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INTRODUCTION

On behalf of CBZ BANK LTD I wish to thank the AFRACA Secretariat for according us this opportunity to share with you our experience as regards to client retention. As a new member of AFRACA we feel greatly honoured by this gesture.
The microfinance industry is evolving as a result of the increasing number of players and market experience using microfinance products. As a result competition is now stiff and strategies for survival are important. Attracting and retaining long term clients is a powerful strategy for growing one’s business. It is a known fact that it is less expensive to sell your product to an existing customer than to a new one. Long term clients are likely to refer others, and are more likely to purchase additional services from you.

In order for an institution to have guaranteed future revenues, it must strengthen its customer loyalty. This is what is known as value generation strategy.

For an institution to come up with long lasting client retention strategies it must conduct exit interviews for those clients considered to be leaving the institution, this is in other terms called desertion diagnosis.

Based on the results of this research retention strategies are continuously developed with the objective of building an all encompassing relationship between customer and MFI.

There are ten popular strategies for long term client retention under practice.

1. Focus your marketing on existing clients. 

2. Be consistent in your approach and   interactions.

3. Follow through on your commitments to them.

4. Allow yourself to connect with your clients.

5. Have fun. 

6.  Position yourself as a resource for life.

7.  Ask for feedback and input.

8.  Share resources.

9.  Reward them for staying on.

10. Keep learning.  

My task is to share with you our strategy as a bank on how we managed to retain clients over the period 1995 to date. I must mention at this juncture that 95% of our drop outs were as a result of factors outside bank control.
At CBZ we strongly believe that you spend more resources looking for a customer than looking after one. As such we strongly emphasise on a culture of strong client retention. All our strategies of retaining clients are enshrined in our guiding principles and commitments. And these also include the ten basic strategies mentioned above.
Drawing from our principles it is clear that the following were pivotal in our client retention initiatives:
1. Governance

2. Methodology

3. Quality of staff

4. Innovativeness

5. Partnerships

6. Product mix

7. Customer focus
Governance
The policy making organ of the bank has members who have microfinance background. This has played positively in terms of policy formulation for microfinance. The CBZ Group CEO and the CBZ Bank Ltd Managing Director have a special passion for microfinance as a product. As a result clients have benefited immensely from their inputs and decisions.
Methodology
At CBZ we apply the group lending methodology. We have learnt through the years that group dynamics are a very important tool of keeping clients together. Clients compete among themselves and monitor each other’s performance both project wise and loan repayment. By the time the client graduates to the individual product they have developed a sense of belonging to the bank. It is also important to note that our client selection is very particular, targeting only growth oriented clients. Very few of these clients drop out of the system.

As regards the savings product, clients are allowed to open savings accounts with relaxed conditions compared to ordinary savings accounts. In this way clients feel very honoured and important and in return keep their allegiance to us.

Quality of staff 
Over the years we have recruited staff from other microfinance institutions. As a sector microfinance has clients who are very sensitive to certain human traits like behaviour of staff, dress, language etc. It is important that we recruit staff that fit well into the community they are to serve. Most of the clients are the illiterate, with a deep sense of cultural identity (conservative) and shy. In this case you need a staff member who has experience in working with these clients. As an institution you then need to invest in staff training in appropriate courses. This we managed to achieve at CBZ. Almost all of our staff members have received training in Microfinance best practices. They have also been exposed to international courses so that they keep pace with changes in microfinance.
Innovativeness

In order to keep abreast with client needs innovativeness has to take centre stage in product development. It is important that we come up with products to address client needs than just to shove a product down the client’s throat. As an example after realizing that most of our clients usually used their earnings to finance a funeral in the family, we came up with an insurance product to address this issue. Most of our clients do not qualify for medical cover from the established providers. As an institution we entered into an agreement with an institution that provides cover and managed to come up with a product targeted at our clients.
Partnerships
CBZ Bank Limited had until just over a year most of its branch network had been confined to urban centres. However because of the desire to financially include all citizens, the bank is spreading to           peri-urban and rural centres in Zimbabwe. Our primary vehicle for delivery in the rural areas is the microfinance product. Now the bank has more than 30 branches countrywide and 10 are in the rural areas.

In order to reach the rural poor located where we did not have branch networks we partnered NGOs that were operating in the area we have targeted. As a result of these partnerships we managed to reach a great number of rural clients and delivered the required financial services. Memoranda of Agreement were signed between the Bank and the respective NGOs. 
Since the partnered organizations were community based and had been working with these clients for years retaining these clients was not a problem.

Product Mix
The bank is a one stop shop for our clients, where they would get most of the services they required. As for insurance services they would get them from our sister company as we all belong to the CBZ Holdings. This in a way was a win –win situation for our clients since they would avoid such expenses as commuter, telephone etc as the product is packaged. It is the duty of the staff member assisting the client to ensure that they are availed the facility. 
    Our current products are:
· Loans

· Savings Accounts

· Current Accounts

· Microleasing

· Health Insurance (Link Plan)

· Loan Insurance
· Funeral Assurance
Customer Focus

At CBZ , the customer is considered to be very important. Customer service has to be second to none. Prompt delivery of high quality service has played positively for us in terms of client retention.

The fact that our clients continue to grow and as they grow there are products to satisfy their wants, that is, graduation from micro to small and medium scale enterprises. The graduation has actually brought some excitement among them. The Bank has a department dedicated to Small to Medium Scale Enterprises issues. 
Having realized that our clients are providing a large chunk of deposits, which to us are a cheaper source of funds, the Bank introduced a product to cushion clients from the effects of hyper inflation. The Microfinance Revolving Fund with concessionary interest rates was introduced. 
CONCLUSION
In conclusion allow me to highlight that while our strategies worked well for us it does not mean they will do the same in another environment. One needs to study the characteristics of the sector in a particular country and come up with appropriate strategies. The willingness by all stakeholders to take part is also of particular importance. 
I THANK YOU.
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