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Alliance for Financial Inclusion
DFS Consumer 
Competencies
Positioning regulation for impact



Consumer 
Protection 
&

Digital 
Financial 
Services



The regulatory landscape on 
consumer protection across 

the network is predominately 
oriented towards the 

traditional/cash led system

Need to minimize ad hoc/ catch 
up approach to development 
and implementation of 
regulation on consumer 
protection for DFS

Members have expressed 
concerns with regulating 
increasing consumer 
protection risks associated 
with DFS

DFS is at the core of financial 
inclusion, especially to the 

bottom of the pyramid – hence 
the need to safeguard its use by 

vulnerable segments

DFS PROLIFERATION AND INNOVATION IS DEEPENING ACROSS AFI NETWORK AT A VERY FAST RATE

With DFS being a critical tool in disaster/emergency 
response (i.e. epidemic (Ebola), pandemic (COVID-19), 
natural disaster, conflict) it is important to entrench 
consumer protection issues in its use.

 AFI Members’ COVID-19 Policy Responses

https://www.afi-global.org/covid-19/
https://www.afi-global.org/covid-19/


POSITIONING 
REGULATORS TO 
FACILITATE DFS 
COMPETENCIES

Diagnostic studies & projected development of the 
DFS market within a local jurisdiction should 
inform the identification of core competencies for 
the effective use of DFS. 

Regulators should identify DFL skills critical in 
their jurisdictions, considering local realities, 
maturity of the local DFS market and key DFS 
related consumer protection risks, among others.

Important to identify core competencies relevant 
to specific vulnerable groups such as women.

The competencies should be outcome-based and 
include aspects of awareness/knowledge, 
capability confidence and behaviours with relation 
to DFS that are most prevalent in the national 
context. 



A POLICY MODEL FOR CONSUMER PROTECTION FOR DFS 

Guidance on policy 
environment

I. Clear DFS relevant legal 
and regulatory provisions 
in CP frameworks 

II. Clear and harmonized 
governance framework

III. Clear legal / 
regulatory framework for 
regulating market 
competitiveness

Guidance on product 
development and service 
delivery

IV Safeguarding privacy and 
protection of consumer data 

V. Promotion of cybersecurity 

VI. Fair treatment and 
responsible business conduct

VII. Product suitability: customer 
centricity, inclusiveness, 
relevance and usability

VIII. Adoption of risk management 
framework 

Guidance on consumer 
awareness, complaint 
and redress

IX. Responsible marketing / 
advertisement and sales 
(disclosure and 
transparency)

X. Promotion of digital 
financial literacy 

XI. Mechanism for effective 
complaints and redress 
resolution

Guidance on 
supervision and 
enforcement

XII. Supervisory 
techniques and tools 
specific for DFS

XIII. Clear and harmonized 
supervisory governance 
framework 

XIV. Effective 
enforcement mandate

Guidance on cross 
cutting issues

XV. Consumer protection 
for vulnerable segments 
(women, youth, migrants, 
refugees/IDPs) in the use 
of DFS 

XVI. CP4DFS in disaster 
/emergency response

1. 2. 3. 4. 5.

X. Promotion of Digital 
Financial Literacy



Knowledge of DFS Awareness of DFS 
Risks

Capability to 
prevent or  control 
DFS related risks

Knowledge of Redress 
mechanisims for DFS 

grievances

DFL INTERVENTIONS SHOULD AIM AT THESE 
COMPETENCIES



Evidence Based

Require DFS 
providers to 
report gender 
disaggregated 
data, to inform 
evidence-based 
gender responsive 
interventions for 
DFS competencies  

Demand Driven

Ensure 
interventions for 
DFS competencies 
reflect the gaps in 
DFS competencies 
for women.

Multi stakeholder 
approach 

Create 
partnerships with 
relevant 
stakeholders, 
engaged with 
women to 
facilitate outreach 
& develop 
relevant gender 
responsive 
content.

Women led 

Encourage the use 
of female role 
models/animators 
in the promotion 
of DFS 
competencies 
especially in 
communities with 
stringent gender-
based norms and 
values.

DESIGNING FOR INCLUSION - Bridging the 
gender divide through DFS competencies



THANK YOU
#afiGlobal www.afi-global.org
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