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Agent 

Delivery of financial services outside bank 

branches using retail agents and 
technology

Technology 
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We have a major competitor 

Why should we change? 

Financial service  

 

• accessible (at near 

doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 

Customer value 

proposition 
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Source: MobileMoneyConsulting 
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A right value proposition requires a number of key 

elements to come together simultaneously 

Financial service  

 

• accessible (at near 

doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 
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Mobile 
Transfers

Mobile BankingMobile Payments

Bill payments

Airtime purchase

Purchase of 
goods and services

Salary payments

Financial Services (loan, 
savings, bank transfer)

Account Management

Information services 
(balance, last transactions, etc)

Additional bank services 
(micro-insurance)

Domestic
remittances

International 
remittances

Mobile Wallet
and/or

Bank Account

Cash-in or cash-out on 
a mobile wallet

Notifications 
(balance, use, reminders)

Payments of government
benefits (pensions, disaster
relief, etc.). 



Source: MicroSave 
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A right value proposition requires a number of key 

elements to come together simultaneously 

Financial service  

 

• accessible (at near 

doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 



18 



19 

•

o

•

o

•

•

o
o

Source: MicroSave 



Source: MicroSave 
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A right value proposition requires a number of key 

elements to come together simultaneously 

Financial service  
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doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 



23 



Message-

based interface 

Menu / SIM 

application based 

interface 

Browser-based 

interface 

SMS/USSD STK Toolkit Web Browser 

Smartphone 

applications 

Apps 
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A right value proposition requires a number of key 

elements to come together simultaneously 

Financial service  
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• secure  
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“M-PESA is the new, easy and affordable way to send money home” 
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A right value proposition requires a number of key 

elements to come together simultaneously 

Financial service  

 

• accessible (at near 

doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 



Agent 



Agents fulfill 3 important functions 

 in a branchless banking service 





Across 2 providers, the activity rate of customers registered by the best agents was over 

40 times higher than those registered by the worst agents 
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0.9% 

Profile of customers registered 

by these agents 

 

All Agents 

39.9% 

Top 10% by 

activity rate 

Bottom 10% by 

activity rate 

Top 20% of agents by 

# of registrations 

Top 20% of 

agents by # of 

registrations 
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A right value proposition requires a number of key 

elements to come together simultaneously 
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Key Partners 

(External) 

Key Activities 

(Internal) 

Key Assets 

Value Proposition Customer 

Relationships 

Customer 

Segments 

Channels 

Cost Structure Revenue Streams 

Financial services:  

 

• accessible (at near 

doorstep)  

• convenient (less queues 

and fast processing)  

• secure  

• with reduced effective 

cost (travelling , queues 

and working hours) 






