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Introduction

Georgian Microfinance Association, which includes 18 institutions, aims to
develop a microfinance sector, support member organizations and increase
the quality of financial services in Georgia.

In 2013 the members of Association decided to elaborate the Code of
Ethics, which articulated the main norms of behavior, social responsibility of
the microfinance players and client protection principles.

With a view to realize the values and principles declared in the Code of
Ethics, the Association Board constituted the Ethics and Social Impact
Committee. The Committee elaborated bylaws incorporating a mechanism
for submission and review of complaints (see the Annex of the Code).

The Association is hopeful that the Code of Ethics will be an effective
mechanism which will ensure the quality dialogue inside the industry and
most importantly — protection of interests of microfinance consumers and
other stakeholders.

We would like to express special thanks to all parties who supported the
creation of the Code of Ethics, especially to the United States Agency for
International Development, HICD Plus, consulting company TBSC and
Levan Gogoladze, Associate Professor of Caucasus University.
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Goals of the Code of Ethics:

O encourage drive of member organizations for high standards of Code of
Ethics;

0 assist introduction of the best practices of the responsible financing;

O ensure priority of consumer interests;

0 assist introduction of the Code of Ethics at all levels of the member
organization, including within shareholders/partners, directors,
management and employees.

The Code of Ethics shall be revised and updated on annual basis and shall be

published through the information system. The Code shall be placed on the

Association's web-site.

Ethical Principles

The norms listed below represent the best combination of international
principles (Smart Campaign, Universal Standards for Social Performance and
UN Women Empowerment Principles).
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1. Design and Delivery of Consumer-Oriented Product

Design and delivery of the consumer-oriented product shall mean that the
product is designed considering the needs and wishes of the consumer.

The member organizations shall agree to:

better study the consumer needs prior to designing new product

create safe and comfortable conditions for the consumer

provide flexible and transparent services to the consumer

onsider financial condition of the consumer and the Company during design
and delivery of the respectful product
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2. Over-indebtedness

Over indebtedness is an event when individuals or household suffer from over-
indebtedness or incur a significant risk of facing the over-indebtedness, as well
as the fact that they have borrowed much more than they can cover.

The member organizations shall agree that:

0 Prior to granting a loan, they shall, according to the internal credit policy,
ensure proper verification in order to assess the needs of consumer, as
well as financial ability and grant only the loan pro rata the client's
repayment capacity.

o perform and monitor the internal system preventing over-indebtedness and
assisting in meeting the credit risk indicators available on the market.
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3. Transparency

Transparency means that all the terms and conditions of the product and the
services provided to the consumer are explained in the language
understandable for him.

The member organization shall:

o

o

furnish the consumer with the terms and conditions of the service offered to
him

before granting a loan, provide the consumer with full and timely
information in the language understandable for him so that the consumer is
able to make an adequate (well-informed) decision

present the transparent information covering the price, terms and conditions
of the product designed for all consumers.
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4. Fair and Respectful Treatment of Consumer

Fair and respectful treatment of the consumer means that financial
service providers and their agents treat their customers with fairness
and respect.

The member organization shall:

0 protect consumers from adulteration and misleading, dishonest and
unethical practice;

O treat consumer fairly and considerately;

O ensure adequate protection of consumers, detect and eliminate
corruption, as well as aggressive and degrading treatment by
employees and agents thereof;

O ensure that the loan recovery practice is fair and maintain respect
towards the client's dignity, considering the poor financial standing of
the client.
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5. Confidentiality of the Personal Data

Confidentiality of the consumer-related information means an event when the
client's personal information must be respected in compliance with the
provisions of laws and regulations.

The member organization shall:

o

o

o

protect the consumer's personal information and provide and exchange true
and correct information only to/with the authorized persons

maintain confidentiality of the consumer-related data in accordance with the
laws and regulations

use data for the purposes of which it has been obtained or for the purposes
prescribed by law.
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6. Complaint Settlement Mechanisms

Complaint settlement mechanisms mean building proper and flexible

mechanisms for settlement of consumer claims and problems.

The member organization shall:

o0 have adequate human resources for settlement of the complaints

o have proper, formal, system and flexible mechanisms for settlement of
problems and claims of their consumers

O use the said mechanisms for settlement of individual problems and
improvement of their transactions, products and services.

10



7. 3mMO0IN3MOIMaY 0106088MMABTMAs0106

1600g6NmdS 00b653IHMINgdcob gemolbdmdl, Gm3 Bggto mEzobodongdo sa30ligdgh

0500600 0065836 gdl, Bmgmy Bo6dohgdal LoBobrotl, dgbodsdaboc obobo

934603006 ygqgeme 0;goblb moembgymse, 3o¢eg0L398000 > bromdom, Home

3960300006mb g36dgamgo0sbo Y mghmmdgde bagdotmggamml 36mBob 3megdLls o

5030060l yozemgdgdel 3od0goli39398g oyebmdoo.

69360 mExz56080(300:

0  Ry&bggmymazl §0636mgmm, PLogdmbm o o Lo8ydom go6rg8mb o
6383@')63@0@ 0333m68b36b Aol

0 56 dg9937190° bgd0L3oge Lobob ol 3620306o300L 96 dg3066maq0sL (Boggésl) Lodndom
@308y

7. Cooperation with Employees

Cooperation with employees means that member organizations shall rate their

employees as a major requisite for success. Accordingly, they treat all of them

adequately, respectfully and with trust in order to develop long-term relations in

accordance with Labour Code of Georgia and principles of Human Rights.

The member organization shall:

0 create healthy and safe working environment and ensure regular
improvement thereof

o not put up with any kind of discrimination or oppression (harassment) on
the job

1
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8. Relations with Government and Supervisors

Relation with the Government and the supervisors means that member

organizations shall aim at establishment of statutory relations based on rule of

law with the Government and the supervisors.

The member organization shall:

0 pay all compulsory fees fully and in timely manner

O have a legally obtained permit to carry out the business

o have no right to try affecting improper impact on the governmental
decisions.
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9. Environmental and Public Relations

Environmental and public relations mean that member organizations shall
consider themselves as an integral part of the society where they operate and
are ready to establish close relations based on respect, trust, honesty and
confidence.

The member organizations shall:

o

o

try to create job places and assist in improvement of local talents when it is
economically sound

try to protect environment and minimize the damage incurred to the
environment by their actions, through reducing remains and exhausts and
efficient use of energy

ensure compliance of all their actions with high environmental standards
ensure involvement of employees in different social events implemented by
the society, as well as in activities of education organizations and other
similar institutions.
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10. Healthy Competitive Environment

o prevent the activities limiting consumer's free choice
0 avert spread of false information on competitors
o not tarnish the image of competing organizations
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11. Compliance with Ethical Standards and Culture

Compliance with ethical standards and culture means that member
organizations shall observe the provisions of the Code of Ethics. They shall be
assured that shareholders, directors, management and employees understand
and adhere to the principles set forth in the Code.

The member organizations shall:

o

o

ensure integration of the principles set forth in the Code within the entire
organization

ensure strict and unbiased process in order to detect problems and take
the necessary measures to resolve the ethical problems that are adjusted
and updated on a regular basis

strictly control willful and neglected violation or negligence of the Code of
Ethics to be regarded as strict disciplinary matter that may result in
sanctions such as completion of employment

ensure annual self-appraisal to be further placed on the web-site

assist in building a platform for revision of breaches of the Code of Ethics
in the Board of the Association where the delivered decisions may vary
from a warning to expulsion from the Association.

The Association shall ensure education and training of member
organizations on the issue of the Code of Ethics, conduct annual self-
appraisal monitoring, as well as give recommendations and impose
sanctions ranging from warning to expulsion.
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dgomeogde 96 §dgcegdgdo

o 35)005@88\')[) 3003@8 oQGf]é)o

O 35633bocogdemol 8ogéh 3rmdemgdol dmboggatgdemoce domgdneo 8mdgdo (3gmogodgos,
00356393909, LoBogoo)

o aosaebo@gb@ob 3mmbm350

5,5 yggemo boﬁo36>ob 80@360 nGQo @0@0[}036)@3[) obmeooBoob 3036); boﬁo3x4)360
8003b6m@360 omeooBoob 3363333500[} ©o 3m300300b 3036, ol 33[}053603 386006360

8°683b°@863@b;

5,6 @0[}033350@ boﬁo3o.4>ob Bsmbob 333mb333030, 3003003(50 8050[)0@03[) boﬁo3063o
3000000363@ ogodd)gbb, 3m03m336b @030@36000 0bogm&do(300L 600809(4)3 3°69(3bocogdemals,
2939 8m3olybolgob oo 0dlygemgdl Go8gboce dgqlsdadgde goboBagégdnmmo godho g0 3ol
3ggLob 6me89L;

5,7 3Lygemmdol 3gggoce 3m3ohgdoe 6)33«)336@030000 303060)03[) dm3sligbgl, &ob 3qLobgdo(y
93600398 3e3bBotrgdgamU;

5,8 3m300300b 6330’:336@0[30360[) agnbéu@ab@oo?mb ©o omeooBoob 300030[) 3ooq>gdbob
6(’06)3060[) 60533(‘06860000 Q06Q3330b 393mbgqgoda, 3m3ohgho yaemgdodmboemoes
dmombmgml Lobgi3ogdel gogezgamgde dm3slygbol 808560; Lobgz00l gobbmengemgdel
3qbobgd goobygghomgdol RdGOm 18Eogemglmdem 0mgdl sbmzoszoel godggmds.
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Annex

Extract from the Bylaws of the Ethics and Social Impact Committee:

5. Mechanism for submission and review of complaints

5.1 The Association will disseminate the information about submission of complaints by
consumers on its web-site www.microfinance.ge and through the printed materials;

5.2 Complaints should be submitted via electronic mail: customer@microfinance.ge and
addressed to the Ethics and Social Impact Committee (“Committee”)

5.3 Complaint will be deemed eligible if:

o

o

0 0 O ¢

o
o
o

5.5

applications will be conducted by members of management and the Committee; results of the

The author of the complaint (“applicant”) is or was a consumer of the member of the
Georgian Microfinance Association

If Applicant believes that the member of the Association (“Respondent”) deploys a policy,
method or carries out a behavior which is in breach to the Code of Ethics or violates
Applicant's as consumer's rights;

If Applicant applied all reasonable measures to resolve the issue with the Respondent

The complaint should clearly state the following information

Applicant and contact details

Respondent (member of the Association) action of which caused the complaint

The clause of the Ethics Code which has been violated by policy, methods or actions of
Respondent

Brief problem description

Measured undertaken by Applicant to resolve the problem (offer, negotiation, complaint)
Object of the complaint

The receipt of all complaints should be acknowledged by the Association; screening of

screening will be shared with Applicant;

5.6 If eligibility of the complaint is established, Committee will review the facts highlighted in the
application, solicit additional information from Applicant and Respondent and undertake judgment
on compliance of the reported fact(s) with the norms of the Code of Ethics;

5.7 Committee decision, which includes recommendations to Respondent, will be shared with

Applicant;

5.8 In case of non-fulfillment of Committee recommendations and repetitive breach of the Code
of Ethics, Committee is empowered to seek for imposition of sanctions to Respondent; decision
on imposition of sanctions is made by simple majority of the Board of the Association.
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