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ENTRY

During October, a number of actors in the non-banking financial services industry
completed the questionnaire regarding the effects of the pandemic on these
companies and the impact that digitalization has on the well-being of their
operations. The expectations of the companies have been met by the expectations
of the clients of these companies in terms of digitalization.

Purpose

This study was undertaken to understand in essence the importance of adequate
digitalization for the operational well-being of the company as well as the direct
relationship with the client for the well-being of the business.

Methodolog

The questionnaire consists of 5 main sections

a. Profile of microfinance industry actors

b. State Economy: forecasts of the entrepreneurial climate in Albania

c. Non-banking financial services industry and its digitalization

d. Future plans

e. Habits of society

• A total of 9 questionnaires were completed by companies which are key players in
the industry

• A total of 270 clients of these actors were interviewed

• Deadline for data collection: October 2020



COMPANY 
PROFILE

Lending
67%

Payment 
and 

remittanc
es

22%

Utility 
payment

11%

B2B & 
B2C 

(both)
45%

B2 
(business 

client)
hh%

B2B2C 
(business 

to 
business 

to 

customer)
11%

Large> 50 
employees

56%

Medium 10-50 
employees

22%

Small <10 
employees

22%

<30 years 
old

11%

30 - 45 
years old

89%

Type of company Business Model

Business Size Average age of employees

67% of the companies that participated in

this study are lending companies.

22% are companies that operate services

for remittances and various payments and

11% companies for utility payments.

Customer service is the main goal of 89%

of companies in this study. 45% of them

are B2B and B2C, while 11% of them are

B2B2C.

More than half are large companies with

over 50 employees, 22% 10-50 employees

and 22% of them companies with less than

10 employees.

89% of companies have employees aged

30-45 and 11% have an average age of

employees under 30.



E N T R E P R E N E U R S H I P  C L I M A T E  

F O R E C A S T S  I N  A L B A N I A

It seems that the entrepreneurial climate in the 

country is almost divided into two main pillars. 

45% of companies are satisfied with the 

entrepreneurial climate in the country. Meanwhile 

56% of companies are dissatisfied. Of which 11% 

very dissatisfied and 44% dissatisfied.

Very 

Dissatisfied

11%

Satisfied

45%

Dissatisfied

44%

22%

11%

11%

78%

11%

44%

44%

22%

22%

22%

11%

0% 20% 40% 60% 80% 100% 120%

Në 12 muajt e ardhshëm situata ekonomike do

të kthehet në nivelin para-Covid-19

Në 12 muajt e ardhshëm situata ekonomike do

të jetë e qëndrueshme, por gjithsesi e prekur

nga problematikat e shkaktuara nga Covid

Në 12 muajt e ardhshëm situata ekonomike do

të shkojë keq e më keq

Economic Situation after Covid-19

Shumë Dakord Dakord Jo Dakord Aspak Dakord Vështirë të thuash

The results reveal that there is agreement among

the actors that the crisis it left behind is fading in

the effects it has had on these companies and that

the following period is expected to be more

positive, although under the effects of some time

constraints that the Covid-19 pandemic has

brought to market. 100% of companies strongly

agree or disagree with this statement. Only 11% of

companies think that the economic situation will

improve to the first level Covid-19. While 22% of

companies think that the economic situation will

have the following negative impacts.



E N T R E P R E N E U R S H I P  C L I M A T E  

F O R E C A S T S  I N  A L B A N I A

Employment will always be a strong indicator of economic

well-being. 56% of companies think that there will be no

mass emigration to the EU in the coming period. The

productivity of companies will increase 44% think the

company, while 56% of companies think the opposite.

Wages seem unlikely to change the forecasts of companies

with 67% of respondents disagreeing with the above

statement. It is also seen that unemployment is expected to

rise if the economic situation does not change.

There is a general agreement between the company that

the Albanian State through the regulators of this industry

will have a positive impact and will intervene with

supportive and regulatory policies for the well-being of

small and medium business as well as for the actors of this

industry. Auxiliary policies for small business are questioned

where only 33% think that there will be an initiative by the

Albanian Government. Meanwhile, the situation looks

different for microfinance, where more assistance is

expected at the policy level from the government.

11%

0%

0%

0%

0%

11%

44%

22%

44%

33%

44%

33%

44%

33%

44%

56%

33%

56%

0%

22%

0%

11%

0%

0%

0%

22%

11%

0%

22%

0%

0% 20% 40% 60% 80% 100% 120%

Në 12 muajt e ardhshëm niveli i papunësisë do të rritet

Në 12 muajt e ardhshëm niveli i papunësisë do të ulet

Në 12 muajt e ardhshëm niveli mesatar i pagës do të

ulet

Në 12 muajt e ardhshëm niveli mesatar i pagës do të

rritet

Në 12 muajt e ardhshëm produktiviteti i ndërmarrjeve

do të rritet

Në 12 muajt e ardhshëm emigracioni i punonjësve në BE

do të rritet

Your opinion on unemployment
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11%

11%

11%

44%

44%

22%

11%

33%

33%

33%

11%

33%

0% 20% 40% 60% 80% 100% 120%

Në 12 muajt e ardhshëm qeveria do t'u sigurojë sipërmarrësve

politika ekonomike të qëndrueshme (si: politika tatimore,…

Në 12 muajt e ardhshëm qeveria do të sigurojë politika

mbështetëse dhe rregullatore për zhvillimin e industrisë së…

Në 12 muajt e ardhshëm qeveria do të sigurojë politika

mbështetëse dhe rregullatore për krijimin e ndërmarrjeve të…

Your opinion on economic policies in the country
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E N T R E P R E N E U R S H I P  C L I M A T E  

F O R E C A S T S  I N  A L B A N I A

33% of the surveyed companies think that the country's

governing policies are harsh on illegal entities by fighting them

and not allowing the "gray area" to flourish in providing

alternative financial services. Meanwhile, 33% of companies

think the opposite.

44% of surveyed companies think that the country's

governance policies are supportive of the development of the

non-banking financial industry by providing an adaptive

environment (programs, and flexible regulatory policies) to

foster innovation in products and services. 22% see the most

difficult situation in bringing new innovations precisely

because of regulatory policies.

89% of the surveyed companies think that the regulatory

policies of the non-banking financial industry should be in line

with the regulatory policies of all European and Balkan

countries.

Also 56% of respondents think that industry regulators always

respect the readiness of the non-banking financial industry to

adapt and comply with new rules by clearly defining the

transition / adjustment period where it is necessary.

44% of companies think that regulatory policies related to the

digitalization of the non-banking financial industry are

appropriate and reasonable but more companies (44%) think

that regulatory policies related to the digitalization of the non-

banking financial industry are unpredictable and unstable in

the long run.

33%

44%

11%

33%

44%

56%

56%

33%

33%

33%

44%

33%

11%

11%

11%

22%

11%

11%

22%

22%

33%

11%

33%

33%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

 Politikat rregulluese në lidhje me dixhitalizimin e industrisë financiare

jo-bankare janë të parashikueshme dhe të qëndrueshme në mënyrë

afatgjatë

Politikat rregulluese në lidhje me dixhitalizimin e industrisë financiare

jo-bankare janë të përshtatshme dhe të arsyeshme

Krijuesit e politikave rregullatore të industrisë gjithmonë respektojnë

gatishmërinë e industrisë financiare jo-bankare për t'u përshtatur dhe
për të qënë në përputhje me rregulla të reja duke përcaktuar qartë

periudhën e tranzicionit / përshtatjes aty ku

Politikat rregulluese të industrisë financiare jo-bankare duhet të jenë

në harmoni me politikat rregulluese të të gjitha vendeve të Ballkanit

Politikat rregulluese të industrisë financiare jo-bankare duhet të jenë

në harmoni me politikat rregulluese të të gjitha vendeve të Europës

Politikat rregulluese të vendit janë mbështetëse për zhvillimin e

industrisë financiare jo-bankare duke siguruar mjedis adapt (programe,

dhe politika rregulluese fleksibël) për të nxitur risi në produkte dhe

shërbime

Politikat rregulluese të vendit janë të ashpra ndaj subjekteve të

paligjshme duke i luftuar ato dhe duke mos lejuar të lulëzojë "zona gri"

në ofrimin e shërbimeve alternative financiare

Regulatory policy environment
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C O O P E R A T I O N  W I T H  

S T A K E H O L D E R S  A N D  

R E G U L A T O R S

33% of surveyed companies think that the country's

regulatory policies are harsh on illegal entities by fighting

them and not allowing the "gray area" to thrive in providing

alternative financial services. Meanwhile, 33% of companies

think the opposite.

44% of surveyed companies think that the country's

regulatory policies are supportive of the development of the

non-banking financial industry by providing an adaptive

environment (flexible programs, and regulatory policies) to

foster innovation in products and services. 22% see the most

difficult situation in bringing new innovations precisely

because of regulatory policies.

89% of the surveyed companies think that the regulatory

policies of the non-banking financial industry should be in line

with the regulatory policies of all European and Balkan

countries.

Also 56% of respondents think that industry regulators always

respect the readiness of the non-banking financial industry to

adapt and comply with new rules by clearly defining the

transition / adjustment period where it is necessary.

44% of companies think that regulatory policies related to the

digitalization of the non-banking financial industry are

appropriate and reasonable but more companies (44%) think

that regulatory policies related to the digitalization of the non-

banking financial industry are unpredictable and unstable in

the long run.

67%

22%

11%

44%

11%

11%

11%

22%

0% 20% 40% 60% 80% 100% 120%

Autoritetet kryesore legjislative dhe rregullatore janë të

hapura për dialog, konsultim dhe bashkëpunim me

përfaqësuesit e industrisë

Autoritetet kryesore legjislative dhe rregullatore

angazhojnë përfaqësuesit të industrisë në krijimin e një

rregulloreje të re që prek fuqishëm industrinë

Collaboration with stakeholders

Shumë Dakord Dakord Jo Dakord Aspak Dakord Vështirë të thuash

11%

44%

44%

11%

11%

56%

44%

89%

89%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Politikat rregulluese të industrisë financiare jo-

bankare

Zgjerimi i gamës së produkteve te ofruara nga

industria financiare jo-bankare

Bashkëpunim konstruktiv me organet rregullatore

dhe autoritetet legjislative

Politika afatgjate e vendit për të gjithë sektorin

financiar

How important is each of the following aspects for Non-Banking 

Financial Institutions to continue to develop their business in 

Albania?

1 2 3 4 5



C O O P E R A T I O N  W I T H  

S T A K E H O L D E R S  A N D  

R E G U L A T O R S

There is an agreement among microfinance

companies that microfinance institutions generally

possess a higher information technology integrated

in their services and operations and it will be a

matter of time before banks reach this

technological level. Meanwhile it is also thought

that the microfinance industry still has the

potential to gain market share and the actors of

this industry see banks as strong competitors.

11%

11%

33%

56%

22%

11%

44%

56%

33%

44%

44%

44%

11%

11% 11%

33%

11%

11%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Industria Financiare jo-bankare dhe industria bankare

janë konkurrentë të ashpër

Të dy industritë bashkëpunojnë kur është e nevojshme

për transparencën dhe zhvillimin e tërë sektorit financiar

Industria Financiare jo-bankare është shumë më e fortë

në krahasim me bankat, duke siguruar përfshirje

financiare dhe akses në financim

Industria Financiare jo-bankare i nënshtrohet politikave

rregullatore shumë më të ashpra sesa bankat në vendin

tonë

Dixhitalizimi i industrisë financiare jo-bankare do të jetë

normaliteti i ri sepse bankat gjithnjë e më shumë do të

përshtasin të rejat e shërbimit online për të qenë më…

Cooperation with the banking industry

Shumë Dakord Dakord Jo Dakord Aspak Dakord Vështirë të thuash



I N D U S T R Y  R E P U T A T I O N

The actors of this industry agree that the image of

these companies in the eyes of the client as well as

the regulators is not bad, but there is room for

improvement to reach higher levels.

Only 22% of the surveyed companies think that the

reputation and image of the non-banking financial

industry in our country is not good in the eyes of

people / clients, while 56% do not agree with this

statement.

The same happens with the image that these

companies have with the regulator where 87% of

companies think that the reputation and image of

the non-banking financial industry in our country is

good in the eyes of the regulator. 11% of

companies think that the reputation and image of

the non-banking financial industry in our country is

excellent and 100% of them agree that the

reputation and image of the non-banking financial

industry in our country can be better.

0%

44%

0%

11%

11%

56%

0%

11%

56%

0%

67%

56%

11%

0%

11%

0%

22%

0%

22%

22%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Reputacioni dhe imazhi i industrisë financiare jo-

bankare në vendin tonë është i shkëlqyeshëm

Reputacioni dhe imazhi i industrisë financiare jo-

bankare në vendin tonë mund të jetë më i mirë

Reputacioni dhe imazhi i industrisë financiare jo-

bankare në vendin tonë është i keq (në sytë e

rregullatorit)

Reputacioni dhe imazhi i industrisë financiare jo-

bankare në vendin tonë është i keq (në sytë e

njerëzve / klientëve

Industry reputation (self-assessment)

Shumë Dakord Dakord Jo Dakord Aspak Dakord Vështirë të thuash



I N V E S T M E N T  P L A N S

The future seems to be moving very cautiously. As

noted above, microfinance industry companies do

not plan to have significant salary increases, only

22% of companies plan to increase salaries by 5%

in the future. While none of the companies are

planning a higher growth.

33% of surveyed companies plan to diversify their

services and 44% are considering something like

this. 67% of them plan to reduce costs and increase

efficiency, but the good news seems that most

microfinance actors are planning to increase the

number of employees. - 67% of them.

It is also seen that 22% of companies plan large

investments in the development of the company

and 11% of them plan to expand abroad.

67%

11%

22%

67%

33%

22%

0%

0%

33%

67%

33%

22%

22%

33%

78%

67%

22%

44%

11%

44%

44%

22%

33%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Kompania ime planifikon të rrisë numrin e

të punësuarve

Kompania ime planifikon të zgjerohet

jashtë vendit

Kompania ime planifikon investime të

mëdha në zhvillimin e kompanisë

Kompania ime planifikon të ulë kostot dhe

rrisë efiçencën

Kompania ime konsideron të

diversifikohet në aktivitet

Kompania ime planifikon të rrisë shumën

e pagave deri në 5%

Kompania ime planifikon të rrisë shumën

e pagave deri në 5-10%

Kompania ime planifikon të rrisë shumën

e pagave më shumë se 10%

Investment plans

PO JO Duke Konsideruar



A T T R A C T I N G  T A L E N T S

In most cases it is easy for the surveyed

companies to recruit employees for key

positions - 78% of companies claim this.

In cases where difficulties are

encountered this occurs as lack of

knowledge of specific technical

positions or lack of adapt certification.

The most important reasons are the

lack of talent (44%), the mismatch

between the required salary and the

offered one (44%) and the lack of

required skills (33%)

22%

78%

Attracting talents

Kompania ime ka probleme për të tërhequr punonjës të rinj

Kompania ime nuk ka ndonjë problem për të tërhequr punonjës të rinj

33%

11%

0%

0%

0%

33%

33%

22%

33%

44%

0%

33%

22%

0%

44%

22%

11%

11%

22%

22%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Mungesa e aftësive të kërkuara

Mospërputhja e pagave

Mungesa e talenteve në vendin tonë

Mungesa e kurrikulave, apo e qendrave te

formimit/trajnimit

Problematikat në tërheqjen e talenteve

1 2 3 4 5



N O N - B A N K I N G  F I N A N C I A L  

S E R V I C E S  I N D U S T R Y  A N D  I T S  

D I G I T A L I Z A T I O N

It seems that companies have had both extremes

of experiences during the pandemic as those

results are 44% of companies have found it difficult

to reconcile with customers and 44% admit that

customers easily adapted to the new digital

channels and methods in it doing business during

the pandemic.

The relationship with the clientele does not seem

to have been massively affected as 78% of

companies agree that they have had the right

digital channels of communication with them. The

latter highlighted the need to increase the level of

digital communication channels

It also seems that the internal functioning of the

company was affected but was managed by these

companies as 66% of the companies, which

highlighted the need to increase the level of

digitalization in the company for those companies

that have been affected by the internal operational

functioning.

33%

0%

22%

11%

11%

11%

33%

44%

56%

33%

33%

33%

11%

33%

11%

33%

33%

33%

0%

22%

0%

22%

11%

11%

22%

0%

11%

0%

11%

11%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Funksionimi së brëndshmi i kompanisë nuk u afektua

sepse kishim një nivel digjitalizimi të lartë

Funksionimi së brendshmi i kompanisë u afektua, çka

nxorri në pah nevojën për të rritur nivelin e digjitalizimi

në kompani

Marrëdhënia me klientelën nuk u afektua sepse kishim

kanale komunikimi dhe nivel digjitalizimi të larta

Marrëdhënia me klientelën u afektua, çka nxorri në pah

nevojën për të rritur nivelin e kanaleve të komunikimit

digjitale

Klientët u përshtatën lehtësisht kanaleve dhe metodave

të reja digjitale në të kryerit biznes

Klientët u përshtatën me vështirësi ndaj kanaleve dhe

metodave të reja digjitale në të kryerit biznes

What was the impact of information technology on meeting the 

challenges of Covid19 for your business?

Shumë dakord Dakord Jo Dakord Aspak Dakord Vështirë të thuash / Pa Përgjigje



N O N - B A N K I N G  F I N A N C I A L  

S E R V I C E S  I N D U S T R Y  A N D  I T S  

D I G I T A L I Z A T I O N

That is why the microfinance sector remains one of 

the most technologically advanced sectors, yet its 

services are not totally digitized.

The future belongs to digitalization but it seems 

that in the Albanian market the expectations for a 

massively digitized service are far away.

The main microfinance actors seem to agree that 

only 30% of the Albanian population will make all 

financial transactions (payments, transfers) mainly 

through mobile phone, all purchases mainly online 

(mobile or computer) and will use mainly solutions 

financial technology in their financial transactions 

(payments, transfers, loans, investments, etc.).

67%

67%

78%

67%

11%

22%

0%

11%

11%

11%

22%

22%

11%

0%

0%

0%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Ju lutemi parashikoni pjesën e popullsisë që në tre vjet

do të kryej të gjitha transaksionet financiare (pagesa,

transferta) kryesisht përmes telefonit celular

Ju lutemi parashikoni pjesën e popullsisë që në tre vjet

do të kryej të gjitha blerjet kryesisht në internet

(celular ose kompjuter)

Ju lutemi parashikoni shumën mesatare të

transaksioneve pa para fizike (pagesa, pazar) në një

familje pas tre vjetësh

Ju lutemi parashikoni pjesën e popullsisë në tre vjet që

do të përdorë kryesisht zgjidhje të teknologjisë

financiare në transaksionet e tyre financiare (pagesa,

transferta, hua, investime, etj.)

In your experience, express in% your forecast on the habits of 

individuals

0-20% 21-40% 41-60% 61-80% 81-100%



N O N - B A N K I N G  F I N A N C I A L  

S E R V I C E S  I N D U S T R Y  A N D  I T S  

D I G I T A L I Z A T I O N

From the questionnaires conducted with the 

clients of the companies that participated in this 

survey show a more positive picture.

Regarding family transactions 64% of respondents 

answered that they will perform 50% of their 

online, 28% of them that they will perform 70% of 

online family transactions and meanwhile 8% all.

Regarding financial transactions 19% of 

respondents answered that they will perform 50% 

of their online, 45% of them that they will perform 

70% of online family transactions and meanwhile 

36% all.

Regarding online shopping 62% of respondents 

answered that they will do 50% of their online, 

45% of them that they will do 29% of online family 

transactions and meanwhile 9% all.

61% of respondents plan that in 3 years they will 

use information technology solutions for financial 

transactions at the rate of 40-100%

62%

19%

64%

29%

45%

28%

9%

36%

8%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Blerjet në internet

Transaksionet financiare

Transaksionet familjare

According to your needs as well as from previous experience please choose 

one of the following options that is most real to you

Në tre vjet do të bëni të paktën 50% të blerjeve tuaja kryesisht në internet (celular ose kompjuter)

Në tre vjet do të bëni të paktën 70% të blerjeve tuaja kryesisht në internet (celular ose kompjuter)

Në tre vjet ju do të bëni të gjitha blerjet tuaja kryesisht në internet (celular ose kompjuter)

0-20% Usage

15%

21% - 40% Usage

24%

41% - 60% Usage

36%

61% - 80% Usage

18%

81% - 100% Usage

7%

In three years you will mainly use financial technology solutions 

transactions



CONCLUSIONS

• The future is digital!

• The above is turning into an inevitable reality, influenced by the latest developments of the 
pandemic.

• There is an agreement among microfinance companies that microfinance institutions generally 
possess a higher information technology integrated in their services and operations and it will be 
a matter of time before banks reach this technological level.

• The need for technological tools to carry out financial operations will always grow and 
microfinance companies must be ready with their solutions.

• More intensive collaboration is needed between microfinance actors and regulators in order to 
accelerate the adaptation of technology tools to deliver more online services!

• More intensive cooperation is needed between all stakeholders to increase the level of financial 
education to make the implementation of financial services totally online more effective and on 
a large scale.


