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Purpose of the Presentation
• Brief Overview of digital financial services:
branchless banking and mobile financial
services
• What are the predominant business models?
• How are these services reaching (and not
reaching) low income persons?
• What are the implications for responsible digital
finance?
• Where is the intersection of DFS with Social
Performance?

DFS = Branchless Banking
and Mobile Financial
Services
Agent
POS

Branchless
Banking

Delivery of financial services outside bank
branches using retail agents and technology

Transformational Branchless Banking

Additive Branchless Banking

ADDITIVE VS. TRANSFORMATIONAL

Requirements to Reach Scale
219

Regulator

Business
Models
Provider
Product design
Pricing
Platform
Of the 150 live branchless
banking services around the
world, only 13 have reached
more than one million active
customers. 9 countries now
have more mobile money
accounts than bank accounts
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Agents
Issuers
Service capability
Transaction limits
Registration

Customers

Agents

Sign up
Active Use
Product design
Pricing
Platforms

Sign up
Training
Management
(i.e. liquidity,
promotions,
equipment, etc.)
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Source: CGAP. The Logic Behind Branchless Banking. July 2010

MNOs
What mobile operators
value
Reduce airtime
distribution cost

Business
Models
Provider
Product design
Pricing
Platform

FSPs
What FSPs value

What BOTH
value

Stable, Low Cost
Deposits

Link a wallet to
value added
services

Transaction
revenue

First relationship
& up sell

Reduce prepay
churn

Customer
loyalty

Corporate &
SME customers

What mobile operators
bring

What BOTH
have

Customers &
brand
Marketing, retail
& service reach

CASH

What banks bring

Regulatory

Trust

Customers

Appropriate

Reliable

Accessible

Available

Sign up
Active Use
Product design
Pricing
Platforms

Affordable

Customer
Adoption

Understandable

How much
should I pay
my agents?

How do I
train and
manage my
agents?

How do I
ensure they
have cash?

How do I
monitor their
performance
?

Agents
Sign up
Training
Management
(i.e. liquidity,
promotions,
equipment, etc.)

What
activities can
agents
perform?

‒ RISK

+ ACCESS

Risk of Money Laundering

Facilitate account opening

Stability of Financial
System
(Liquidity and solvency of
financial providers)

Leverage existing
infrastructure of retailers,
MNOs

Protect customers’ funds

Macroeconomic benefits

“Proportionality” Principle
The cost of regulating should not outweigh the
impact of the risk

About The Better Than Cash Alliance
An alliance of governments, private sector, and development
organizations committed to a global movement from cash to
electronic payments. Specifically it:

•

Advocates for new commitments to transition the
distribution of government benefits, humanitarian aid, and
payroll and supplier payments by governments, private
sector and development organizations — from cash to
electronic

•

Provides the policy, technical and financial assistance
needed to identify and implement the most effective
approach for local market conditions

•

Develops cutting-edge research products, good practices
and case studies in order to achieve scale globally

Why Shift to Electronic Payments?
• Cost Savings: decrease costs of cash or in-kind
payments.
• Transparency: increase accountability and tracking,
reducing corruption and theft.
• Security: typically safer and faster delivery.
• Financial Inclusion: can accelerate access to
financial services.
• New Market Access: open doors for new business
models for previously excluded people.

The Payments Shift Grid
Payer

Payee
Government

Private Sector /
Business

Individual /
Person

Government

G2G
Budget allocation
Funding programs

G2B
Grants, Payment for
Goods & Services

G2P
Salaries, Pensions
Social protection,

Private Sector /
Business

B2G
B2B
Taxes, fees, permits Payment for Goods,
& Services in value
chain

B2P
Salaries, Benefits

Development
Organization

D2G
Taxes

D2B
Payment of Goods &
Services

D2P
Cash transfers

Individual /
Person

P2G
Taxes

P2B
Purchases

P2P
Remittances, Gifts

www.BetterThanCash.org
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Responsible Digital Financial Services
• Issue: Innovative models bring benefits and
risks to customers, with effects on trust,
uptake, usage, and impact.
• Challenge: strike balance between
innovation and protection.
• Task: Improve customer experience and
safety while being as low-cost as possible
for providers to implement.
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Customer-Related Risks in DFS
• Customer interface, including security and ease of
use.
• Customer data privacy and protection.
• Customer complaints handling, dispute resolution,
and customer support.
• Customer awareness/empowerment/ education
activities.
• Fraud and agent conduct.
• Transparency/disclosure of prices, terms
conditions; over-charging or unauthorized fees.
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Next Steps in Advancing Responsible DFS
• Stocktaking: Conduct stocktaking of ongoing
and planned work by key industry players.
• Risk Framework: Develop framework that
maps the distinct risks and solutions.
• Evidence: Gather data and evidence regarding
prevalence and consequences of risks, and
effectiveness of solutions.
• Responsible Finance Forum V: Bring together
key stakeholders in a Forum focused on this
topic to build support for balanced solutions.
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Social Performance and DFS
• Principles of social performance management
apply whether products delivered via traditional or
innovative channels.
• Need to determine whether guidance needs to be
adjusted.
• Critical distinction is engagement of third parties
and potential lack of human touch—what are
implications for social performance?
• Build in accountability and recourse and/or
support (helpline) to compensate.
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