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Preface 
 
The importance of information and communication technologies has increased 
substantially over the last decades all over the world. The term “ICT for 
development”, usually referring to the use of ICTs for social development, has 
become a popular theme in the development discourse. India, a leading nation in ICT 
development, has seen a variety of creative initiatives of NGOs and social 
entrepreneurs to use information technologies in order to achieve their respective 
developmental objectives (Mathur and Ambani 2005, Dossani et al. 2005).  
 
In the field of microfinance, ICT can potentially improve services and outreach of 
organizations offering financial services to customers in rural areas by lowering 
transaction costs, facilitating data collection and transmission and increasing the 
accuracy. This survey aims to shed light on the extent to which microfinance 
institutions and cooperative banks in rural India are making use of such technologies. 
Its focus is on the use of ICTs such as personal computers, mobile phones, the internet 
and software applications, and distinguishes usage at different levels of organization 
(from Head Office to the field). The constraints and priorities regarding ICT usage are 
examined as well as the currently existing arrangements for ICT support. Also 
addressed are questions of ICT innovation and computer literacy among staff 
members. 
 
The survey was conducted in 2007 by Saral Services (Hyderabad) as part of the 
collaborative research project “Rural e-services: Participatory co-design of 
Sustainable Software and Business Systems in Rural Co-operatives” of Sheffield 
Hallam University, the Overseas Development Institute, Saral Services, and the 
University of Oxford. This project aims to explore how techniques from the fields of 
participatory design of Information and Communications Technologies, agile ICT 
development and participatory rural appraisal can be combined to support the (locally 
based) development of sustainable software and business systems for use by networks 
of rural village co-operatives.  The Rural e-Services project is funded by the UK 
Engineering and Physical Sciences Research Council.   
 
The setting for this project is the development of software and business systems to 
support micro-finance co-operatives in rural India. 
 
We are grateful to all the organizations which took part in this survey for their 
collaboration and assure that all their individual responses will remain strictly 
confidential. 



Executive Summary 
 
160 District Central Cooperative Banks (DCCBs) and 50 microfinance institutions 
(MFIs) across rural India were interviewed about their experiences with information 
and communication technologies (ICTs). The findings, based on telephone interviews, 
reveal a significant difference in the use of ICT between and within Cooperative 
Banks and MFIs and a relatively small proportion of ICT usage, despite widespread 
agreement on its importance for business sustainability and outreach to more 
customers and to more remote rural areas.  
 
Our principal findings, based on the data collected through telephone interviews, are 
as follows: 
 
Hardware 
 

�  There is a very low ICT penetration rate (including standalone computers, 
networked and portable computers) in DCCBs, especially at the local level.  

�  In both DCCBs and MFIs, hardware is more common at the HO level than at 
branch level and field officer level. 

�  Mobile phones are by far the most commonly used type of hardware, but these 
are used primarily for voice calls, not for data collection and transfer. 

�  DCCBs and MFIs differ substantially in their use of hardware. The level of 
computerization is much higher at all levels in MFIs than in DCCBs. 

�  Mobile phones are, by far, the most widely used form of communication 
technology. Again, their use is significantly higher among MFIs. 

 
 
Network communication 
 

�  MFIs are more often connected to the internet and frequently use faster 
connections.  

�  The mobile network connection is most widely used at all levels of 
organization, covering all (but one) DCCB HOs and all MFI HOs. Mobile 
phone connections are also available to more than 60% of all DCCB branches, 
PACS and MFI branches. However, mobiles are used primarily for voice calls, 
but not for data transfer. 

 
 
ICT applications 
 

�  The most widely used applications in both DCCBs and MFIs are for internal 
accounting, staff pay roll, loan and deposit tracking.  

�  In DCCBs these applications are often more commonly used in parts of the 
organization than organization-wide (less than 10% of all cases use these 
applications organization wide).  

�  More MFIs make use of business applications and for a wider set of operations 
than DCCBs. 

 
 
 
 



 
Innovation 
 

�  Innovations were found among both MFIs and DCCBs.  
�  The most notable innovations among DCCBs include Wide Area Network 

(WAN) to connect HO and branches (used in 2 DCCBs in Kerala), and touch 
screens in branches to enable customers to inquire their loan status (planned to 
be used by one DCCB in Tamil Nadu).  

�  MFIs have come up with hand-held PDAs for data collecting and transferring 
client data. 

�  The term “innovation” is highly context-dependent, with some DCCBs 
viewing even limited use of computers as “innovative” where others would 
view such use as unremarkable. 

 
ICT literacy among staff members  
 

�  Levels of ICT literacy vary considerably among different institutions. 
�  Staff members in MFIs tend to be more comfortable with computer 

applications. 
�  ICT literacy is least common among field staff. 

 
ICT support 
 

�  Both DCCBs and MFIs seek ICT support primarily from outside 
organizations.  

�  In-house teams for ICT support are still the exception. 
�  A small minority of 4 per cent of all MFIs surveyed have no formal 

arrangements for technical support, against 21% of all DCCBs.  
�  40% of DCCBs mentioned inadequate support structures as a major constraint 

to further broadening of ICT use. 
 
 
Main Constraints to broadening the use of ICT solutions  
 

�  The main constraints to ICT broadening in both DCCBs and MFIs have to do 
with human capital, i.e. ICT knowledge and training.   

�  The major constraints for DCCBs are lack of expertise, followed by lack of 
training, ICT literacy and support structures.  

�  For MFIs the major constraints are the cost of software, lack of expertise, lack 
of training and the reliability of the system. 

 
 
ICT priority 
 

�  Computerization was found to enjoy higher priority among MFIs. 
 
 
 
 
 
 
 



Introduction 
 
In India, the formal rural microfinance landscape is dominated by two sets of 
organizations, government-owned District Central Cooperative Banks (DCCBs) and 
their lower-tier Primary Agricultural Credit Societies (PACS) on the one hand, and 
Microfinance Institutions (MFIs) on the other.  
 
The survey examines the availability and usage of information and communication 
technology at different levels of these organizations, including their head offices 
(HO), local branches, and field staff. Furthermore, it investigates the existing support 
ICT support structures, constraints to ICT adoption or expansion and levels of priority 
given to ICT inside these organizations. There was also an enquiry about the size of 
the organizations (number of staff) and the location of their offices. In line with the 
overall objectives of the project, this will enable design of technologies that are 
compatible with the existing infrastructures, and sustainable within the existing 
capabilities of the target organisations. 
 
In this survey, the term ICT refers to all information and communication technologies 
which exist for financial enterprises, including computer hardware (desktop 
computers, file servers, hand-held devices, ATM), network technologies (LAN, 
WAN, Internet connectivity, wireless & mobile networks) software applications 
(payroll, deposit & loan tracking, risk assessment, management information systems 
etc.) 
 
The survey was guided by the following research questions: 
 

�  What are the perceived ICT needs of the microfinance/ banking cooperatives 
sector in India? 

�  What ICT innovations have taken place or are taking place? 
�  What efforts in ICT worked and what did not work? 
�  What is the level of ICT penetration among microfinance service providers? 
�  What are the future plans and priorities with regard to ICT in the above sector? 
�  What levels of supporting organizational and technical infrastructure is 

available to organizations in the sector? 
 
The population size was 366 DCCBs based on the national list of DCCBs, which is 
available on the NABARD (National Bank for Agriculture and Rural Development) 
website. The population of MFIs was drawn from the membership list of Sadhan one 
of the major networks of Microfinance institutions in India. The survey was 
conducted by telephone. Three attempts were made to contact each institution, and 
make an appointment with a suitable member of staff to complete the survey. 
 
160 DCCBs and 50 MFIs of different sizes responded from 20 out of 28 states (see 
Annex C). Table 1 shows the composition of staff numbers in DCCBs and MFIs.  
 
 
 
 
 
 
 



Table 1: Staff sizes in DCCBs and MFIs of this survey 
 DCCBs MFIs 
Staff range Count  Percentage Count  Percentage 
0-99 46 29% 29 59% 
100- 249 79 49% 14 29% 
250- 499 35 22% 5 10% 
500  & above 1 1% 1 2% 

Total 161 100% 49 100% 
 
The average size of DCCBs in this survey was bigger than that of MFIs. About half of 
all DCCBs worked with 100 – 249 members of staff. MFIs are still in a nascent stage. 
59% have less than 100 employees. 
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Figure 1: Distribution of organisation size among surveyed DCCBs 
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Figure 2: Distribution of organisation size among surveyed MFIs 
 
 



The survey focused on rural India. The following diagrams show the distances of the 
financial institutions surveyed from the state capital:  
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Figure 3: Distances of DCCBs from the state capital (in km) 
 
 

0

20

40

60

80

100

P
er

ce
nt

ag
e 

1

DISTANCE OF MFI FROM STATE CAPITAL

800-1000

601-800

401-600

201-400

0-200

 
Figure 4: Distribution of distances of MFIs from the state capital (in km)  
 
The majority (74%) of MFIs are located in the vicinity of the capital city (0-200 km) 
while DCCBs are more spread out in more remote areas covering all rural areas of the 
state. 
 
 



1. The utilization of existing hardware ICT infrastruc ture  
 
If we define computerization as any site with at least a single, functioning standalone 
computer, the sample of this survey reveals computerization levels in DCCBs of 
95.6% at HO level, 55% at branch level and 7.5% at PACS level. In MFIs, the levels 
are 92% at HO level and 72% at branch level.    
 
Table 1 shows the current level of utilization of standalone computers, networked 
computers, portable computers, mobile phones and PDAs among DCCBs and MFIs 
 
Table 2: Utilization of hardware (in per cent) 
 DCCB MFIs 
 HO Branch PACS Field 

Staff 
HO Branch Field 

Staff 
Usage of Standalone computers 
All 3.1 3.8 0.0 N/A 40.0 46.0 N/A 
Nearly all 1.9 0.6 0.0 N/A 8.0 4.0 N/A 
Most 2.5 3.1 1.9 N/A 28.0 8.0 N/A 
Half 5.6 4.4 1.3 N/A 10.0 4.0 N/A 
Few 82.5 43.1 4.4 N/A 6.0 10.0 N/A 
None 4.4 45.0 92.5 N/A 8.0 28.0 N/A 
 
Usage of Network computers 
All 10.6 10.0 1.3 N/A 32.0 16.0 N/A 
Nearly all 3.1 0.0 0.0 N/A 8.0 0.0 N/A 
Most 2.5 0.6 0.0 N/A 16.0 4.0 N/A 
Half 1.3 1.3 0.0 N/A 4.0 2.0 N/A 
Few 6.3 21.3 0.6 N/A 12.0 6.0 N/A 
None 76.3 66.9 98.1 N/A 28.0 72.0 N/A 
 
Usage of portable computers 
All 3.1 2.5 0.0 N/A 10.0 4.0 0.0 
Nearly all 1.3 0.6 0.0 N/A 0.0 0.0 0.0 
Most 0.0 0.0 0.0 N/A 0.0 2.0 0.0 
Half 1.9 0.0 0.0 N/A 4.0 2.0 0.0 
Few 6.9 3.1 2.5 N/A 56.0 8.0 0.0 
None 86.9 93.8 97.5 N/A 30.0 84.0 100.0 
 
Usage of mobile phones 
All 25.0 34.4 20.6 27.5 74.0 76.0 54.0 
Nearly all 41.3 43.1 2.5 0.6 10.0 8.0 2.0 
Most 20.6 14.4 13.8 10.6 10.0 4.0 16.0 
Half 10.0 5.0 11.9 10.0 6.0 0.0 10.0 
Few 2.5 1.9 48.1 48.8 0.0 2.0 14.0 
None 0.6 1.3 3.1 2.5 0.0 10.0 4.0 
 
 

�  DCCBs and MFIs differ substantially in their use of hardware.  
 
�  In both DCCBs and MFIs, hardware is more common at the HO level than in 

more remote regions. 
 



�  ICT penetration (including standalone computers, networked and portable 
computers) is significantly lower in DCCBs than in MFIs, especially at the 
local level.  

 
�  At the head office level, the use of standalone computers (computers that are 

not connected to any network) is much more common among MFIs than in 
DCCBs. Since the usage of standalone computers is usually associated with a 
limited number of users, their higher popularity among microfinance 
institutions is consistent with the smaller average size of most MFIs in the 
survey. Standalone computers also have a certain advantage of extra security. 

 
�  The answers to this question suggest that the majority of DCCBs do not 

operate network computers – with 76.3% of DCCBs reporting that none of 
their staff were using network computers. In MFIs only 28% of MFIs reported 
that networked computers were not used. 

 
�  The use of portable computers (laptops) is less common than that of 

standalone and network computers. In the great majority of DCCBs, none of 
the staff members uses a laptop. MFIs, by contrast, appear to make greater use 
of laptops. At the HO level, 10% of all MFIs reported that laptops were used 
by all members of staff, while 56% reported that a few members would use 
them. Laptops were not used by field staff.  

 
�  Personal Digital Assistants (PDAs) are the least popular option of hardware. 

While none of the DCCBs reported the use of PDAs, a few MFIs did count on 
them. In microfinance, PDAs may help loan officers to better plan field visits 
by accessing a wide range of information, such as current client arrears and 
historical client records. 

 
�  It is striking that mobile phones are by far the most commonly used type of 

hardware among staff members. Like all other ICT equipment, mobile phones 
are more often found among MFI staff. Mobile phones have advantages over 
computers in terms of familiarity, costs and portability.  
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Figure 5: Use of standalone computers in DCCBs at different levels  
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Figure 6: Use of standalone computers in MFIs at different levels  
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Figure 7: Use of network computers in DCCBs at HO, branch and PACS levels  
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Figure 8: Use of network computers in MFIs at different levels 
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Figure 9: Use of portable computers in DCCBs at HO, branch and PACS levels  
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Figure 10: Use of portable computers at different levels of MFIs 



0

20

40

60

80

100

P
e

rc
en

ta
ge

 D
is

tr
ib

ut
io

n

HO Branch PACS Field Staff

USAGE OF MOBILE PHONES IN DCCB

None
Few
Half
Most
Nearly all
All

 
Figure 11: Use of mobile phones at different levels of DCCBs and among 
customers 
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Figure 12: Use of mobile phones at different levels of MFIs



2. Availability of connections and Networks 
 

Table 3: Availability of networks 
 DCCBs MFIs 
 HO1 Branch PACS Field 

Staff 
HO Branch Field 

Staff 
Availability of Local Area Network (LAN) (in %)  
All 23.1 8.8 1.3 N/A 64.0 16.0 N/A 
Nearly all 0.0 0.6 0.6 N/A 0.0 0.0 N/A 
Most 0.0 1.3 0.0 N/A 0.0 0.0 N/A 
Half 0.0 1.3 0.0 N/A 0.0 2.0 N/A 
Few 0.0 21.3 0.0 N/A 0.0 6.0 N/A 
None 76.9 66.9 98.1 N/A 36.0 76.0 N/A 
 
Availability of dedicated WAN (in %) 
All 1.3 0.6 0.0 N/A 4.0 3.0 N/A 
Nearly all 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Most 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Half 0.0 0.6 0.0 N/A 0.0 3.0 N/A 
Few 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
None 98.8 98.8 100.0 N/A 96.0 93.9 N/A 
 
Availability of Broadband ADSL (in %)  
All 10.6 1.9 0.0 N/A 54.0 6.0 N/A 
Nearly all 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Most 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Half 0.0 0.0 0.0 N/A 0.0 2.0 N/A 
Few 0.0 0.0 0.0 N/A 0.0 10.0 N/A 
None 89.4 98.1 100.0 N/A 46.0 82.0 N/A 
 
Availability of High Speed Internet (in %) 
All 3.1 2.5 0.0 N/A 12.0 6.0 N/A 
Nearly all 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Most 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Half 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Few 0.0 0.6 0.0 N/A 0.0 4.0 N/A 
None 96.9 96.9 100.0 N/A 88.0 90.0 N/A 
 
Availability of Network Dial Up (in %)  
All 15.0 3.1 0.0 N/A 36.0 18.0 N/A 
Nearly all 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Most 0.0 0.0 0.0 N/A 0.0 0.0 N/A 
Half 0.0 0.0 0.0 N/A 0.0 4.0 N/A 
Few 0.0 0.6 0.0 N/A 0.0 14.0 N/A 
None 85.0 96.3 100.0 N/A 64.0 64.0 N/A 
 
Availability of mobile network connection (in %) 
All 99.4 80.0 63.1 70.0 100.0 90.0 70.0 
Nearly all 0.0 1.9 5.0 2.5 0.0 0.0 8.0 
Most 0.0 16.9 10.0 6.3 0.0 0.0 10.0 
Half 0.0 1.3 3.8 1.9 0.0 0.0 4.0 
Few 0.0 0.0 18.1 18.1 0.0 0.0 4.0 
None 0.6 0.0 0.0 1.3 0.0 10.0 4.0 
 

                                                 
1 At HO level, the question was only whether or not the network was available.  



 
�  MFIs are more often connected to the internet and frequently use faster 

connections. All head offices are connected via either broadband ADSL 
(54%), high speed internet (12%), or dial-up (36%).  

 
�  76% of all DCCBs do not operate LAN facilities (networked computers). 

 
�  Only a very small number of the DCCBs and MFIs possessed wireless 

networking facilities. 
 

�  A maximum of 28.7% of DCCB HOs have external internet connections with 
the most common arrangement being a dial-up line. ADSL broadband was 
available at only 10% of DCCBs. In contrast, 80% of MFIs had internet access 
with the majority (54%) using broadband ADSL services. 

 
�  Land telephone lines were available to most DCCBs at both HO and Branch 

level, with 60% of DCCBs reporting that most of their PACS also had 
landlines. 

 
�  Two DCCBs in Kerala reported to use a dedicated Wide Area Network 

(WAN) with leased lines to connect their HO and branches.  
 
�  The mobile network connectivity is most widely used at all levels of 

organization, with coverage at all (but one) DCCB HOs and all MFI HOs. 
Mobile phone coverage is also available to more than 60% of all DCCB 
branches, PACS and MFI branches. 

 

0%

20%

40%

60%

80%

100%

P
er

ce
nt

ag
e 

di
st

ri
bu

tio
n

HO Branch PACS

AVAILABILITY OF LAN IN DCCBs

None

Few

Half

Most

Nearly all

All

 
Figure 13: Distribution of LAN availability in DCCB s at HO, branch and PACS 
levels  
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Figure 14: Distribution of LAN availability in MFIs  
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Figure 15: Distribution of Broadband ADSL availability in DCCBs at HO, 
branch and PACS level 
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Figure 16: Distribution of Broadband ADSL availability in MFIs 
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Figure 17: Distribution of dial-up connections in DCCBs at HO, branch and 
PACS level 
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Figure 18: Distribution of dial-up connections in MFIs 
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Figure 19: Distribution of mobile network connection in DCCBs at HO, branch, 
PACS levels and among field staff 
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Figure 20: Distribution of mobile network connection in MFIs 
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Figure 21: Availability of landline connection in DCCBs at HO, branch and 
PACS level and among field staff 
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Figure 22: Availability of landline connection in MFIs 



3. Currently used applications (organization-wide) 
 

Table 4: Currently used applications  
Application DCCB usage (in %) MFI usage (in %) 
Internal accounting 7.5 94.0 
Staff pay roll 6.3 30.0 
Business Planning 2.5 18.0 
Staff performance 5.0 22.0 
Field transactions  Not applicable 14.0 
Loan tracking 6.9 64.0 
Deposit tracking 6.9 28.0 
Assets and liabilities 4.4 6.0 
 

�  Table 4 shows us that the current use of ICT applications in DCCBs is 
extremely low (below 10% for all types of applications listed in the survey).  

�  Even for loan tracking purposes, software is used by only 6.9% of DCCBs and 
only 7.5% of DCCBs use software for internal accounting across the whole 
organisation. In contrast 64% of MFIs use loan tracking software, and 94% 
use software for internal accounting purposes across the whole organisation. 

�  The most commonly used application among both DCCBs and MFIs is for 
internal accounting.  

�  There is no application for tracking risks. Special applications are required for 
DCCBs and MFIs to do so.  

�  None of these applications is used at the level of PACS since most are not 
computerized. 

 

0%

20%

40%

60%

80%

100%

P
er

ce
nt

ag
e 

D
is

tr
ib

ut
io

n

Internal
accounting

Pay roll and
staff

management

Business
planning
software

Staff
performance

Stock
management

Trading
account

management

APPLICATION SOURCE ORGANISATION WIDE  IN DCCB
PART(1)

Completely outsourced
operation
Buy automation services
on transaction basis
Have a tecnology partner
to doit for you
Develop it in house

Contract a vendor to do it
for you
Contracting a project
managemnt consultant
Buy ready made from
vendor
No software

 
Figure 23: Use and procurement of applications in DCCBs (PART-1) 
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Figure 24: Use and procurement of applications in DCCBs (PART-2) 
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Figure 25: Use of Internal Accounting application in MFIs  
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Figure 26: Use and procurement of pay roll application among MFIs 
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Figure 27: Use and procurement of loan tracking software in MFIs  
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Figure 28: Use and procurement of deposit tracking software in MFIs 
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Figure 29: Use and procurement of Insurance tracking software in MFIs  
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Figure 30: Use and procurement of business planning software in MFIs



 

4. “Innovations” in the usage of ICT 
 

�  The most notable innovations among DCCBs include Wide Area Network 
(WAN) to connect HO and branches (used in 2 DCCBs in Kerala), and touch 
screens in branches to enable customers to inquire their loan status (planned to 
be used by one DCCB in Tamil Nadu).  

 
�  Some MFIs have come up with hand-held PDAs for data collecting and 

transferring client data. One MFI uses mobile phones to collect SHG data and 
to transfer it to its server.  

 
 

The survey answers suggest that innovation is a relative term which is highly context-
dependent. For example, it is interesting to note that both MFIs and Cooperatives 
perceived branch automation as an innovation. Similarly, using accounting software 
for tracking accounts, and integrating various applications (technologies which might 
be considered as “standard” tools in other contexts) were often regarded as 
innovations.   
 



5. ICT literacy among staff members at different levels inside the 
organization  

 
Table 5: ICT literacy among staff members2 
 DCCB (in % of 160 organizations) MFI (in % of 50 

organizations)  
Level HO Branch PACS Field 

Staff 
HO Branch Field 

Staff 
General keyboard  
All 13.1 13.8 4.4 5.0 56.0 58.0 18.0 
Nearly all 2.5 2.5 1.3 1.3 14.0 2.0 4.0 
Most 5.6 1.9 2.5 0.6 16.0 4.0 12.0 
Half 7.5 4.4 1.3 5.0 8.0 6.0 8.0 
Few 65.0 58.8 4.4 13.8 6.0 18.0 16.0 
None 6.3 18.8 86.3 74.4 0.0 12.0 42.0 
 
General desktop 
All 11.9 12.5 3.1 5.6 44.0 54.0 16.0 
Nearly all 1.3 2.5 2.5 1.3 4.0 2.0 0.0 
Most 3.1 1.9 1.3 0.0 26.0 6.0 6.0 
Half 6.9 5.0 1.3 1.3 14.0 6.0 6.0 
Few 73.8 57.5 2.5 3.8 10.0 16.0 22.0 
None 3.1 20.6 89.4 88.1 2.0 16.0 50.0 
 
Specialist finance  
All 12.5 10.0 1.9 5.0 28.0 32.0 10.0 
Nearly all 1.3 3.8 1.3 1.3 8.0 6.0 4.0 
Most 1.3 1.9 1.3 0.0 14.0 10.0 4.0 
Half 1.9 2.5 0.6 1.3 16.0 8.0 4.0 
Few 40.0 17.5 4.4 2.5 32.0 22.0 20.0 
None 43.1 64.4 90.6 90.0 2.0 22.0 58.0 
 
Email 
All 11.3 6.9 2.5 6.3 24.0 24.0 4.0 
Nearly all 1.9 4.4 1.3 1.3 8.0 4.0 2.0 
Most 1.3 1.3 0.0 0.0 8.0 4.0 4.0 
Half 1.3 0.0 0.6 0.0 10.0 8.0 2.0 
Few 52.5 41.3 1.9 2.5 48.0 30.0 22.0 
None 31.9 46.3 93.8 90.0 2.0 30.0 66.0 
 
Internet browsing 
All 9.4 7.5 2.5 5.0 22.0 14.0 4.0 
Nearly all 1.9 2.5 1.3 1.3 4.0 2.0 0.0 
Most 0.0 0.0 0.0 0.0 8.0 4.0 0.0 
Half 3.1 1.3 0.0 1.3 2.0 8.0 0.0 
Few 45.6 41.9 1.3 0.0 54.0 20.0 16.0 
None 40.0 46.9 95.0 92.5 10.0 52.0 80.0 
 
Mobile phones 
All 24.4 36.3 19.4 26.3 84.0 86.0 52.0 
Nearly all 41.3 41.3 2.5 1.9 8.0 0.0 0.0 

                                                 
2 Note that this analysis does not distinguish between organizations who have high levels of ICT use, 
and those with very limited ICT use. We should expect levels of ICT literacy among those with high 
ICT usage to be higher, and figures for organisations with limited usage will be lower. 



Most 25.0 13.8 13.1 7.5 8.0 2.0 20.0 
Half 5.6 5.6 11.9 9.4 0.0 0.0 6.0 
Few 2.5 1.3 47.5 44.4 0.0 0.0 10.0 
None 1.3 1.9 5.6 10.6 0.0 12.0 12.0 
 
SMS 
All 23.1 25.6 20.0 19.4 50.0 56.0 32.0 
Nearly all 38.8 38.8 1.3 1.3 14.0 0.0 0.0 
Most 0.0 0.0 0.0 0.0 6.0 2.0 0.0 
Half 1.9 1.3 0.6 0.6 4.0 4.0 0.0 
Few 11.9 8.1 41.3 48.8 6.0 6.0 12.0 
None 24.4 26.3 36.9 30.0 20.0 32.0 56.0 
 
PDA 
All 2.5 2.5 2.5 2.5 0.0 0.0 0.0 
Nearly all 1.3 1.3 1.3 1.9 0.0 0.0 0.0 
Most 0.6 0.6 0.6 1.3 0.0 0.0 0.0 
Half 0.0 0.0 0.0 0.0 0.0 0.0 0.0 
Few 0.0 0.0 0.0 0.0 2.0 2.0 2.0 
None 0.0 0.0 0.0 0.0 98.0 98.0 98.0 
 

�  These figures demonstrate that levels of ICT literacy (excluding mobile 
phones) very considerably among different institutions. 

�  In DCCBs which have computers, half of the staff have keyboard skills and 
are familiar with standard desktop applications. Only very few members of 
staff (mainly belonging to HOs) are familiar with specialist financial 
applications.  

�  Mobile phones are by far the most widely used application among staff at all 
levels of organization. 

�  Although respondents reported that most staff at HO and Branch level are able 
to use SMS on their mobile phone, this only a few staff at PACS or field staff 
level have this skill. 

�  The PDA is the least well known and available type of hardware. 
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Figure 31: Distribution of staff with general keyboard skills at different levels of 
DCCBs 
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Figure 32: Distribution of staff with general keyboard skills at different levels of 
MFIs 
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Figure 33: Distribution of staff with desktop applications skills at different levels 
of DCCBs 
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Figure 34: Distribution of staff with desktop applications skills at different levels 
of MFIs 
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Figure 35: Distribution of staff with skills related to specialist finance 
applications at different levels of DCCBs 
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Figure 36: Distribution of staff with skills related to specialist financial 
applications at different levels of MFIs 
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Figure 37: Distribution of staff with emailing skil ls at different levels of DCCBs 
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Figure 38: Distribution of staff with emailing skil ls at different levels of MFIs 
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Figure 39: Distribution of staff with internet brow sing skills at different levels of 
DCCBs 
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Figure 40: Distribution of staff with internet brow sing skills at different levels of 
MFIs 
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Figure 41: Distribution of staff with mobile phone skills at different levels of 
DCCBs 
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Figure 42: Distribution of staff with mobile phone skills at different levels of 
MFIs 
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Figure 43: Distribution of staff with SMS skills at different levels of DCCBs 
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Figure 44: Distribution of staff with SMS skills at different levels of MFIs 



6. ICT support 
 
Table 6: Types of ICT support among DCCBs and MFIs 
Type of support DCCB (in %) MFIs (in %) 
In-house dedicated team 13.1 24.0 
In-house team with other responsibilities 6.3 12.0 
External organization in town 41.9 58.0 
External organization outside of town 48.1 32.0 
Telephonic conversation 6.9 12.0 
No formal arrangements 21.3 4.0 
 

�  In-house dedicated teams for ICT support are still the exception (only 
available to 13% of all DCCBs and to 24% of all MFIs).  

 
�  Both DCCBs and MFIs primarily depend on external agencies for ICT 

support. In more than 40% of all cases, these ICT agencies are from other 
towns. Thus, getting the right support takes time and incurs high costs.   

 
�  A small minority of 4 per cent of all MFIs surveyed have no formal 

arrangements for technical support. 21% of all DCCBs have no formal 
arrangements for ICT support. This result may reflect the higher uptake of 
more complex technologies, e.g. network computers, internet connections, in 
MFIs than in DCCBs. 
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Figure 45: Types of ICT support currently used in DCCBs3. 
 
 

                                                 
3 Note: many DCCBs operate multiple levels of technical support, hence the totals sum to greater than 
100% 
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Figure 46: Types of ICT support currently used in MFIs 
 



7. Constraints on ICT adoption and innovation  
 

Table 7: Evaluation of constraints to the broadening of ICT applications4 
Constraint (type and impact) DCCB (in %) MFI (in %) 
 
Cost of hardware 
Major 24.4 12.0 
Minor 25.6 8.0 
No impact 16.9 28.0 
 
Cost of software 
Major 27.5 52.0 
Minor 25.0 12.0 
No impact 16.3 26.0 
 
ICT literacy 
Major 56.3 14.0 
Minor 11.3 10.0 
No impact 8.1 20.0 
 
Lack of expertise 
Major 66.3 42.0 
Minor 8.1 8.0 
No impact 16.3 22.0 
 
Lack of training 
Major 58.8 38.0 
Minor 9.4 12.0 
No impact 11.9 26.0 
 
Reliability of the system 
Major 6.9 6.0 
Minor 41.3 8.0 
No impact 17.5 28.0 
 
Support system 
Major 46.3 34.0 
Minor 7.5 6.0 
No impact 14.4 30.0 
 
Selection of vendor 
Major 40.0 12.0 
Minor 15.6 8.0 
No impact 20.0 30.0 
 
Based on figures above, we can evaluate the importance of the above listed 
constraints: 
 
                                                 
4 These percentages do not add up to 100 as some organizations gave no comment. 



�  The most crucial constraints for MFIs were the cost of software, followed by 
the lack of expertise and training among staff members.  

 
�  DCCBs identified lack of expertise, training and ICT literacy as their major 

constraints to broadening ICT applications.  
 

�  While cost of the hardware and software was less of a concern for DCCBs 
than for MFIs, both were concerned about the availability of reliable ICT 
support. 

 
�  40% of DCCBs felt that selection of ICT vendor was a major constraint on 

development. Only 12% of MFIs regard the selection of the ICT vendor as a 
major constraint. 

 
In the telephone interviews, four main types of constraints were stressed by DCCBs:  
 

1) ICT literacy of the staff is low. Staff members might not see the need for the 
introduction of ICTs.   

2) ICT training is inadequate. DCCBs reported that there is lack of ICT training 
institutes for addressing the training need of DCCBs. 

3) ICT support structures are weak. It is difficult to have in-house ICT staff to 
support the initiative. Often, the ICT vendors come from other towns. Support 
from such distances is often delayed and costly. 

4) A lack of independence in decision making was reported by many DCCBs to 
prevent them from implementing and maintaining ICT solutions. They would 
often keep waiting for orders to spend money for automation from NABARD 
or the State level Apex Bank. Sometimes, their budget for ICT is not fully 
utilized due to a lack of clear guidelines. They expressed a clear need for 
decentralization of decision making in their organization. If the branches were 
given responsibilities for procuring hardware and software they would do so. 
In the current situation, however, they cannot do so independently. 



 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%
P

er
ce

nt
ag

e

Hardware
Cost

Software
Cost

IT Literacy Lack of
expertise

Lack of
training

Reliability
of

Systems

support
structure

selection
of vendor

CONSTRAINTS ON BROADENING ICT USE IN DCCBs

No impact

Minor

Major

 
Figure 47: Importance of constraints to broadening ICT usage in DCCBs (1) 
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Figure 48: Constraint factors affecting the broadening of ICT usage in MFIs 



8. Assessment of ICT priority 
 

Institutions were asked to evaluate their priority given to ICT on a scale from no use, 
through less important, important, very important, to crucial. Table 7 summarizes 
these evaluations for all DCCBs and MFIs interviewed.   

 
 Table 8: ICT as a business priority  
 DCCB (in % of 159) MFI (in % of 50) 
Crucial 17.0 20.0 
Very Important 42.1 50.0 
Important 36.5 30.0 
Less Important 3.8 0.0 
No use 0.6 0.0 
 

�  The most frequently given assessment was that ICT was “very important”. 
Overall, MFIs have asserted a slightly higher importance to ICT. This may be 
due to the perceived importance of ICT in the field of microfinance and the 
growing amount of data to be processed on a daily basis.  

 
�  All MFIs regard ICT as important to crucial.  
 
�  Only a very small minority of DCCBs considered ICT to be less important 

(3.8%) or of no use (0.6%).  None of the MFIs gave these responses. 
 

Most of the DCCBs and MFIs realize that ICT applications are important to the 
operations.  They have articulated their plans to use ICT for tracking loans, deposits 
and (if offered) insurance products.  They also articulated their vision of integrating 
the applications.  According to our interviewees, the government is planning to 
automate all DCCB branches and to connect them to their head office. All the Primary 
Agricultural Credit Societies (PACS) are to be automated.  They want to use ICT for 
tracking loans, overdues, repayments and family incomes.  Some MFIs also expressed 
the wish to capture the incomes of the families to whom they have given financial 
assistance.  
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Figure 49: Assessment of priority of ICT in DCCBs 
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Figure 50: Assessment of priority of ICT in DCCBs 
 
 
 
 
 
 
 
 

 



Conclusions 
 
This survey has shed some light on our understanding of the availability and usage of 
ICT technologies among cooperative banks and microfinance institutions in their 
daily operations at different levels of organization.  
 
A clear result from the survey is that the level of ICT penetration in cooperative banks 
and MFIs is still relatively low. It is also apparent that DCCBs lag behind MFIs in 
their usage of ICTs. However, the survey responses have show that ICT penetration is 
highest at Head Office levels. Thus, higher levels of organization tend to have higher 
levels of computerization, ICT literacy and ICT usage. 
 
It is striking that mobile phones are by far the most widely used type of ICT 
hardware, and mobile network coverage is available to the majority of branches, 
PACS and field staff. The majority of staff at all levels have experience of using 
mobile phones for voice calls, but SMS skills are less widely available, especially 
away from the Head Office and Branch levels. 
 
Both MFIs and DCCBs recognise the importance of ICTs and report that skills, 
training & support are key constraints on the uptake of ICTs. An additional finding 
was that DCCBs perceive a lack of independence of decision making as an important 
constraint on their uptake of ICTs. 
 
In the second phase of this research, the project team are planning to conduct in-depth 
interviews with selected case studies of DCCBs and MFIs where particularly 
innovative solutions have been developed. The purpose is to gain more insight into 
these leading initiatives. In parallel, the project team are working with with an MFI in 
MP to design and prototype an innovative model for service delivery allowing co-ops 
or MFIs in one village (collaborating with co-operative banks or other institutions) to 
deliver services to users located in other villages remote from the head office.  
 



Annex A: Technical Details of the survey 

Methodology 
 
The ICT survey of DCCBs and MFIs in India is part of the collaborative research 
project “Rural e-services: Participatory co-design of Sustainable Software and 
Business Systems in Rural Co-operatives” of the University of Sheffield Hallam, the 
ODI, Saral Services, and the University of Oxford. This project is funded by the 
EPSRC. The survey questionnaire was jointly designed by Saral Services Ltd and 
experts from the University of Sheffield Hallam.The survey was conducted by Saral 
Services, an NGO promoting ICT applications in India.  
 
The aim of the project is to explore how techniques from the fields of participatory 
design of Information and Communications Technologies, agile ICT development and 
participatory rural appraisal can be combined to support the (locally based) 
development of sustainable software and business systems for use by networks of 
rural village co-operatives. The objectives to achieve this aim are:    

�  To unify and relate methods from rural development, sustainable business 
modelling, and ICT design;    

�  To understand the specific needs and problems of rural cooperatives and how 
these can be met through ICTs;    

�  To find ways of undertaking ICT for Development that contribute to building 
innovation capacity in beneficiary communities;    

�  To create innovative sustainable business models for ICT supported services 
delivery and information inequality reduction in disadvantaged communities;     

�  To disseminate the methods and findings to academic and practitioner 
communities     

�  To explore the transfer of lessons learnt from one community to others (e.g. 
India to China).   

 
Before being able to pin down the technology we need to work on, we have to 
understand the needs of organizations engaged in microfinance in rural India.   
 
We selected two key institutions in the delivery of micro finance services in rural 
India, namely District Central Cooperative Banks (including their associated 
institutions, such as Primary Agriculture Cooperative Societies) and microfinance 
institutions, in order to study their usage of ICT applications.  
 
The survey managed to sample 160 DCCBs and 50 MFIs of different sizes across 
India. The survey was voluntary and conducted by means of telephone interviews 
following a set questionnaire with 13 questions. The questionnaire can be found in 
Annex B.  
 
Coverage, sampling and response rate  
 
We used telephone interviews to ask 14 questions (see Annex B). The list of 366 
DCCBs was obtained from NABARD’s web site and a list of 130 MFIs from Sa-
dhan, the Association of Community Development Finance Institutions. Although we 
tried to cover all of them, many were not comfortable answering the survey via 
telephone. We decided to leave out those institutions which did not respond in three 
attempts.  



 
Thus, 160 DCCBs and 50 MFIs were interviewed in 20 out of 28 states (see Annex 
C).  After the first round of interviews, the data was checked for any unclarities, and 
we contacted the DCCB or MFI to resolve them.   



Annex B: Survey questionnaire 
 
Question 1 
 
Is your esteemed organization using information technology (IT) as such 
computers, software, handheld devices and mobile to support your operations? 
 
 
Question 2 
About your organization: 
a) How many employees does your organization have in total? 
 
Range of staff members  
0 - 4  
5 - 9  
10 - 24  
25 - 49  
50 - 99  
100 - 249  
250 - 499  
over 500  
 
b Where is your organization located? 
Name of the location: 
Distance from state capital (in km): 
Distance from nearest town (in km): 
  
Question 4   
Do your staff and customers make use of the following technologies, and if so, how 
many of your staff are using them?  
(1. all, 2. nearly all, 3. most, 4. about half, 5. a few, 6. none, NA – Not applicable).  
 
 At your 

head office 
At branches At PACS* Field staff Customers 

Stand alone 
computers  

   NA NA 

Networked 
computers 

   NA NA 

Portable 
computers 

     

Mobile 
phones 

     

PDAs      
Public 
Internet 
Kiosks 

NA NA NA   

ATMs     NA  
Other 
(specify) 

     

*At PACS level is applicable when we are interviewing DCCBs. 



. 
Question 5 
 
What kinds of network communication do you have available to you? 
 
 At your head 

office (yes / 
no) 

At branches 
(all or nearly 
all, most, 
about half, a 
few, none) 

At PACS 
level 

Field staff (all 
or nearly all, 
most, about 
half, a few, 
none) 

Internally     
LAN    NA 
Wireless 
LAN 

   NA 

Wireless 
services to 
mobile 
devices 
(PDAs, 
phones etc.) 

    

Dedicated 
Wide area 
Network 

   NA 

Externally     
High speed 
internet 

   NA 

Broadband 
internet 
(ADSL)  

   NA 

Dial up 
internet (56k) 

   NA 

Mobile phone 
coverage 

    

Landline 
connection 

    

None     
 
 
Question 6 
Which of the following applications are you already using ICT for: 
 
 In all areas of the 

organization 
In some areas / parts of the 
organization 

Internal accounting   
Payroll, internal 
management (e.g. staff 
database, leave, staff 
benefits) 

  

Business planning 
software 

  

Staff performance   



 In all areas of the 
organization 

In some areas / parts of the 
organization 

Stock management   
Trading account 
management 

  

Recording individual 
transactions at the counter 
/ branch level 

  

Software for capturing 
field transactions 

  

Loan tracking   
Deposit tracking   
Insurance tracking   
Asset and liability 
Management 

  

Automated teller machines   
Any other(specify)   
 
 
Question 7 
 
How do you get your software?  
1. Buy from Vendor;  
2. Contract a vendor to do it for you;  
3. Develop it in-house  
4. Have a technology partner to meet all your needs;  
5. Buy automation services on transaction basis 
Note: In responses answers were combined with question 6 to indicate sourcing for 
different types of application. 
 
Question 8 
 
a) Are there any particular innovative uses of ICT or experiments with ICT that 
your organization has undertaken in the last 5 years? If so, can you tell us about 
them? 
 
b) Was the innovation successful? Y / N 
 
c) Is it being extended within your organization? Y / N 
 
d) Is it being duplicated elsewhere? Y / N 
 
e) If so, where?  
 
 
Question 9 
 
How much of is your organization spending on ICT hardware & software? 
 
a) What percentage of your annual budget is spent on ICT hardware? 
 



b) What percentage of your overall annual budget is spent on ICT software 
solutions? 
 
Question 10 
 
What do you think are the main constraints in broadening your use of ICT 
solutions? 
(major constraint, minor constraint, not a constraint, cannot say) 
 
  
Cost of hardware  
Cost of software  
ICT literacy / experience of end user staff  
Expertise to maintain systems  
Availability of training   
Reliability of systems  
Support structure   
Selection of suitable vendor  
Other (please specify)  
 
Question 11 
 
a) What are your arrangements for ICT support? 
 
Arrangement  
Support provided by dedicated in-house team  
Support provided by in-house team that has other duties (e.g. 
software development) 

 

On-site support provided by external organization located in 
same town  

 

Support provided by external organization located in a 
different town 

 

Telephone support only  
No formal arrangement for technical support  
 
b) How far do you have to travel if you need to replace a piece of equipment / get a 
piece of equipment repaired? (in km)  
 
c) How far would your branch staff have to travel to replace a piece of equipment / 
get a piece of equipment repaired? (in km)  
 
d) How confident are you that the ICT support arrangement you have is meeting 
your organization’s needs? 
 
Very confident  
Confident  
neither confident nor concerned  
Concerned  
very concerned  
 



Question 11 
 
About the levels of ICT literacy for your staff 
 
a) How many of your staff are familiar with: 
(Answers: All, nearly all, most, some, a few, none) 
 
 At your head office At branches At PACS level Field staff 
General 
keyboard skills 
(using a 
keyboard & 
mouse) 

   NA 

General 
desktop 
applications 
(e.g. word 
processors) 

   NA 

Specialist 
finance 
applications 
(spreadsheets, 
accounts 
packages etc.) 

    

Email     
Internet 
browsing 

    

Mobile phones     
SMS     
PDAs     
 
b) Do you have an ICT training programme for staff? Y / N 
 
c) How many staff receive ICT training each year?   
 
 
Question 12 
 
About the future of your organization’s use of IT 
 
a) What are the future plans for ICT in your organization?  
 
b) What are the business priorities for ICT in your organization? 
 
 
Question 13 
 
Are there any other comments / suggestions that you would like to make about 
using ICT in microfinance, or issues that you think we should investigate? 
 
 
 



Annex C: Survey coverage 
 
 
 DCCBs MFIs 
South     
AP 6  4  
Karnataka 6  4  
TN 7  2  
Kerala 4  2  
South sub total 23  14% 12 24% 
 
North     
UP 50  8  
MP 9  0  
Uttaranchal 10  1  
Punjab 4    
Haryana 4    
JK 3    
HP 1    
Delhi   1  
North sub total 81  50% 10 20% 
 
West     
Maharashtra 13  2  
Gujarat 4  4  
Rajasthan 28  5  
West total 45  28% 11 22% 
 
East     
Bihar 5  3  
Jharkhand   7  
West Bengal 4  2  
Orissa 4  1  
Assam   3  
East total 13  8% 16 33% 
     
     
Total 162   49  
  44%  38% 
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