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AGENDA

¡ Welcome and introductions (5 minutes)

¡ Setting the stage (10 minutes)

Ø Defining SPM

Ø Universal Standards for SPM; review process

Ø SPM Essentials Series

¡ Fundación Paraguaya: organizational overview; approach to employee-management communication (12 minutes)

¡ VisionFund Mexico: organizational overview; approach to employee-management communication (12 minutes)

¡ Crystal: organizational overview; approach to employee-management communication (12 minutes)

¡ Interview with speakers (24 minutes)

¡ Questions and answers (15 minutes)



SETTING THE STAGE (1 OF 3): DEFINITIONS

¡ What is SPM?

¡ Social performance management (SPM) is a 
continuous process of implementing management 
practices focused on setting and achieving social and 
environmental targets. The goal of SPM is to protect 
and benefit customers, employees, and the 
environment.

¡ What are the elements of “good” SPM?

¡ 1. Social strategy

¡ 2. Committed leadership

¡ 3. Client-centered products and services

¡ 4. Client protection

¡ 5. Human resource development

¡ 6. Balanced growth and returns

¡ 7. Environmental performance management



SETTING THE STAGE (2 OF 3): STANDARDS UPDATE AND WEBINARS

¡ The Universal Standards for SPM
Ø A comprehensive manual of best practices created by 

and for people in microfinance as a resource to help 
financial service providers achieve their social goals.

Ø Managed by SPTF

Ø SPI social audit tool managed by CERISE

¡ Universal Standards Review Process
Ø First published in 2012; reviewed every ~5 years

Ø 2020 we began a review process: expert interviews, 
webinars, public surveys, data analysis, literature review

Ø New manual to be published by Jan. 2022; infrastructure 
updates underway

¡ SPM Essentials Series
Ø Schedule: Monthly webinars, beginning March 2021

Ø Content:  All dimensions of the Universal Standards; CP 
Pathway series to focus on dimension 4; e-MFP green 
action group webinars for dim 7

o https://www.e-mfp.eu/actions-groups/microfinance-
environment

Ø Purpose: share good practices of Universal Standards 
implementation, particularly those that relate to new 
elements of the manual

Ø https://sptf.info/online-trainings-bucket/spm-essentials-
2021



SETTING THE STAGE (3 OF 3): DIM 5 – RESPONSIBLE HUMAN 
RESOURCE DEVELOPMENT

NB: All indicators and details are in draft form and are subject to change.

Standard 5A The  pro vide r cre ate s a safe  and e quitable  w o rk 
e nviro nm e nt.

EP 5A1 A writte n Hum an Re source s policy is available  to all e m ploye e s 
that e xplains and prote cts the ir rights.

EP 5A2 Em ploye e  com pe nsation is e quitable  and ade quate .
EP 5A3 The  institution has a safe ty and he alth m anage m e nt syste m .
Standard 5B The  pro vide r's Hum an Re so urce  De ve lo pm e nt syste m  is 

de signe d to  attract and m aintain a qualifie d and m o tivate d 
w o rkfo rce .

EP 5B1 The  provide r give s e ach e m ploye e  com ple te  e m ploym e nt 
docum e ntation and training to unde rstand the ir job 
re quire m e nts.

EP 5B2 The  provide r give s e m ploye e s form al opportunitie s to 
com m unicate  with m anage m e nt.

Standard 5C The  pro vide r's Hum an Re so urce  De ve lo pm e nt syste m  
suppo rts the  pro vide r's so cial strate gy.

EP 5C1 During the  re cruitm e nt and hiring proce ss, the  provide r asse sse s 
e ach candidate 's com m itm e nt to achie ving the  provide r's social 
goals and se rving the  provide r's targe t clie nts.

EP 5C2 The  provide r trains all e m ploye e s on the  provide r's social goals.
EP 5C3 The  provide r e valuate s and ince ntivize s e m ploye e s base d on 

social and financial crite ria.

Indicator The  provide r has a form al m e chanism  for consulting 
with e m ploye e  re pre se ntative s on HR de cisions and 
policy de ve lopm e nt. The  e m ploye e  re pre se ntative s 
have  dire ct acce ss to e xe cutive  m anage rs.

Indicator The  provide r has a form al grie vance  m e chanism  in place  
that allows e m ploye e s to raise  workplace  conce rns in a 
confide ntial m anne r.

Indicator The  provide r asks e m ploye e s for fe e dback on at le ast 
the  following topics: 
[in de tails, we  list the m  such as com m unication, 
le ade rship, com pe nsation]

Indicator Em ploye e s are  give n the  option to provide  fe e dback 
anonym ously.

Indicator The  provide r give s all outgoing e m ploye e s the  
opportunity for an e xit inte rvie w or to com ple te  an e xit 
form .

Indicator The  provide r analyze s the  following data, disaggre gate d 
by ge nde r, position, and othe r re le vant se gm e nts:
[in de tails, we  list turnove r rate  and re asons for e xit]

Indicator The  provide r take s action to corre ct institutional 
proble m s le ading to e m ploye e  turnove r and 
dissatisfaction.



OVERVIEW OF FUNDACION PARAGUAYA

1. Founded in 1985; country = Paraguay

2. 24 branches and 430 employees

3. 72,000 clients: 92% women / 63% urban

4. We offer the following types of products : 

¡ Individual loans (25%) and village bank loans (75%) for: working capital, investment, water, people with disability, 
education, green, housing, etc.

¡ Microinsurance, including health insurance

¡ Microfranchises

¡ Membership card that provides discounts in stores and free access to cinema and other entertainment places

¡ Training

5. Engagement with client protection / social performance management: subscribe the Client Protection Declaration 
(2004); Certified Principles of Client Protection in 2012, 2017 and 2020.  Truelift “Leader” award in 2017 and 2021





FUNDACION PARAGUAYA’S SYSTEM FOR EMPLOYEE 
COMMUNICATION WITH MANAGEMENT

§ Meetings

§ Daily “Tweet” news email, to share the most important events of the day

§ Heroes App: 
§ provides updated information on all approved policies

§ Channel through which employees can submit requests (e.g., salary advance, use of institutional vehicle, request for leave, loans, )

§ WhatsApp groups at different levels and offices

§ Communication campaigns

§ Flyers/Videos

§ Employee satisfaction survey (annual)

§ Red de Portavoces (Communications network); each branch/section designates a delegate to share information from 
management to staff

§ Grievance mechanism with multiple possible communication channels: emails, calls, WhatsApp, flyers,  Heroes App

§ Stoplight and other surveys to gather information



FUNDACION PARAGUAYA: EXAMPLES OF ACTIONS TAKEN BASED 
ON STAFF INPUT

§ Competitions among clients to solve a poverty issue

Ø Specific indicators

Ø Gamification

Ø Annually, meet with field staff to determine the types of contests to be held

§ Brought relief to the field during the COVID-19 pandemic, based on employee recommendation:

Ø For clients

Ø Client´s emotional support

Ø Financial products

Ø New businesses in schools

Ø For employees

Ø Internal market

Ø Procedures changes

Ø Home office

Ø Vaccination campaign

Ø Compensation system



GOOD COMMUNICATION WITH THE STAFF

If you:

1. Get to know your staff, generate empathy,
2. Take advantage of technology,
3. Use formal and informal channels,
4. Avoid miscommunication by being 

redundant
5. Are coherent,

It will help you:

1. Increase understanding of your mission, 
vision, and goals

2. Increase commitment
3. Improve innovation
4. Improve productivity

Activate employee's "agency” and “self-efficacy”



OVERVIEW OF VISIONFUND MEXICO

1. Founded in 1997

2. Present in the central and southern regions of México, which are the most vulnerable in the country

3. 26 branches and 413 employees

4. 43,111 clients

• 88% women, 12% men

• 53.3% rural

5. We offer a mix of products : microloans, savings programmes, microinsurance, training and education

6. Social Performance involves all efforts and initiatives in the institution, to put the client at the center of the 
strategies in order to ensure the fulfilment of the social mission. It also comprises the alignment and 
commitment to international microfinance standards.



VISIONFUND MEXICO’S EMPLOYEE SATISFACTION SURVEY – OUR 
VOICE

¡ Employee Satisfaction Survey – Our Voice

Ø A global annual Employee Satisfaction Survey that evaluates satisfaction in 10 categories, including alignment and 
understanding of the strategy and perception of local leadership, staff care and engagement.

Ø It is anonymous and confidential and allows for open questions that can be then organized for key words, topic etc. 
for easier analysis and definition of action plans.

Ø Survey data shared in an open forum – and them communicated in cascade by the managers with their teams. This 
gives them the opportunity to discuss the issues and find solutions with a top-down and bottom-up approach.

Ø VFI does segmented analysis of Our Voice – to understand the needs of each segment of our population and identify 
root causes, focus action plans, etc.



The 
survey
in a 
Smart 
Phone



VISIONFUND MEXICO’S GRIEVANCE MECHANISM

¡ Grievance mechanism

Ø A Global Integrated System: Ethics Point to report incidents and for management of whistleblowers for employees and clients

Ø We have network of certified investigators and a commitment to respond to allegations.

Ø Actions for continous improvement are implemented based on the statistics, reports and as a result of the investigation

We live out our cultural value of living our faith with boldness and humility in the way we approach employee communication as we 
listen respectfully to all employees regardless of their hierarchy level and exercise timely true telling with love to improve. 





¡ Communication Software – Canva & Vyond

Ø A multimedia user-generated content software to help us disseminate information across the organization – mobile / social 
media – for communication and training purposes

Ø Driven by an always-on mobile culture, employees are easily distracted. This means every second counts when fighting for 
attention, focus, and retention. Video is the most engaging form of content. We can keep our employees captivated —
while still delivering important information in just a few minutes.

Ø We diversify our contents with Canva; we can create images, infographics, videos that are accessible anywhere, on any 
device, and add impact to the information that we need to delivery to the whole organization.

Ø The best feedback we get is that other areas ask for this kind of material. The visual attractiveness makes them more likely 
to keep in the mind of the employees.

VISIONFUND MEXICO’S EMPLOYEE COMMUNICATION SYSTEM



VISIONFUND MEXICO’S EMPLOYEE COMMUNICATION SYSTEM: 
EXAMPLE 1



VISIONFUND MEXICO’S EMPLOYEE COMMUNICATION SYSTEM: 
EXAMPLE 1I



OVERVIEW OF CRYSTAL

1. Founded in 2005

2. In Georgia

3. 50 branches and 996 number of employees

4. 161 251 loans
• Men – 62 679 /women – 98 474 and 98 – legal entity.

• Urban loans # – 71 928/rural loans # – 89 323.

• Urban loan portfolio – 147 001 283/ Rural loan portfolio – 211 393 010.

5. We offer the following types of products : Micro Business Loans, SME Loans, Agricultural Loans, Housing Loans, Consumer Loans.
6. Some of the recent recognitions include: 

• 2018 - the Most Responsible Company of the Year, Grand Prize "Meliora", organized by the the European Union and the Konrad-Adenauer-Stiftung (KAS)

• 2019 - the Nation-wide CSR Award in SDG #5: Gender Equality 

• 2020: Millennium Foundation and the UN Women Georgia Award, 1st Place in the Award Competition: "Business for Gender Equality" 

• CSR Award 2020 in SDG # 12 

• In cooperation with CERISE and one of our investors - Agrif/Incofin, we are regularly conducting the Social Impact Measurement. 

• Received an “A-” from Microfinanza in a social rating, one of the highest ratings in the Social field, given to non-Banking Georgian Financial Institutions

• We were one of the first 5 Companies in Georgia, signing UN Women's WEPs (Women Empowerment Principals) and since then conducting various 
mentoring and women empowerment programs and activities for our women customers as well as female employees.



CRYSTAL’S SYSTEM FOR EMPLOYEE COMMUNICATION WITH 
MANAGEMENT

§ We have Internal Communication Department 
in Crystal.

§ Culture of sharing ideas and valuing employee 
input

Ø Those involved in the process have the best 
ideas of how to improve a process

Ø Employees involved in all major decisions

Ø Policies in place about communication

Ø Coaching for management.



CRYSTAL’S SYSTEM FOR EMPLOYEE COMMUNICATION WITH 
MANAGEMENT

§ Multiple communication channels

Ø The Company launched an internal portal capable of 
informing staff members of news and updates concurrently 
and through a single communication channel;

Ø The Company launched Teams that significantly simplified 
communication with the branch network and, at the same 
time, allows live online web casts;  

Ø The Company launched Yammer where limited-scope 
groups were set up according to the specific interests of 
employees, etc. 

Ø Management organizes open webinars.



CRYSTAL’S SYSTEM FOR EMPLOYEE COMMUNICATION WITH 
MANAGEMENT

§ Employee grievance mechanism was developed.

HR Compliance is aimed at: 

Ø Developing a modern employment standard at the 
Company;

Ø Developing a highly responsible work culture;

Ø Protecting the labour rights of staff members;

Ø Implementing proactive measures to protect the rights 
of staff members;

Ø Developing flexible and accessible systems to report a 
matter.

An external consultant receives and analyzes complaints, 
anonymously.



INTERVIEW QUESTIONS

1. [FP] You state that it is important to activate employees' agency and "self-efficacy." 
How do employees behave when they have self-efficacy versus when they do not?

2. [FP]  What have you learned most about employee-management communication?

3. [Cr] Over time, Crystal simplified the communication system within the branch 
network. What was it like before versus now?

4. [Cr] What is communication with employees valuable to Crystal?

5. [VF] What lessons have you learned about designing a grievance mechanism to get 
the most useful information and to help employees feel comfortable using it? 

6. [VF] Of all the questions you ask in the Our Voice survey, which are the ones that 
give you the most useful information and why?



QUESTIONS AND ANSWERS



THANK YOU

¡ For more information, please feel free to contact us

Ø SPTF (Amelia): ameliagreenberg@sptfnetwork.org

Ø Crystal: info@crystal.ge

Ø Fundación Paraguaya (Luis): lfsanabria@fundacionparaguaya.org.py

Ø VisionFund International (Solymar): Solymar_Torres@wvi.org

¡ To see the materials from today’s webinar and get information about 
upcoming webinars, please visit the SPM Essentials webpage.

mailto:ameliagreenberg@sptfnetwork.org
mailto:info@crystal.ge
mailto:lfsanabria@fundacionparaguaya.org.py
https://sptf.info/online-trainings-bucket/spm-essentials-2021

