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Demand Side Research

Objective

Research Focus

* To address the knowledge gaps in terms of the

demand for and customer value propositions in
access, usage and financial resilience of the
migrants and their families, in respect of both
digital/formal and informal remittance services

To enable the Programme Partners with the skills for
customer centric design of digital remittance services,
so that they develop scalable, viable and feasible
solutions

To ascertain the impact of the Programme initiatives
in increasing access and usage of digital remittance
services, and in creating financial resilience of the
target customers

Profilingand persona mappingof the migrants and their families

Analysingthe knowledge, perception and attitude of the migrantsand
their families around digital remittance and overall digital finance

Analysingthe access to digital remittance services amongst the
migrants and their families, including the customer value proposition

Analysingthe usage of digital remittance servicesamongstthe
migrants and their families, including the customer value proposition

The role of digital remittance solutions in improving the financial
resilience of the migrants and their families

Mentoring of the partner personnel on HCD skills
HCD toolkit

Mid-implementation assessment of the project level impact on the
access, usage and financial resilience amongst the migrants and
their families



Components of the Demand Side Research

Transactional Data Analysis

A

Analysis of gender, corridor, magnitude, and frequency disaggregated transaction
and profile data available at the partners to understand profile of digital/formal
remittance users and their usage patterns

Lean Data Survey
SMS, call center, IVR based survey of remittance users from the partners’
database (largely) to understand their awareness (knowledge, perception) and

satisfaction of digital remittance and linked financial services, level of access,
usage and financial resilience, and the perceived market barriers

Human Centric Design : Qualitative Research

In-depth qualitative research ,usingnew age participatoryand

Lean Data Survey

Transactional Data Analysis

Human Centric Design Research and Toolkit

observationalresearch tools, to understand the customer value,
customer journey, customerjobs, behavioral biasesand pain points
in accessing and using digital remittance services, and in creating
financial resilience

TA Provision to the Partners

Mentoring personnel from the Partners in HCD approach and
design thinking and data usage, and co-design of innovative
remittance solutions, leading to development of a remittance
focused HCD toolkit



BRAC Bank | Bangladesh

lnnovation Description

Offering new and expanded end-to-end
digital remittances services that are accredited
directly to their customers bank accounts or
mobile wallets, the Bank aims to counter the
restrictions imposed by Covid-19 and support
their customers access cheaper and
Improved financial services through their
computers and mobile phones. This includes
a partnership with a mobile money operator
and MFls, and a total of 7/ new delivery
channels.

To support customers to switch to the new
digital services, the launch will be
accompanied with an extensive marketing
and financial and digital literacy campaign
which includes tutorial videos and cash
Incentives.

Intended Results

Increased uptake and usage of cheaper and
more secure digital remittance channels by
migrants and their families in Bangladesh,
allowing them to improve their iIncome security
and financial resilience. This scaling innovations
aims to reach at least /72,500 new customers
and 37.000 active users.

Corridor / Countries of Intervention

Bangladesh and Nepal (remittances coming
largely from Europe)




RAK BANK | United Arab Emirates

lnnovation Description

Bank is looking to scale digital remittance
solutions into the blue-collar workforce In
the UAE by accelerating customer acquisition
and closing the gap between cards issued
and digital remittance users.

To appoint tele-sales agents to help onboarad
the clients digitally (get more card holders
onto the app) and in-field sales agents to
educate the customer on the vital features of
the product.

Intended Results

Increased uptake and usage of cheaper and
more secure digital remittance channels by
migrants and their families back home,
allowing them to improve their income
security and financial resilience.

Aims to reach 100.000 new customers of
which 50.000 using the app.

Corridor / Countries of Intervention

Based in Dubai/UAE, RAK Bank aims to target
blue-collar migrant workers sending to
Bangladesh and Nepal.




SYMPLIFI | United Kingdom

lnnovation Description

The digital migrant-guarantee/backed loan
project allows migrants based in the UK and
EU to help their relatives back home access
credit locally for income generating uses,
iInstead of sending remittances.

Migrants in EU and UK serve as guarantors by
providing a cash collateral on the loan so that
their relatives can access affordable credit
from a Microfinance Institution (MFI) in their
home country Senegal.

Intended Results

It alleviates the financial pressure of
constantly sending money for migrants, while
promoting financial independence and
sustainable income growth for the
beneficiary.

12.000 loans disbursed with migrant
guarantees.

Corridor / Countries of Intervention

UK and EU senders to Senegal, (and possible
replication in lvory Coast, Mali and Burkina
Faso.).




WIZALL | Senegal

lnnovation Description Intended Results

Fintech aims to improve lives of migrants and Increased uptake and usage of cheaper and
their families by enhancing its mobile wallet more secure digital remittance channels by
apps, with remittance-linked products; migrants and their families back home,
microcredit developed with microfinance allowing them to improve their income
institution in Senegal allowing instant digital security and financial resilience. It aims to
access to money. reach 60.000 remittance loan customers.

To drive the usage of the new services and
educate customers. The Fintech plans to
launch marketing and awareness campaign Corridor / Countries of Intervention
with the remittance partners using digital and
printed media, social hetwork advertising,
mobile communication with clients and
street communication campaigns.

Present in the Senegal, Cote d'Ivoire, Mali and
Burkina Faso, a Mobile Banking Operator
WizallMoney targets migrants and their
families in West Africa.




LION BANK and HELLOCASH | Ethiopia

lnnovation Description

The Bank aims to support its customers in
diasporas allowing them to access cheaper and
iImproved financial services by enhancing its
HelloCash Smart Micro Remittances (SMR)
platform. The platform enables users to send
and receive digital money and enhanced with
the new services; remittance micro-transfers
(SendToMe), remittance payment of micro-bills
(PayForMe), integrated solution to different
value-added services and the most popular
payment methods and integrated health
advice.

The Bank, along with mobile money provider
Hellocash, plan to launch an awareness
campaign on social media, television, radio and
various events internationally and nationally.

Intended Results

Increased uptake and usage of cheaper and
more secure digital remittance channels by
migrants and their families in Ethiopia,
allowing them to improve their income
security and financial resilience.

Aim to reach 150.000 new customers of
whom 75.000 active users and 15.000 agents

Corridor / Countries of Intervention

Bank aims to target migrants from Ethiopia
working in the major developing countries;
the US, EU, UK, Canada and Djibouti.




NIUM and LUCY | Singapore

lnnovation Description

Company (NIUM) and app (Lucy) are focused on
offering financial services and literacy to foreign
domestic workers (FDWSs) in Singapore, most of
whom are women. Integrating new mobile
payment app with digital cross-border payments
platform, and enhancing the solution with real-
time, digital and low-cost remittance services,
salary advances/overdraft, goal-based savings
deposits is aimed to open corridors for the migrant
workers across Myanmar, Thailand and Indonesia.

To drive adoption and uptake of the app, the RSP
plans to launch financial literacy and capacity
building campaign for FDWs combining with a
marketing and awareness campaign through
connected parties in Myanmar to ensure that no-
one misses out on the messaging.

Intended Results

Increased uptake and usage of cheaper and more
secure digital remittance channels by migrants and
their families back home, allowing them to
Improve their income security and financial
resilience. To innovation aims to reach 30.000
customers in terms of access and 15.000 in terms
of remittance usage.

Corridor / Countries of Intervention

Aim to target migrants from Myanmar (and other
ASEAN countries) working in Singapore and
sending money home.




JAB Bank | Myanmar

lnnovation Description Intended Results

The Bank aims to support their customers in Increased uptake and usage of cheaper and
accessing cheaper and improved financial more secure digital remittance channels by
services by enhancing the existing digital migrants and their families in Myanmar,
remittances app — with real-time and low- allowing them to improve their income
cost remittance services by addition of new security and financial resilience.
International remittance partners and

iIntegration of real-time international

remittance services, P2P, merchant and

government payments and a built-in | | |
interactive financial literacy module. Corridor / Countries of Intervention

Based in Myanmar, UAB Bank aims to target
migrants from Myanmar.

To drive adoption and uptake of the app, the
Bank plans to launch a promotional
campaign expanding to country-wide and
rural areas by using bank’s network coverage,
local agents, in-field sales agents and
iInteractive financial literacy program.




JCB Bank | Bangladesh (pending approval)

lnnovation Description

Bank aims to support their customers in
accessing cheaper and improved financial
services by enhancing the existing digital app
— with real-time and low-cost remittance
disbursement with value-added services
designed for migrants and beneficiaries, that
iInclude savings and other financial services.

To on-board and educate customers, the
bank will use complementary marketing
strategies to drive user access, usage, and
financial resilience. The go-to-market
strategy will consist of the financial and social
literacy program, awareness program,
activation program and reward program.

Intended Results

Increased uptake and usage of cheaper and
more secure digital remittance channels by
migrants and their families in Bangladesh,
allowing them to improve their income
security and financial resilience. Aims to reach
41.760 people with financial literacy
intervention, and 37.000 remittance customers

Corridor / Countries of Intervention

Based in Bangladesh, bank aims to target
migrants from Bangladesh in all sending
countries.




Our vision Is to promote digital
economies that leave no one behind.

Our goal is to develop inclusive digital economies that

~ foster private sector development and support migrants

‘.‘ and families towards economic inclusion, financial
resilience, and reduced inequality.
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