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Understand potential
technology users in
developing communities

Adapt, invent, or design
technology that contributes
to socio -economic
development of poorer
communities worldwide
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M-Banking/M -Payments

A project exploring household impact, social
context, and UI/UX challenges among low -income,
Ounbankedd6 popul ations

Partnership w/ Consultative Group to Assist the
Poor (CGAP)

Research activities

Exploratory focus groups  with G -Cash and Smart
Money users in Manila

Interviews with small business owners in India
about mediated credit relationships

Profiles of Equity Bank and M -Pesa users in Kenya

UI/UX assessments  of low -literacy users of Wizzit
in South Africa, G -Cash and Smart Money in
Philippines, and a mobile  -savings pilot in India

Ul prototypes for low -literacy users

Jonathan Donner, Indrani Medhi, Aishwarya Ratan, Camilo Tellez, David

Darkwa , Kentaro Toyama



A closer lookatm -
banking use

Linking use to other
perspectives

Well -worn paths and
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An BMnker 672

A Kenyan coffee farmer uses SMS banking
once a month to check his bank balance

He gets one deposit per month from one of
his buyers

The 30 shillings he spends on the SMS saves
him a 200 shilling trip to the ATM

He has memorized the exact code he needs to
Nsend a text message to t

When he gets to the ATM, he withdraws
almost every shilling, every time.

Rat an, Aishwarya, fAUsing technol ogy tirconmt dduseholds: A drelimmirany c i a |
study of Equity BankandM -PESA customers in Kenya, o0 Microsoft Resear



No universal m -banking experience

Store value, cash -in and cash -out, and transfer value between accounts




Low penetration of formal banking channels

Formal India S Africa Philippines Kenya
financial

sector

Population 1.1B 47.8M 88.7M 37.5M
Per-capita 820 5390 1420 580
GNI

(USD, 06)

Literacy rate 61% YA 92% 73%
Banking 29% 51% 30% 19%
Mobile Phone 25% >66% >51% 30%
penetration

Urbanization 29% 59% 63% 21%

)




Prominent M -Banking Programs

Globe i None Stored value; Prepaid 1.3M
Philippines, domestic and intl talktime accounts in
Oct. 004 money transfers; vendors 17 months
airtime top -up;
retail payments
Wizzit i South Domestic money Bank branch >50K
South Africa, African transfers; airtime for cash -in/ accounts in
Dec. 60 4Bankof top -up; bank a/c ATM for cash - 24 months
Athens info services; out (using
utility payments debit card)
MPESA 1 None Stored value; Prepaid >1.6M
Kenya, March domestic money talktime accounts in
007 transfers; airtime vendors + 11 months
top -up bank >$140M
branches transacted




Linking adoption, impact, design and use

M-Banking I s generating excitement iIn t
and Developmento (I CTD) community

To build, deploy,

regulate, or assess m -
banking/m -transactions
systems, integrate

research on actual use

Adoption

\

Oneds ent husi as
depends on
expectations *

Similar issues are found
iIn ICTD more generally 1T

(Orikowski , Latour, Silverstone, Beyer,
Fischer etc)

Todayos point: There i s iratleeseilirknabl e i nf .
*(Bill)
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M-banking use is complicated

The development
community Is
opti mi st |

ewhil ch deme
closer look

nThe transfor

potentialofm -t r ansac
(a Vodafone sponsored report)

Existing transaction
methods

.

AA solution Existing som_al anq
economic relationships

change the w :
_ _ strongly influence m -
(a foreign policy blogger) transactions

ARA | eap from t
cash to the world of cellular
b anki (Ecgnamist)

Accessibility and relevance
may not be universal




Existing Payment Mechanisms

Ait is no |l onger acceptable for prospe
themselves of what their future clients are already doing and what

services they appear to needo, Ruthven

Not just Western Uniomé. worl ddéds 200 mill i ol
Hand Carry something to transfer $320B in
Pawn shops remittances *

0
0
o Post office Hundreds of millions more use various
0
0

AFying moneyo/ Hawal a, §trrat89iestosavemoney ok

Busses (txt me the bus #) An ongoing repertoire ***

Ruthven, O. (2002). Money mosaics: Financial choice and strategy in a West Delhi squatter . _— s
settlement.  Journal of International Development, 14(2), 249 -271. David Amolo Jenna



Social Embeddedness of Transactions

Qibling and then | will pay

AFami ly onl yé It 1 s onl
it is friends, then it is a loan. It is difficult,
because we are not ri ch
having difficulties sending to our parents so _
we cannot send to our fEie\n'

AMy friend asked me for
nei ghbor in Bacol odeée N oY
officemate. He asked, and please send to my

& |
Lending vs. Giving vs. Paying
[ il
r Y
# of Size and :
transaction frequency of :Ihzr;idnset* g Orr]g?nsit(':(;
partners transactions J y
A 4

* Jenna



Mental models of mobile money

Is it a wallet, a box, or an envelope?

Navigation and user -interface
iIssues (discussed later)

There are few ways to wrap or
ngi fto a digitatfr
How mechanics of system are

(mis )understood (SMS to the
ATM?)

Lots of transactional assistance
observed in Kenya, India

Trust in the various elements
of the network T agents,
hardware, software, operator

Misalignment in expectations
and metaphors between
operators, analysts, and users.

*(Sarah and Daisy)
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Linking use and adoption

Predictive adoption models require an understanding of daily use

Observed Tensions

Transfers imagined as gift vs. loan vs.
payment

Convenience balances for the banked, no
balances for the unbanked?

Formal informality and assisted transactions

Appeal strongest in dispersed families
(migrants, students) *

And other questions
How many transfers make someone a user?
What if one only receives funds? |
Only purchases airtime? g
Transfers only to oneéds '

> 8

Dependent variables in explicit (or implicit) adoption models require
careful explication *Olga



Linking use and impact

Example: A Kenyan water seller

Migrated to Nairobi, whole family remains in
in village

With MPESA, he has increased from 2
transfers to 3 per month

Saves the 800ksh cost of the trip back home

New amounts are smaller

But the cumulative monthly transfer is
sometimes larger (3000 -6000 ksh instead of
3000 -4000 ksh)*

Rat an, Aishwarya, AiUsing technol ogy tirwom dduseholds: A drelinmiramy c i a | services to | ow
study of Equity BankandM -PESA customers in Kenya,0 Microsoft Research India Report, Malgaz



