantial.  Currently, with the majority of groups being new, clients are enthusiastic and learn a lot from each meeting; their time and “transaction cost” for attending meetings are perceived as a benefit and not as a cost. But this might not be the case a few months later. This is shown by the high rate of departure from AGAPE and from the village bank methodology in general.”


� Through its new research and training departments, AGAPE will systematically adapt its training to address the needs and interests expressed by clients


� The Group Fund is an amount of money saved by the Trust Bank from contributions specified by internal regulations. It belongs to the group as a whole, not to individual members.


� These are the maximum loan amounts that a client can receive within a given program.


�  See “Measures to address this trend” under “second primary cause of client exits in 1998 and 2000: Inability to continue repaying loans.”


� The remaining clients answered that the loan had been too small (Source:  exit interview results, 1998 and 2000.) 


� The AIMS project (Assessing the Impact of Microenterprise Services) was funded by USAID’s Office of Microenterprise Development. This several-year long project sought to improve the understanding of microenterprise programs’ impact on microentrepreneurs, their homes, and their businesses, and to strengthen the ability of USAID and its affiliates for measuring the results of microenterprise programs.


� This questionnaire is enclosed at the end of this case study, under the title:  “Exit Interview for Trust Bank Clients (2001).”


� Cluster survey sampling is a method to deal with geographically dispersed populations.  Clients are grouped into clusters and then a random sample of individuals from randomly chosen clusters is taken.  It has to be carefully designed, since it increases the chances that bias will occur (“non-representativeness”.)


� This budget will vary according to the number of tools to be used, the number of clients and programs that AGAPE will have in the future, and technological and methodological improvements.


� As the program grows, an increasingly smaller reduction in the exit rate will be needed to cover the costs of the impact audit system, assuming these costs do not vary significantly.
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