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In this presentation: 

How to successfully implement Mobile Money. 



What is mobile money? 
Mobile money is a new concept of money wallets on mobile phones that is 
being introduced in cash-based economies where people are not familiar with 
checks, debit/credit cards or even bank accounts as an alternative to cash for 
storing value. 
 

Key success factor 
Financial access to health services by effectively communicating what the 
service is, why the customer should use it and, how they can use it. 
 
Business partners 
• Telecommunications networks eg  Safaricom, MTN Uganda, Airtel, etc.  
• Commercial Banks & microfinance institutions eg Stanbic Bank, Equity 

Bank Kenya, etc 
• Regulatory Authority who issue the legal operation guidelines. 
• Mobile money agents. 
• Medical institutions. 



Financial Flows in a Health System  



Traditionally, Health Systems in developing countries rely on large volumes of cash 
transactions. This reliance on cash for financial transactions contributes to inefficiencies, 
enables leakage, and carries security risks.  

On the patient side, cash is 
often the means of 
payment for; 
1. Services at health 

facilities.  
2. Drugs at pharmacies. 
3. Health service 

vouchers. 
4. Insurance premiums 

where available. 
5. Transport to treatment.  
 

On the provider side, cash 
is prevalent in transactions 
ranging from; 
1. Stock purchase. 
2. Allowances. 
3. Voucher 

reimbursement.  
 

At the program and 
country levels, cash may 
be used for training per 
diems, among other 
applications. Thus, there 
are numerous points 
within the health sector 
at which mobile money 
can replace cash and 
enhance accountability, 
improve operational 
efficiency, and lower 
transaction costs,  
 



Mobile money provides unique opportunities in the health sector and potential 
applications of mobile money in health, including ; 

a) Bulk payments for salaries and per diems. 
b) Conditional cash transfer and pay-for-performance schemes. 
c) Collection of health insurance premiums. 
d) Management of voucher schemes.   

 
Health programs are exploring uses of mobile money at three levels; 

At the client level, mobile money platforms are used to save and pay for services and 
to receive remittances to cover high out-of-pocket health costs.  

• In Kenya, Zimbabwe & Uganda, mobile money is commonly referred to as 
“emergency money”—funds provided by family or friends to obtain 
immediate medical treatment.  

• Changamka is a health-savings platform in Kenya that allows users to 
earmark funds for specific services such as maternity care, thus increasing 
payment options to encourage antenatal care (ANC) and institutional 
deliveries.  

• Enables collection of funds from hard-to-reach locations, such as routine 
small payments for health insurance premiums  

  
 



At the provider level, electronic-payment platforms can save providers the time and 
expense needed to travel to cities to cash paychecks, and they can be used to 
facilitate timely payment of performance-based incentives.  

• D-tree International increased safe deliveries in Tanzania through a mobile 
phone–based program that empowers traditional birth attendants (TBAs) to 
refer women with obstetric emergencies for delivery in health care facilities.  

• Payments received through mobile money encourage future referrals and 
compensate the TBAs for lost income that they would have earned attending 
home births.  

 
At the program management level, mobile money can improve operations by 
reducing the risks and costs of distributing cash payments for per diems at trainings. 

• To improve management of its voucher scheme, Marie Stopes Madagascar 
automated its claims settlement process using mobile money to reimburse 
providers. The change resulted in increasing provider willingness to 
participate in the voucher scheme because using mobile money reduced 
delays in reimbursement.  

 



More than a billion people in emerging and developing markets have cell phones but no bank accounts. Many low-income 
people store and transfer money using informal networks, but these have high transaction costs and are prone to theft. 
Mobile money is beginning to fill this gap by offering financial services over mobile phones, from simple person-to-person 
transfers to more complex banking services. To date, there have been more than 100 mobile-money deployments in 
emerging markets; at least 84 of them originated in the past three years.1 
 
Only a handful of these deployments have reached a sustainable scale; some notable examples include M-Pesa in Kenya, 
MTN Uganda, Vodacom Tanzania, FNB in South Africa, ECOKASH in Zimbabwe and GCASH & Smart Money in the 
Philippines. Even these players have not gained much traction for financial services beyond simple transfers and payments. 
We sought to find out what drives on-the-ground success and to develop a preliminary set of prioritized, actionable 
recommendations. We interviewed and conducted workshops with more than 40 leading mobile-money providers (primarily 
mobile-network operators and banks) and industry experts, which we supplemented with a survey of about a dozen 
providers. Among the experts we consulted was Michael Joseph, the former CEO of Safaricom in Kenya and “father” of the 
M-Pesa money-transfer service, which has inspired many recent deployments around the world (see sidebar “Getting people 
to send money home: Six questions for Michael Joseph”). We have also begun compiling a benchmarking database that 
includes performance data for about 20 percent of existing deployments (see sidebar “Some preliminary mobile-money 
benchmarks”). 

“The biggest barriers arise from misperceptions and poor execution. 
Providers can do better”. 

Source: Mobile money:- Getting to scale in emerging markets by Mckinsey & Company  

http://www.mckinsey.com/insights/social_sector/mobile_money_getting_to_scale_in_emerging_markets


Basic Mobile Money Marketing Stages. 

Raise awareness on 
WHAT product is 

Introduce basic concept 
of moving money around 
on your phone 
 
Use simple, real-life 
examples and messages 
(e.g., buy airtime with 
your phone or send 
money home) 

Persuade customers 
WHY they should use 
product 

Identify customer pain 
points and create 
adverts that 
communicate directly 
to these pain points and 
why this service will 
help their daily lives 

Make sure to guide 
customers on HOW to 
use service 

Customers will need 
help, especially at the 
beginning before critical 
mass of customers can 
teach each other. 
Agents should be well-
trained to offer 
customers support. 

And don’t forget the brand! 



Challenges in Mobile Money Use for Health.  
 

1. Users may not understand how to use mobile money or its potential benefits. Health 
programs can work with the mobile operators to encourage mutually beneficial client 
education. Program staff members may resist the transition to using unfamiliar 
services to access their hard-earned money.  

Mitigation: Trust and operational knowledge are needed, as well as support to 
handle questions and issues as they arise.  

 
2. Network of mobile money agents—the cash-in and cash-out points—may not be 

extensive enough or available in the areas in which a program would like to work. 
Additionally, available agent locations may not all belong to the same mobile money 
platform.  

Mitigation: Programs should stay open to working with more than one operator. 
Mobile operators are looking for growth in their systems, and, to the extent that the 
health sector can provide a reliable client in an area, additional agent locations may 
be put in place.  
Frontline health workers may also play a role in cross-training as mobile money 
agents, potentially providing an incentive for them to work in remote areas.  



Challenges in Mobile Money Use for Health.  
 

3. Fragmented mobile money systems may make it difficult to transfer money from one 
payment platform to another. Lack of interoperability between platforms can limit 
value of the service and increase transaction fees. For example, having parallel agent 
networks can duplicate operating costs.  

Mitigation: Such issues must be addressed at the policy level, along with other 
mobile money regulations that balance the need for consumer protection with 
services that are easy to use.  
Health sector institutions and donors can advocate for policies to promote economic 
transactions, especially in rural areas without access to banking resources.  

 
4. Transaction fees charged by mobile network operators can serve as a barrier to 

mobile money use. Fees charged for mobile money transactions vary by operator and 
often by the size of the transactions. Moreover, systems that do work together may 
charge higher transaction fees for transfers made to other mobile money platforms. 

Mitigation: Health programs may choose to cover the costs of transaction fees for 
recipients and to help educate clients about fees that may be charged.  



Mobile Money 
Implementation 
Success Factors  

in  
Africa 



Simplified Product Mix 

Easy registration process and the simplicity of the user menu. 



Extensive distribution network of mobile money agents. 

 

 

Signed MM agents, across the country to service the MM customers. 



tm o tu s i Inves ent ppor nitie n ICT 

• Strong brand equity instills confidence and trust on the market. This is critical 
especially in the informal sector. 

• Corporate commitment is critical since successful deployments require three to five 
years to reach profitability. 

Strong Brand Equity & Corporate Commitment 



Create a dedicated Call Centre and Service Centers for customer 
support. 

Strong Customer support 



Aggressive Marketing Campaign 

A heavy investment in marketing (especially advertising) is increasingly seen as a critical 
component for a successful communication of the benefit of frequent use and educate 
customers about the variety of situations in which using mobile money could benefit them. 



Appropriate Technology 

 
The app will need to address the current 
behavior and pain points of the targeted 

customer segments, and then implement a 
service to address the needs identified. 
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Ready to answer any questions  

Ian Wamara 


