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We enjoyed hearing from 173 of your members 
– they had a lot to say!
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Example Tweets to Share Publicly

• 95% of our Members say the quality of their lives has improved since 
working with us. “Their training is very good because I learnt about 
agribusiness and also how to save.” #listenbetter

• 49% of Member would recommend us to a friend or family member –
what’re you waiting for?

• 88% of Members saw their income increase since working with us. 
#listenbetter

Strengthen Your Brand 
By Showing You 
#listenbetter

Why not share these findings with your team, Members 
and social media? This helps demonstrate you take 
Member feedback seriously.

Example Whatsapp messages to share with staff & partners

• Members in the poultry/livestock sector have some of the lowest 
rates of training application – how can we improve our training to 
make them more applicable to this group? Text us your ideas.
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Deep Dive:

Insights Along Your 

Member Journey

Member Profile

Acquisition

Experience

Impact

Retention

•Who is a typical Hand in Hand Member?

•What’s their banking profile?
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74% of members said ‘yes’ they had a 
bank account, which is higher than the 
WorldBank findex average for Kenya 
of 56%. Of those that had a bank 
account, 66% said they have had the 
bank account for 3+ years.

Unbanked Members identified two 
primary reasons for not having an 
account. 51% said they preferred the 
other intuitions such as saccos, and 
40% said they did not have enough 
money to open an account. 

It was interesting to see the difference 
in perceived banking value between 
banked and unbanked members. 82% 
of banked Members value the safety 
provided by a bank, while unbanked 
Members rate access to business 
loans with the highest value.

74%

26%

Yes

No
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Recognizing that financial access  
encompasses more than just banking, 
we asked Members whether they had 
accounts at other financial institutions. 

Unsurprisingly, unbanked Members 
appear less likely to have an account 
at other financial institutions. However, 
a higher proportion of unbanked 
members have accounts at MFIs as 
compared to banked Members. 

This high proportion of MFI access 
amongst unbanked members aligns 
with the 51% of unbanked Members 
who said they were unbanked because 
they preferred the convenience of 
saccos. 

Use of Other Financial Institutions 
Q: Do you have an account with any other Financial Institution? (n = 173)

Are Members Accessing 
Other Financial 
Services?

Banked Members report higher levels of mobile wallet and 
table banking accounts, while unbanked members have 
higher rates of MFI accounts. 

41%

33%

15%

10%

5%

3%

Mobile Wallet

MFI

Table Banking

None

Mary-go-
round

Other

Total

Unbanked

Banked
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Increased Income

Other

Quality of Teaching

Develop New Skills / Services

Support Groups & Network

Grow Business

Access to Loan

Education / Training
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4%
3%

92%

No

Maybe

Yes

62%

23%

15%
Much Worse

Worse

Same

Slightly Better

Much Better
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1. Training Delivery (29%)

2. Lack of Follow-up (29%)
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77%

15%

8%

Training

Access to Loans

Savings Group

17Profile Acquisition Experience Impact Retention
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72%

24%

4%

Comprehension

Very difficult

Somewhat difficult

Neither

Somewhat easy

Very Easy

47%

32%

19%

Usefulness

None

A little

Some

Most

All
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40%

27% 29%
34%

33%

35%

14%

33%

25%

32%

29%

28%

1%
3%

29%

3%
1% 4% 2%

Promoter Passive Detractor Total

None

A little

Some

Most

All
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Grain/crop
farming

Transportation Tailor Retail Services Poultry/livestock Beauty Total

None

A little

Some

Most

All
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51%

44%

5%

0%

0%

Very much improved

Slightly improved

No change

Got slightly worse

Got much worse
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*Percentages shown are percentage of total respondents

Profile Acquisition Experience Impact Retention
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53%

35%

11%

2%

0%

Very much improved

Slightly improved

No change

Got slightly worse

Got much worse
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*Percentages shown are percentage of total respondents

Profile Acquisition Experience Impact Retention
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31%

34%

16%

13%
11%

10%

5% 3% 3%

Nothing Increased
financing

More frequent
communication

More
convenient

access

Expanded
content

Improved
teaching
delivery

Increased loan
amount

Lower interest
rates

Market access
for other
products
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About 60 Decibels

60 Decibels makes it easy to listen to the people who matter most. 60 Decibels is an 

impact measurement company that helps organizations around the world better 

understand their Members, suppliers, and beneficiaries. Its proprietary approach, Lean 

DataSM, brings Member-centricity, speed and responsiveness to impact measurement. 

60 Decibels has a network of 150+ trained Lean DataSM researchers in 34 countries who 

speak directly to Members to understand their lived experience. By combining voice, 

SMS, and other technologies to collect data remotely with proprietary survey tools, 60 

Decibels helps clients listen more effectively and benchmark their social performance 

against their peers.

60 Decibels has offices in London, Nairobi, New York, and Mumbai. To learn more, visit 

60decibels.com.

Your Feedback

We’d love to hear your feedback on the 60dB process; take 5 minutes to fill out our 

feedback survey here!
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Let’s do it again sometime.
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Thank You For Working 

With Us!

http://www.60decibels.com/
https://60db.typeform.com/to/MWc3nT
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Summary Of Data 

Collected

173 phone interviews completed in December 2019
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Methodology:

Survey mode

Country

Language

Dates

Survey length (mins)

Response rate

Total Responses Collected:

Members

Total

Phone

Kenya

Swahilli, English

22nd November  – 6th December 2019

12 minutes

74%

173




