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Clients in a center in Plezans pose together
with their center chief (seated).

Beneficiaries as members and clients
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W

hen many institutions talk
about the individuals they
serve, they call them “beneficiaries.” For Fonkoze,
these individuals are our
members and clients.
This is not just nomenclature.
Fonkoze’s members and clients become
such by choice; they choose to invest their
savings at Fonkoze; they choose to take
out a loan; they choose to benefit from
health or education services or take that
difficult journey out of ultra poverty. They
can also choose not to do these things.
And so, for Fonkoze to continue to
fulfill its mission of alleviating poverty

in Haiti, we are beholden to 200,000
savings clients and nearly 60,000 loan
clients. How they perceive our financial
products and services matters. For this
reason, Fonkoze has established multiple
mechanisms for soliciting feedback from
our members and clients.
Fonkoze’s network starts with five
women who form a “Solidarity Group”;
up to ten Solidarity Groups meet monthly
in a “center.” In center meetings, clients
share experiences, learn from one
another, explore new opportunities, and
meet with their Fonkoze Loan Officers.
The women provide comments and
feedback to their Loan Officer, while also

receiving updates from Fonkoze. Loan
Officers relay the feedback to Fonkoze
colleagues in their branch offices.
Leigh Carter, Executive Director
of Fonkoze USA, was once in a center
meeting where clients were raising hard
questions about a new product. She recalls
thinking, “We gave them this voice, and
now they are using it!” Even when the
feedback is negative, we want to hear it.
Each center has an elected center chief.
Every year, all center chiefs in a region
attend a Branch Assembly to select two or
three representatives who will participate
in Fonkoze’s annual General Assembly in
Pòtoprens (see p.4).
CONTINUED ON PAGE 4

From Fonkoze Founder Fr. Joseph Philippe

F

onkoze began in 1994 with a group of grassroots organizations who wanted to create a
“bank to call their own,” with a core focus
on providing services to the ti machann, or small
merchant women working in the rural sectors.
From the beginning, we knew we wouldn’t
be giving anyone a handout; we would be giving
them a hand-up. To that end, we must have
clients’ buy-in and their own investment in
this collective dream. We would only be able to
reach this forward-looking goal if our financial
products and services were of quality, and worth
it to our clients.
Over twenty years have passed, and we must be on the right path.
Otherwise, we wouldn’t have nearly 60,000 loan clients and over 200,000
savings clients.
That doesn’t mean that Fonkoze does a perfect job of meeting all clients’
needs. We are constantly thinking about how we can improve.
But the good thing is that our clients are not afraid to give us feedback and
recommendations. (I can attest to that after attending this year’s General Assembly;
they don’t beat-around-the-bush when they want something!) Haitian women
don’t have a choice but to be strong and resilient, and when they feel confident to
use their voices, they unequivocally
make their needs known.
All we need to do is listen to them.
That’s what we’ve been doing since
1994, and that’s what we’ll keep doing
until the motivated people of Haiti have
pulled themselves out of poverty. Then,
we’ll ask them what else we can do.

“Haitian women don’t
have a choice but to be
strong and resilient, and
when they feel confident
to use their voices, they
unequivocally make their
needs known.”

FONKOZE BRANCH OFFICES
Creole / French

Mibalè / Mirebalais

Aken/Aquin

Milo / Milot

Beladè / Belladère

Miragwàn / Miragôane

Belans/ Belle-Anse

Montòganize / Mont Organisé

Bomon / Beaumont

Okap / Cap-Haïtien

Boukànkare / Boucan Carré

Okay / Les Cayes

Ench / Hinche

Okoto / Les Coteaux

Fòlibète / Fort Liberté

Piyon / Pignon

Fondeblan / Fond-des-Blancs

Pòdpè / Port-de-Paix

Fondwa / Fond-Oies

Pòmago / Port Margot

Fonvèret / Fond Verrettes

Ponsonde / Pont Sondé

Gantye / Ganthier

Pòtoprens / Port-au-Prince

Gonayiv / Gonaïves

San Rafayèl/Saint-Raphaël

Gwomòn / Gros Morne

Sen Michèl /
St. Michel de Lattalaye

Jakmèl / Jacmel
Janrabèl / Jean Rabel
Jeremi / Jeremie
Kabarè / Cabaret

Sodo / Saut d’Eau
Tirivyè d’Artibonit / Petite
Rivière de l’Artibonite

Lagonav / La Gônave

Tirivyè d’Nip / Petite Rivière
de Nippes

Latwazon / La Toison

Tomonn / Thomonde

Lavale / La Vallée

Twen / Trouin

Lenbe / Limbé

Twoudinò / Trou-du-Nord

Leyogàn / Léogane

Tyòt / Thiotte

Marigo / Marigot

Wanament / Ouanaminthe

FONKOZE FAMILY CONTACT
INFORMATION
Fonkoze USA
1718 Connecticut Ave NW
Suite 201
Washington, DC 20009

Leigh Carter
Executive Director
202.628.9033
lcarter@fonkoze.org

Fondasyon Kole Zepòl
119 Avenue Christophe
Port-au-Prince, Haiti

Carine Roenen, Director
1.800.293.0308
croenen@fonkoze.org

Sèvis Finansye
Fonkoze , S.A.
119 Avenue Christophe
Port-au-Prince, Haiti

Matthew Brown, CEO
1.800.293.0308
mbrown@fonkoze.org

fonkoze.org
youtube.com/FonkozeHaiti
twitter.com/Fonkoze
facebook.com/Fonkoze
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Client Profile

From Ti Machann to Mayor, via Fonkoze

NIKELSON PIERRE-LOUIS, FONKOZE USA

I

n a country where women often
struggle to make their voices
heard, Rose Obeny says she was
born to be a leader.
And so she has been, for Fonkoze
clients. From 2010 until now, she
served as a Ti Machann (Small
Merchant) Representative to the
Fonkoze Foundation’s Board of
Directors. In this capacity, she
and two other Fonkoze clients
represented nearly 60,000 Fonkoze
borrowers, sharing their feedback
and recommendations with the
senior leadership of the Fonkoze
Foundation.
But like so many of Fonkoze’s
clients, she comes from a humble
background. When she was 16,
she sold bread and snacks in her
neighborhood as a means of paying
for school supplies. Even when she
graduated high school and became a
teacher, money was tight. Teaching
salaries in Haiti are low. She needed to
complement her salary by expanding
her commerce, so she joined Fonkoze.
She says when she joined seven
years ago, she “did not realize the
economic and social growth it
would bring to my life.” She quickly
became an inspiration to the other
women in her credit center. She
taught over 60 women to read, write,
and better manage their businesses,
in conjunction with the Fonkoze
Foundation’s Education Department.
It was her community leadership, her
business savvy, and her commitment to
supporting her peers that led to Rose’s
election as a Ti Machann Representative.
Now that her five-year term has ended,
she’s stepping down to embark on a
new challenge:

She’s running for Mayor of Lenbe,
the town where she has lived since birth.
She attributes her courage and
qualifications to run for mayor, in
part, to Fonkoze. She says, “If I am
running for mayor of my town today,
that is thanks to Fonkoze. I have
learned a lot from my experience on
the Board, and that enabled me to
become a more responsible leader…
My hope is to see a new Haiti, one
that is changed for the better.” 8

Rose prepares to deliver a speech to the
General Assembly while Father Joseph
looks on in the background.

NOUVEL FONKOZE

3

On the first Saturday of July each
year, 100 elected center chiefs meet
with senior Fonkoze leadership in
the General Assembly. It is a time to
celebrate Fonkoze: they sing, dance,
and put on plays. But it is also a time
for center chiefs to raise any concerns
their center constituents might have.
The General Assembly elects five
client representatives to the board of
Fondasyon Kole Zepòl (the Foundation,
Fonkoze’s development services); the
representatives include three women
borrowers and two representatives of
grassroots organizations. They actively
participate in the governance of the
Foundation.
While the General Assembly and
client Board Members can provide
an aggregation of client feedback,
Fonkoze also established its toll-free
Customer Care Line—Rele Anmwe
(Call for Help)—that a client can call
if she wants to provide feedback or
request information from Fonkoze
directly (see article below).
Fonkoze also recognizes the
importance of quantitative assessments
of our initiatives. Our Social Impact
team is tasked with the monitoring

DARCY KIEFEL
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Clients in a center in Plezans sit attentively in a center meeting.

and evaluation of Fonkoze’s impact,
working closely with financial analysts
from Sèvis Finansye Fonkoze (SFF,
Fonkoze’s financial services).
SFF financial analysts measure
clients’ average savings and outstanding
loans using data from SFF’s banking
software. Social Impact monitors assess
whether credit clients are able to send
their children to school, their level of
food security, their housing situation,
and many other indicators. The data
the Social Impact team generates tells
Fonkoze whether aspects of clients’
wellbeing are improving.

Together, all of these monitoring
and evaluation mechanisms help our
clients tell us whether we are fulfilling
our mission: are we providing the
financial and non-financial services
that empower Haitians—primarily
women—to lift their families out
of poverty?
When the answer is “no,” we adjust
and tailor our services accordingly.
More often than not, though, the
answer is an unqualified “yes.”
And that is why Fonkoze’s clients
have made Fonkoze the leading
microfinance institution in Haiti. 8

Fonkoze’s Customer Care Line

NIKELSON PIERRE-LOUIS, FONKOZE USA

R

Bernie Jean, Contact Center Director,
provides information to a Fonkoze client.
4
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eceiving 150 calls a day, Fonkoze’s
Customer Care Line, “Rele
Anmwe” (Call for Help), provides
an invaluable link between clients and
our head office in Potòprens. Even with
45 branches throughout the country,
many Fonkoze clients live in such
remote areas that it is helpful for them
to have a toll-free phone number to
call to access information about their
accounts. For Fonkoze clients living
abroad, the Customer Care Line is their
primary point of contact with Fonkoze.
Clients call for different reasons.
Many are simply looking for information

about their accounts. They want to find
out whether a loan or a money transfer is
available. Some call to provide feedback
on services from our loan officers or
in our branch offices. The Customer
Care team collects this information and
conveys it to relevant Fonkoze staff—
often times, the Zonal Manager, who is
in charge of several branch offices.
Bernie Jean, Contact Center
Director, says that the line is important,
because “most of our clients are in
rural areas; the Customer Care Line is
the ears of the central office in those
places. It’s a good way for us to know

E

ach year, 100 Fonkoze clients
descend on Pòtoprens from all
over the country to serve as representatives for nearly 60,000 borrowers in the annual General Assembly
meeting. They are women, some of
whom are illiterate, many of whom
rarely leave their rural villages, and
all of whom are eager to share their
experience as Fonkoze clients.
In the months leading up to
the General Assembly, they collect
comments and questions from clients
in their region to share with senior
Fonkoze leadership at the meeting.
At this year’s July meeting, one
challenge the women emphasized was
accessing wholesale products to resell
in their local markets. Often, they must
travel to Pòtoprens in order to purchase
commodities. They wondered whether
Fonkoze could open large, regional
stores where they would be able to buy
their wares more easily.
Father Joseph explained their
requested support falls outside
the scope of Fonkoze’s mission.

what is going on in our branches
so we can ensure our services meet
high quality standards.”
Bernie says the difference
between Fonkoze and other
organizations with social missions
is that Fonkoze is a permanent
institution in Haiti; we do not just do
one-off programs, engaging with
beneficiaries for a short period of
time. We develop and nurture a longterm relationship with our clients.
Our Customer Care Line is one
way of ensuring our products and
services meet our clients’ needs. 8

NIKELSON PIERRE-LOUIS, FONKOZE USA

July 2015 General Assembly

General Assembly participants and Fonkoze Foundation Board Representatives pose
with Father Joseph (center, front) and Carine Roenen (right, front), Executive Director of
the Fonkoze Foundation.

However, he encouraged them to
pool their efforts to address this issue
themselves—perhaps by collaborating
to open a regional store, themselves.
Fonkoze understands that
facilitating these market transactions
could be an important service. Thus,
the Foundation has been exploring
ways of reinforcing specific value
chains through micro-franchising.
For example, Fonkoze’s Boutik Sante
program supports the supply of
health products to entrepreneurs
who purchase and resell them in
their communities—building their
livelihoods while increasing access to
reliable and quality health products in
rural areas.
These are the innovations that can
emerge from the General Assembly.
More than anything, the meetings are
occasions for dialogue between clients
and Fonkoze staff. Carine Roenen,

Executive Director of the Foundation,
says, “My colleagues and I come out
of the General Assembly full of energy
and determination to continue to serve
the women who are our clients. They
are the heart of Fonkoze." 8

NOUVEL FONKOZE
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Trends in the Field

Soliciting client feedback

Become a
Sustaining Donor
Multiply your impact with a
recurring gift! For as little as $10 a
month, your tax-deductible gift to
Fonkoze USA can empower women
in rural Haiti who are working
every day to lift their families out
of poverty. Regular support from
sustaining donors enables us to
serve our clients more effectively,
respond quickly to unanticipated
emergencies, and continue giving
women across Haiti the chance to
change their futures.
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P

erhaps you have felt the patronizing oppression of someone who
thinks she knows your needs
better than you and proceeds to give
you something that does not interest
you. Then, you can empathize with the
frustrations of those on the receiving
end of some development initiatives.
Increasingly, for institutions with
social missions, there is a push to
solicit and apply the feedback of the
individuals they serve. These individuals
should not simply be passive recipients
of handouts or services. They should
be actively engaged in identifying
their needs and communicating those
needs to institutions that serve them.
Furthermore, their voices should
be involved in assessing the impact
of programs designed to improve
their lives.
An article in the Standard Social
Innovation Review observes, “In
bypassing the beneficiary as a source
of information and experience, we

Fonkoze client Dany Admettre (left) responds to questions in an interview with
Jean Eddy, a monitor with Fonkoze’s Social Impact team (right).

deprive ourselves of insights into how
we might do better—insights that are
uniquely grounded in the day-to-day
experiences of the very people the
programs are created for” (Twersky,
Buchanan, & Threlfall).
In industry parlance, we refer to
“the feedback loop.” Traditionally,
in the philanthropic sector, this was
primarily limited to the communication
from donors to non-governmental
organizations (NGOs). Donors told
NGOs what they wanted them to do;
they did it; and they reported back
to donors. Clients and beneficiaries
were not included in the process.
Now, NGOs are seen as a conduit—
able to convey client-identified needs
to donors and subsequently provide
appropriate services.
This premise is at the heart of
the Smart Campaign’s mission: “to
unite microfinance leaders around
a common goal: to keep clients as
the driving force of the industry.”
The Smart Campaign works with

microfinance institutions to ensure
ethical and sound business practices.
The campaign and its Client
Protection Principles have set a bar
for which microfinance institutions
such as Fonkoze strive.
Fonkoze has been recognized by
charity evaluators, who are increasingly
emphasizing the need to engage clients
and beneficiaries in the design and
assessment of activities that target them.
Charity Navigator, an evaluator
that has consistently given Fonkoze
a five-star rating, says one of the
questions that a donor should ask is
whether “the [institution] receives
feedback from its constituents (those
people it serves—clients, consumers,
beneficiaries, etc.) and uses it to
improve the quality of services.”
The women of Fonkoze are both
our clients and our guides. From them,
we learn how to help them meet their
own needs, and by doing so they will
succeed and Fonkoze will continue to
grow and strengthen. 8

Staff Profile

Assessing Fonkoze’s Social Impact
job as a Fonkoze Social Impact monitor
in 2007. He says Fonkoze’s willingness to
hire and train new staff with little-to-no
professional experience sets Fonkoze
apart from other employers in Haiti.
When he applied, he only knew
Fonkoze as a financial institution; it
was when he started learning about
Fonkoze’s development services, such
as health and education, that he became
more interested in the organization.
Indeed, he says that microfinance,
in combination with Fonkoze’s

development services is what makes
him “want to work for Fonkoze always.”
He says, “What distinguishes
Fonkoze from other non-governmental
organizations is that with Fonkoze, we
teach an individual how to help herself.
We don’t just give. We accompany
women so they can exit from difficult
situations themselves, on their own.” 8

“I like being able to pass the message from clients to
the decision-makers of Fonkoze.”

NIKELSON PIERRE-LOUIS, FONKOZE USA

R

eginal Jules, Director of
Fonkoze’s Social Impact team,
says the best part of his job is
serving as a voice for our credit clients.
Reginal says, “I like being able to pass
the message from clients to the decision-makers of Fonkoze. I tell them,
‘Here’s how the women understand
what Fonkoze does. Here are their
needs. How can you help them?’”
His team of Social Impact Monitors
is tasked with the monitoring and
evaluation of our development and
financial services. They travel regularly
to meet with and interview our credit
clients—women like Reginal’s mother,
who was once a Fonkoze client.
When Reginal describes the
monitoring work he does, he
compares it to a car’s dashboard. The
dashboard tells the driver whether he
has enough gas, his speed, the time of
day, and the status of the engine. By
knowing these things, the driver can
better plan his trip. That is the role of
the Social Impact team, according to
Reginal. They collect information on
how clients are doing, and when they
analyze the indicators, they can guide
Fonkoze managers about adjustments
that need to be made.
It is not always easy, of course.
One of the biggest challenges Reginal
encounters is the gap between his
team’s ambitions and the available
resources. He would like to use
more sophisticated methodologies
and approaches, but those can be
expensive. So, he tries to strike a
balance such that at a minimum, the
Social Impact team is gathering the
necessary data to evaluate, inform,
and improve Fonkoze’s activities.
Reginal was a fresh graduate of the
University of Haiti when he applied for a

Reginal Jules, Director of Fonkoze’s Social Impact team
NOUVEL FONKOZE
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YOU Make It Happen
Your gift to Fonkoze is helping put loans in the hands of more
than 60,000 women throughout rural Haiti!
Keep Fonkoze in your thoughts and prayers. Your prayers
and positive thoughts are a source of strength and inspiration
for Fonkoze staff and clients.
Make a tax-deductible contribution. Your gift is more
important than ever! Visit our website to make a secure
online contribution (www.fonkoze.org), or send a check
payable to Fonkoze USA to 1718 Connecticut Ave NW,
Suite 201, Washington, DC 20009.
Give through the employer matching gift program.
Submit your company’s matching gift form with your
donation, and Fonkoze USA will process and return it
to your employer. Or, send us your donation first, then
present your acknowledgement letter to your employer for
processing a match.
Give through the CFC. Fonkoze USA participates in
the Combined Federal Campaign (CFC). Designate your
contribution to Fonkoze USA, CFC ID # 31204.
Remember a loved one. Give a gift in honor or in memory
of a loved one. Provide the details via our online giving form
at www.fonkoze.org, and Fonkoze will notify your honoree
on your behalf with a beautiful card.

www.fonkoze.org
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Return Service Requested

Leave a Lasting Legacy for
Fonkoze and Haiti
As a friend of the Fonkoze family, we want to thank you for
the commitment you have made to Haiti. Your support has
helped us live up to our title as “the bank on which the poor
of Haiti can rely.” Over the past 20 years, Fonkoze has become
an established Haitian institution that will continue to serve
our clients and members for the long-term as they make the
difficult climb out of poverty.
While Fonkoze’s financial services are on the way to
sustainability, we still need financial assistance from friends
like you to continue our critical work in education, health,
and programs that address ultra-poverty.
Join us in working shoulder-to-shoulder for a better
Haiti—a Haiti where all Haitians can participate in their
country’s development, where rural economies thrive, and
where families have access to education, healthcare and
adequate shelter.
Leave a lasting legacy towards rural economic
development in Haiti by becoming a member of the Fonkoze
USA Shoulder-to-Shoulder Society. To find out how to make
bequests and other planned gifts, please contact Leigh Carter,
Executive Director, at 202-628-9033 or lcarter@fonkoze.org.

Members of Fonkoze’s Shoulder-to-Shoulder
Legacy Society
k
k
k
k
k
k
k

Jerry and Anna Bedford
Leigh Carter and Andrew Schuman
Alex and Emily Counts
Margaret Demeré
Barbara DiTommaso
Dr. Francis P. Fuhs
Jim and Betty Hanigan

k
k
k
k
k
k

Anne H. Hastings
Brian and Diana Lovett
Joe and Mary Palen
Martine Pierre-Louis
Peg Rosenkrands
Karen Locke Thoms

