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Female Profile, Impact, & Experience

CARE International Vietnam is gaining insights
into its clients’ profiles, impact, and
experience with loan and wrap-around services.
This report focuses on 290 female clients
interviewed over the phone from July to August

2022.

We spoke with female clients from 5 service providers with a fairly equal split of services received. Amongst
loan clients, a third are accessing loans for the first time and just over 3 in 10 lack a good alternative.

Service Provider

Thanh Hoa MFI

VP Bank

WISE & Provincial Women’s Union

WISE & MEVI

WISE & Women Business Association

Services Offered

Wrap-around

Loan

Both

54%
33%

45%

317%

1%

Loan Access Profile

with first access to loans

with no easy access to
alternatives

On average, female clients are 41 years old and live in a household of 5 people. Half are in a female-headed
household. Nearly 7 in 10 have a tertiary level of education.

Demographics

41

average age in years

average household size

female-headed households

with smartphones

Education level

Tertiary

Upper
secondary

Lower
secondary

Primary

None

3%

0%

Rural (village)

Location
69% _
Urban (city) 50%
19%
Peri-urban
9%
° (town) 80%

20%

Primarily, female businesses are in
retail and manufacturing sectors, with
60m VND median monthly revenue.

38%
3.7

47%

60m
VND

in retail sector;
31% in manufacturing

years of operation on average;
49% with 5 or more years

with customer access via a
combination of physical and
online means;

44% via physical stores only

median monthly revenue;
184m VND on average

527%

are ’Fh_e main flnanIC|aI . 7 5%
decision-makers in their

household

have all control over their 6 2 o/o

business financials

38%

Just over half of female clients are the main financial decision-
makers at home and three-quarters are the main financial
decision-makers in their businesses.

are the main financial
decision-makers in their
business

have all control over their
critical business
financials

want to have more input in business decisions
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experience with loan and wrap-around services.
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2022.

CARE International Vietnam and its partners help clients improve their livelihoods, business outcomes, and
digital usage, with some clients even reporting an increase in their number of employees.

Three Most Common Self-Reported
Outcomes for 91% of Clients with
Improved Quality of Life

2 10/0 mention higher sales/revenue

2 @ °/° talk about more knowledge/skills

14% report increased confidence
o

847%

with improved stress
levels.

with increased confidence
in running the business.

with an increased ability to
manage finances.

with increased number of
employees.

8 30/ reporting slightly or very much
° CARE’s contribution to

achieving business goals.

8 @c’/ with increased sales; 10% on
° average.

7 7 0/ say CARE contributed to at least
(o] . . ’
some of their businesses’ use of
digital tools and services.

8 30/ agree that CARE and learning
(o] o q
of digital tools and services
helped their business grow.

Female clients are satisfied with their experience with CARE International Vietnam, primarily due to the
good customer service among loan clients and improved knowledge/skills among wrap-around clients.

The Net Promoter Score® is a gauge of
satisfaction and loyalty. Anything above 50
is considered very good. A negative score
is considered poor.

0

-50 50 5 6

-100 +100

NPS = 60% Promoters — 4% Detractors

9-10 likely to 0-6 likely to
recommend recommend

Female clients’ satisfaction drivers

Asking respondents to explain their rating provides insight into what they value and what
creates dissatisfaction. Below are the top satisfaction drivers mentioned by Promoters.

Loan Promoters value:

* Good customer service

(46% of loan Promoters / 28% of loan

respondents)

* Flexible repayment terms

(42% of loan Promoters / 26% of loan

respondents)

* Good loan approval process

(39% of loan Promoters / 24% of loan

respondents)

Wrap-around Promoters value:

» Improved business knowledge/skills
(67% of wrap-around Promoters / 39% of
wrap-around respondents)

* Good/comprehensive training content
(30% of wrap-around Promoters / 18% of
wrap-around respondents)

* Networking opportunities
(20% of wrap-around Promoters / 12% of
wrap-around respondents)

Female clients are satisfied with the ease of

handling challenges.

Clients are asked about how easy it was to get an issue handled. This is
the Customer Effort Score (CES) and it is the average rating of all clients

ranging from 1 - 5.

5 - Strongly agree 34%

4 - Somewhat agree

3 - Neither agree or disagree 7%

7%

92%

The majority of female loan clients find repayment
‘not a problem’.

Loan Repayment Burden

A heavy burden
Somewhat a burden

Not a problem

2 - Somewhat disagree | 0%

1- Strongly disagree | 0%

4.26

Customer Effort
Score (CES)
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