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2025 Silver Inclusion Indicators

General Information

Page description:

Welcome!

This survey is part of theSilver Finance: Financial Inclusion for Lifeproject, promoted by
the German Sparkassenstiftung and BID Lab.

The survey aims to understand how financial institutions include older adults in Latin
America and the Caribbean.

The data will provide valuable information to:

* Highlight the current state of financial inclusion of older adults
» Design more appropriate and accessible strategies, products, and services

All information will be treated with strict confidentiality and used exclusively for
analytical purposes, in compliance with current data protection regulations.
Information will be presented on a aggregate basis.

Thank you for being part of this effort!

1. Please complete your personal information

This information is for the internal use and control of the German Sparkassenstiftung. Your our
personal data will no be published.

If the survey is completed as a group, please fill in only the contact person's information.

First Name * Last Name (s) *
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Position or Title *

Email Address *

| |

LinkedIn Profile, if applicable (URL):

Institution Name *

Country(ies) where the institution operates *

Phone Number *
Include country code

E.g.: +XX (XX) XXXX XXXX

What type of financial institution is your organization?

A. Banks. This refers to commercial banks, development banks, international banks,
and investment banks.

B. Non-bank Financial Institutions. Institutions that play a role in financial
inclusion by serving segments not typically served by traditional banks. These
include cooperatives, popular finance companies, savings and loan entities,
microfinance institutions, among others.

C. Fintech. Companies that use technology to offer financial services such as
payments and remittances, lending, investment, personal finance management,
insurtech, digital banking, among others. *
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C A. Banks
€ B. Non-banking financial institutions
¢ C. Fintech

Financial Inclusion Access Indicators

Page description:
This section collects information that will allow us to measure Access Indicators for
older adults.

Access indicators reflect how accessible financial services are to individuals, in this
particular case, older adults. These indicators relate to the infrastructure and reach
of the financial system.

2. Does your institution have physical branches? *

C Yes
C No

3. How many physical branches does your institution have?
As of December 31, 2024 *

4. With regard to your institution's physical branches, has your institution
implemented adaptations for older adults?

For example: access ramps, dedicated parking spaces, elevators, teller window height,
preferential service, etc. *

C Yes
C No
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5. Adaptations in physical branches: *

Please describe the adaptations implemented in branches specifically designed to
accommodate older adults. *

How many branches have implemented the aforementioned adaptations?

6. Does your institution have ATMs? *

C Yes
C No

7. How many ATMs does your institution have?
*
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8. Regarding your ATMs, has your institution implemented adaptations for older
adults?

C Yes
C No

9. ATM adaptations: *

Please describe the adaptations implemented in ATMs specifically designed to
accommodate older adults *

Please specify the number of ATMs in which the aforementioned adaptations have
been implemented. *

10. Regarding your institutional website, has your institution implemented
adaptations for older adults?

C Yes

C No
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11. Please describe the adaptations implemented on your institutional website to
accommodate older adults.

12. Does your institution offer digital services through its website?

C Yes

C No

13. Regarding the digital services provided through your website, has your
institution implemented adaptations for older adults?

C Yes

c No
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14. Please describe the adaptations made to accommodate older adults in the digital
services provided through your website. *

15. Does your institution have a mobile application or App?

C Yes
C No
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16. Adaptations in mobile applications or Apps: *

Has your institution implemented adaptations designed for older people in your
mobile application or App?

C Yes

c No

Please describe the adaptations implemented in mobile applications or Apps
specifically designed to accommodate older adults. *

17. Does your organization have a call center?

C Yes

C No
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18. Adaptations in call centers: *

With regard to your call center, has your institution implemented adaptations
designed for older adults?

C Yes

(n

No

Please describe the adaptations implemented in your call center specifically

designed to accommodate older adults. *

19. Does your institution have other customer service channels?

r
r

r

I

I

-
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*

Email

Institutional WhatsApp
Social media

Online chat or chatbot

Other(s) - Please specify
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20. Adaptations to other customer service channels *

With regard to other customer service channels, has your institution implemented

adaptations for older adults?
*

C Yes

C No

Please describe the adaptations implemented in other customer service
channels specifically designed to accommodate older adults. *
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Financial Inclusion Usage Indicators

Page description:
This section collects information that will allow us to measure Usage Indicators for

older adults.

Usage indicators measure the extent to which financial services are utilized by older
adults.

21. Please indicate the TOTAL number of retail clients or customer as of December
31, 2024 *

Men Women Total

Number of
clients

22. Please report the number of retail clients as of December 31, 2024, categorized by
the following age and gender groups: *

Men Women Total

50-59 years old
60-69 years old

More than 70 years old
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23. Deposit or savings products: *

Does your institution offer deposit or savings products?

C Yes
C No

Please report the number of retail clients with deposit or savings products offered

by your institution, categorized by the following age and gender groups.
*

Men Women Total

50-59 years old
60-69 years old

More than 70 years old

Does your institution offer deposit or savings products specifically designed or
adapted for the older adult segment? *

C Yes

C No

Please describe the product(s). Include the commercial name, characteristics, and
Annual Percentage Rate (APR) *
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24. Credit or lending products:

*

Does your institution currently offer credit or lending products?
C Yes

C No

Please report the number of retail clients with credit or lending products offered
by your institution, categorized by the following age and gender groups. *

*

Men Women Total
50-59 years old
60-69 years old
More than 70 years old

Does your institution offer lending products specifically designed or adapted for
the older adult segment?

C Yes

C No

Please describe the lending product(s). Include the commercial name,
characteristics, and Annual Percentage Rate (APR)
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25. Payment methods: *

What types of payment methods does your institution currently offer?

Debit cards

Credit cards

Electronic transfers

Digital wallet

A2A systems (account-to-account payments)

Checks

E B E E N E N

None

I Others - Specify:

Please report the number of retail clients that hold a debit card offered by your

institution, categorized by the following age and gender groups:
*

Men Women Total

50-59 years old
60-69 years old

More than 70 years old

. 9 P il . ieom :
;T:m;:;n beenisios i S sparkassenstiftung Alemana ‘ BID N :'K Fundacién "la Caixa"
7

w Con la colaboracién de:
i5 @ Partnersin
—



o)) Finanzas
Plateadas

Please report the number of retail clients that hold a credit card offered by your
institution, categorized by the following age and gender groups

*

Men Women Total

50-59 years old
60-69 years old
More than 70 years old

Does your institution offer a payment method specifically designed or adapted for
the older adult segment?

C Yes

C No

Please describe the product(s). Include the commercial name, characteristics, and
Annual Percentage Rate (APR), if applicable. *
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26. Insurance products: *
Does your institution offer insurance products?

C Yes

C No
Please report the number of retail clients that hold an insurance product offered
by your institution, categorized by the following age and gender groups: *
*

Men Women Total

50-59 years old
60-69 years old

More than 70 years old

Does your institution offer an insurance product specifically designed or adapted
for the older adult segment?

C Yes
C No

Please describe the insurance product(s). Include the commercial name,
characteristics, and cost, if applicable. *
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Other Initiatives

Page description:

27. Has your institution implemented any additional initiatives or strategies specifically
aimed at serving older adults? If yes, please briefly describe them.

For example, intergenerational mentoring programs, programs for the retention or
reintegration of older people into the workforce, continuing education for older adults,
dedicated advertising campaigns, etc. *

Thank you!

Page description:

Thank you for completing our survey. Your response is very important to us and
helps promote financial inclusion for older adults.
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