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This document is a sample branch operations manual that captures several policies in place within the HOPE International network. It should not be viewed as a guarantee that these or similar policies will be used in programs managed by HOPE International or partners within the HOPE International network.

This document is provided as an informational and educational resource. Organizations should consult legal counsel on what policies and procedures are appropriate for their specific operations. HOPE International is not liable for any incidental, direct, indirect, actual, consequential, or other damages resulting from use or misuse of this information. 
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[bookmark: _Toc479086506][bookmark: _Toc479088241]DISCLAIMER
This document is a sample branch operations manual that captures several policies in place within the HOPE International network. It should not be viewed as a guarantee that these or similar policies will be used in programs managed by HOPE International or partners within the HOPE International network.

This document is provided as an informational and educational resource. Organizations should consult legal counsel on what policies and procedures are appropriate for their specific operations. HOPE International is not liable for any incidental, direct, indirect, actual, consequential, or other damages resulting from use or misuse of this information. 
[bookmark: _Toc479088242]LIST OF ACRONYMS
AML			Anti-Money Laundering 
APR			Annual Percentage Interest Rate
BACO			Community Banks
BCC			Branch Credit Committee
BM			Branch Manager
BOD			Board of Directors
CRO			Client Relationship Officer
CRS			Client Relationship Supervisor
CSA			Customer Service Agent
DO			Director of Operations
DF			Director of Finance
FIN			Finance
HOCC			Head Office Credit Committee
KYC			Know Your Customer
LPF			Loan Performer
MD			Managing Director
MIS			Management Information System
OPS			Operations
SG			Solidarity Groups

1. [bookmark: _Toc479086508][bookmark: _Toc479088243][bookmark: _Toc390257730][bookmark: _Toc425173453][bookmark: _Toc425178009][bookmark: _Toc444505394][bookmark: _Toc461472665]HOPE INTERNATIONAL MISSION, METHOD, AND MOTIVATION
OUR MISSION…To invest in the dreams of families as we proclaim and live the Gospel in underserved communities.
OUR METHOD…We share the hope of Christ as we provide biblically based training, savings services and loans that restore dignity and break the cycle of poverty.
OUR MOTIVATION…The love of Jesus Christ motivates us to identify with those living in poverty and be His hands and feet as we strive to glorify God
2. [bookmark: _Toc479088244]STATEMENT OF PURPOSE
HOPE exists to invest in the dreams of our clients. However, it is also our clients who contribute to the growth of the institution. Without them, the institution would not be able to sustain itself and would soon be forced to close its doors. Financial services and the treatment of customer accounts are the main avenue through which our relationship with customers is facilitated. A customer account is therefore a vital channel for enabling business transactions and facilitating spiritual transformation in the lives of our customers. The quality of our products and level of customer service are our testimonies in the community and are critical in reflecting Christ’s love to our neighbor. 
Due to the significance of customer relationships, it is imperative that all HOPE staff properly understand all aspects relating to the opening and operations of customer accounts.
This branch operations manual is dedicated to explaining the types, features, operating policies, and procedures relating to the opening, management, and closure of customer accounts. This document should be made available to all staff members and every other person authorized by HOPE’s management to ensure consistent and transparent treatment of the customer relationships. To facilitate its use, paper copies must be distributed to appropriate staff and the necessary training provided.
3. [bookmark: _Toc454263085][bookmark: _Toc461472666][bookmark: _Toc479088245]HOPE BRANCH OPERATIONS MANUAL GUIDELINES
All the policies, guidelines, and regulations in this manual shall govern the local branch operations of HOPE International.
All employees of HOPE will have access to this manual for official use. 
Employees of HOPE who wish to make suggestions for improvement of this manual are encouraged to do so through the director of operations who will forward such suggestions to the managing director.
Ignorance of the policy regulations contained in this manual and all other written or verbal communications related to this manual shall not in any way be accepted as an excuse for any irregularity or violation of the policies and procedures.
The responsibility of enforcing and implementing these policies lies with management and the board of directors of HOPE’s local program.
The board of directors of HOPE’s local program reserves the powers to amend these policies and procedures and such amendments shall be communicated to all staff in writing indicating their effective date.
The contents of this manual remain the property of HOPE.
Distribution of this manual to any individual or organization outside of HOPE is strictly prohibited. Any exceptions to the distribution of this manual to third parties requires the express written approval of the managing director.

4. [bookmark: _Toc461472667][bookmark: _Toc479088246]COMPLIANCE
In order to accomplish our mission in the long-term, the institution must establish clear guidelines and policies to be followed. Financial services providers, and in particular microfinance institutions, require a high degree of detailed execution in order to ensure the highest quality delivery of our products which our clients deserve. Due to the significance of compliance to policies and procedures, it is imperative that all HOPE staff properly understand and apply all aspects relating to this manual at all times unless otherwise stated in writing. 

The branch operations manual is dedicated to explaining the types, features, operating policies, and procedures relating to the opening, management, and closure of customer accounts. Thus, all members of staff involved in handling customer accounts in any way must adhere to the policies and procedures outlined in this document. It is the responsibility of all HOPE staff to ensure that these procedures are not breached in any way. 

5. [bookmark: _Toc461472668][bookmark: _Toc479088247]OPERATIONS STAFF
(Please see individual job descriptions for full detail.)

Branch operations staff
Branch Manager: is responsible for ensuring that the operations of the branch are consistent with the objectives, spiritual integration plans, and values of the institution. This can be accomplished through investing deeply in the spiritual lives of the branch staff, seeking to make disciples and model true servant-leadership, and demonstrating Christ’s love to clients and stakeholders on a daily basis. Additionally, he/she is responsible for managing branch operations in line with the policy guidelines stipulated in all HOPE manuals. The branch manager shall ensure the provision of reliable, quality, timely branch operations, and excellent customer service to clients in a safe and welcoming environment. The branch manager shall at all times ensure that branch internal control systems are working efficiently.

Head Teller: is responsible for supervising all the tellers and coordinating all teller activities. Additionally, he/she is responsible for investing deeply in the spiritual lives of the tellers, seeking to make disciples and model true servant-leadership. He/she is in charge of disbursing cash for loans and is responsible for the expenses of the organization, as well as ensuring proper maintenance of the reports on cash movements and balances at the branch. He/she also actively monitors the daily cash flow to ensure compliance to cash limits both for teller tills and the branch safe.

Client Relationship Supervisor (“CRS”): is responsible for training, monitoring, and supporting the client relationship officers that he/she manages. He/she is responsible for investing deeply in the spiritual lives of the client relationship officers, seeking to make disciples and model true servant-leadership. Client relationship supervisors’ responsibilities/duties include reviewing and approving each group that is formed, monitoring the loan disbursal process, assisting client relationship officers with preventing and addressing difficulties with repayments, and providing an initial layer of financial control and risk management.

Client Relationship Officer (“CRO”): is responsible for marketing new clients as well as being the primary person responsible for managing all client accounts in their portfolios. He/she shall be responsible in guiding new group formation, leading the group training sessions, encouraging the spiritual development of clients, giving advice to clients aimed at improving their business activities, overseeing regular repayment meetings, responding to low client engagement, and achieving full loan repayment. He/she shall also follow up on the status of the clients’ business activities and shall report to the client relationship supervisor on their portfolios and any problems encountered. At HOPE, a relationship officer is never permitted to receive, touch, or handle cash related to client transactions.

Teller: is responsible for collecting and disbursing cash to clients who come to the office. He/she is also responsible for providing spiritual encouragement to clients who come to the banking hall by modeling Christ’s leadership. He/she is responsible for collecting loan repayments, managing savings deposits, executing savings transactions, and accurately recording all transactions into Loan Performer on a daily basis following all steps in the branch operations manual. 

Customer Service Agent: is the principal focal person to guide and shape every client interaction within HOPE premises as well as receiving client feedback electronically or otherwise. He/she is also responsible to provide spiritual encouragement to clients who come to the banking hall by modeling Christ’s leadership. He/she shall provide customers with information regarding HOPE’s products and services and attend to any client’s enquiry. In addition, the CSA shall liaise with the relevant staff to ensure that all clients’ complaints are resolved amicably and immediately.
 
[bookmark: _Toc454545650]Head office operations team
Director of Operations: is responsible to manage the operations department in order to ensure that the appropriate systems and controls are in place to monitor and report on both loan and savings portfolio performance and support the achievement of HOPE’s mission. He/she shall also prepare goals and objectives that identify and address key issues relating to institutional growth, such as exploring new markets, identifying new clients, setting up new areas of operations to ensure that HOPE is accessible by both existing and potential clients.
[bookmark: _Loan_Supervisor_(“LS”)][bookmark: _Loan_Officer_(“LO”)]
Compliance Officer: has the duty of observing the branch operations team in order to maintain a focus on the program’s Christ-centered mission by promoting spiritual growth among staff, group members, and other associated parties. He/she shall report findings on compliance gaps, risk assessment, and procedural implementation review of current policy and any pilot or test programs. He/she supports the director of operations by continually analyzing the implementation of policies and procedures as directed by management. Primary duties will be field level operations oversight and implementation of the approved policies and procedures.

Training Manager: is responsible for developing, coordinating, and organizing all staff and client training materials in addition to acting as the primary point of contact for HOPE client complaints and feedback. The training manager is responsible for investing deeply in the spiritual lives of the branch staff, seeking to make disciples and model true servant-leadership. Additionally, he/she is responsible for developing, coordinating, and organizing all staff and client training materials. This position is dedicated to ensuring that the staff are sufficiently equipped to execute their jobs and that clients are properly trained in HOPE’s operating procedures. Additionally, the training manager will engage clients using biblically based curricula.

Credit Administrator: is responsible for controlling the quality of credit applications and underwriting, ensuring the proper documentation is on file. He/she will coordinate and manage the consolidated disbursement and repayment schedules for the institution, in coordination with the branch managers. These duties are in addition to the function of analyzing the implementation of policies and procedures at all credit process levels to promote the program’s Christ-centered mission.
[bookmark: _Toc461472669][bookmark: _Toc479088248]PART I – CLIENT OPERATIONS
6. [bookmark: _Toc461472670][bookmark: _Toc479088249][bookmark: _Toc425173457][bookmark: _Toc425178013][bookmark: _Toc444505398]FEATURES & TERMS OF HOPE CREDIT PRODUCTS
Terms, conditions, and details related to the credit products of HOPE may be found in the HOPE Credit Policy Manual. [footnoteRef:2] [2:  Note: Sample Credit Policy Manual available on online resource library.] 

7. [bookmark: _Toc461472671][bookmark: _Toc479088250]FEATURES & TERMS OF HOPE SAVINGS PRODUCTS
HOPE offers limited savings products to individuals who are members of a community bank. Clients who no longer have an active loan with the institution may continue to benefit from our savings products. 
7.1. [bookmark: _Toc461472672][bookmark: _Toc479088251]Compulsory Savings
After any loan approval, each client is required to make an initial compulsory savings deposit that will be blocked during the duration of the loan term. These funds are held as a guarantee for all clients’ loans in the same group. The funds are not to be withdrawn until all loans in the client’s group have been repaid in full.  Each client’s compulsory savings will be held in a separate account from the client’s voluntary deposits. Clients are permitted to withdraw their compulsory savings after their loans are paid to zero balance and as long as all loans in their group are repaid in full.
7.2. [bookmark: _Toc388889305][bookmark: _Toc390257735][bookmark: _Toc425173459][bookmark: _Toc425178015][bookmark: _Toc444505400][bookmark: _Toc461472673][bookmark: _Toc479088252]Voluntary Savings
Individual savings is a critical tool for breaking the cycle of poverty and equipping clients to be prepared in case of unforeseen circumstances. As a result, clients are encouraged to save more than their compulsory savings requirement. This amount is not subject to collateral for the loan, but it can be used to offset past due balances for the individual client. Clients may make savings deposits both during regular repayment meetings and directly at any branch. The client has access to withdrawal the voluntary savings at any time. No other group member or individual is authorized to withdrawal from a clients’ voluntary savings account. 
7.3. [bookmark: _Toc461472674][bookmark: _Toc479088253]Group Savings (Mutual Fund)
HOPE requires all groups to establish a group savings account to use for various expenses for groups and group leaders, as well as for group emergencies. As an added service to clients, groups are required to open a joint group savings account directly at HOPE to facilitate the ease of access to the group fund. 

The group savings account is the property of the group and is administered by the group. The size of the fund and level of contribution by members is the decision of the group, but the group must have a minimum balance of $10 USD at the moment of loan application. The policies that govern the administration of the group fund should be decided during the training and recorded in the group Internal Rules, including the contribution amounts per member at the beginning of the cycle. 

All group savings accounts require at least two group leaders as account signatories. These signatories may be changed at the request of the group using the signed minutes of the group general assembly. 
7.4. [bookmark: _Toc461472675][bookmark: _Toc479088254]Savings Account Product Pricing & Fees Matrix
The following table describes the terms and fee structure for all savings products:
	
	Voluntary Savings
	Group Fund Savings
	Compulsory Savings

	Interest Rate
	0%
	0%
	0%

	Minimum opening balance
	0 USD
	10 USD
	10% of approved loan amount

	Account opening fee
	0 USD
	0 USD
	0 USD

	Monthly maintenance fee
	0 USD
	0 USD
	0 USD

	Withdrawal limit
	None
	None
	None

	Withdrawal fee
	0 USD
	0 USD
	0 USD

	Account reactivation fee
	0 USD
	0 USD
	0 USD

	Account closure fee
	0 USD
	0 USD
	0 USD



8. [bookmark: _Toc461472676][bookmark: _Toc479088255][bookmark: _Toc388889306][bookmark: _Toc390257737][bookmark: _Toc425173462][bookmark: _Toc425178018][bookmark: _Toc444505405]CUSTOMER SERVICE GUIDELINES
8.1. [bookmark: _Toc461472677][bookmark: _Toc479088256]Client Reception and Enquiries
After learning about our products and services through our various marketing channels, prospective clients may walk into any of our branches to obtain more details about our products and services. At all times during HOPE working hours both new and existing clients are welcome to visit our branches and shall be received at the customer service desk for further assistance.

The responsibility of welcoming both potential and existing customers lies with the customer service agent who should receive clients in a welcoming, professional, and friendly manner. The customer service agent (CSA) shall be the principal person to guide and shape every client interaction at the branch. He/she shall provide customers with information regarding to our products and services and attend to any client enquiries as well as receiving client feedback.
8.2. [bookmark: _Toc461472678][bookmark: _Toc479088257]Client feedback procedures
[bookmark: _Toc461472679]Feedback Channels
HOPE clients who wish to give feedback of any kind may use a variety of communication channels, including the customer service hotline, suggestion boxes, online feedback, or face-to-face feedback available at all branches. These channels may all be used for collecting client feedback in the form of questions, suggestions and complaints. It is the responsibility of all HOPE staff to communicate the availability of these feedback channels to clients including placing this information on educational materials and emphasizing the importance of feedback channels during client training sessions. 

One of the main sources of client feedback is the HOPE customer service hotline. This hotline can be used for clients to inquire about HOPE’s products and services in addition to questions or concerns about service delivery, client abuse, or fraud. This number should be memorized and shared by all customer relationship officers and must be clearly visible both in the client passbook and in all HOPE branches. 

INCLUDE CUSTOMER SERVICE HOTLINE HERE

[bookmark: _Toc461472680]Reporting
Open and honest customer feedback is a key component to improving the institutions’ service delivery, the customers’ experience, and build lasting relationships that promote material, physical, social, and spiritual impact in the lives of clients. Branch staff should encourage clients to use the client feedback channels available to them to obtain as much feedback as possible. It is a violation of policy for any HOPE staff to intimidate a client wishing to or having shared their feedback or opinion. 
Daily Monitoring
The CSA is responsible for collecting, summarizing, and consolidating all client feedback within the branch. 
All client feedback received must be collected in writing using form OPS-1.1 Feedback form. 

The individual data collected in OPS-1.1 Feedback forms is summarized in the OPS-1.2 Feedback management log which is sent to the branch manager on a daily basis. The CSA handles the standard client queries and responds to feedback as soon as possible. The CSA escalates the most critical cases and brings them to the immediate attention to the branch manager or other responsible staff member.  If the branch manager is unable to resolve the issue or if additional support is needed, the case is escalated to the head office. 
Monthly Summary
In addition to the daily monitoring of client feedback, the CSA and branch manager submit the monthly summary of the OPS-1.2 Feedback management log including all client feedback to the director of operations and training manager via email by the fifth business day of the month. This report should also include a brief narrative about the common themes or challenges observed during the previous month. 

9. [bookmark: _Toc461472681][bookmark: _Toc479088258][bookmark: _Toc388889307][bookmark: _Toc390257738][bookmark: _Toc425173463][bookmark: _Toc425178019][bookmark: _Toc444505406]NEW CLIENT OR NEW GROUP REGISTRATION
All potential clients who have made a decision to open an account with HOPE will register by completing the OPS-2.2 Client registration form. New groups will register by completing the OPS-2.1 Group registration form. 
The client registration process is carried out at the branch premises, assisted by the CSA, and is subject to the customer providing all the required documentation as acceptable by HOPE. 
9.1. [bookmark: _Toc461472682][bookmark: _Toc479088259]Client Requirements
In order to open an account at HOPE, the following requirements must be met by all individual clients: 
02 passport-sized photographs.
Citizen of the local country or legally registered resident foreigner.
One valid, non-expired official government-issued photo identification.
· Passport, with valid visa for foreign national residents
· Driving license.
· National citizenship card 
· Resident card for foreign national residents
Candidate must be at least 18 years of age. 
Not on the HOPE blacklist.
Not on the government blacklist.
Filled & completed OPS-2.2 Client registration form.
9.2. [bookmark: _APPENDIX_I:_GROUP][bookmark: _Toc258393163][bookmark: _Toc258393164][bookmark: _Toc461472683][bookmark: _Toc479088260]New Client and Group Registration Procedure
The following procedures must be followed by the Customer Service Agent while registering a client or group in the HOPE database:


Group registration: Front-office
	Step
	Action

	1) 
	Welcome the group leaders with a smile and ask, “How can I serve you today?”

	2) 
	Ensure that the group registration details are properly entered on the OPS-2.1 Group registration form and review the authenticity of the information provided. Assist the members in filling out the form if needed.

	3) 
	Review the form of identification for all leaders and ensure they sign the OPS-2.1 Group registration form. 

	4) 
	If the group leaders are not yet registered as individual members, request that they complete the OPS-2.2 Client registration form as per the Individual client registration: Front-office procedures. 

	5) 
	Thank the leaders for their application. Inform the leaders that their CRC will be in contact with the group shortly about the status of their registration.   

	6) 
	Ask the leaders if there is anything else you can do for them, including asking for any prayer requests if time allows. If other assistance is required, assist immediately.

	7) 
	Wish the leaders a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern.



Group registration: Back-office
	Step
	Action

	1) 
	After verifying the details on the OPS-2.1 Group registration form, the CSA submits the form to the customer relationship supervisor or branch manager. 

	2) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.1 Group registration form and returns the approved form to the CSA.

	3) 
	The CSA proceeds to enter the group data into Loan Performer.

	4) 
	Open LPF.

	5) 
	Click on the ‘Clients’ Menu.

	6) 
	Click ‘Groups’.

	7) 
	To enter a new group, begin entering data into the empty fields. 
To modify an existing group, first click on the ‘Search’ button and enter the name of the group to be modified. 

	8) 
	Enter or modify the name of the group in capital letters.

	9) 
	Enter or modify the registration date of the group. 

	10) 
	Enter the eight-character group reference ID. This should consist of the two letter branch code, the number zero, and the current reference ID + 1 digit listed at the top of your screen. Once this reference ID is saved, it may not be modified. 
Example: HO0/0001 or TG0/0002 or PN0/0003

	11) 
	Click on the ‘Address’ tab. 

	12) 
	Enter or modify the address and city for the client (repayment location) as listed on the OPS-2.1 form.

	13) 
	Click on ‘Choose’ and select or modify the geographic region (arrondissement) for the client. 

	14) 
	Click on the ‘Savings Detail’ tab.

	15) 
	Select the first product and then click add. 

	16) 
	Select the second product and then click add.

	17) 
	Select the third product and then click add.

	18) 
	Review the data entry to ensure all data was correctly entered with no errors. 

	19) 
	Click on the ‘Group Members’ tab.

	20) 
	Click on ‘Save’ to save all of the data entered for the group. 

	21) 
	Once the group is created in the system, individual clients may now be added to the group following the Individual client registration: Back-office procedures. 



Individual client registration: Front-office
	Step
	Action

	1) 
	Welcome and greet the prospective client with a smile and ask, “How can I serve you today?”

	2) 

	Ensure that the client registration details are properly entered on the OPS-2.2 Client registration form and review the authenticity of the information provided. Assist the client in filling out the form if needed. 

	3) 
	Review the clients’ form of identification and ensure that the client signs the OPS-2.2 Client registration form. 

	4) 
	Make a photocopy of the client’s form of identification and staple the photocopy the OPS-2.2 Client registration form.

	5) 
	Return the client’s form of identification to their client and thank the client for registering. Inform the client that their CRC will be in contact with them shortly about the status of their registration and provide them with their passbook if approved. 

	6) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If other assistance is required, assist immediately.

	7) 
	Wish the client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern.



Individual client registration: Back-office
	Step
	Action

	1) 
	The CSA looks up the potential customer’s name in the OPS-2.8 Consolidated client list using both the customer name and form of identification reference number (e.g. passport or national ID card number).

	2) 
	Verify that the potential client’s name and/or ID card does not appear in the OPS-2.8 Consolidated client list.

	3) 
	Verify that the potential client’s name and/or ID card does not appear on the consolidated blacklist found in the OPS-2.9 Consolidated client blacklist.

	4) 
	If the potential client’s information exists in the OPS-2.38 Consolidated client list or the OPS-2.9 Consolidated client blacklist, notify the branch manager immediately and do not proceed with the customer registration. 
If the potential client’s information is not in the OPS-2.9 Consolidated client blacklist, proceed with the remaining registration steps.

	5) 
	After verifying the details on the OPS-2.2 Client registration form, the CSA signs and submits the OPS-2.2 form to the customer relationship supervisor or branch manager.

	6) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.2 client registration form and returns the approved form to the CSA.

	7) 
	The CSA proceeds to enter the client data into Loan Performer.

	8) 
	Open LPF.

	9) 
	Click on the ‘Clients’ Menu.

	10) 
	Click ‘Groups’.

	11) 
	Click ‘Search’.

	12) 
	Search for the name or ID of the group indicated on the OPS-2.2 form and click ‘Choose’. 

	13) 
	Click ‘Group membership’ tab. 

	14) 
	To add a new group member, begin entering data directly into the empty fields. 
To modify an existing record, choose the member’s name from the list of names below and click ‘Update’.
NOTE: An existing client’s name or personal details should NEVER be overwritten or replaced by a new client. Always create a new client record. Historical client data should be preserved in the system. 

	15) 
	Enter or modify the client’s name, home address (separated by commas), telephone number, registration date, sex, birthdate, number of people in the household, the number of children, marriage status, category 1, category 2, education level, and housing situation all directly from the OPS-2.2 form.

	16) 
	Review the data entry to ensure all data was correctly entered with no errors.

	17) 
	Click ‘Add’ to add the group member’s details to the group. 

	18) 
	Click on the new group member’s name in the list.

	19) 
	Click on the ‘Identification’ tab.

	20) 
	Click the ‘Documents’ button.  

	21) 
	Select the form of identity card that was photocopied. 

	22) 
	Enter the delivery and expiration dates.

	23) 
	Enter the number of the identity card. 

	24) 
	Type the organization who delivered the ID, as follows: 
National citizenship card : Government
Driver’s license : Department of transportation
Passeport : Immigration (pour des Nationaux)
Passeport : Ambassade du pays originaire (pour les étrangers)
Carte Consulaire : Ambassade du pays originaire
Carte de Résidence : Émigration

	25) 
	Verify the priority of the form of ID is “0”, which means the ID will be considered in the system.

	26) 
	Click ‘Update’ to save the ID. 

	27) 
	If a client is using multiple forms of identification, click ‘Add’ and repeat steps 20 through 25 to add other forms of ID and give them a priority of “1” or “2”.

	28) 
	After all IDs have been updated, click ‘Return’. 

	29) 
	Click ‘Save’ to save all of your work!



9.3. [bookmark: _Toc479088261]Client Passbook
HOPE shall issue a passbook (OPS-5.5) to clients when they have opened an account. The passbook shall be the property of the client. Clients are encouraged at all times to be in possession of their individual passbooks. A client shall possess only one passbook at a time. Each client’s passbook shall bear the client passport photograph that will be stamped using an official HOPE stamp. 
1. The first passbook is given to each group member free of charge.
2. Whenever a passbook is full, the balance thereon shall be transferred to a new passbook which shall be given the same number as the old one. Other personal details shall also be transferred. The retired passbook will be kept and archived at HOPE. There is no charge for a new passbook that is replacing a completed and retired passbook.
3. All new passbooks shall be requested from the administration department by the branch manager every time there is need.
Client passbook: Back-office
	Step
	Action

	1) 
	Once the OPS-2.2 Client registration form has been approved and the client registration process has been completed in Loan Performer, the client passbook may be prepared by the client relationship officer (CRO). 
Note: If the client is replacing an old passbook, the old passbook can be used to transfer data into the new passbook without an OPS-2.2 form. However, if the passbook has been lost, a new OPS-2.2 form must be filled out to re-verify the client’s identify. 

	2) 
	Clearly write the client’s name on the front of the passbook.

	3) 
	Staple one passport sized photo on the first page.  

	4) 
	Fill in the complete details of the client on the first page, based on the information on the approved OPS-2.2 Client registration form. 
Client Name
ID number in LPF
Group Name
Membership date
Address
Telephone number

	5) 
	Once the passbook has been completed, submit the passbook to the customer service agent (CSA).

	6) 
	CSA reviews the passbook and verifies the information matches the information on the approved OPS-2.2 client registration form. 

	7) 
	CSA places the stamp over the client photo and returns the passbook and form back to the CRO. 

	8) 
	CRO informs the client and/or group that registration has been approved and that they may stop by the office to pick up their new passbook. 


                                                                                              

Client passbook: Front-office
	Step
	Action

	1) 
	CRO informs the client and/or group that registration has been approved and that they may stop by the office to pick up their new passbook. 
The passbook may also be delivered to the client in the field by the CRO. 

	2) 
	Welcome and greet the client with a smile and ask, “How can I serve you today?”

	3) 
	Using the client’s passbook, explain the details of the passbook to the client, including how both loan and savings transactions will be entered in the passbook.

	4) 
	Show the client the customer service hotline phone number on the first page and inform the client that they can call this number for any additional assistance. 

	5) 
	Hand the passbook to the client and remind them that this is their property to safeguard and keep.  

	6) 
	Welcome the client to HOPE family and thank them for registering! 



9.4. [bookmark: _Toc461472684][bookmark: _Toc479088262]Amending client contact details
After a client or a group has been registered, he/she may wish to amend various details relating to their contacts such as address, signatures, photos etc. In such cases the customer or group should complete the OPS-2.1 or OPS-2.2 forms indicating any modifications and signing the new form.  All customer instructions must be verified by the CSA and approved by the SRC or branch manager before being entered in LPF using the same procedures as cited in section 9.2. 
9.5. [bookmark: _Toc461472685][bookmark: _Toc479088263]Editing group membership
Group members may request to change groups or branches due to a change of address or graduation to a different product. It is important to always respect the self-selection principles of group lending and to not impose new members in group without first taking the time to get to know one another. Therefore, transfers into and out of groups or between branches should be minimized in order to encourage groups to stay together and build solidarity. 
NOTE: For clients desiring to switch branches, the client must first complete the account closure process outlined in section 9.7 to de-activate their account at their current branch prior to opening a new account at a new branch. The standard account opening process remains the same for transferred clients and the transfer form must be used to authorize the transfer of clients between branches. 
Transfer a group member: Front-office
	Step
	Action

	1) 
	Welcome and greet the prospective client with a smile and ask, “How can I serve you today?”

	2) 

	As the question: Would you like to change your group or to change branches?  

	3) 
	If it is related to modifying the group membership within the same branch, ask the client to see the CRO for a transfer request form. 

	4) 
	If it is related to modifying the membership or a transfer from one branch to another, explain to the client that they must first close the account at the first branch prior to opening an account at the second branch. 

	5) 
	Ask the client if they are able to go to the first branch to close their account. 

	6) 
	If yes, ask the client to go to the first branch to close their account as outlined in section 9.7 of the manual. 

	7) 
	If no, ask the client if there is someone who can help them to close on their behalf. 

	8) 
	If there is someone, ask the client to fill out the form OPS-2.10 l’Autorisation de Résiliation de Compte (Procuration). 

	9) 
	Review the procuration to ensure that it has been correctly filled out. 

	10) 
	Thank the client and reassure them that their new CRO will call them and follow up shortly for the next steps. 

	11) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If other assistance is required, assist immediately.

	12) 
	Wish the client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern.



Transfer a group member to another group within the same branch: Back-office
	Step
	Action

	1) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.3 Client transfer form and returns the approved form to the CSA.

	2) 
	The CSA proceeds to transfer the client into Loan Performer.

	3) 
	Open LPF.

	4) 
	Click on the ‘Clients’ Menu.

	5) 
	Click ‘Transfer one group member to another group’.

	6) 
	Click ‘Choose’.

	7) 
	Search for the name of the group and name of the client based upon the information indicated on the OPS-2.3 Client transfer form and click ‘Choose’. 

	8) 
	Select the new destination group in the ‘Group name’ field. 

	9) 
	Enter the effective date of the transfer, which is the date of the transfer approval listed on the OPS-2.3 Client transfer form. 

	10) 
	Review the data entry to ensure all data was correctly entered with no errors.

	11) 
	Click ‘Transfer’. 

	12) 
	Click on any window to confirm the transfer was successful. 
NOTE: Transfers of clients with an outstanding loan balance will result in an error message. All loans must be fully repaid prior to attempting a transfer in the system. 

	13) 
	Click ‘Close’. 


Transfer a member from one branch to another branch: Back-office
	Step
	Action

	1) 
	If the client has come in person to close their account, no proxy is required. 

	2) 
	Skip to step 6.

	3) 
	If there is a proxy, the CSA requests the form OPS-2.10 l’Autorisation de Résiliation de Compte (Procuration) and scans it.

	4) 
	The CSA of the second branch sends the proxy via email to the CSA of the first branch, who prints and signs confirmation of receipt.

	5) 
	The CSA of the first branch calls the representative designated in the proxy. 

	6) 
	The CSA of the first branch prepares the OPS-2.3 Client transfer form with the OPS-2.4 Account closure form.

	7) 
	Follow the procedures for account closure as outlined in section 9.7 of the branch operations manual.

	8) 
	The first branch keeps the original of the OPS-2.4 Account closure form and sends a scanned copy of the account closure form as proof of closure along with the original of the OPS-2.3 Client transfer form to the second branch. 

	9) 
	The second branch receives the original of the OPS-2.3 Client transfer form and countersigns the scanned copy confirming reception from the first branch and resends the signed file (scanned) to the CSA of the first branch.

	10) 
	The CSA of the second branch calls the CRO to contact the client who wishes to continue with HOPE.

	11) 
	Follow the standard procedures for registration of a new client. 



Delete client
No group members should be deleted from the system. Please contact the MIS department for assistance. 

9.6. [bookmark: _Toc479088264]Group leadership and group signatories
Groups may wish to change their current leaders who act as signatories on their group fund accounts at HOPE. These changes must be communicated officially in the general assembly minutes that shall be signed by all group leaders and all members must endorse the addition of a new signatory and/or replacement of an old signatory to the account. This procedure shall be through a group meeting minute co-signed by the CRO. On receipt of such communication along with the updated OPS-2.1 form, the CSA will then perform the duties of adding the new signatory or replacing a retiring one in LPF according to the communication. 
Add or modify a group leader or a group leader signatory: Front-office
The front-office procedures for this process are the same as the Group Registration: front office procedures.

Add or modify a group leader or a group leader signatory: Back-office
	Step
	Action

	1) 
	After verifying the details on the OPS-2.1 Group registration form, the CSA submits the form to the customer relationship supervisor or branch manager. 

	2) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.1 Group registration form and returns the approved form to the CSA.

	3) 
	The CSA proceeds to enter the group data into Loan Performer.

	4) 
	Open LPF.

	5) 
	Click on the ‘Clients’ Menu.

	6) 
	Click ‘Groups’.

	7) 
	Click on the ‘Retrieve’ button and enter the name of the group to be modified in the ‘Search on Name’ field. 

	8) 
	Click on the group name from the list to highlight the group and click ‘Pick’. 

	9) 
	In the ‘Board Members’ section, choose the group leaders’ names in the drop-down list to match the name and function listed on the OPS-2.1 Group registration form. Note that the client’s information must already have been entered in the system to assign them as a board member. 

	10) 
	Tick the box next to “May Sign” for group leaders who have been authorized as signatories of the mutual fund on the OPS-2.1 Group registration form.

	11) 
	Review the data entry to ensure all data was correctly entered with no errors.

	12) 
	Click ‘Save’. 



To remove a group leader or a group leader signatory
	Step
	Action

	1) 
	Follow the same steps as above from 1-8.

	2) 
	Un-tick the “May sign “box or replace the name of the old signatory as listed on the OPS-2.1 Group registration form. If the leader has not been replaced with a new leader, leave the field blank. 

	3) 
	Review the data entry to ensure all data was correctly entered with no errors.

	4) 
	Click ‘Save’. 


9.7. [bookmark: _Toc479088218][bookmark: _Toc479088265][bookmark: _Toc461472686][bookmark: _Toc479088266]Account dormancy and account closure
A dormant account can broadly be defined as an account where there has been no withdrawal or deposit transactions or other contact with the account holder for a set period of time.
The HOPE dormant account policy classifies a savings account as dormant if there have been no *operations in the last 12 months (one year).
*Operations in this case include normal transactions like deposits or withdrawals but excludes system generated entries such as maintenance fees, ledger fees, and interest.
Additionally, for various reasons groups and clients may wish to close their accounts with HOPE. In order to facilitate this process, any group or individual desiring to close their account must fill out the OPS-2.4 Account closure form and submit it to the customer service agent for processing. It is important that the reasons for exit also be filled it. 
Account closure or client exit: Front-office
	Step
	Action

	1) 
	Welcome and greet the client with a smile and ask “How can I serve you today?”

	2) 

	Ensure that the account closure details are properly entered on the OPS-2.4 Account closure form and review the authenticity of the information provided. Assist the client in filling out the form if needed. 

	3) 
	Ensure that the client signs the OPS-2.4 Account closure form. 

	4) 
	Thank the client for filling out the form. If the client is seeking to withdrawal their funds immediately, please ask the client to wait patiently for a few minutes for the account closure approval (see back office procedures, steps 1&2). 

	5) 
	Once the form is approved, inform the client that they can proceed to the teller’s window to withdrawal their funds and close their account. 

	6) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If other assistance is required, assist immediately.

	7) 
	Wish the client a good day and thank them for being a customer at HOPE.




Account closure: Back-office
	Step
	Action

	1) 
	After verifying the details on the OPS-2.4 Account closure form, the CSA submits the form to the customer relationship supervisor or branch manager.

	2) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.4 Account closure form and returns the approved form to the CSA.

	3) 
	NOTE: It is important the client first executes their withdrawal to bring their account balance to zero prior to executing this procedure. Once the client’s account is closed, no additional transactions will be possible on the account.

	4) 
	The CSA proceeds to enter the data into Loan Performer.

	5) 
	Open LPF. 

	6) 
	Click on the ‘Savings’ Menu.

	7) 
	Click ‘Close Savings Accounts’.

	8) 
	Click on the ‘Choose’ button and enter the name of the group to be modified in the ‘Search on Name’ field. 

	9) 
	Click on the group name from the list to highlight the group and click ‘Pick’.

	10) 
	Click the ‘Next’ button.  

	11) 
	Choose the savings product that is going to be closed in the ‘Product’ menu as listed on the OPS-2.4 Account closure form.

	12) 
	Verify the ‘Account closed on’ date, typically today’s date.

	13) 
	Verify the amount of the ‘Account closing Charge’ field as per policy. 

	14) 
	In the ‘Reason’ field, type in the detailed reason for closure as listed on the OPS-2.4 Account closure form.

	15) 
	Review the data entry to ensure all data was correctly entered with no errors.

	16) 
	Click the ‘Save’ button to save the record.



Client exit (closure of all accounts): Back-office
	Step
	Action

	1) 
	After verifying the details on the OPS-2.4 Account closure form, the CSA submits the form to the customer relationship supervisor or branch manager.

	2) 
	The customer relationship supervisor or branch manager approves and signs the OPS-2.4 Account closure form and returns the approved form to the CSA.

	3) 
	NOTE: It is important the client first executes their withdrawal to bring their account balance to zero prior to executing this procedure. Once the client’s account is closed, no additional transactions will be possible on the account. 

	4) 
	The CSA proceeds to enter the data into Loan Performer.

	5) 
	Open LPF.  

	6) 
	Click on the ‘Clients’ Menu.

	7) 
	Click ‘Groups’.

	8) 
	Click on the ‘Retrieve’ button and enter the name of the group of the client to be modified in the ‘Search on Name’ field. 

	9) 
	Click on the group name from the list to highlight the group and click ‘Pick’.

	10) 
	Click ‘Group membership’ button.  

	11) 
	Under Membership, choose the name of the client wishing to end the membership from the members list below.

	12) 
	Enter ‘End of Membership’ date as listed on the OPS-2.4 Account closure form.

	13) 
	Go to ‘Exit Category’ field and choose exit category from the dropdown menu as listed on the OPS-2.4 Account closure form.

	14) 
	In the ‘Reason’ field, type in the detailed reason as listed on the OPS-2.4 Account closure form.

	15) 
	Review the data entry to ensure all data was correctly entered with no errors.

	16) 
	Click the ‘UPDATE’ Button to save the record, then click ‘Return’.



Account reactivation
Closed savings accounts and exited clients may be reactivated in the system. Please contact the MIS department for assistance.
[bookmark: _Toc461472687][bookmark: _Toc479088267]PART II – TELLER OPERATIONS
10. [bookmark: _Toc454545670][bookmark: _Toc461472688][bookmark: _Toc479088268]TELLER PROCEDURES
10.1. [bookmark: _Toc454545671][bookmark: _Toc461472689][bookmark: _Toc479088269]Cash in
HOPE accepts cash deposits both at the office and in the field during loan repayment meetings. All cash deposits made by a client must be entered in LPF using the information provided by the client on the original deposit voucher. A signed LPF receipt must be provided to the client by the teller (or head teller) who is the only authorized branch staff member to handle cash.
Branch cash deposits
	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Client provides teller with the OPS-3.1 Savings Deposit Slip, passbook, and cash to deposit.

	3) 
	Verify the OPS-3.1 Savings Deposit Slip is filled out accurately and completely. 

	4) 
	Ensure that if another person is depositing on behalf of the account holder that the person depositing has his/her name on the slip as well as the name of the account holder. 
A photocopy of the depositor’s ID is required for any deposits over 150 USD. 

	5) 
	Count cash using a bill counter / false bill detector and check if it matches total on the OPS-3.1 Savings Deposit Slip. If a false bill is detected, the bill should NOT be returned to the client. 

	6) 
	Should no issues be found during the check process, open the customer’s account in Loan Performer.

	7) 
	Open LPF. 

	8) 
	Click on the ‘Savings’ menu.

	9) 
	Click on ‘Deposits’.

	10) 
	Click on ‘Choose’.

	11) 
	Enter the name of the group in the ‘Search on Name’ field. Click on the name of the group associated with this transaction, and select ‘Pick’.

	12) 
	Upon returning to the ‘Transaction Information’ window, click on ‘Next’.

	13) 
	Select the type of savings product from the ‘Product’ menu as per the product selected on OPS-3.1 Savings Deposit Slip.

	14) 
	Verify the date and time of the current transaction.

	15) 
	Enter the total amount on the OPS-3.1 Savings Deposit Slip received from the client in the ‘Amount’ field.

	16) 
	Enter description of the transaction in the ‘Description’ field.

	17) 
	If the deposit is for the ‘Caisse Mutuelle’, skip to step 25.

	18) 
	If the deposit is for a group member, Click on the ‘Group Member Information’ tab.

	19) 
	Select the client name from the list.

	20) 
	Enter the amount of the deposit from the OPS-3.1 Savings Deposit Slip.

	21) 
	Click on ‘Add’ to save the group member’s deposit information.

	22) 
	Repeat steps 19-21 for each group member deposit, if there are multiple deposits. 

	23) 
	Review the data entry to ensure all data was correctly entered with no errors.

	24) 
	Click on ‘Transaction Information’ to return to the main menu.

	25) 
	Review the data entry to ensure all data was correctly entered with no errors.

	26) 
	If the amount of the deposit exceeds 1,500 USD, notify the relevant supervisor to authorize the transaction. 

	27) 
	Click ‘Save’ to finalize the transaction.

	28) 
	Print the LPF deposit receipts.

	29) 
	Sign and stamp the OPS-3.1 Savings Deposit Slip and the LPF printed deposit receipts. Provide copies of the LPF printed receipt for the client to counter sign, verifying the amount of funds received.

	30) 
	Staple together one copy of the savings deposit slip with one copy of the LPF deposit receipt.

	31) 
	Update the client’s passbook with the savings deposit and sign.

	32) 
	Give one copy of the LPF receipt and the updated passbook to the client.

	33) 
	Place the second copy of the LPF deposit receipt along with the OPS-3.1 Savings Deposit Slip in folder for the day close procedure. 

	34) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately. 

	35) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	36) 
	If no other transactions for this client are required in LPF, click ‘No’ when prompted to make another deposit or withdrawal for the same client. 



Loan application fees
	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Client provides teller with the OPS-4.5 Final list of members and cash for the loan application fees. 

	3) 
	Verify the OPS-4.5 Final list of members is filled out accurately and completely. 

	4) 
	Should no issues be found during the check process, request the money for the loan application fees.

	5) 
	Open LPF. 

	6) 
	Click on the ‘Loans’ menu.

	7) 
	Click on ‘Loan application fees’.

	8) 
	Click on ‘Choose’.

	9) 
	Enter the name of the group in the ‘Search on Name’ field. Click on the name of the group associated with this transaction, and select ‘Pick’.

	10) 
	Upon returning to the ‘Which loan number?’ window, click on ‘Next’.

	11) 
	Verify the date and time of the current transaction.

	12) 
	Verify the total amount the loan application fee.

	13) 
	Verify that ‘cash’ is selected as the method of payment. If a transfer from savings, click ‘Savings Transfer’. 

	14) 
	Review the data entry to ensure all data was correctly entered with no errors.

	15) 
	Click ‘Save’ to finalize the transaction.

	16) 
	Review any pop-up messages and click ‘Yes’ if you wish to continue. 

	17) 
	Click a key to continue to the next window. 

	18) 
	Print the LPF application fee receipts.

	19) 
	Sign and stamp the OPS-4.5 Final list of members and the LPF printed loan application fee receipts. Provide copies of the LPF printed receipt for the client to counter sign, verifying the amount of the fee paid.

	20) 
	Staple together one copy of the OPS-4.5 Final list of members with one copy of the LPF deposit receipt.

	21) 
	Give one copy of the LPF receipt to the client.

	22) 
	Place the second copy of the LPF deposit receipt along with the OPS-4.5 Final list of members in folder for the day close procedure. 

	23) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately. 

	24) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	25) 
	If no other transactions for this client are required in LPF, click the exit button (door icon) to close the procedure in LPF. 



Loan repayments and field deposits
	Step
	Procedure

	1) 
	Greet group member(s) with a smile. Ask “How can I serve you today?”

	2) 
	Receive & inspect locked bag for any tampering.

	3) 
	Open locked bag.

	4) 
	Check OPS-6.4 LPF Repayment Sheet for tampering or evidence of unauthorized changes.

	5) 
	Double check math on the repayment sheet. 

	6) 
	Count cash using a bill counter (if available) & false bill detector, in the presence of the leadership of the group. Classify bills according to their denomination, and check if it matches total on the LPF repayment sheet. If a false bill is detected, the leadership of the group is responsible to replace that bill.

	7) 
	If any issues arise in steps above, please consult your supervisor.

	8) 
	Should no issues be found during the check process, proceed to enter transactions into LPF.

	9) 
	If there are any loan repayments made via transfer, begin first with these transactions as detailed in section 10.4 “SAVINGS TRANSFER FOR LOAN REPAYMENT”.

	10) 
	Open LPF. 

	11) 
	Click on the ‘Loans’ menu.

	12) 
	Click on ‘Group Members Repayment’.

	13) 
	Click on ‘Choose’.

	14) 
	Enter the name of the group in the ‘Search on Name’ field. Click on the name of the group associated with this transaction and select ‘Pick’.

	15) 
	Upon returning to the ‘Group Members Repayments’ window, click on ‘Look’.

	16) 
	Verify the date and time of the current transaction.

	17) 
	Click the ‘Calculate’ button if needed. 

	18) 
	Verify that the ‘Transaction Type’ is ‘Cash Transaction’.

	19) 
	Verify the correct selection for ‘Savings Product 1’ and ‘Savings Product 2’.

	20) 
	Verify the correct loan numbers for ‘From Loan No.’ and ‘To Loan No.’. 
Note: This item may be left blank if only one loan is outstanding. 

	21) 
	Enter the amount of loan repayment and savings deposit of each member exactly as it is written on the OPS-6.4 LPF Repayment Sheet.

	22) 
	Review the data entry to ensure all data was correctly entered with no errors.

	23) 
	Click ‘Save’ to finalize the transaction.

	24) 
	To execute the transaction, click ‘Yes’ when prompted ‘Are you sure you want to post group members repayments’?

	25) 
	Print the deposit receipt from LPF for the entire group’s loan repayments and savings deposits. 

	26) 
	Sign and stamp receipts and provide all copies for the group leadership to counter sign the receipt verifying the amount of funds received.

	27) 
	Keep one copy of the deposit receipt and give one copy to the group leadership.  

	28) 
	Place the second copy of the deposit receipt as well as the original (and only) copy of the LPF repayment sheet in folder for the day end close procedures.

	29) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	30) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	NOTE
	The responsibility for cash lies with the leadership of the group until the teller has completed the deposit receipt. After the payment in the office, cash is the responsibility of the teller until s/he deposits the amount in the safe at the end of the day. 



Sale of a client passbook: Front office (teller) 
	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Client informs the teller that he/she needs to purchase a new passbook.  

	3) 
	Confirm with the client the fee for a new passbook is 1.50 USD. 

	4) 
	Open LPF. 

	5) 
	Click on the ‘Cash’ menu.

	6) 
	Click on ‘Cash entries’.

	7) 
	Enter the date and time of the current transaction.

	8) 
	Enter the amount of the passbook fee.

	9) 
	Enter the ‘Description’ as ‘Purchase of passbook *name of client*. 

	10) 
	Verify the ‘Branch code’ for your branch, modify if necessary.

	11) 
	Verify the ‘Cost centre’ for your branch, modify if necessary. 

	12) 
	Verify the ‘Product’ is ‘General’, modify if necessary. 

	13) 
	Verify the ‘Donor’.

	14) 
	Verify the ‘Cash Item ID’ as ‘Controle Caisse’. 

	15) 
	Review the data entry to ensure all data was correctly entered with no errors.

	16) 
	Click ‘Save’ to finalize the transaction.

	17) 
	Print the LPF passbook fee receipts.

	18) 
	Sign and stamp the LPF printed passbook fee receipts. Provide copies of the LPF printed receipt for the client to counter sign, verifying the amount of the fee paid.

	19) 
	Keep one copy of the LPF deposit receipt.

	20) 
	Give one copy of the LPF receipt to the client along with a blank passbook. 

	21) 
	Place the copy in folder for the day close procedure. 

	22) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately. 

	23) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 


[bookmark: _Toc461472690]
10.2. [bookmark: _Toc479088270]Cash out
[bookmark: _Toc328577579][bookmark: _Toc454545672]CASH WITHDRAWAL
Client Requirements for making a savings withdrawal:
The client (s) must present the following to make their savings withdrawals;
a) The same form of identification used to register with HOPE (National citizen card, driver’s license, or passport). 
b) Passbook
c) A fully completed and signed OPS-3.2 Savings withdrawal slip.

	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Client provides teller with OPS-3.2 Savings withdrawal slip, passbook, and valid form of ID.

	3) 
	Verify the OPS-3.2 Savings withdrawal slip is filled out accurately and completely. 

	4) 
	Verify that the client name on the OPS-3.2 Savings withdrawal slip matches the name on the ID provided and that the photo matches the face of the individual in front of you. 
If client’s ID card is different from that in LPF, the client should be politely told to retrieve the original ID that was brought at registration in order to be served.

	5) 
	Verify that the photo (with stamp) in the passbook matches the face of the individual in front of you.

	6) 
	If any verifications fail, kindly tell the client that the transaction may not be 
executed today and refer them to the customer service agent for further assistance.

	7) 
	Should no issues be found during the check process, open the customer’s account in Loan Performer.

	8) 
	Click on the ‘Savings’ menu.

	9) 
	Click on ‘Withdrawal’.

	10) 
	Click on ‘Choose’.

	11) 
	Enter the name of the group in the ‘Search on Name’ field. Click on the name of the group associated with this transaction, and select ‘Pick’.

	12) 
	Upon returning to the ‘Transaction Information’ window, click on ‘Next’.

	13) 
	Select the type of savings product from the ‘Product’ menu as per the product selected on OPS-3.2 Savings withdrawal slip.

	14) 
	Verify the date and time of the current transaction.

	15) 
	Enter the total amount on the OPS-3.2 Savings withdrawal slip received from the client in the ‘Amount’ field.

	16) 
	Enter description of the transaction in the ‘Description’ field.

	17) 
	If the withdrawal is for the ‘Caisse Mutuelle’, skip to step 26.

	18) 
	If the withdrawal is for a group member, Click on the ‘Group Member Information’ tab.

	19) 
	Verify that the client name on the documents provided (OPS-3.2, photo ID, and passbook) matches the client name and ID in the system. 

	20) 
	Select the client name from the list.

	21) 
	Enter the amount of the withdrawal from the OPS-3.2 Savings withdrawal slip.

	22) 
	Click on ‘Add’ to save the group member’s withdrawal information.

	23) 
	Repeat steps 18-22 for each group member withdrawal, if there are multiple withdrawals. 

	24) 
	Review the data entry to ensure all data was correctly entered with no errors.

	25) 
	Click on ‘Transaction Information’ to return to the main menu.

	26) 
	For withdrawals of the ‘Caisse Mutuelle’, click on the ‘General Account Information’ tab. 

	27) 
	Verify that the client names on the documents provided (OPS-3.2, photo ID, and passbook) matches the client names and IDs in the system and that the group leaders are authorized to sign. “May Sign:” must be listed as ‘Yes’. 
If client’s ID card is different from that in LPF, the client should be politely told to retrieve the original ID that was brought at registration in order to be served.

	28) 
	Review the data entry to ensure all data was correctly entered with no errors.

	29) 
	If the amount of the withdrawal exceeds 325 USD, notify the relevant supervisor to authorize the transaction.

	30) 
	Click ‘Save’ to finalize the transaction.

	31) 
	Sign and stamp the OPS-3.2 Savings withdrawal slip.

	32) 
	Print the LPF Withdrawal Receipts, sign, and stamp. 

	33) 
	Count cash in the client's view and hand to client along with LPF withdrawal receipts to sign.

	34) 
	Have client sign both copies and allow client to confirm cash received.

	35) 
	While client is confirming cash received, update the client’s passbook with the savings withdrawal and sign. 

	36) 
	Give one copy of the LPF withdrawal receipt to the client along with their completed passbook.

	37) 
	Place the second copy of the LPF withdrawal receipt along with the original withdrawal slip in folder for the day end close procedures. 

	38) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	39) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	Note
	Voluntary savings withdrawals are done by the client (account owner) only, except in cases of death of a client. Both a valid form of identification and the client passbook must be present for this transaction. As an additional control, tellers will be limited to a predefined cash withdrawal limit in Loan Performer. Withdrawal amounts over and above this amount will require a supervisor to enter his or her password in the system in order to authorize the transaction.



[bookmark: _Toc388889317][bookmark: _Toc390257761][bookmark: _Toc454545673]Withdrawal of Savings in Case of Client Death
In case an active client dies when he/she had funds on her voluntary and compulsory savings accounts the next of kin/beneficiary, as specified on the OPS-2.2 Client registration form shall be authorized to withdrawal these funds on the following conditions;
· Provide a valid Identification with clear names and relationship with the deceased.
· A copy of the death certificate.
· In case the deceased was a group member with any loan balance, the claimant must present an authorization letter from the group leadership.
· The deceased’s passbook must be brought to confirm the balances and after withdraw of the funds. 
· After the transaction is completed, the passbook should be kept at HOPE.


10.3. [bookmark: _Toc461472691][bookmark: _Toc479088271]Credit disbursement

Loan disbursement preparation: Back-office 
	Step
	Action

	1) 
	The teller is responsible for preparing the loan disbursement paperwork in LPF. 

	2) 
	Once logged into LPF, navigate to the ‘Loans’ menu.

	3) 
	Click on ‘Disbursement’.

	4) 
	Click on ‘Choose’.

	5) 
	Find the name of the group to be disbursed, highlight it, and select ‘Pick’.

	6) 
	Upon returning to the ‘Which loan number?’ window, click on ‘Next’.

	7) 
	Verify the amount, date, time, and source of funds for the disbursement as listed on the OPS-4.2 Group loan application form, ensuring that the form has been properly approved by the appropriate credit authority. 

	8) 
	Click on ‘Save’ to disburse the loan and navigate to the next menu. 
NOTE: This disburses the loan in the system! 

	9) 
	Print one copy of the disbursement receipt and close the window.

	10) 
	Choose ‘Recalculate due dates based on the date of disbursement’ and click ‘OK’.

	11) 
	Review and print the group loan repayment schedule.

	12) 
	Review and print the LPF disbursement confirmation sheet.

	13) 
	Review and print the group member loan repayment schedules.

	14) 
	Choose ‘No’ when asked ‘Do you want to print a contract for the whole group?’.

	15) 
	Choose ‘Yes’ when asked ‘Do you want to print a contract for each member?’.

	16) 
	Review and print loan contracts on the opposite side of the group member loan repayment schedules.



Loan disbursement: Front-office, after the disbursement meeting
	Step
	Action

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Client provides teller with two (2) copies of the OPS-5.3 loan contract, passbook, and valid form of ID.

	3) 
	Verify the OPS-5.3 loan contract is filled out accurately and completely.

	4) 
	Verify that the client name on the OPS-5.3 loan contract matches the name on the ID provided and that the photo matches the face of the individual in front of you. 
If client’s ID card is different from that in LPF, the client should be politely told to retrieve the original ID that was brought at registration in order to be served.

	5) 
	Verify that the photo (with stamp) in the passbook matches the face of the individual in front of you.

	6) 
	If any verifications fail, kindly tell the client that the transaction may not be 
executed today and refer them to the customer relationship officer for further assistance.

	7) 
	Teller checks the client name and verifies the loan amount for the client on OPS-5.4 LPF disbursement confirmation sheet.

	8) 
	Teller counts the loan amount cash in full view of the client, using a bill counter as needed. 

	9) 
	Client counts and confirms their loan amount cash and signs the OPS-5.4 LPF disbursement confirmation sheet. A teller may receive a maximum of three (3) clients at the same time.

	10) 
	While client is confirming cash received, review the client’s passbook to ensure it has been properly updated. Modify if necessary.  

	11) 
	Return to the client their form of ID, their passbook, and their contract with repayment schedule on the back.

	12) 
	Keep the signed contract without the repayment schedule on the back.

	13) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	14) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly.

	15) 
	Call the next client from the group and repeat steps 1-14 as necessary. 

	16) 
	After all group members have been served, call the group leaders to the teller window. 

	17) 
	Give the printed, signed, and stamped LPF disbursement receipt to the group leaders to sign.

	18) 
	Give one copy of the LPF disbursement receipt to the group leaders.

	19) 
	Place the second copy of the LPF disbursement receipt stapled to the OPS-5.4 LPF disbursement confirmation sheet in folder for the day end close procedures. 

	20) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	21) 
	The teller returns all contracts without repayment schedule on the back to the CRO.



10.4. [bookmark: _Toc461472692][bookmark: _Toc479088272]Internal transfers
Savings transfer for loan repayment
	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Check OPS-3.4 Loan payment slip for tampering or evidence of unauthorized changes.

	3) 
	Verify that the ID provided matches the client ID in the system and that the photo matches the face of the individual in front of you.

	4) 
	Verify that the photo in the passbook matches the face of the individual in front of you.
NOTE: Savings transfers for loan repayments may be filled out in the field by clients to facilitate the ease of payment for their loan. However, in place of a visual identification of the client and photo ID, the teller must validate:
· The signature of the client and ensure that it conforms with the signature of the account owner on the OPS-4.1 Individual loan application form (with assistance from the CSA or CRS).  
· That the CRO has correctly signed the OPS-3.4 Loan payment slip in the field.

	5) 
	Double check math on the OPS-3.4 Loan Payment Slip.

	6) 
	If any issues arise in steps 1-5, please consult your supervisor.

	7) 
	Should no issues be found during the check process, proceed to enter transactions into LPF. 

	8) 
	Once logged into LPF, navigate to the ‘Savings’ menu

	9) 
	Click on ‘Withdrawal’

	10) 
	Click on ‘Choose’

	11) 
	Enter the name of the group in the ‘Search by name’ field. Click on the name of the group associated with this transaction and select ‘Pick’

	12) 
	Upon returning to the ‘Transaction Information’ window, click on ‘Next’

	13) 
	Choose the type of savings product from the field ‘Product’ to transfer from, as noted on the OPS-3.4 Loan Payment Slip.

	14) 
	Choose today as the date and time of the current transaction.

	15) 
	Enter the total amount on the OPS-3.4 Loan Payment Slip received from the client into the ‘Amount’ field.

	16) 
	Enter the description of the transaction in the field ‘Description’. 

	17) 
	If the withdrawal is for the ‘Caisse Mutuelle’, skip to step 26.

	18) 
	If the withdrawal is for a member of the group, click on the tab “Group Member Information”.

	19) 
	Verify the name and ID of the group member on the OPS-3.4 Loan Payment Slip in the system.

	20) 
	Select the name of the client in the list.

	21) 
	Enter the amount of the withdrawal on the OPS-3.4 Loan Payment Slip in the ‘Amount’ field. 

	22) 
	Click ‘Add’ to update the withdrawal information of the group member. 

	23) 
	Repeat steps 18-22 for each group member withdrawal as needed until the group is complete.

	24) 
	Verify all other data entered for the transaction to ensure that all data was correctly entered with no errors.

	25) 
	Click on the ‘Transaction Information’ tab to return to the main menu. 

	26) 
	For withdrawals of the ‘Caisse Mutuelle’, click on the tab ‘General Account Information’. 

	27) 
	Verify that the OPS-3.4 Loan Payment Slip shows the name of the beneficiary and the signatures of two (2) leaders / group signatories.

	28) 
	Examine the data entry and ensure that the data has been correctly entered without error. 

	29) 
	Click ‘Save’ to finalize the transaction.

	30) 
	Sign and stamp the OPS-3.4 Loan Payment Slip.

	31) 
	Print, sign, and stamp the LPF withdrawal receipts. 

	32) 
	Afterward, proceed with the group member loan repayment as indicated in section 10.1 of this manual.

	33) 
	Sign and stamp receipts and provide all copies for the group member to counter sign the receipt verifying the amount of funds transferred.

	34) 
	Keep one copy of the transfer receipt, and give one to the group leader.

	35) 
	Place the second copy (along with the LPF repayment sheet) of the in folder for the end of day close procedure.

	36) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	37) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	
	Savings transfers intended for loan repayment follow a similar procedure as regular loan repayments. However, the only difference is that the form used should be the OPS-3.4 Loan Payment Slip.  At the end of this transaction, the OPS-3.4 Loan Payment Slip must be attached to the group repayment sheet or voucher. Note that only the owner of the savings account is authorized to execute this savings transaction. 



Other savings transfers
	Step
	Procedure

	1) 
	Greet group member with a smile. Ask “How can I serve you today?”

	2) 
	Check OPS-3.3 Savings transfer slip for tampering or evidence of unauthorized changes.

	3) 
	Verify that the photo in the passbook system matches the face of the individual in front of you.

	4) 
	Double check math on the OPS-3.3 Savings transfer slip.

	5) 
	If any issues arise in steps 1-4, please consult your supervisor.

	6) 
	Should no issues be found during the check process, proceed to enter transactions into LPF. 

	7) 
	Once logged into LPF, navigate to the ‘Savings’ menu.

	8) 
	Click on ‘Transfer Savings Deposit’.

	9) 
	Check the box ‘Transfer savings to another client?’

	10) 
	Select the type of account (i.e. group, individual or business), the account number, savings product and the membership number of the client sending

	11) 
	Select the type of account (i.e. group, individual or business), the account number, savings product and the membership number of the client receiving

	12) 
	Enter the total amount on the OPS-3.3 Savings transfer slip into the Transfer Amount field

	13) 
	Verify the Transfer Date matches the date on the OPS-3.3 Savings transfer slip.

	14) 
	Enter description of the transaction

	15) 
	Verify all other data entered for the transaction

	16) 
	Click on ‘OK’ to finalize the transaction

	17) 
	Print two copies of the transfer receipt from LPF for the savings transfer.

	18) 
	Sign and stamp receipts and provide all copies for the group member 
to counter sign the receipt verifying the amount of funds transferred.

	19) 
	Keep one copy of the transfer receipt, and give one to the group member.

	20) 
	Place the second copy of the in folder for finance records.

	21) 
	Ask client if there is anything else you can do for them, including asking for any prayer requests if time allows. If another transaction is required, process immediately.

	22) 
	Wish client a good day and remind them that they can place suggestions in the suggestion box, call the customer hotline if there is a concern, or speak to the customer service agent directly. 

	
	These are transactions which take place but do not involve cash moving in and out of the HOPE branch.



Savings regularization: Back-office
	Step
	Procedure

	1) 
	Verify that the form OPS-3.6 Regularization of savings for any evidence of tampering or non-authorized modifications. 

	2) 
	Double check the math on the form OPS-3.6 Regularization of savings.

	3) 
	If any issues arise in steps 1-2, please consult your supervisor.

	4) 
	Should no issues be found during the check process, proceed to enter transactions into LPF.

	5) 
	Once logged into LPF, navigate to the ‘Savings’ menu.

	6) 
	Click on ‘Transfer Savings Deposit’.

	7) 
	Check the box ‘Transfer savings to another client?’

	8) 
	Select the type of account (i.e., group, individual or business), the account number, savings product and the membership number of the client sending.

	9) 
	Select the type of account (i.e., group, individual or business), the account number, savings product and the membership number of the client receiving.

	10) 
	Enter the total amount on the form OPS-3.6 Regularization of savings into the Transfer Amount field.

	11) 
	Verify the Transfer Date matches today’s date.

	12) 
	Enter description of the transaction.

	13) 
	Verify all other data entered for the transaction.

	14) 
	Click on ‘OK’ to finalize the transaction.

	15) 
	Repeat steps 7-14 for the other members of the group.

	16) 
	Close the window after the transaction for the last member. 

	17) 
	Print the group member savings account statement and staple to the OPS-3.6 Regularization of savings form.

	
	These are transactions which take place but do not involve cash moving in and out of the HOPE branch. It relates to the regularization of savings for group members from a mandatory savings account to a savings account or vice-versa, only prior to disbursement. 



11. [bookmark: _Toc454545678][bookmark: _Toc461472693][bookmark: _Toc479088273]SUSPICIOUS TRANSACTIONS
The banking/microfinance system is a prime target of fraudsters, money launderers, terrorists, and drug traffickers. To avoid falling prey to these criminals, HOPE employees must always be alert and carefully scrutinize all customer transactions. In order to assist employees to detect and deal with suspicious transactions, HOPE has put in place the following policies:  
General Monitoring of Transactions
All employees of HOPE must carefully scrutinize and monitor all customer transactions. Customer service agents, tellers, and client relationship officers who regularly interact with customers must familiarize themselves with the nature of their customers’ businesses and account behavior. This will enable them to easily spot any transactions that do not conform to the customer’s normal behavior. All transactions between HOPE and its customers must be properly reviewed by client relationship officers to ensure that they are legal and compliant with all applicable policies and procedures.
Transaction Authorization 
In order to comply with regulatory requirements, there are certain transaction thresholds above which customer transactions must require a supervisor’s authorization. The authorization must always be done in writing but may be either physical (signing the transaction voucher) or electronic (via email or in LPF). These transaction authorization limits must be strictly adhered to at all times. The limits are as follows:
	Transaction
	Amounts (USD)[footnoteRef:3] [3:  Sample criteria.] 

	Authority

	Cash
Withdrawals
	Below or equal to 325
	Teller

	
	Above 325 but below 1,500
	Head Teller

	
	Above 1,500 but below 8,000
	Branch Manager

	
	Above 8,000
	Director of Operations or Managing Director

	Cash 
Deposits
	Up to 325
	Teller

	
	From 325 to 5,000
	Head Teller

	
	From 5,000 to 16,000
	Branch Manager

	
	Above 16,000
	Director of Operations or Managing Director



Reporting of Suspicious transactions
Any member of staff who becomes aware of a suspicious activity or transaction (can be either a client deposit or withdrawal) which indicates possible money laundering, fraud or other related activities, must immediately report the matter to the branch manager or director of operations for further investigation using the report OPS-3.5 Suspicious transactions report.
[bookmark: _Toc461472694][bookmark: _Toc479088274]PART III – CREDIT OPERATIONS
12. [bookmark: _Toc479088275][bookmark: _Toc388889312][bookmark: _Toc390257743][bookmark: _Toc454545680][bookmark: _Toc461472696]GROUP FORMATION
Purpose: See the HOPE Credit Policy Manual for details on the purpose and role of the group. 
Responsibility:  Group members, overseen by client relationship officer.
Time Frame:  Subgroup formation is done in the capacity training and the subgroups continue to function throughout the loan cycle.
Documentation:  None
Procedure:
1. All members will have the opportunity to vote on the acceptance of each subgroup.
The subgroup members will approve each other’s loans and pass their evaluation on to the group leadership and the CRO.
Client relationship officer completes client and business evaluations.
Please refer to the HOPE Client Training Manual for detailed procedures related to client and group trainings. 
13. [bookmark: _Toc479088276]LOAN APPLICATION
Purpose: To evaluate the capacity of current group members to take on future debt.
Responsibility: Group leadership with Client Relationship Officer (CRO).
Time Frame: 4 to 5 weeks prior to the end of the current loan cycle for existing groups.
Documentation
· OPS-4.1 Individual loan application and evaluation form
· OPS-4.2 Group loan application form
· Client passbook with the client passport photograph bearing HOPE official stamp.
· Attendance sheets from past cycles and/or training attendance sheets.
Procedure:
1. Train new members according to the three session capacity training program.
2. Receive a loan application and evaluation form (OPS-4.1, page 1) from each client who requests a loan. 
3. Review each application to confirm it is properly filed and signed by the client.
4. Visit and evaluate the business of each client.
5. Complete loan application and evaluation form (OPS-4.1, page 2).
6. Subgroups vote on continued membership within the subgroup.
a. Vote on continued membership of existing members.
b. Vote on addition of new members.
c. Vote needs to be unanimous and vote can be taken orally or on paper.
7. Group votes on the continued participation of each subgroup.
8. Clients verify and update loan application and evaluation form (OPS-4.1, page 1) and group loan application form (OPS-4.2) as needed.
9. At the end of the cycle review each application with the attendance and repayment record with the group leadership to confirm each client is within policy according to the operations manual for a new loan and the new loan size. 
10. Review and analyze the mutual fund report in LPF.
11. Review and analyze the group compulsory and voluntary savings reports in LPF. Confirm from LPF that compulsory savings are adequate for each client.
a. BACO Groups: 10%
b. Solidarity Group: 10%
12. Review and complete all documentation and complete the OPS-4.4 Loan file checklist.
13. The CRC submits the updated LPF, loan application and evaluation form (OPS-4.1) and group loan application form (OPS-4.2) to the customer relationship supervisor to begin the approval process.

Note: For new groups; the process of loan application shall begin after all opting in clients have attended the three session capacity training as prescribed in the HOPE client training manual. 
Create a loan application: Back-office
	Step
	Action

	1) 
	After verifying the details of the loan application, the CRC submits the binder to the CSA to prepare the loan application in the system. 

	2) 
	Open LPF.

	3) 
	Click on the ‘Loans’ menu.

	4) 
	Click ‘Loan application’.

	5) 
	Click on the ‘Choose’ button and enter the name of the group from the OPS-4.2 Group loan application form on the ‘Search on Name’ field. 
If an individual loan, select the ‘Individual’ button and then click ‘Choose’.  

	6) 
	Select the name of the group and click ‘Pick’.

	7) 
	Click ‘Next’. 

	8) 
	Review the details of the pop-up window to verify the correct group was selected and click ‘Yes’. 

	9) 
	On the ‘Loan Entry Part 1’ tab, select the type of product listed on the OPS-4.2 Group loan application form. 
Baco      Weekly repayments, 16 installments
Baco 2   Bi-weekly repayments, 12 installments
GS          Bi-weekly repayments, 12 installments
GS2        Monthly repayments, 6 to 8 installments, (4 weeks = 1 month)
Staff       Monthly repayments, 24 installments
Staff2     Monthly repayments, 36 installments

	10) 
	Enter the application date as shown on the OPS-4.2 Group loan application form in the ‘Application Date’ field. 

	11) 
	Enter the total loan amount in the ‘Amount’ field. 

	12) 
	Select the client relationship officer in the ‘Officer’ category.

	13) 
	Review the data entry to ensure all data was correctly entered with no errors. 

	14) 
	Click ‘Next’.

	15) 
	On the ‘Loan Entry Part 2’ tab, in the ‘Put all dates on’ field, choose ‘Monday’ as the default if no other date is provided. 

	16) 
	Click ‘OK’ and verify that the loan repayment dates were modified. 

	17) 
	Click ‘Next’.

	18) 
	In the loan file, turn to the first OPS-4.1 Individual loan application and evaluation form.

	19) 
	On the ‘Loan Entry Part 3’ tab, select the name of the client on the form in the ‘Member Name’ field. 

	20) 
	Enter the loan amount requested in the ‘Principal’ field as listed on the form.

	21) 
	Select the ‘Sector’ as listed on the form.  

	22) 
	Click ‘Add’ to confirm the loan application for the member. 

	23) 
	Repeat steps 18 to 22 for all group members. 

	24) 
	Enter the expected disbursement date. 

	25) 
	Review the data entry to ensure all data was correctly entered with no errors. 
Note that the total loan amount for the group members must correspond to the amount requested by the group. 

	26) 
	Click on ‘Save’ to save all of the data entered for the group. 

	27) 
	In the pop-up window, click ‘Yes’ to preview the repayment schedule. 

	28) 
	Review the loan repayment schedule for accuracy of data.

	29) 
	Click the exit button (door icon) to close the repayment schedule preview window. 

	30) 
	In the pop-up window, click ‘Yes’ to preview the list of group members. 

	31) 
	Review the loan list by group member for accuracy of data. 

	32) 
	Click the print button (printer icon) to print the loan list by group member. 

	33) 
	In the pop-up window, click ‘No’ to preview the group members’ repayment schedule.

	34) 
	In the pop-up window, click ‘No’ to make a printout. 



Modify a loan application: Back-office
	Step
	Action

	1) 
	If changes have been made to the loan application, the CRC submits the binder to the CSA to prepare the loan application in the system. 
Note: Only changes made in writing using the proper authorization forms should be executed by the CSA.

	2) 
	Open LPF.

	3) 
	Click on the ‘Loans’ menu.

	4) 
	Click ‘Modify loan application’.

	5) 
	Click on the ‘Choose’ button and enter the name of the group from the OPS-4.2 Group loan application form on the ‘Search on Name’ field.

	6) 
	Select the name of the group and click ‘Pick’.

	7) 
	Click ‘Look’. 

	8) 
	Follow the steps in the Create a loan application: Back-office procedures to modify a loan. 

	9) 
	On the ‘Loan Entry Part 2’ tab, individual loan amounts may now be modified using the ‘Update’ or ‘Delete’ buttons.

	10) 
	Review the data entry to ensure all data was correctly entered with no errors. 

	11) 
	Click on ‘Save’ to save all of the data entered for the group. 



Note: A loan disbursed in the system may not be modified. In order to cancel a loan for an absent client, the disbursement and the loan approvals must first be deleted in LPF. Once the disbursement and loan approvals have been deleted, then the application may be modified and the absent client’s loan removed from the group. Please contact the MIS department for assistance. 
14. [bookmark: _Toc479088277]LOAN APPROVAL
Procedures:
1. The client relationship officer (CRO) confirms all client captured data is accurate, including loan sizes, and submits the loan application for approval.
For all BACO product loans, the client relationship supervisor (CRS) reviews and approves each client’s loan application in addition to approving the total loan amount for the group by signing the forms OPS-4.2 and OPS-5.4. The branch manager must subsequently approve the entire BACO group amount electronically in Loan Performer. 
For any loan applications other than the BACO product, the CRS reviews all clients’ individual loan application and recommends the file to the branch credit committee chairman, the branch manager (BM).
The branch credit committee reviews and approves each client’s loan application for all BACO 2 (bi-weekly) products and in addition to approving the total amount for the group by signing the forms OPS-4.2 and OPS-5.4. The branch manager must subsequently approve the entire BACO 2 group amount electronically in Loan Performer. 
For all Solidarity Group loan applications, the branch credit committee reviews all clients’ loan applications and recommends the loan file to the director of operations.
The director of operations reviews and recommends each individual client’s loan application for Solidarity Group product to the head office credit committee for final review.
The other members of the head office credit committee, apart from the director of operations, shall review a sample of at least 10% of individual client’s loan application to confirm compliance with HOPE’s lending policies and the client’s capacity to repay. 
If the file is complete and appropriate, the head office credit committee shall then approve the group loan amount by signing the forms OPS-4.2 and OPS-5.4.
The credit committees must in turn communicate the approval, referrals, or denials of loan applications in writing to branch staff, typically via a summary email. 
After receiving the summary email approval via email, the branch manager may then electronically approve the loan in Loan Performer. 
The branch manager must then inform the CRS and CRO on the status (approved, denied, or deferred) of the loan application. 
The CRO shall take responsibility of informing the clients about their loan approvals/denials within two business days after the loan has been approved or denied and at least 24 hours prior to the expected loan disbursement date and time. 
[bookmark: _Toc192784518][bookmark: _Toc388889320][bookmark: _Toc390257746][bookmark: _Toc425173471][bookmark: _Toc425178027][bookmark: _Toc444505414][bookmark: _Toc454263099]Procedures for Denial of a Loan Application
· All reasons for the denial of a loan application will be clearly written on the client’s loan application form. 
· If the reason is due to a need for clarification, the credit committees shall send for explanation on the loan application to the CRO or CRS for clarification. A request for more information shall not necessarily constitute a denial of loan application as the loan may be approved after further clarification of the loan file. 
· If the denial is due to aspects of specific members of the group, the CRO will work with the group to replace these members and then resubmit a revised application.
· If denial is due to CRO capacity or performance, the group will either rest/wait until the CRO has capacity or be transferred to a CRO with capacity.
Loan approvals/denials: Back-office
	Step
	Action

	1) 
	Once the loan has been approved by the appropriate credit authority, the branch manager electronically approves the loan in Loan Performer.

	2) 
	Open LPF.

	3) 
	Click on the ‘Loans’ menu.

	4) 
	Click ‘Loan approval’.

	5) 
	Enter the name of the group from the OPS-4.2 Group loan application form on the ‘Search on Name’ field.

	6) 
	Select the name of the group loan to be approved.

	7) 
	Verify that ‘Approved’ button is selected by default. 

	8) 
	If the loan application is rejected, click the ‘Rejected’ button and enter the reason in the ‘Reason for Rejection’ field. 

	9) 
	Enter the date of the loan approval or rejection in the ‘Date of Approval/Rejection’ field. This date should correspond to the date of the signature of the final credit authority. 

	10) 
	Review the data entry to ensure all data was correctly entered with no errors. 

	11) 
	Click ‘Save’.

	12) 
	Review the details of the pop-up window for accuracy of data. 

	13) 
	If the data is correct, click ‘Yes’ to confirm and save in Loan Performer. 

	14) 
	If the data is not correct, click ‘No’. Repeat steps 5-13 to modify the approval or follow the steps to modify the loan application.  

	15) 
	Click any button to continue working. Repeat steps as needed for additional approvals or denials.  

	16) 
	Click ‘Close’ when all loan approvals have been completed. 



15. [bookmark: _Toc454545681][bookmark: _Toc461472697][bookmark: _Toc479088278]LOAN DISBURSEMENT
Purpose: The focus of disbursement of funds is ensuring that all documentation is correctly entered into loan performer by the CSA and that cash is safely disbursed into the right hands. All loan disbursements must take place at HOPE branch locations. Preparation for loan disbursements may take place at other locations. 
Responsible: Client relationship officer, client relationship supervisor, customer service agent, branch manager, and teller.
Time Frame: The time between the credit committee’s decision and the disbursement of funds should be no more than 10 business days. The operations team must keep a disbursement schedule (OPS-6.1 Master schedule) for each week showing the time of the meeting and the CRO responsible for managing the meeting.
Documentation:
· Group loan file
· OPS-5.1 Disbursement meeting check-list
· OPS-5.2 Group guarantee agreement
· OPS-5.3 Loan contract for each client (one copy stays with client the other is returned to the office and stored)
· OPS-5.4 LPF disbursement confirmation sheet
· OPS-5.5 Passbook
· Loan repayment schedule for each client
· Group Member Savings Statement for each client
Policy:
· Clients must be physically present at loan disbursement to receive a loan.
· The disbursement meeting must start within 30 minutes of scheduled time.
· If there are absent clients the group may decide to cancel the loan for those clients or reschedule the disbursement.
· The CRS or branch manager may allow groups to wait longer than 30 minutes.

Disbursement Meeting Procedures: The CRO and the CRS lead the meeting.
Prior to the meeting: 
· The CRO informs the group of the date, time, and place of disbursement at least 24 hours prior to the expected disbursement time. 
· The CRO must also ensure that all clients should be present. 
· The CRO shall ensure that 100% of obligatory savings of each client have been regularized and blocked in LPF and in the passbook. 
· The CRS (or delegate) should review and confirm that the meeting can continue after ensuring that all obligatory savings of clients have been regularized. 
· The CRO shall not start a disbursement meeting unless the obligatory savings have been blocked.

1. Welcome led by customer relationship officer. (5 minutes)
1.1. Arrive on time and ready to start the meeting.
1.2. Welcome clients to the meeting.
1.3. Open the meeting by prayer.
2. Work (8 minutes)
2.1. Attendance led by CRS. (5 Minutes) 
2.1.1. The CRS takes the LPF disbursement confirmation sheet to take attendance and verbally confirm the amount approved for the client. 
2.1.2. CRS then marks a ‘P’ for a member present or an ‘A’ next to an absent member on the LPF disbursement confirmation sheet for each client.
2.2. Training led by CRS.* (5 minutes)
2.2.1. Remind clients about:
2.2.1.1. Social guarantee
2.2.1.2. Loan agreement
2.2.1.3. Repayment schedule
2.2.1.4. Passbook
2.2.1.5. Group internal rules
2.2.1.6. Mutual fund
2.2.1.7. HOPE rates and fees. Fees must always be paid at the teller’s office and never directly to a customer relationship officer.
3. Wrap up led by CRO. (5 Minutes)
3.1.1. Remind group of next meeting time.
3.1.2. Close meeting in prayer of thanksgiving for clients and God's provision.
3.2. Signing of loan documents led by the CRO. (10 minutes)
3.2.1. Each client signs two (2) copies of the loan contract to present to the teller.
3.2.2. Each client signs the OPS-5.2 group guarantee statement.
3.2.3. CRO then progressively sends the clients to the teller’s office to collect funds. 

(See “Teller procedures: credit disbursement” for detailed procedures.) 

After the disbursement meeting, all signed contracts must be returned to the CRO and kept on the group file.

*CRS or delegate.

[bookmark: _Toc390257749][bookmark: _Toc454545682]Procedures to cancel a loan: 
1. Once a client is identified as absent from the disbursement meeting (typically 30 minutes after the scheduled start time), the CRO shall begin the process of cancelling the loan for that individual client.
2. Loan cancellation must always be done prior to the clients receiving cash from the teller's office.
3. Both the OPS-5.4 LPF disbursement confirmation sheet and the OPS-5.3 loan contracts of the cancelled clients must be returned to the teller's office.
4. The documents should be clearly stamped with 'Cancelled' stamp by the teller before delivering them to CSA.
5. The entire group disbursement must be cancelled in the system and the disbursement amount edited in the system by the CSA. (See ‘Modify a loan application: Back-office’ for detailed procedures.)
6. If the total number of clients in the group no longer meets the policy requirements, the entire group’s loan must be cancelled. 
7. The branch manager must re-approve the revised disbursement amount in the system.
8. The cancelled documents (LPF confirmation sheet and the loan contract) shall be filed in the entire group file and a copy of each retained at the finance office archives.
9. The CSA then disburses the new loan amount in the system and prints out a new disbursement confirmation sheet which is given to the customer relationship officer and the clients to sign.
10. The disbursement meeting can continue as scheduled.

16. [bookmark: _Toc388889323][bookmark: _Toc390257750][bookmark: _Toc454545683][bookmark: _Toc461472698][bookmark: _Toc479088279]LOAN REPAYMENT
Purpose: The meetings are for repayment collection, spiritual development and community building. The meeting can also be used to resolve delinquency or any other challenges facing the group. The group is expected to achieve 100% repayment at each repayment meeting. 
The repayment meeting is at the heart of the spiritual integration efforts of HOPE because it allows for a time of worship and fosters discussion of relevant Biblical passages.
The group committee leads the meeting. The customer relationship officer merely ensures all procedures are followed and facilitates an orderly flow of the meeting.
Responsible: Group leadership; CRO
Time Frame: Weekly, bi-weekly or monthly. The operations team must keep a copy of the OPS-6.1 Master schedule for each week showing the day, time, and location of each repayment meeting.
Documentation:
· OPS-5.5 Passbook
· OPS-6.2 Repayment meeting check-list for the customer relationship officer
· OPS-6.3 Attendance sheet (kept by the CRO)
· OPS-6.4 LPF repayment sheet (Pre-printed)
· Lockable cash bag
· Bible

Repayment Procedures:
Prior to the repayment meeting:
Customer relationship officer
1. Call the group president the day before the meeting to ensure full attendance and repayment.
2. Print 2 copies of the OPS-6.4 LPF repayment sheet.
3. Print the LPF group fund report from LPF.
4. Review the Word section passage.
Sub-group
1. Each sub-group will arrange to meet prior to the official start time to provide repayments and needed group fund contributions.
At the repayment meeting
All members to sit with their sub-group whenever possible.
The meeting follows the following order:

1. Welcome (5 Minutes)
1.1. Customer relationship officer arrives on time and ready to start the meeting.
1.2. CRO ensures punctuality for start time by president.
1.3. Meeting is opened with a word of prayer.
1.4. Group president welcomes the group and ensures comfortable and orderly start of the meeting.
2. Worship (5 Minutes)
2.1. Group members lead in worship.
2.2. One song and one prayer.
3. Word (20 Minutes)
3.1. Customer relationship officer requests for a volunteer to read the Bible passage for the day. If no volunteers are available, the customer relationship officer will read the passage. 
3.2. If time permits, read the passage a second time in the most appropriate language for the group. 
3.3. Ask the group to briefly retell the story/summarize the passage (encourage many individuals to share a small part in order to encourage maximum comprehension of the passage). 
3.4. If venue allows divide into small groups of 3-5 people to consider three questions: (10 min)
3.4.1. What do we learn about God from this passage?
3.4.2. What do we learn about people from this passage?  
3.4.3. If this is the word of God, what does it mean for you to obey this passage this week? “I will…”
3.5. Members share observations & applications for each question.
3.6. Encourage members to apply and share what they learned with others this week.
4. Work (30 Minutes)
4.1. Preparation
4.1.1. Make sure the committee sits up front in the following order: treasurer, secretary, vice president, president.
4.1.2. Assist leaders in collecting late penalties of late comers if necessary.
4.2. Attendance
4.2.1. Give the OPS-6.3 attendance list to the secretary of the group, who takes attendance via roll-call, noting late arrivals. 
4.2.1.1. A client is considered late if he/she arrives after the start time of the meeting.
4.2.1.2. A client is considered absent if he/she arrives after start of Work section.
4.3. Repayment: Both the sub-group leader and the individual member are called up by the treasurer, one by one.
4.3.1.  Sub-group leader gives cash and passbook to treasurer.
4.3.2. The treasurer counts the cash and announces the total loan repayment amount and total amount saved.
4.3.3. The treasurer hands the passbook to the customer relationship officer. The customer relationship officer fills out the passbook and signs.
4.3.4. The president fills out the OPS-6.4 LPF repayment sheet with the loan repayment and savings amounts. The president then asks client to sign the OPS-6.4 LPF repayment sheet indicating that the amount written is accurate.
4.3.5. After the individual client has confirmed the transaction amounts, the client signs the OPS-6.4 LPF repayment sheet.
4.3.6. In case of delinquency
4.3.6.1. Ensure that sub-group leadership encourages the group to cover delinquency from the sub-group.
4.3.6.2. If the sub-group is unable to cover the delinquency, ensure that the group president solicits contributions from the rest of the group or uses the group fund.
4.3.6.3. If the group fund is used, encourage the group to vote on it
4.4. Reconciliation
4.4.1. Customer relationship officer reviews passbooks and OPS-6.4 LPF repayment sheet.
4.4.2. Customer relationship officer reconciles 100% all transactions of the day between passbook and OPS-6.4 LPF repayment sheet.
4.4.3. Customer relationship officer reconciles previous week loan and savings balances between OPS-6.4 LPF repayment sheet and passbook.
4.4.4. If the CRO discovers an error:
4.4.4.1. CRO explains error to the client and makes a correction if the errors were made on the loan section (i.e. the ‘balance’ column or transactions columns) and or on a savings ‘balance’ column calculation.
4.4.4.2. If the error is a transaction error involving a savings withdrawal or deposit, the passbook must be returned to the office for change approval according to the passbook modification procedures as detailed in Section 17 of this manual.
4.4.4.3. Updating Missing Passbooks: In situations where passbooks are not present during repayment meetings, the customer relationship officer shall only update the loan section details using information from the loan repayment schedule. If savings activity has occurred during the period, the passbook must be returned to the office for change approval according to the passbook modification procedures as detailed in Section 17 of this manual.
4.5. Cash Bag - For transparency, both cash and the cash bag should always be clearly visible in front of all members.
4.5.1. A group leader places all cash and the OPS-6.4 LPF repayment sheet (after reconciliation) into the cash bag.
4.5.2. The cash bag is locked by a group leader in full view of the group.
5. Wrap Up (5 minutes)
5.1. Treasurer announces the group fund transactions and the ending balance, including:
5.1.1. Summary of recent deposits.
5.1.2. Summary of recent withdrawals.
5.1.3. Summary of the current day’s transactions. 
5.1.4. Current group fund balance.
5.2. President addresses attendance and delinquency issues and makes any additional announcements relevant to the group.
5.3. Customer relationship officer reinforces the president's comments and encourages the group.
5.4. Customer relationship officer summarizes the passage from the Word section and emphasizes obedience and sharing with others.
5.5. Customer relationship officer collects the OPS-6.3 attendance sheet from the group secretary for safe-keeping at the office.
5.6. Customer relationship officer ensures the group leadership closes the meeting with a prayer.

After the Repayment Meeting
· Following the repayment meeting two group leaders should travel directly to their domicile HOPE branch with the cash bag and present it to the teller.
· The cash MUST be deposited to the office by 16h00 on the same day of repayment. Any funds not received by 16h00 will be considered delinquent.

17. [bookmark: _Toc388889330][bookmark: _Toc390257762][bookmark: _Toc454545694][bookmark: _Toc461472700][bookmark: _Toc479088280]CLIENT PASSBOOK MODIFICATIONS
[bookmark: _Appendix_E:_Credit][bookmark: _Toc390257763][bookmark: _Toc454545695]Passbook Modification Procedures
Purpose: The focus of these procedures is to make appropriate passbook changes that are transparent and protective of the client’s savings with HOPE. The process is also to effectively implement the due diligence internal controls on clients’ transaction main document which is the passbook that should at all times tally with our MIS reports.

Responsible: CRO, CRS and Branch Manager
Time Frame: The modified passbook shall be returned to the client at the next repayment meeting
Documentation:
· OPS-5.3 Client’s Loan Contract 
· OPS-5.5 Passbook
· OPS-6.4 LPF Repayment sheet detailing the ‘erroneous’ transaction
· OPS-8.1 Variance analysis form 
· LPF Group Clients Savings Report
· Photocopies of other related transactions (savings deposit/withdrawal slips)

Procedure:
1. On identifying a savings withdrawal or deposit error at the repayment meeting, the CRO shall bring the passbook to office after informing the client of the change required and receiving the client’s verbal consent. Unresolved errors to the loan balance are also subject to this procedure.
2. The CRO shall fill the OPS-8.1 Variance analysis form.
3. The CRO substantiates the error/change with proper documentation and submits all the documentation to the CRS who will review and recommend the modification.
4. The CRS shall then submit all these documents together with the un-corrected passbook to the branch manager.
5. The branch manager shall also review, approve and make the corrections in the client’s passbook, adding his or her initials anywhere a change is made in green pen.
6. The branch manager shall then update the OPS-8.2 Passbook modification log Excel document and return the passbook to the CRS.
7. The CRO shall then return the modified passbook to the client at the next repayment meeting.
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Purpose: See the HOPE Credit Policy Manual for details on Christ-Centered delinquency management policies. 
Responsible:
· Sub-group as first line of defense.
· Group as second line of defense.
· CRO and HOPE delinquency management as final line of defense.
Time-Frame: When loan becomes delinquent until the loan is recovered.
Documentation: OPS-7.1 Delinquency management report.
Procedure:
Once a loan falls delinquent, the CRO must complete the OPS-7.1 Delinquency management report to clearly explain the reason for the delinquency and whether the delinquency is temporary or permanent in nature. It is also intended to provide information on whether the delinquency was inevitable or avoidable and most importantly what action plans have been/are being taken. Communication both between the client and the CRC and the CRC and management is a critical tool in managing delinquency.
When a client expresses difficulty making repayments, HOPE staff will:
1) Pray for wisdom and discernment, and pray for the client, their family, and their circumstance.

2) Notify their manager and begin to follow delinquency policies and procedures. Staff should continue to update their managers throughout the process to discuss progress and options. 

3) Contact the client within 24 hours.
a. Group lending: Support subgroup and group members in contacting delinquent clients within 24 hours. 
b. Individual lending: Loan officers contact delinquent clients within 24 hours. 

4) Listen and understand their situation. Why the client is in this situation? Is there an unforeseen tragedy? Is there an attitude issue? Was there miscommunication with the client? Did the client misuse the loan? 

5) Pray with the client regarding their circumstance.

6) Discuss with the client how they plan to uphold their obligation, reviewing the loan contract and biblical principles of delinquency management as appropriate. 

7) If an exception to HOPE’s policy is needed, staff will talk to their manager about how to proceed. Managers should meet with the client to confirm the situation.

8) If the client is uncooperative, manipulating staff, or is potentially being deceptive:
a. Seek help from their manager. 
b. As appropriate, contact their guarantor(s) who may be able to speak truth into the client’s life. 
c. Remind the client of the need to understand the issue to identify the best solution, and that reasonable issues will be treated with respect.
d. Gently remind the client how upholding commitments is consistent with Scripture, and that failing to repay blocks their future growth.

9) Legal action or police involvement may be taken if deemed appropriate by management. In certain cases, legal action is required after a certain period of delinquency. 

10) HOPE does not engage in public shaming activities such as publishing names and photos in local media, radio, or in the HOPE office.

11) Review if mistakes were made in underwriting or communication with the client. Management should discuss this with the staff to learn from and prevent similar situations.

In repayment meeting CRO ensures the following procedures:
· Ensure that the sub-group will attempt to cover any delinquency within the sub-group. 
· Ensure that sub-group explains delinquency to group, giving:
· Reason for delinquency.
· Amount of delinquency.
· Sub-group solidarity contribution. 
· Ensure president leads discussion on delinquency management.
· Encourages maximum contribution by sub-group.
· Solicits contributions from the rest of the group.

Within 24 hours after repayment meeting
· Sub-group member visits or calls delinquent client and attempts to recover the arrears. If unable, more information gathering and planning needs to follow including but not limited to the following:
· Reason for delinquency
· Is delinquency voluntary or involuntary?
· Plan to recover the delinquency that includes the involvement of the sub-group and group members. 
· The sub-group leader and/or other members of the group implement the plan immediately. 
· CRO fills out and submits the OPS-7.1 Delinquency management report to the supervisor
· CRO reports to the supervisor about the delinquency of the group on regular basis or as requested.

One week after delinquency begins
· Ensure that the sub-group leader meets with the group leadership and reports on the progress of the delinquency follow-up.
· Ensure that the group leadership assists the sub-group leader in the follow-up of the delinquent client. 
· Group leadership encourages everyone in the group to visit delinquent client.
· Ensure that the visits of the group to the delinquent client continue until all necessary information is collected for the meeting with the CRO.
· CRO fills out and submits the OPS-7.1 Delinquency management report to the supervisor

Two weeks after delinquency 
· Sub-group leader meets with group leadership and CRO to discuss the delinquency follow-up and next steps.
· The CRO collects all necessary information and sends a written OPS-7.3 Delinquency notification letter, signed by the branch manager, to the delinquent client outlining potential recourse for continued non-payment.
· CRO becomes involved in delinquency follow-up along with subgroup and group.
· CRO fills out and submits OPS-7.1 Delinquency management report to supervisor. 

Three weeks after delinquency
· All the documentation necessary on the delinquency shall be given to the group members. The following documentation need to be gathered:
· Copy of OPS-4.1 client loan application form
· Copy of OPS-5.2 Group engagement form
· Copy of OPS-5.3 loan contract
· Copy of OPS-7.3 Delinquency notification letter sent to client
· Copy of ID
· Copy of repayment schedule
· CRO fills out and submits OPS-7.1 Delinquency management report to supervisor.

Four weeks after delinquency:
· CRO fills out and submits OPS-7.1 Delinquency management report to supervisor.
· The CRO discusses with the CRS and the group member the possibility to request for assistance from the competent legal authority for support (police, judge, courts, etc.). 
· No HOPE staff should proceed with discussing any legal case with a competent legal authority without formal approval written approval from the director of operations or managing director. 
· Upon receiving written approval from the head office, the CRO or CRS may accompany the group members to the competent legal authority. 
· All costs of engaging a competent legal authority must be verified with an expense receipt with the following details:
a. Client delinquency information
b. Amount recovered
c. Any relevant fees

At The End of the Cycle:
· At the end of the cycle, when there is delinquency, all group members may see their individual compulsory savings used to cover a delinquency for any member(s) that were not able to repay their loan balance to zero during the cycle. The CRO shall ensure that all clients concerned are properly informed before the seizure of their compulsory savings. 
· Voluntary savings may only be used to cover delinquencies of the owner of the voluntary savings account. Voluntary savings may never be seized to cover the delinquency of other members of the group. 
· For all transactions concerning the seizure of group members, the OPS-7.4 Group delinquency cleaning form must be filled by the CRC/SRC and approved by the branch manager. 

19. [bookmark: _Toc479088282][bookmark: _Toc454545696][bookmark: _Toc461472701]LOAN WRITE-OFF 
Purpose: See the HOPE Credit Policy Manual for details on the purpose of write-offs.
 
Responsibility:  Group members, client relationship officer, supervisor, branch manager, HOCC, and board of directors. 

Time Frame: Once the loan passes into greater than 180 days of delinquency, or upon immediate knowledge of death or permanent disability of a borrower. 

Documentation:  OPS-7.5 Write-off request form

Procedure:
1. The customer relationship officer and supervisor should proceed by filling out the OPS-7.5 Write-off request form. 
1. Attach all of the required documents to the request form. 
3. In case of death or permanent disability, a medical certificate confirming permanent disability or death certificate from the local authority must be attached.
3. As the clients’ accounts will also be closed, the approved OPS-2.4 Account closure form should also be completed according to the earlier procedures outlined in this manual. 
1. Submit the OPS-7.5 Write-off request form to the branch manager for review. 
1. The branch manager reviews the OPS-7.5 Write-off request form and recommends to the director of operations. 
1. The director of operations reviews the OPS-7.5 Write-off request form and recommends to the head office credit committee. 
1. The head office credit committee reviews the OPS-7.5 Write-off request form and recommends to the board of directors. 

Death or permanent disability of client
In case of death or permanent disability of a client, the loan balance shall be frozen on receipt of the proof of the client’s death or disability. It is no longer the responsibility of the group to repay the loan. The next of kin or beneficiary listed by the client at registration shall be authorized to withdrawal any available funds on the following conditions;
· A medical certificate confirming permanent disability or death certificate from the local authority. If no certificate confirming permanent disability or death certificate is received, normal repayment procedures still apply.
· No voluntary savings should be used or seized to cover for the loan of a deceased client. The voluntary savings should be returned to their next of kin as stated on the client registration form. 
· Next of kin provides a valid identification with clear names and relationship with the deceased.
· In case the deceased was a group member, the claimant must present an authorization letter from the group leaders.
· The deceased’s passbook (if available) must be brought to confirm the balances and after withdrawal of the funds, it should be kept at HOPE

Cases involving the death of a client may be written off prior to 180 days without board approval.
[bookmark: _Toc461472702][bookmark: _Toc479088283]PART IV – CASH OPERATIONS
20. [bookmark: _Toc461472703][bookmark: _Toc479088284]CASH MANAGEMENT  
It is necessary to ensure that all safety measures and controls are strictly observed and that transactions are verified and reconciled daily. The branch manager or his/her delegate, and the head teller will be primarily responsible for cash management. At the branches this responsibility will be that of the branch manager and the head teller who can be supervised at any time by the director of operations or his/her delegate. These responsibilities include monitoring of cash needs and daily cash transactions, requests for cash for loan disbursals on a timely basis and monitoring of cash transfers. 


[bookmark: _Toc461472704][bookmark: _Toc479088285]ANNEXE I – LIST OF FORMS
Client feedback
OPS-1.1 Client feedback form
OPS-1.2 Feedback log
Customer, account, and group management
OPS-2.1 Group registration form
OPS-2.2 Individual registration form
OPS-2.3 Individual transfer request form
OPS-2.4 Account closure form
OPS-2.5 Client information form
OPS-2.6 Client training attendance register
OPS-2.7 Group recognition test
OPS-2.8 Consolidated client list (LPF export)
OPS-2.9 Consolidated client blacklist (LPF export)
OPS-2.10 Authorization of account closure by proxy
Teller operations
OPS-3.1 Savings deposit slip
OPS-3.2 Savings withdrawal slip
OPS-3.3 Savings transfer Slip
OPS-3.4 Loan repayment slip
OPS-3.5 Suspicious transaction report
Loan application
OPS-4.1 Individual loan application and evaluation 
OPS-4.2 Group loan application
[bookmark: _Toc461472705]OPS-4.3 Loan evaluation checklist
OPS-4.4 Loan file checklist
OPS-4.5 Final list of members
Loan disbursement
OPS-5.1 Disbursement checklist
OPS-5.2 Group member engagement form
OPS-5.3 Loan contract
OPS-5.4 LPF disbursement confirmation sheet
OPS-5.5 Client passbook 
OPS-5.6 Group by-laws
Loan repayment
OPS-6.1 Master schedule
OPS-6.2 Loan repayment checklist
OPS-6.3 Attendance sheet
OPS-6.4 Repayment Sheet
OPS-6.5 Field monitoring report
Delinquency management and write-off
OPS-7.1 Delinquency management report 
OPS-7.2 Delinquency management checklist
OPS-7.3 Delinquency notification letter
OPS-7.4 Group cleaning form
OPS-7.5 Write-off request form 
Passbook modification
OPS-8.1 Write-off request form 
OPS-8.2 Passbook modification log
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