
Platforms for Successful 
Mobile Money Services
Authors: Fionán McGrath & Susie Lonie



The MMU programme is supported by The Bill &Melinda Gates Foundation, The Mastercard Foundation and Omidyar Network.

Contents

Figures

EXECUTIVE SUMMARY

PART 1 Introducing mobile money platforms

PART 2  Technical features of a mobile money platform

PART 3 Functional Layers

PART 4 RFP Development & Evaluation

PART 5 Conclusion

FIGURE 1    Top-down approach to a mobile money service and platform

FIGURE 2    Mobile Money Interfaces

FIGURE 3    High-level Mobile Money System Requirements

FIGURE 4    A sample agent distribution hierarchy

4

5

7

12

18 

21

8

10

13

15



4 GSMA - MOBILE MONEY FOR THE UNBANKED TECH PAPER 5

Executive  
Summary 
IN THE EARLY DAYS of the mobile money in-
dustry, mobile money platforms lacked suf-
ÀFLHQW�IXQFWLRQDOLW\�DQG�FDSDFLW\��$�QXPEHU�
RI�KLJK�SURÀOH�PRELOH�PRQH\�VHUYLFHV�ZHUH�
unable to scale up their platform and meet 
the capacity demands of mounting num-
EHUV�RI�FXVWRPHUV��EULQJLQJ�WKHLU�JURZWK�WR�
D�VFUHHFKLQJ�KDOW��0DQ\�RWKHUV�IRXQG�WKHLU�
platforms had inadequate functionality to 
PHHW�WKHLU�VWUDWHJLF�DQG�RSHUDWLRQDO�YLVLRQ�
RI�PRELOH�PRQH\��7KLV�EHFDPH�FOHDU�ZKHQ�
the second round of RFPs for mobile money 
SODWIRUPV�ZDV�UHFHQWO\�LVVXHG��KDOI�RI�
*60$·V����´PRELOH�PRQH\�VSULQWHUVµ� are 
in the process of migrating or are planning 
WR�PLJUDWH�WKHLU�SODWIRUPV��

0DQ\�012V�DJUHH�WKDW�PRELOH�PRQH\�SODW-
IRUPV�ZHUH�VHOHFWHG�LQ�KDVWH�GXULQJ�WKH�ÀUVW�
ZDYH�RI�GHSOR\PHQWV�DQG�WKDW��LQ�WKH�UXVK�
WR�JHW�WKH�VHUYLFH�WR�PDUNHW��QRW�HQRXJK�WLPH�
ZDV�GHYRWHG�WR�WKH�5)3�SURFHVV��7KH�UHVXOW�
KDV�EHHQ�XQVXLWDEOH�SODWIRUPV��EDGO\�GHÀQHG�
URDGPDSV��DQG�XQHDV\�UHODWLRQV�EHWZHHQ�
012V�DQG�WKHLU�YHQGRUV��9HQGRUV��IRU�WKHLU�
SDUW��GLG�QRW�DOZD\V�KDYH�WKH�H[SHUWLVH�RU�
UHVRXUFHV�WR�WXUQ�DURXQG�GHYHORSPHQWV�LQ�D�
WLPHO\�IDVKLRQ��FRPSRXQGLQJ�WKH�SUREOHP�

7KHUH�LV�QR�PDJLF�IRUPXOD�WR�GULYLQJ�DQ�LQ-
GXVWU\�IRUZDUG��2QO\�WLPH��H[SHULHQFH�DQG�
JURZLQJ�FRQVXPHU�GHPDQG�ZLOO�SURGXFH�
PRELOH�PRQH\�VHUYLFHV�DQG�SODWIRUPV�WKDW�
GHOLYHU�FRPSUHKHQVLYH�IXQFWLRQDOLW\�DQG�
VWDEOH�VROXWLRQV��0RELOH�PRQH\�FRQWLQXHV�WR�
JURZ��WRGD\�����QHZ�VHUYLFHV�DUH�SODQQLQJ�
WR�ODXQFK�DOO�DURXQG�WKH�ZRUOG��7KLV�SDSHU�
LV�EDVHG�RQ�H[WHQVLYH�UHVHDUFK�RI�PRELOH�
PRQH\�VHUYLFH�SURYLGHUV�DQG�SODWIRUP�
YHQGRUV��DQG�DLPV�WR�KHOS�VHUYLFH�SURYLG-
ers identify the functional and technical 
features they require for a platform to meet 
WKHLU�EXVLQHVV�QHHGV��7KH�SDSHU�UHYLHZV�
ZKDW�PDNHV�PRELOH�PRQH\�D�XQLTXH�W\SH�RI�
VHUYLFH�IRU�012V��LGHQWLI\LQJ�WKH�PDLQ�IHD-
tures of a mobile money platform and the 
important functional and technical aspects 
WR�FRQVLGHU�ZKHQ�HQWHULQJ�WKH�PRELOH�PRQ-
H\�LQGXVWU\��)LQDOO\��WKHUH�DUH�JXLGHOLQHV�
IRU�012V�VHHNLQJ�WR�LVVXH�DQG�HYDOXDWH�DQ�
5)3�IRU�D�PRELOH�PRQH\�SODWIRUP��

1 Sprinters are the world’s most suc-
cessful mobile money services, see Claire 
Pénicaud (2013), “State of the Industry: 
Results from the 2012 Global Mobile 
Money Adoption Survey,” GSMA Mobile 
Money for the Unbanked Programme.

MOBILE MONEY IS MORE COMPLEX THAN VAS 
0RUH�DQG�PRUH��PRELOH�QHWZRUN�RSHUD-
WRUV��012V��DUH�VHHLQJ�PRELOH�PRQH\�DV�D�
UHYHQXH�VWUHDP�LQ�LWV�RZQ�ULJKW�DQG�QRW�MXVW�
DV�D�ZD\�WR�JHQHUDWH�LQGLUHFW�UHYHQXHV�IURP�
FKXUQ�UHGXFWLRQ��7KLV�QHZ�SHUVSHFWLYH�ZDV�
UHYHDOHG�LQ�WKH�*60$������*OREDO�0RELOH�
0RQH\�$GRSWLRQ�6XUYH\��LQ�ZKLFK�IRXU�PR-
ELOH�PRQH\�VSULQWHUV�²�WKH�IDVWHVW�JURZLQJ�
SURYLGHUV�LQ�WKH�LQGXVWU\�²�UHSRUWHG�WKDW�PR-
ELOH�PRQH\�DFFRXQWHG�IRU�PRUH�WKDQ�����RI�
RYHUDOO�012�UHYHQXHV��)DVW�JURZLQJ�PRELOH�
PRQH\�VHUYLFHV�WKDW�WKH�008�KDYH�ZRUNHG�
ZLWK�ZKLOH�UHVHDUFKLQJ�WKLV�SDSHU�DOO�UHYHDO�D�
FKDQJH�LQ�012�PLQG�VHW��PRELOH�PRQH\�LV�
QRZ�EHLQJ�WUHDWHG�LQWHUQDOO\�DV�D�VHUYLFH�DQG�
QR�ORQJHU�DV�D�SURGXFW��7KH�LQGXVWU\�LV�PD-
WXULQJ��DQG�WKH�VXUYH\�UHYHDOHG�D�FOHDU�VKLIW�
LQ�WKH�ZD\�PRELOH�PRQH\�VSULQWHUV�DUH�DS-
SURDFKLQJ�PRELOH�PRQH\��7KHVH�012V�DUH�
realising that, unlike airtime, mobile money 
is not a stand-alone product that they can 

PART 1:  

Introducing mobile money 
platforms

VLPSO\�VHOO�DQG�ZDON�DZD\�IURP��,QVWHDG��
they are beginning to treat mobile money 
DV�D�XQLTXH�VHUYLFH�WKDW�UHTXLUHV�PXFK�
PRUH�DWWHQWLRQ��,W�LV�QRW�VLPSO\�D�YDOXH�
DGGHG�VHUYLFH��9$6��RU�LQWHOOLJHQW�QHWZRUN�
�,1��H[WHQVLRQ��EXW�DQ�HQWLUHO\�QHZ�OLQH�RI�
EXVLQHVV�WKDW�OHYHUDJHV�DQ�012·V�GLVWULEX-
WLRQ�QHWZRUNV�DQG�GHPDQGV�H[WUD�FDUH�DQG�
attention such as additional and dedicated 
UHVRXUFHV�WR�VXFFHHG�

THE EVOLUTION OF MOBILE  
MONEY PLATFORMS 
0RVW�HDUO\�PRELOH�PRQH\�SODWIRUPV�ZHUH�
VLPSO\�PRUH�DGYDQFHG�DLUWLPH�UHFKDUJH�
SODWIRUPV��7KLV�ZDV�WUXH�RI�PRELOH�PRQH\�
SLRQHHUV�8WLED��7HOHSLQ��&RPYLYD�DQG�
H6HUY*OREDO��ZLWK�RQO\�)XQGDPR·V�RIIHULQJ�
EHLQJ�D�VHUYLFH�VSHFLÀF�GHYHORSPHQW��$Q�
airtime platform consists of a core trans-
DFWLRQDO�HQJLQH�ZKLFK�DOORZV�WKH�LQLWLDO�
loading of the recharge amount and then 

HALF OF GSMA’S 14 
“MOBILE MONEY 
SPRINTERS”ARE 
IN THE PROCESS 
OF MIGRATING OR 
ARE PLANNING TO 
MIGRATE THEIR 
PLATFORMS
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WKH�GHELWLQJ�RI�WKDW�DPRXQW�WKURXJK�YRLFH��
WH[W�RU�GDWD�XVDJH��$Q�DGYDQFHPHQW�RI�WKLV�
VLPSOH�SODWIRUP�ZDV�DLUWLPH�VKDULQJ�RU�
WUDQVIHU�DPRQJ�IULHQGV��

+RZHYHU��PRELOH�PRQH\�VHUYLFHV�DUH�RI�
FRXUVH�YDVWO\�GLIIHUHQW�

�� When mobile money is spent, it is not 
´XVHG�XSµ�OLNH�DLUWLPH��5DWKHU��WKH�SHU-
VRQ�ZKR�UHFHLYHV�WKH�WUDQVIHU��LQ�WXUQ�
transfers it to another person, business, 
RU�RWKHU�SD\PHQW�UHFLSLHQW��7KHUHIRUH��
a mobile money platform has many 
more use-cases, many more stakehold-
ers and the frequency of transactions 
WDNHV�RQ�D�GLIIHUHQW�DVSHFW�

�� 0RELOH�PRQH\�WUDQVDFWLRQV�DUH�VHQVL-
WLYH�DQG�PXVW�EH�FRPSOHWHG�IXOO\��FRU-
UHFWO\��DQG�TXLFNO\��$�WUDGLWLRQDO�9$6�LV�
QRW�DV�VHQVLWLYH�DQG�LW�LV�DFFHSWDEOH�IRU�
D�FRQYHQWLRQDO�606�WR�EH�GHOD\HG��EXW�
a mobile money transaction request 
RU�UHVSRQVH�FDUULHG�RYHU�606�PXVW�
DOZD\V�EH�GHOLYHUHG�RQ�WLPH��$JHQWV�
FDQQRW�DQG�ZLOO�QRW�KDQG�RYHU�FDVK�XQ-
WLO�WKH\�KDYH�UHFHLYHG�DQ�606�FRQÀUP-
LQJ�WKDW�WKH�´FDVK�RXWµ�WUDQVDFWLRQ�KDV�
EHHQ�FRPSOHWHG�VXFFHVVIXOO\��1RU�FDQ�
DQ�DJHQW�DIIRUG�WR�ZDLW�VHYHUDO�PLQXWHV�
IRU�WKH�606�WR�DUULYH�ZKLOVW�WKH�TXHXH�
LQ�WKH�VWRUH�JURZV�ORQJHU�DQG�FXVWRP-
HUV�JURZ�LPSDWLHQW�

�� 9$6�QRGHV�DUH�PRUH�VWUDLJKWIRUZDUG��
there is no need for multiple distribu-
WLRQ�OHYHOV��QXPHURXV�LQWHUIDFHV�WR�
RWKHU�FRUH�HOHPHQWV��RU�ÀQDQFLDO�UHJX-
ODWLRQV�JRYHUQLQJ�ZKDW�LV�DQG�ZKDW�LV�
QRW�DOORZHG��

�� 7KH�FRUH�WHFKQLFDO�UHTXLUHPHQWV�IRU�D�
mobile money platform are essentially 
the same across different markets, but 
some customisation is necessary be-
cause local regulations and consumer 
SURSRVLWLRQV�YDU\�

MOBILE MONEY PLATFORMS:  
THE NEED FOR INVESTMENT 
$QRWKHU�LVVXH�ZLWK�ÀUVW�JHQHUDWLRQ�PRELOH�
PRQH\�SODWIRUPV�ZDV�WKH�OHYHO�RI�XSIURQW�
LQYHVWPHQW�UHTXLUHG��:KHQ�PDQ\�PRELOH�
PRQH\�VHUYLFHV�ÀUVW�ODXQFKHG��WKHUH�ZDV�
OLWWOH�HYLGHQFH�RI�KRZ�PXFK�UHYHQXH�PRELOH�
PRQH\�ZRXOG�JHQHUDWH�DQG�WKHUH�ZDV�D�IHDU�
RI�FDSLWDO�H[SHQGLWXUH��&DS([��H[SRVXUH��
7KLV�OHG�PRELOH�PRQH\�VHUYLFHV�WR�RSW�IRU�

PRUH�EDVLF�SODWIRUPV�WKDW�DOORZHG�WKHP�WR�
JHW�WKHLU�VHUYLFH�WR�PDUNHW�TXLFNO\��+RZHY-
HU��WKH�GRZQVLGH�RI�WKLV�DSSURDFK�ZDV�WKDW�
HDFK�QHZ�FKDQJH�UHTXHVW�ZDV�FRVWO\�DQG�
WKH�IXQFWLRQDOLW\�WKDW�ZDV�LQDGYHUWHQWO\�
omitted from the platform became costly 
and time consuming to add on an on-going 
EDVLV��7KH�UHVXOW�ZDV�WKDW�HDUO\�SODWIRUPV�
ZHUH�RIWHQ�XQDEOH�WR�RIIHU�VWDELOLW\�RU�JURZ�
DORQJVLGH�FRQVXPHU�GHPDQG��

THE EVOLUTION OF A SERVICE

MNOs are beginning to have the 
realisation that 

Wow, I am now a Payment Ser-
vice Provider and not a product 
seller.....I’ll need to send a bill.

Vincent Kadar, CEO, Telepin

MATCHING FUNCTIONALITY WITH  
BUSINESS STRATEGY 
7KH�LPSRUWDQFH�RI�PDNLQJ�WKH�ULJKW�WHFK-
nology choices from the outset cannot be 
RYHUVWDWHG��0RELOH�PRQH\�WHFKQRORJ\�LV�WKH�
EXLOGLQJ�EORFN�XSRQ�ZKLFK�HYHU\WKLQJ�HOVH�
GHSHQGV��GLVWULEXWLRQ��EXVLQHVV�SURFHVVHV��
DQG�RUJDQLVDWLRQDO�VWUXFWXUH��:KHQ�WKH�
WHFKQRORJ\�SHUIRUPV�SURSHUO\��LW�H[LVWV�LQ�
WKH�EDFNJURXQG�DQG�GHOLYHUV�IXQFWLRQDOLW\�
EDVHG�RQ�WKH�PRELOH�PRQH\�VHUYLFH�VWUDW-
HJ\��8OWLPDWHO\��LW�LV�D�VRXQG�FRPPHUFLDO�
strategy that determines the success of the 
VHUYLFH��QRW�WKH�WHFKQRORJ\�

$�WRS�GRZQ�VWUDWHJ\�VKRXOG�EH�IROORZHG�
IURP�WKH�YHU\�VWDUW�DQG�VKRXOG�WDNH�LQWR�
account the customer proposition, the 
GHVLUHG�SURGXFW�PL[��DQG�KRZ�WKH�VHUYLFH�
ZLOO�EH�GHOLYHUHG�DORQJVLGH�WKH�FRUH�012�
EXVLQHVV��)RU�012V�QHZ�WR�PRELOH�PRQH\��
it is important to remember that they 

PART 2:  

Technical features of a mobile 
money platform

DUH�UHVSRQVLEOH�IRU�KROGLQJ�DQG�PRYLQJ�
FXVWRPHUV·�PRQH\�DURXQG��DQG�WKDW�PRELOH�
money customers are quite often interact-
LQJ�ZLWK�ÀQDQFLDO�VHUYLFHV�IRU�WKH�ÀUVW�WLPH�
DQG�GHSHQG�RQ�LW�SHUIRUPLQJ�H[DFWO\�DV�
WKH\�H[SHFW�LW�WR��

7KH�VHFWLRQ�RQ�ÀJXUH���GHWDLOV�WKH�WHFKQL-
FDO�HOHPHQWV�WKDW�PXVW�EH�FRQVLGHUHG�ZKHQ�
ODXQFKLQJ�D�PRELOH�PRQH\�VHUYLFH�DQG�
GHYHORSLQJ�DQ�5)3�IRU�D�PRELOH�PRQH\�
SODWIRUP��,W�LV�LPSRUWDQW�WKDW�WKH�SODWIRUP�
choice and the RFP process are not rushed 
DQG�WKDW�WKH�GHFLVLRQ�LV�VRXQG�DQG�UHÁHFWV�
WKH�RYHUDOO�EXVLQHVV�VWUDWHJ\�

INITIAL PLATFORM DECISIONS 
7KH�ÀUVW�GHFLVLRQ�D�VHUYLFH�SURYLGHU�QHHGV�
WR�PDNH�LV�ZKHUH�WKH�SODWIRUP�ZLOO�VLW��7KH�
KRVWLQJ�HQYLURQPHQW�LV�ZKHUH�WKH�VHUYLFH�LV�
SK\VLFDOO\�KRXVHG��7UDGLWLRQDOO\��012V�SUH-
IHU�WR�KRVW�WKHLU�SODWIRUPV�LQ�WKHLU�RZQ�GDWD�

THE CORE 
TECHNICAL 
REQUIREMENTS 
FOR A MOBILE 
MONEY PLATFORM 
ARE ESSENTIALLY 
THE SAME ACROSS 
DIFFERENT 
MARKETS, BUT SOME 
CUSTOMISATION 
IS NECESSARY 
BECAUSE LOCAL 
REGULATIONS 
AND CONSUMER 
PROPOSITIONS VARY.
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FHQWUH��EXW�JLYHQ�WKH�HPHUJHQFH�RI�FORXG�
EDVHG�VHUYLFHV�DQG�6RIWZDUH�DV�D�6HUYLFH�
�6DD6���SODWIRUPV�FDQ�EH�KRVWHG�H[WHUQDOO\�
DQG�OLQNHG�EDFN�WR�DQ�012·V�GDWD�FHQWUH��
+RVWLQJ�GHFLVLRQV�DUH�FULWLFDO��VPDOOHU�012V�
PD\�FKRRVH�DQ�H[WHUQDOO\�KRVWHG�VROXWLRQ�WR�
UHGXFH�VHW�XS�FRVWV��ZKHUHDV�ODUJHU�012V�
that are part of a group may prefer in-house 
KRVWLQJ��7KH�FRVWV�DQG�EHQHÀWV�RI�ERWK�RS-
WLRQV�DUH�SUHVHQWHG�LQ�7DEOH���

REGARDLESS OF WHICH HOSTING SOLUTION 
AN MNO CHOOSES, IT MUST CONSIDER A 
NUMBER OF OTHER KEY PLATFORM ISSUES:

�� 3ODWIRUP�UHGXQGDQF\��7KLV�LV�HVSHFLDO-
ly necessary for a mobile money plat-
IRUP�ZKHUH�ÀQDQFLDO�YDOXH�LV�VWRUHG�
DQG�PRYHG��7KH�VZLWFKRYHU�IURP�OLYH�
WR�EDFN�XS�QRGH�PXVW�EH�VHDPOHVV��

�� 'LVDVWHU�UHFRYHU\��7KH�UDSLG�UHFRYHU\�
IURP�D�IDLORYHU�RU�RXWDJH�LV�FULWLFDO�
and must be integrated into any  
VHUYLFH�GHVLJQ��

�� 6HUYLFH�OHYHO�$JUHHPHQW��6/$���
$Q\�FRQWUDFW�ZLWK�D�YHQGRU�VKRXOG�
LQFOXGH�GHWDLOV�JRYHUQLQJ�LWHPV�VXFK�
DV�IXQFWLRQDOLW\�GHÀQLWLRQV��FRQQHF-
WLYLW\��XVHU�YHQGRU�UHVSRQVLELOLWLHV�
and obligations, technical support 
arrangements, escalation procedures, 
SODWIRUP�DYDLODELOLW\��DQG�SHQDOWLHV�IRU�
QRQ�FRPSOLDQFH��7KHVH�ODVW�WZR�LWHPV�
DUH�HVSHFLDOO\�LPSRUWDQW�DQG�SURYLGH�
UHFRXUVH�IRU�WKH�012�LI�WKHUH�LV�D�
VHUYLFH�RXWDJH���,Q�HDUO\�GHSOR\PHQWV�
WKLV�SDUW�RI�FRQWUDFWXDO�GLVFXVVLRQV�ZDV�
RIWHQ�UXVKHG���,Q�UHWXUQ��WKH�YHQGRU�
ZLOO�UHTXLUH�DQ�6/$�ZLWK�WKH�012�IRU�
VLJQDOOLQJ�DQG�606�866'�GHOLYHU\��
7KHVH�LVVXHV�DUH�HTXDOO\�LPSRUWDQW�LQ�
the case of a third party supplier that 
SURYLGHV�WKH�OLQNV�WR�DQ�H[WHUQDOO\�
KRVWHG�VROXWLRQ��WKH�PRELOH�PRQH\�
VHUYLFH�SURYLGHU�ZRXOG�KDYH�WKHLU�RZQ�
FRQWUDFW�ZLWK�WKLV�VXSSOLHU��

�� &DSDFLW\�SODQQLQJ��7KH�PRVW�VXF-
FHVVIXO�PRELOH�PRQH\�VHUYLFHV�KDYH�

H[SHULHQFHG�SHULRGV�RI�UDSLG�JURZWK�
WKDW�KDYH�VWUDLQHG�WKH�FDSDFLW\�RI�WKHLU�
SODWIRUPV��,Q�ODWH�������8JDQGD·V�071�
0RELOH�0RQH\�VXIIHUHG�OHQJWK\�GRZQ-
WLPH�DV�D�UHVXOW�RI�QHFHVVDU\�VHUYLFH�
XSJUDGHV��SURYLQJ�KRZ�YXOQHUDEOH�FD-
SDFLW\�LV�WR�ZHDN�FRPSRQHQWV�����6HUYLFH�
usage must be forecasted and included 
in the capacity planning for a mobile 
money platform, and all supporting 
VHUYLFHV�DQG�YHQGRUV�VKRXOG�EH�DZDUH�
RI�WKHVH�ÀJXUHV��

�� &KDQJH�UHTXHVW�PDQDJHPHQW��0RELOH�
money is a young and dynamic in-
GXVWU\�DQG�LW�LV�LQHYLWDEOH�WKDW�PDQ\�
FKDQJHV�ZLOO�EH�PDGH�WR�WKH�VHUYLFH�
RYHU�LWV�OLIHWLPH��&KDQJH�UHTXHVWV�DUH�
D�VRXUFH�RI�IUXVWUDWLRQ�WR�ERWK�012V�
DQG�YHQGRUV�VLQFH�WKH\�LQFXU�GHOD\V�
DQG�H[SHQVH�DQG�GLYHUW�UHVRXUFHV�
IURP�PRUH�VWUDWHJLF�GHYHORSPHQWV��
7KH�EHWWHU�WKH�5)3�DQG�LWV�HYDOXDWLRQ��
WKH�IHZHU�FKDQJHV�ZLOO�EH�QHHGHG��
,QGHHG��LI�D�VWURQJ�012�YHQGRU�SDUW-

nership is established during the RFP 
SURFHVV��PDQDJLQJ�IXWXUH�FKDQJHV�ZLOO�
EH�OHVV�FKDOOHQJLQJ�

�� 5RDGPDS��7KH�URDGPDS�PXVW�EH�
GULYHQ�E\�FRPPHUFLDO�UHTXLUHPHQWV�WR�
SURYLGH�DGGHG�IXQFWLRQDOLW\��FDSDFLW\�
LPSURYHPHQWV��DQG�RSHUDWLRQDO�FRVW�
VDYLQJV��*DWKHULQJ�GHWDLOHG�UHTXLUH-
PHQWV�DQG�GRFXPHQWDWLRQ�DUH�H[WUHPH-
ly important in this nascent industry 
ZKHUH�WKHUH�DUH�IHZ�EHVW�SUDFWLFH�
VWDQGDUGV�WR�EH�HPXODWHG��

�� 3ODWIRUP�HQYLURQPHQWV��,W�LV�FRP-
PRQ�IRU�WHOHFRPPXQLFDWLRQV�YHQGRUV�
WR�SURYLGH�ERWK�D�OLYH�SODWIRUP�DQG�
D�VWDJLQJ�SODWIRUP��7KH�OLYH�SODWIRUP�
KDQGOHV�WUDIÀF�ZKLOH�WKH�VWDJLQJ�SODW-
IRUP�LV�XVHG�WR�WHVW�VRIWZDUH�XSJUDGHV�
DQG�SDWFKHV��'XH�WR�WKH�VHQVLWLYH�
nature of transmitting customer funds, 
HDFK�PDLQWHQDQFH�ZLQGRZ�VKRXOG�
run through the entire testing suite 
SULRU�WR�JRLQJ�OLYH��7RS�SHUIRUPLQJ�

MNO STRATEGY
OVERALL MNO BUSINESS DECISIONS

 OBJECTIVES AND DIRECTIONS

 WHAT IS BEING CHANGED?

MNO TECHNICAL STRATEGY
OSERVICE BASED

DEMAND FOCUSED

MOBILE MONEY PLATFORM
OSERVICE DELIVERY BASED

TECHNOLOGY FOCUSED

FIGURE 1 

Top-down approach to a mobile money service and platform2

DIRECTION FOR 
THE SERVICE

NEEDS & 
PRIORITIES OF 

THE SERVICE

FITS IN WITH 
OVERALL MNO  
TECHNICAL 
PORTFOLIO

SUPPORTS MNO 
STRATEGY

WHY ARE WE  
DELIVERING  

THE SERVICE?

TABLE 1 

Costs and benefits of in-house and external hosting

COST
INITIAL CAPITAL EXPENDITURES ARE GREATER, OPERATING 
EXPENSES ARE USUALLY LESS

MINIMAL CAPITAL EXPENDITURES BUT OPERATING 
EXPENSES ARE USUALLY GREATER

IN-HOUSE DATA CENTRE HOSTED SOLUTION

EXPERTISE
NEED TO DEVELOP IN-HOUSE EXPERTISE TO SUPPORT  
THE PLATFORM

NOT AS CRITICAL SINCE THE EXPERTISE COMES FROM  
THE VENDOR ITSELF

SCALABILITY
LIMITED BY FLOOR SPACE, INTERNAL PROCESSES, AND 
COMPETING SERVICES

CAN BE MUCH FASTER TO DEPLOY EXTRA CAPACITY

GROUP-WIDE 
REDUNDANCY 

MORE DIFFICULT TO HANDLE WITH MULTIPLE MARKETS 
EVEN WITH THE SAME VENDOR

MUCH EASIER TO ACHIEVE AS THE HOSTING USUALLY 
ORIGINATES FROM A LIMITED NUMBER OF HUB LOCATIONS

LATENCY
LINKS ARE ALSO IN-HOUSE AND CAN BE EASILY 
DISTRIBUTED TO LIMIT FAILURE POINTS. LATENCY IS  
MUCH LESS THAN IN THE CLOUD

LINKS TO THE HOST MAY REPRESENT POINTS OF FAILURE 
(E.G. NON-DISTRIBUTED THIRD PARTY SUPPLIER) AND  
ADD EXTRA LATENCY

CONSISTENCY
VERY DIFFICULT TO ACHIEVE IF EACH MARKET ISSUES 
ITS OWN RFP (EVEN WITH A SINGLE VENDOR) DUE TO 
DIFFERENT RELEASES AND WARRANTIES

EASIER TO ACHIEVE WHERE ALLOWED. SOME MARKETS 
CANNOT SUPPORT CLOUD-BASED SOLUTIONS DUE TO 
REGULATORY CONSTRAINTS THAT PREVENT DATA FROM 
CROSSING NATIONAL BORDERS (E.G. INDIA, PAKISTAN)

GROSS REVENUE
USUALLY NOT SHARED WITH THE VENDOR -  
TRADITIONAL MNO MODEL

QUITE OFTEN SHARED WITH THE VENDOR -  
THIS IS AN EMERGING MODEL AND SUITABLE  
FOR SMALLER OPERATIONS

3 ‘’MTN announces mobile money 
instabilities’’ The Independent, 23 
November 2011, http://www.independ-
ent.co.ug/ugandatalks/2011/11/mtn-
announces-mobile-money-instabilities/ 
(accessed May 5, 2013).

4 ‘’Unstable Network Worries 
Mobile Money Clients’’, Uganda Radio 
Network, 3 December 2011 http://
ugandaradionetwork.com/a/story.
php?s=38799 (accessed 5 May 2013).

2 Adapted from John Ward and Joe 
Peppard, 2002, Strategic Planning for 
Information Systems, Fig. 3.8, p. 154.

WHAT IS  
REQUIRED OF  
THE SERVICE?

HOW CAN  
THE SERVICE BE 

DELIVERED?

TOP-PERFORMING 
MOBILE MONEY 
SERVICES HAVE 
AN ADDITIONAL, 
THIRD PLATFORM 
THAT THEY USE FOR 
TRAINING
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PRELOH�PRQH\�VHUYLFHV�KDYH�DQ�DG-
ditional, third platform that they use 
IRU�WUDLQLQJ��7KLV�KDV�SURYHQ�YLWDO�WR�
WKH�VXFFHVV�RI�WKH�VHUYLFH�DV�VWDII�FDQ�
EHFRPH�IDPLOLDU�ZLWK�WKH�IXQFWLRQDOLW\�
RI�WKH�VHUYLFH�LQ�D�VDIH�DQG�FRQWUROOHG�
HQYLURQPHQW��)XQGDPR�UHFRPPHQGV�
WKUHH�SODWIRUPV�DV�VWDQGDUG�

INTERFACES TO OTHER PLATFORMS  
7KH�PRELOH�PRQH\�SODWIRUP�GRHV�QRW�H[LVW�
DV�D�VWDQG�DORQH�XQLW��LW�PXVW�FRQQHFW�WR�
RWKHU�012�FRUH�HOHPHQWV�LQ�RUGHU�WR�DFFHVV�
WKH�*60�WHFKQRORJ\�DQG�WR�H[WHUQDO�SODW-
IRUPV�WR�SURYLGH�IXOO�FRPPHUFLDO�IXQFWLRQ-
DOLW\��)LJXUH���VKRZV�WKH�W\SLFDO�LQWHUIDFHV�
WKDW�D�PRELOH�PRQH\�SODWIRUP�UHTXLUHV�

INTERNAL MNO INTERFACES  
7KH�PRVW�FRPPRQ�ZD\�D�FXVWRPHU�RU�DJHQW�
DFFHVVHV�D�PRELOH�PRQH\�VHUYLFH�LV�WKURXJK�
67.�RU�866'�LQWHUIDFHV��$LUWLPH�WRS�XSV�
are among the most common transactions 
LQ�WKH�PDMRULW\�RI�PRELOH�PRQH\�VHUYLFHV��

ZKLFK�LQYROYHV�OLQNLQJ�WR�WKH�,1�RU�RWKHU�
PHGLDWLRQ�SODWIRUP��,Q�PDUNHWV�ZKHUH�
OLWHUDF\�OHYHOV�DUH�ORZ��VRPH�PRELOH�PRQH\�
VHUYLFHV�LQFRUSRUDWH�FRQQHFWLRQV�WR�DQ�LQWHU-

DFWLYH�YRLFH�UHVSRQVH��,95���,Q�DGGLWLRQ��
FXVWRPHU�FDUH��EDFN�RIÀFH�VWDII��RSHUDWLRQV��
DQG�SURYLVLRQLQJ�WHDPV�PXVW�KDYH�DFFHVV�WR�
YDULRXV�SDUWV�RI�WKH�SODWIRUP��$�ZHE�EDVHG�
LQWHUIDFH�W\SLFDOO\�SURYLGHV�WKH�EHVW�UHVXOWV�

7KH�FDSDFLW\�RI�DOO�SODWIRUPV�DQG�WKH�EDQG-
ZLGWK�RI�WKH�OLQNV�WR�WKHVH�QRGHV�PXVW�EH�
HYDOXDWHG��HVSHFLDOO\�VLQFH�VHYHUDO�FRPSHW-
ing users might access them simultaneous-
O\��:KHUHDV�VRPH�VHUYLFH�RXWDJHV�KDYH�EHHQ�
the result of platform inadequacies, others 
KDYH�EHHQ�WKH�UHVXOW�RI�FRQJHVWLRQ�EHWZHHQ�
WKHVH�LQWHUIDFHV�DQG�RWKHU�012�SODWIRUPV��
3ULRULWLVLQJ�WKH�GHOLYHU\�RI�PRELOH�PRQH\�
messages to and from these systems is rec-
RPPHQGHG�GXH�WR�WKH�VHQVLWLYH�QDWXUH�RI�D�
VHUYLFH�WKDW�PRYHV�FXVWRPHUV·�PRQH\�

EXTERNAL INTERFACES 
%DQNLQJ�V\VWHPV��$�PRELOH�PRQH\�VHUYLFH�
LV�W\SLFDOO\�LQ�SDUWQHUVKLS�ZLWK�D�EDQN�VLQFH�
H�PRQH\�LV�DOZD\V�EDFNHG�E\�IXQGV�LQ�D�
EDQN�DFFRXQW��,GHDOO\��PDWFKLQJ�PRQH\�
LQ�WKH�EDQN�ZLWK�H�PRQH\�LQ�WKH�V\VWHP�
VKRXOG�EH�DXWRPDWHG��$�IDFLOLW\�WR�LQWHUIDFH�
to other banks may also be needed, for 
H[DPSOH��WR�IDFLOLWDWH�FDVK�RXW�YLD�DQ�$70�
QHWZRUN�RU�WR�PDNH�WUDQVIHUV�EHWZHHQ�EDQN�
DQG�H�PRQH\�DFFRXQWV��

3D\PHQW�VZLWFKHV��,Q�PDQ\�PDUNHWV��
VZLWFKHV�URXWH�WUDQVDFWLRQV�EHWZHHQ�FRQ-
YHQWLRQDO�SD\PHQW�VHUYLFHV��7KH\�PD\�EH�
LQWHUQDWLRQDOO\�UHFRJQLVHG��VXFK�DV�9LVD�DQG�
0DVWHU&DUG���WKH\�PD\�EH�QDWLRQDO�VZLWFK-
HV��RU�WKH\�PD\�EH�VSHFLÀF�WR�RQH�RU�PRUH�
EDQNV��PRQH\�WUDQVIHU�RUJDQLVDWLRQV��DQG�
RU�SD\PHQW�VHUYLFH�SURYLGHUV��363���7UDQV-
DFWLRQV�ZLWK�VRPH�RUJDQLVDWLRQV�UHTXLUH�
FRQQHFWLQJ�WR�D�SD\PHQW�VZLWFK�DQG�SD\LQJ�
WKH�VZLWFK�SURYLGHU�D�SURFHVVLQJ�IHH�

%LOOHU�V\VWHPV��2QH�RI�WKH�PRVW�SRSXODU�
PRELOH�PRQH\�VHUYLFHV�LV�ELOO�SD\PHQWV��
RIWHQ�D�XWLOLW\�ELOO�VXFK�DV�SRZHU�RU�ZDWHU��
7KLV�PD\�UHTXLUH�FRQQHFWLQJ�GLUHFWO\�WR�WKH�
SD\PHQW�V\VWHP�RI�HDFK�XWLOLW\�SURYLGHU��

3D\PHQW�6HUYLFH�3URYLGHU��363��V\VWHPV� 
,Q�VRPH�FDVHV��ELOO�SD\PHQW�IXQFWLRQDOLW\�LV�
facilitated by the mobile money platform 
FRQQHFWLQJ�WR�DQ�H[WHUQDO�SD\PHQW�VHUYLFH�
SURYLGHU��363��SODWIRUP��ZKLFK�WKHQ�FRQ-
QHFWV�WR�PXOWLSOH�ELOOHU�V\VWHPV��

3RLQW�RI�6DOH��326��GHYLFHV��,Q�VRPH�PDU-
NHWV�WKH�UHWDLO�LQIUDVWUXFWXUH��HYHQ�IRU�WKH�
SRRU��PDNHV�H[WHQVLYH�XVH�RI�HOHFWURQLF�WLOOV�

MOBILE MONEY
CORE SYSTEM

SMSC BANKING SYSTEMS

USSD GATEWAY PAYMENT SWITCHES

AIRTIME IN OR  
MEDIATION PLATFORM BILLER SYSTEMS

WEB SERVICES PAYMENT SERVICE  
PROVIDER SYSTEMS

IVR GATEWAY POINT OF SALE  
DEVICES & SYSTEMS

FIGURE 2 

Mobile Money Interfaces

EXTERNAL 
INTERFACES

INTERNAL 
MNO  

INTERFACES

PLATFORM EVOLUTION

What differences are you  
noticing in this second  
round of RFPs?

“Two points to highlight: These RFPs 
are based on consumer requirements 
and behaviour gathered during the 
past five to seven years in several 
markets, and are demanding more 
flexibility of the platforms to enable 
new services and integrate into a 
more complex ecosystem with the ad-
dition of third party players, financial 
services institutions and payment 
networks, both for closed and open 
loop transactions.”

Jesus Luzardo, EVP Global Sales 
Mobile Financial Services, Utiba

HOSTING DECISIONS

“Some CTOs have had some badly 
delivered centralised GSM services in 
the past so there may be an initial re-
luctance to go for a hosted solution. 
People in this role are very conscious 
of the trade-off between wanting to 
have control of platforms versus hav-
ing to develop the expertise in-house 
required to manage the platform.”

Mobile Money Vendor Management 
& Business Strategy Manager,  
African Group MNO

ZLWK�VRSKLVWLFDWHG�326�GHYLFHV��)RU�ERWK�
DJHQW�DFWLYLWLHV��FDVK�LQ�FDVK�RXW��DQG�IRU�
merchant payments in store it may be nec-
HVVDU\�WR�LQWHUIDFH�ZLWK�WKH�PHUFKDQW�326�
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PART 3:  

Functional Layers
THE TRANSACTIONAL functionality of 
mobile money systems must support three 
W\SHV�RI�DFWLYLWLHV�

�� &XVWRPHU�DFWLYLWLHV – these may be 
performed by a customer or a busi-
QHVV��EXW�WKH\�KDYH�DQ�LPSDFW�RQ�WKH�
FXVWRPHU·V�PRELOH�PRQH\�DFFRXQW�

�� $JHQW�DFWLYLWLHV�²�DJHQWV�SHUIRUP�WZR�
GLVWLQFW�IXQFWLRQV��VHUYLQJ�FXVWRPHUV�
and administering their business

�� 2SHUDWRU�DFWLYLWLHV – performed by the 
012�RIIHULQJ�WKH�VHUYLFH�

0DWXUH�VHUYLFHV�DQG�YHQGRUV�DJUHH�WKDW�LW�LV�
SUHIHUDEOH�WR�ODXQFK�D�QHZ�PRELOH�PRQH\�
VHUYLFH�ZLWK�D�OLPLWHG�VXLWH�RI�IXQFWLRQDOLW\��
7KLV�PDNHV�LW�HDVLHU�IRU�ERWK�FXVWRPHUV�DQG�
DJHQW�DVVLVWDQWV�WR�XQGHUVWDQG�WKH�VHUYLFH��
ZK\�LW·V�QHHGHG��DQG�HVSHFLDOO\�KRZ�WR�
XVH�LW��$GGLWLRQDO�IXQFWLRQDOLW\�FDQ�WKHQ�EH�
UROOHG�RXW�LQ�D�VWUXFWXUHG�IDVKLRQ�RYHU�WLPH�
GHSHQGLQJ�RQ�KRZ�WKH�VHUYLFH�HYROYHV�

7KH�IXQFWLRQDOLW\�UHTXLUHG�WR�VXSSRUW�
HDFK�W\SH�RI�DFWLYLW\�LV�GHVFULEHG�LQ�GHWDLO�
LQ�WKH�QH[W�VHFWLRQ��7KHVH�IXQFWLRQV�DUH�
H[SODLQHG�IURP�D�VHUYLFH�GHVLJQ�SHUVSHFWLYH�
DQG�LQFOXGH�WKH�VSHFLÀF�FRQVLGHUDWLRQV�IRU�

LPSOHPHQWLQJ�HDFK�W\SH��3ODWIRUP�GHVLJQ-
ers recommend that all customer and agent 
WUDQVDFWLRQV�EH�FKDUJHDEOH³FRQÀJXUDEOH�DV�
ERWK�D�SHUFHQWDJH�DQG�D�À[HG�IHH³HYHQ�LI�
WKH�FKDUJH�LV�VHW�WR�]HUR�IRU�PDQ\�RI�WKHP��
)RU�WKH�012�WR�DFFHVV�WKH�UHYHQXH�HDUQHG�
E\�WKH�PRELOH�PRQH\�VHUYLFH��WKH�SODWIRUP�
must collect transaction fees and airtime 
GLVFRXQW�IHHV�ZKHQ�PRQH\�PRYHV�WKURXJK�
WKH�V\VWHP��%XLOGLQJ�LQ�WKLV�IHDWXUH�IURP�
WKH�VWDUW�FDQ�EH�YHU\�EHQHÀFLDO�LI�WKH�PRELOH�
PRQH\�VHUYLFH�EHFRPHV�WD[DEOH��DV�KDS-
SHQHG�ZLWK�6DIDULFRP·V�0�3HVD�LQ������5

CUSTOMER TRANSACTIONS 
&XVWRPHUV�QHHG�DFFHVV�WR�D�UDQJH�RI�WUDQV-
DFWLRQV�WKH\�FDQ�HLWKHU�FRQGXFW�WKHPVHOYHV�
RU�KDYH�FRQGXFWHG�RQ�WKHLU�EHKDOI�E\�DQ�
DJHQW��EXVLQHVV��RU�RWKHU�VHUYLFH�SURYLGHU��

5HJLVWUDWLRQ��'HSHQGLQJ�RQ�ORFDO�UHJXOD-
WLRQ��UHJLVWUDWLRQ�PD\�LQYROYH�FROOHFWLQJ�

.<&�GRFXPHQWDWLRQ��EXW�W\SLFDOO\�LW�UHTXLUHV�
an agent to send instructions to the mobile 
PRQH\�VHUYLFH�WR�FUHDWH�DQ�DFFRXQW�IRU�WKH�
FXVWRPHU��,Q�VRPH�PDUNHWV��VHOI�UHJLVWUDWLRQ�
LV�SHUPLWWHG�WR�DFFHVV�WKH�EDVLF�VHUYLFH��EXW�
XVHUV�XVXDOO\�QHHG�WR�EULQJ�.<&�GRFXPHQ-
tation to an agent to access higher transac-
WLRQ�OLPLWV�DQG�ULFKHU�IXQFWLRQDOLW\��7LHUHG�
.<&�LV�DOVR�FRPPRQ�LQ�PDUNHWV�ZLWKRXW�
self-registration and different transaction 
OLPLWV�DUH�DOORZHG�GHSHQGLQJ�RQ�WKH�OHYHO�RI�
FXVWRPHU�LQIRUPDWLRQ�UHFHLYHG��3ODWIRUPV�
VKRXOG�DFFRPPRGDWH�WKHVH�GLIIHUHQW�SURÀOHV�
ZKLOH�HQVXULQJ�WKHUH�LV�DQ�HDV\�WR�XQGHU-
VWDQG�FKHFNOLVW�IRU�DJHQWV�WR�IROORZ��ZKR�DUH�
RIWHQ�LQH[SHULHQFHG�LQ�WKLV�DUHD���,Q�VRPH�
PDUNHWV��WKH�012�LV�DOVR�SHUPLWWHG�WR�EXON�
UHJLVWHU�H[LVWLQJ�VXEVFULEHUV�

&DVK�,Q�&DVK�2XW��7KH�FKLHI�WDVN�RI�DQ�
DJHQW�LV�WR�SURYLGH�FDVK�LQ�DQG�FDVK�RXW�
VHUYLFHV�WR�UHJLVWHUHG�FXVWRPHUV��0RVW�
PDUNHWV�DOORZ�DJHQWV�WR�HQDEOH�FDVK�RXW�IRU�
XQUHJLVWHUHG�UHFLSLHQWV�RI�IXQGV��ZKR�QRU-

FOCUSSED FUNCTIONALITY  
AT LAUNCH

“If we look at the number of produc-
tion units in the field, it is the clients 
with the crystal clear service offering 
that are the most successful in the 
market. These ones have high growth 
rates and are slowly building on their 
initial solid core offering. It seems 
to be a challenge to get the right 
product definition in the market.”

Martin Slabber,  
Product Manager, Fundamo

Customer activities

AGENT ACTIVITIES 

AGENT TRANSACTIONS

CUSTOMER REGISTRATION*

CUSTOMER CASH-IN*

CUSTOMER CASH-OUT*

ATM WITHDRAWAL

AGENT ADMINISTRATION

FLOAT MANAGEMENT TOOLS

REPORTS & STATEMENTS

END OF SHIFT STATUS SMS 

BALANCE ENQUIRY

PIN CHANGE

ASSISTANT ADDITION/REMOVAL

MNO ACTIVITIES 

MNO TRANSACTIONS

CONVERTING CASH TO E-MONEY 

E-MONEY ALLOCATION

COMMISSION PAYMENT

MNO ADMINISTRATION

AGENT CREATION AND  
ADMINISTRATION 

CUSTOMER (BULK) REGISTRATION

RISK AND AML AUDIT

CUSTOMER ACTIVITIES 

CUSTOMER TRANSACTIONS

CUSTOMER REGISTRATION*

CUSTOMER CASH-IN*

CUSTOMER CASH-OUT*
            * DENOTES AGENT ASSISTANCE

SEND MONEY 

P2P TRANSFER

SEND VOUCHER

BUY AIRTIME

FOR OWN PHONE

FOR ANOTHER PHONE

BILL PAYMENT

PAY MERCHANT IN STORE

BULK PAYMENTS (E.G. SALARY, G2P)

BANK TRANSFERS

CUSTOMER ADMINISTRATION

BALANCE ENQUIRY

PIN CHANGE

MINI STATEMENT

BUSINESS REPORTS
FINANCIAL

REGULATORY

OPERATIONAL

FIGURE 3 

High-level Mobile Money System Requirements

MOBILE MONEY
CORE SYSTEM

5 ‘’Kenyan Government Begins Mobile 
Payment Tax’’ available online at 
http://www.paymentsjournal.com/
Page.aspx?id=15470 (accessed 20 
May 2013)

MATURE SERVICES 
AND VENDORS 
AGREE THAT IT IS 
PREFERABLE TO 
LAUNCH A NEW 
MOBILE MONEY 
SERVICE WITH A 
LIMITED SUITE OF 
FUNCTIONALITY
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PDOO\�UHFHLYH�D�YRXFKHU�WKH\�FDQ�H[FKDQJH�
ZLWK�DQ�DJHQW�IRU�FDVK��0DQ\�PRELOH�PRQH\�
VHUYLFHV�DUH�DOVR�FRQQHFWHG�WR�RQH�RU�PRUH�
ORFDO�$70�QHWZRUNV�WR�DOORZ�FDUGOHVV�FDVK�
ZLWKGUDZDOV��7KLV�VHUYLFH�LV�QRW�JHQHUDOO\�
DYDLODEOH�IRU�YRXFKHUV��DV�LW�ZRXOG�UHTXLUH�
them to be in the same denominations 
DYDLODEOH�DW�WKDW�$70�

6HQG�PRQH\��7KLV�LV�RIWHQ�WKH�ODXQFK�
SURSRVLWLRQ��6RPH�V\VWHPV�UHTXLUH�WKH�
VHQGHU�WR�FKRRVH�EHWZHHQ�VHQGLQJ�IXQGV�WR�
another mobile money account and send-
LQJ�D�YRXFKHU��$V�LW�LV�XQOLNHO\�WKDW�WKH�
VHQGHU�ZLOO�NQRZ�WKLV��LW�LV�UHFRPPHQGHG�
WKDW�D�VLQJOH�´VHQGµ�RSWLRQ�LV�SUHVHQWHG�
to the customer and the system decides 
ZKHWKHU�LW�QHHGV�WR�SHUIRUP�D�WUDQVIHU�RU�
FUHDWH�D�YRXFKHU��

%X\�DLUWLPH��0RELOH�PRQH\�VKRXOG�EH�
able to top up airtime or another mobile 
SKRQH�RQ�WKH�VDPH�QHWZRUN�XVLQJ�D�PRELOH�
PRQH\�DFFRXQW��

%XVLQHVV�SD\PHQWV� While businesses can 
EH�FXVWRPHUV�RI�WKH�PRELOH�PRQH\�VHUYLFH�
WKHPVHOYHV��WKH\�DOVR�LQLWLDWH�DQG�UHFHLYH�
FXVWRPHU�SD\PHQWV��7KLUG�SDUW\�FXVWRPHU�
WR�EXVLQHVV��&�%��SD\PHQWV�FDQ�EH�VSOLW�
LQWR�WZR�W\SHV��WKH�WUDQVIHU�RI�IXQGV�WR�D�
business, such as payment of a utility bill 
RU�DQ�0),�ORDQ�LQVWDOPHQW��DQG�SD\PHQW�LQ�
SHUVRQ�LQ�D�UHWDLO�HQYLURQPHQW��%XVLQHVVHV�
DOVR�PDNH�SD\PHQWV�WR�LQGLYLGXDOV��%�&���
VXFK�DV�JRYHUQPHQW�ZHOIDUH�SD\PHQWV��0),�
ORDQ�GLVEXUVHPHQWV��RU�VDODU\�RU�H[SHQVHV�
SD\PHQWV�IURP�DQ�HPSOR\HU�

%LOO�SD\PHQWV� Some billers accept a 
connection directly to their account 
management system, but many use third 
party PSPs to integrate multiple payment 
PHFKDQLVPV�RQ�WKHLU�EHKDOI��7KH�DGYDQWDJH�
of using a PSP is that they can incorporate 
PDQ\�ELOOHUV�LQ�D�VLQJOH�LQWHJUDWLRQ��WKH�
GLVDGYDQWDJH�LV�WKDW�WKH\�H[SHFW�D�SRUWLRQ�
RI�WKH�WUDQVDFWLRQ�IHH��

,Q�VWRUH�PHUFKDQW�SD\PHQWV��0HUFKDQWV�
ZLOO�H[SHFW�WR�UHFHLYH�606�FRQÀUPDWLRQ�
that a transaction has been completed 
EHIRUH�WKH�FXVWRPHU�OHDYHV�WKH�VKRS��,Q�
PRUH�GHYHORSHG�PDUNHWV�WKH�PHUFKDQW�
PD\�XVH�DQ�RQOLQH�326�DQG�PD\�UHTXLUH�
WKH�WUDQVDFWLRQV�WR�EH�FRQGXFWHG�ZLWK�WKLV�
326���7KHVH�UHWDLOHUV�PD\�UHTXLUH�VLPLODU�
integration to perform agent cash-in and 
FDVK�RXW�WUDQVDFWLRQV���

%XON�SD\PHQWV��7R�HQDEOH�WKLV�IHDWXUH��
EXVLQHVVHV�ZLOO�QRUPDOO\�EH�JLYHQ�DFFHVV�WR�
D�VHW�RI�ZHE�VFUHHQV�IURP�ZKLFK�WKH\�FDQ�
administer bulk payment instructions, much 
DV�WKH\�ZRXOG�DGPLQLVWHU�SD\UROO��,Q�VRPH�
V\VWHPV�WKH�012�KDV�WR�SHUIRUP�EDWFK�
payments on behalf of the business, but this 
EHFRPHV�H[SHQVLYH�DQG�WLPH�FRQVXPLQJ�DV�
WKH�VHUYLFH�EHFRPHV�PRUH�SRSXODU�

%DQN�WUDQVIHUV��$V�D�VHUYLFH�PDWXUHV�LW�PD\�
FKRRVH�WR�OLQN�WKH�PRELOH�PRQH\�VHUYLFH�WR�
customer bank accounts, either directly or 
E\�XVLQJ�D�VZLWFK��,QWHUFRQQHFWLRQ�EHWZHHQ�
PRELOH�PRQH\�DQG�D�EDQN�DOORZV�YDOXH�WR�
EH�WUDQVIHUUHG�ZLWKRXW�KDYLQJ�WR�YLVLW�DQ�
DJHQW��7KLV�IXQFWLRQDOLW\�DOVR�KHOSV�DJHQWV�
WR�PDQDJH�WKHLU�H�PRQH\�ÁRDW�DQG�OLTXLGLW\�
PRUH�HDVLO\�

EVOLUTION OF MOBILE MONEY  
$V�PRELOH�PRQH\�VHUYLFHV�HYROYH�WKHUH�DUH�
opportunities to offer enhanced products, 
VXFK�DV�ORDQV��VDYLQJV��DQG�LQVXUDQFH��
7KHVH�SURGXFWV�FDQ�HLWKHU�EH�RIIHUHG�GL-
UHFWO\�RU�YLD�WKLUG�SDUW\�VSHFLDOLVWV�WKDW�DUH�
SDLG�IRU�XVLQJ�WKH�PRELOH�PRQH\�SODWIRUP��
7KH�SODWIRUP�LWVHOI�WKXV�EHFRPHV�DQ�HQDEOHU�
IRU�WKHVH�QHZ�VHUYLFHV��$Q�H[DPSOH�RI�WKLV�
LV�.HQ\D·V�0�6KZDUL�VHUYLFH��7KH�KDQGVHW�
PHQX�XVXDOO\�KDV�D�VSHFLÀF�LWHP�IRU�WUDQV-
IHUULQJ�IXQGV�EHWZHHQ�D�FXVWRPHU·V�PRELOH�
PRQH\�DQG�VDYLQJV�DFFRXQWV��7KLV�XWLOLVHV�
the same underlying bank transfer func-
WLRQDOLW\�DOORZHG�E\�WKH�SODWIRUP�LQWHUIDFH�
WR�EDQNLQJ�V\VWHPV�

CUSTOMER ADMINISTRATION 
For security purposes, all handset users 
QHHG�WR�EH�DEOH�FKDQJH�WKHLU�3,1��7KH\�
also need the ability to check their account 
EDODQFH�DQG�UHTXHVW�D�PLQL�VWDWHPHQW��,I�
possible, they should be able to set a secu-
ULW\�TXHVWLRQ��PHPRUDEOH�GDWH��VHFUHW�ZRUG��
HWF���WR�DVVLVW�ZLWK�LGHQWLÀFDWLRQ�LI�WKH\�QHHG�
WR�FDOO�FXVWRPHU�VHUYLFH�

AGENT HIERARCHIES AND ADMINISTRATION 
,GHDOO\��D�JRRG�TXDOLW\�DJHQW�GLVWULEXWLRQ�
QHWZRUN�KDV�YDULRXV�GLVWULEXWLRQ�OD\HUV�WKDW�
are created and administered correctly in 
WKH�SODWIRUP��7KHVH�OD\HUV�OLPLW�WKH�QXP-
EHU�RI�GLUHFW�UHODWLRQVKLSV�WKDW�DQ�012�
KDV�ZLWK�LQGLYLGXDO�DJHQWV��PDNLQJ�WKH�
GLVWULEXWLRQ�QHWZRUN�HDVLHU�WR�PDQDJH��,Q�
some markets, independent retailers may 
DOVR�SURYLGH�ZKROHVDOH�VHUYLFHV�WR�RWKHU�

independent stores, creating further layers 
RI�UHODWLRQVKLSV��

(YHU\�PRELOH�PRQH\�VHUYLFH�KDV�LWV�RZQ�
VWUXFWXUH�DQG�D�YHQGRU�VKRXOG�EH�ÁH[LEOH�
HQRXJK�WR�DFFRPPRGDWH�GLIIHUHQW�PRGHOV��
$FFRPPRGDWLRQV�VKRXOG�DOVR�EH�PDGH�ZKHQ�
WKH�GLVWULEXWLRQ�PRGHO�FKDQJHV�RYHU�WLPH��$�
VDPSOH�KLHUDUFK\�LV�VKRZQ�LQ�)LJXUH���

7KH�PDLQ�FRQVLGHUDWLRQ�LQ�DOO�WKHVH�UHODWLRQ-
VKLSV�LV�KRZ�WKH�FRPPLVVLRQ�ZLOO�EH�VSOLW��
,QWHJUDWLQJ�DOO�WKHVH�SDUWLHV�LQWR�WKH�PRELOH�
PRQH\�VHUYLFH�GHSHQGV�RQ�WKH�DELOLW\�RI�WKH�
platform to support multi-distribution layers 
DQG�WKH�WUDQVIHU�RI�PRQH\�EHWZHHQ�OD\HUV��

AGENT TRANSACTIONS 
Registration, cash-in, and cash-out can all 
EH�SHUIRUPHG�E\�DQ�DJHQW��,Q�VRPH�PDUNHWV��
DJHQWV�FDQ�DOVR�SHUIRUP�RYHU�WKH�FRXQWHU�
�27&��YHUVLRQV�RI�VHQG�PRQH\�RU�ELOO�SD\-
PHQWV�RQ�D�FXVWRPHU·V�EHKDOI�

AGENT ADMINISTRATION 
$JHQW�DFFHVV�WR�WKH�SODWIRUP��7KH�IXQFWLRQ-
ality offered to the agent infrastructure de-
SHQGV�RQ�WKH�YHQGRU��:KHUHDV�FXVWRPHUV�DUH�
XVXDOO\�UHVWULFWHG�WR�DFFHVVLQJ�WKH�VHUYLFH�YLD�

Agent activities

WKHLU�KDQGVHW��LW�LV�SUHIHUDEOH�WR�DOORZ�EXVL-
nesses limited access to their mobile money 
DFFRXQWV�RQOLQH��,GHDOO\��PDVWHU�DJHQWV�KDYH�
RQOLQH�DFFHVV�WR�D�ZHE�LQWHUIDFH�IURP�ZKLFK�
they can administer their e-money accounts 

SUPERAGENT

MASTERAGENT

SECOND LEVEL AGENTS

FIGURE 4 

A sample agent distribution hierarchy

AGENTS
OWNED OR MANAGED 

BY MASTERAGENT

Superagents are responsible for the 
sale of e-money to other agents using 
the mobile money system to earn com-
mission. This can often be a bank or a 
large retail chain.

Masteragents have a contractual 
relationship with the MNO and (ide-
ally) access to on line mobile money 
administration tools. They earn a com-
mission for each transaction made by 
their sub-agents.

Standard agents usually use only hand-
sets to serve customer cash-in/cash-out 
and registration.

There may be further layers of distribu-
tion relationships providing agent 
services to customers.

MORE DETAILED RFPs

“Platforms have added even more 
flexibility recently. The second round 
of RFPs from MNOs shows that there 
are clearer ideas from clients and 
they are much more focussed on tight 
distribution systems and advanced 
financial transactional capability.

Four or five years ago the platforms 
were only barely evolved airtime 
platforms without a service-oriented 
architecture. Now the service has 
evolved to become better and  
more functional.” 

Goulven Bescond,  
Product Director, eServGlobal

THE PLATFORM 
ITSELF THUS 
BECOMES AN 
ENABLER FOR THESE 
NEW SERVICES. AN 
EXAMPLE OF THIS IS 
KENYA’S M-SHWARI 
SERVICE
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�H�J��ÁRDW�PDQDJHPHQW��VWDWHPHQW�DFFHVV��
DQG�UHSRUW�JHQHUDWLRQ���6RPH�SODWIRUPV�DOVR�
DOORZ�QRUPDO�DJHQWV�WR�KDYH�RQOLQH�DFFHVV�WR�
JHQHUDWH�UHSRUWV�DQG�VWDWHPHQWV�

$JHQWV�ZLWK�KDQGVHWV�QHHG�WKH�VDPH�
access to functions as those for custom-
HUV��3,1�FKDQJH��VWDWHPHQW��DQG�EDODQFH�
HQTXLU\��+RZHYHU��VLQFH�WKH\�VHUYH�FXV-
tomers directly and need to manage their 
EXVLQHVV�PRUH�HIÀFLHQWO\��DJHQWV�UHTXLUH�
VRPH�DGGLWLRQDO�WRROV�

0XOWLSOH�DVVLVWDQW�,'V��$V�ZLWK�PDQ\�UHWDLO�
RUJDQLVDWLRQV��HYHU\�DJHQW�VWDII�PHPEHU�
VKRXOG�KDYH�WKHLU�RZQ�LGHQWLW\�ZLWKLQ�WKH�
VWRUH�V\VWHP��$JHQW��DQG�PHUFKDQW��VWRUHV�
should be able to identify multiple as-
VLVWDQWV�XVLQJ�XQLTXH�,'�FRGHV�DQG�RQH�RU�
PRUH�KDQGVHWV�DVVRFLDWHG�ZLWK�D�VSHFLÀF�
VWRUH��7KH�DJHQW�VWRUH�PDQDJHU�VKRXOG�EH�
DEOH�WR�FUHDWH�DQG�UHPRYH�DVVLVWDQWV�DV�WKHLU�
VWDII�WXUQV�RYHU��

$JHQW�DVVLVWDQW�DGPLQLVWUDWLYH�DFWLYLWLHV� 
$JHQWV�QHHG�WR�XVH�WKHLU�KDQGVHW�WR� 
DFFHVV�WUDQVDFWLRQ�VXPPDULHV�IRU�VSHFLÀF�
periods, reconciliation, mini statements, 
DQG�3,1�FKDQJHV��

MNO TRANSACTIONS 
2SHUDWRUV�DGPLQLVWHULQJ�WKH�VHUYLFH�DW�WKH�
012�KDYH�D�UDQJH�RI�WDVNV�WR�SHUIRUP��$�
NH\�ÀQDQFLDO�WUDQVDFWLRQ�LV�FRQYHUWLQJ�FDVK�
LQWR�H�PRQH\��DQG�YLFH�YHUVD��DV�FDVK�LV�
GHSRVLWHG�LQWR��RU�ZLWKGUDZQ�IURP��DQ�XQ-
GHUO\LQJ�EDQN�DFFRXQW��7KLV�LV�FDOOHG�´EDQN�
UHFRQFLOLDWLRQµ��2WKHU�H[DPSOHV�LQFOXGH�
WUDQVIHUULQJ�IXQGV�EHWZHHQ�PRELOH�PRQH\�
accounts, making agent commission pay-
ments, and allocating funds to an agent ac-
FRXQW��$OO�ÀQDQFLDO�WUDQVDFWLRQV��LQFOXGLQJ�
bank reconciliation, should be performed 
XVLQJ�D�´PDNHU�FKHFNHUµ�SURFHGXUH��FRP-
PRQ�LQ�FRQYHQWLRQDO�EDQNLQJ�V\VWHPV��LQ�
ZKLFK�RQH�SHUVRQ�FUHDWHV�WKH�WUDQVDFWLRQ�
DQG�DQRWKHU�DSSURYHV�LW��0RELOH�PRQH\�
VHUYLFHV�JHQHUDOO\�UHTXLUH�WKLV��VR�YHQGRUV�
QHHG�WR�VXSSRUW�WKLV�IHDWXUH�

MNO ADMINISTRATION 
%DFN�RIÀFH��7KLV�WHDP�LV�UHVSRQVLEOH�IRU�
VHWWLQJ�XS�QHZ�DJHQWV�DQG�IRU�RQ�JRLQJ�
DGPLQLVWUDWLRQ��,W�LV�SUHIHUDEOH�WKDW�WKH�V\V-
tem can accept the upload of spread-sheets 
to create multiple agents in bulk as this 
ZLOO�VDYH�D�ORW�RI�RSHUDWRU�WLPH��$PRQJ�WKH�

many sales administration tasks are creat-
LQJ�DGGLWLRQDO�DJHQW�KDQGVHWV��DFFRXQWV��
in the system and closing non-performing 
DJHQW�DFFRXQWV��7KLV�WHDP�DOVR�QHHGV�WR�FUH-
DWH�GHWDLOHG�UHSRUWV�RQ�DJHQW�DFWLYLW\��WUDQV-
DFWLRQV�E\�DJHQW��SURGXFW�PL[��ÁRDW�OHYHOV��
HWF���WR�KHOS�PDQDJH�DJHQW�SHUIRUPDQFH�

&XVWRPHU�VHUYLFH��&XVWRPHU�VHUYLFH�VWDII�
need access to customer and business (in-
FOXGLQJ�DJHQW��DFFRXQW�VWDWHPHQWV�LQ�RUGHU�
WR�DVVLVW�ZLWK�TXHULHV��IUHH]H�WKH�DFFRXQW�LI�
WKH�SKRQH�LV�ORVW�RU�VWROHQ��DQG�UHVHW�3,1V��
,GHDOO\��FXVWRPHU�FDUH�VFUHHQV�ZRXOG�EH�
LQWHJUDWHG�LQWR�DQ�012·V�FRUH�VHUYLFH�
VFUHHQV��,Q�PRVW�012V��WUDQVDFWLRQV�SHU-
IRUPHG�LQ�HUURU�FDQ�EH�UHYHUVHG�IROORZLQJ�
VXLWDEOH�DSSURYDO��WKLV�WDVN�PD\�EH�DVVLJQHG�
WR�FXVWRPHU�VHUYLFH�RU�WKH�ÀQDQFH�WHDP��

REPORTS 
For commercial, operational, and regula-
WRU\�UHDVRQV�LW�LV�HVVHQWLDO�WR�KDYH�D�VWURQJ�
suite of reports for all mobile money 
DFWLYLWLHV��$OO�RI�WKH�GDWD�VXSSRUWLQJ�WKHVH�
DFWLYLWLHV�VKRXOG�EH�UHFRUGHG��KLJK�TXDOLW\��
reliably reported, backed up, and made 
UHDGLO\�DYDLODEOH��(DFK�PDUNHW�LV�OLNHO\�WR�
KDYH�VOLJKWO\�GLIIHUHQW�UHJXODWRU\�UHSRUWLQJ�
UHTXLUHPHQWV�DQG�WKHVH�PXVW�EH�GHÀQHG�DV�
SDUW�RI�WKH�SODWIRUP�VSHFLÀFDWLRQ�UHTXLUH-
PHQWV��0RVW�UHJXODWRUV�UHTXLUH�FXVWRPHU�
UHJLVWUDWLRQV�WR�EH�VFUHHQHG�DJDLQVW�ZDWFK�
OLVWV�DQG�SROLWLFDOO\�H[SRVHG�SHUVRQ�OLVWV�
DQG�WUDQVDFWLRQDO�EHKDYLRXU�WR�EH�PRQL-
WRUHG�IRU�VXVSLFLRXV�DFWLYLW\��$V�ERWK�EXVL-
ness and regulatory requirements are likely 
WR�HYROYH�RYHU�WLPH��LW�LV�LPSRUWDQW�WKDW�QHZ�
UHSRUWV�FDQ�EH�FUHDWHG�UHODWLYHO\�TXLFNO\�
DQG�DW�OLWWOH�RU�QR�H[WUD�FRVW��7KH�DELOLW\�WR�
FUHDWH�QHZ�UHSRUWV�TXLFNO\��E\�DGGLQJ�RU�
GURSSLQJ�ÀHOGV��FDQ�JLYH�YHQGRUV�D�FRP-
SHWLWLYH�DGYDQWDJH��

7KH�UHJXODWLRQV�JRYHUQLQJ�PRELOH�PRQH\�
KDYH�EHHQ�LQKHULWHG�IURP�WKH�ÀQDQFLDO�
ZRUOG��ZKLFK�DOORZV�PRELOH�PRQH\�UHSRUWV�
to be stored for much longer time periods 
WKDQ�WUDGLWLRQDO�*60�UHSRUWV�VXFK�DV�&'5V��
7KLV�FDQ�FUHDWH�FKDOOHQJHV�IRU�WKH�GDWD�
ZDUHKRXVH�DQG�UHTXLUH�DGGLWLRQDO�FDSDFLW\��

&RQÀJXUDWLRQ��,W�LV�H[SHFWHG�WKDW�FRQ-
ÀJXUDWLRQ�FKDQJHV�ZLOO�EH�UHTXLUHG�RQ�
D�UHJXODU�EDVLV�LQ�RUGHU�WR��IRU�H[DPSOH��
VXSSRUW�SURPRWLRQDO�DFWLYLWLHV�DQG�DFFRP-
modate changes in tariff and account limit 
UHJXODWLRQV��0DNLQJ�WKHVH�FKDQJHV�WKURXJK�
YHQGRU�FKDQJH�UHTXHVWV�FDQ�EH�D�OHQJWK\�

DQG�FRVWO\�H[HUFLVH��VR�LW�LV�UHFRPPHQGHG�
WKDW�WKH�YHQGRU�SURYLGH�D�FRQÀJXUDWLRQ�WRRO�
WKDW�DOORZV�012�RSHUDWRUV�WR�PDNH�VLPSOH�
FKDQJHV��7KHVH�FKDQJHV�VKRXOG�DOVR�EH�VXE-
MHFW�WR�PDNHU�FKHFNHU�SURFHGXUHV�

$FFHVV�FRQWURO��,W�LV�LPSRUWDQW�WKDW�RSHUD-
WRUV�KDYH�GLVWLQFW�UROHV�DQG�RQO\�SHUIRUP�
WUDQVDFWLRQV�WKDW�IDOO�ZLWKLQ�WKHLU�DUHD�RI�
UHVSRQVLELOLW\��7KHUH�PXVW�DOVR�EH�ORJV�DQG�
UHSRUWV�RI�DOO�RSHUDWRU�DFWLYLWLHV�LQ�RUGHU�WR�
GHWHFW�IUDXG��$FFHVV�WR�WKH�OLYH�VHUYLFH³E\�
ERWK�012�DQG�H[WHUQDO�RSHUDWRUV³PXVW�
EH�VWULFWO\�FRQWUROOHG��$V�ZLWK�DQ\�ÀQDQFLDO�
VHUYLFH��WKH�ULVN�RI�IUDXG�LV�KLJK�DQG�LW�LV�
mandatory for user access to be granted 
WKURXJK�D�IRUPDO�SURFHVV��,W�LV�UHFRPPHQG-
HG�WKDW�DFFHVV�LV�RQO\�JUDQWHG�WR�DSSURYHG�
3&V��VXFK�DV�WKURXJK�DQ�66/�FHUWLÀFDWH�
GRZQORDG��6HUYLFH�RSHUDWRUV�ZLOO�DOVR�QHHG�
to train employees on internal procedures 
DQG�DFFHVV�ULJKWV�DQG�UHVSRQVLELOLWLHV�

FRAUD AND RISK 
7KH�LPSRUWDQFH�RI�KLJK�TXDOLW\�VHFXULW\�DQG�
IUDXG�ULVN�GHWHFWLRQ�PHDVXUHV�IRU�D�ÀQDQFLDO�
VHUYLFH�OLNH�PRELOH�PRQH\�FDQQRW�EH�RYHU-
VWDWHG��,W�LV�UHFRPPHQGHG�WKDW�ULVN�UHYLHZV�
DUH�SHUIRUPHG�RQ�D�UHJXODU�EDVLV�DQG�FRYHU�
DOO�DVSHFWV�RI�WKH�VHUYLFH��IURP�&)7�DQG�$0/�
WR�,7�VHFXULW\�WR�EXLOGLQJ�DFFHVV��$V�ZLWK�
PRVW�RWKHU�012�SODWIRUPV��EXLOGLQJ�DFFHVV�
LV�LPSRUWDQW��ORFDO�DFFHVV�SRUWV�DUH�FRPPRQ�
RQ�PRELOH�PRQH\�SODWIRUPV��$V�PHQWLRQHG�
earlier, platform access control is a primary 
ZD\�WR�PLQLPLVH�WKH�ULVN�RI�IUDXG��7R�HQ-
DEOH�$0/�DFWLYLWLHV�WKHUH�PXVW�EH�D�UHFRUG�
RI�HYHU\�WUDQVDFWLRQ�DQG�RSHUDWRU�DFWLYLW\��
LQFOXGLQJ�ZKR�SHUIRUPHG�LW��ZKHQ��DQG�WKH�
DFFRXQWV�LQYROYHG��&XVWRPHU�.<&�LQIRUPD-
tion must be stored and be accessible upon 
GHPDQG��$FFHVV�VKRXOG�EH�JLYHQ�WR�DXGLWRUV�
IRU�VXVSHFWHG�IUDXG�LQYHVWLJDWLRQV��

MNO activities

ALL FINANCIAL 
TRANSACTIONS, 
INCLUDING BANK 
RECONCILIATION, 
SHOULD BE 
PERFORMED 
USING A “MAKER/
CHECKER” 
PROCEDURE
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PART 4:  

RFP Development  
& Evaluation
CREATING AN RFP  
7KH�SUHFHGLQJ�VHFWLRQV�KDYH�RXWOLQHG�WKH�
technical and functional requirements that 
VKRXOG�EH�FRQVLGHUHG�ZKHQ�SUHSDULQJ�
DQ�5)3�IRU�D�PRELOH�PRQH\�V\VWHP��(DFK�
element of the RFP should be categorised 
EDVHG�RQ�EXVLQHVV�QHHG��

,Q�WKH�UXVK�WR�JHW�VHUYLFHV�WR�PDUNHW�LQ�WKH�
HDUO\�GD\V�RI�WKH�LQGXVWU\��012V�DQG�YHQ-
GRUV�NHSW�5)3�SURFHVVHV�DQG�VSHFLÀFDWLRQV�
WR�D�PLQLPXP��+RZHYHU��FDQGLG�UHSRUWV�
IURP�012V�WKDW�HQWHUHG�WKH�LQGXVWU\�LQ�D�
KXUU\�KDYH�UHYHDOHG�WKH�VKRUWFRPLQJV�RI�
WKLV�VWUDWHJ\��,W�LV�QRZ�FOHDU�WKDW�FDUH�PXVW�
be taken to ensure that the business model, 
commercial strategy, and product roadmap 
DUH�DOO�VRXQG�DQG�FHQWUDO�SDUWV�RI�WKH�5)3��
7KLV�LV�MXVW�DV�LPSRUWDQW�DV�WHFKQLFDO�FRP-
SOLDQFH�FKHFNV�DQG�LGHQWLI\LQJ�KRZ� 
D�UHTXLUHPHQW�ZLOO�EH�PHW�GXULQJ�WKH�
HYDOXDWLRQ�SURFHVV��

2QFH�WKH�5)3�SURFHVV�LV�FRPSOHWH��YHQGRUV�
need to feel that they are long-term part-

QHUV�ZLWK�WKH�012��/LNH�012V��YHQGRUV�
analyse risks and long-term goals, and if 
WKH\�VXVSHFW�WKDW�WKHLU�FOLHQWV�GR�QRW�KDYH�
a long-term commitment to the partner-

THE IMPORTANCE OF RFP  
TEAM SELECTION

“The background of the person 
chosen to do the RFP and build the 
relationships with vendors must 
have the correct profile – experi-
enced in vendor relations and ne-
gotiations. However the evaluation 
must be objective and based on 
vendor response and the evaluation 
team must be made up of range of 
technical and commercial people.” 

Imad Chishti, Telenor Pakistan

GROUP-WIDE RFPs VS.  
INDIVIDUAL MARKET RFPs

The good news for vendors is that 
a number of group-wide RFPs have 
been issued from major players in 
the mobile money industry. While 
revenues from individual markets 
can be higher, winning a group-wide 
contract can help a vendor to de-
velop expertise, grow in stature, and 
raise revenue to invest in research 
and development.  

Undoubtedly there are complica-
tions for a vendor attempting to 
satisfy the various requirements of 
multiple markets with just one or 
two platforms in centralised hubs. 
The last mile can become a huge 
hurdle as the nuanced differences 
across markets can be difficult to fit 
into extension layers, and Open APIs 
may be required. Quite often, group 
procurement and operating company 
(OpCo) technical teams have dif-
fering opinions, so vendors need to 
manage the relationships carefully.

As for MNOs, there are a number of 
different strategies for dealing with 
these various requirements:

In some cases, a unique re-
quirement from an OpCo needs 
to be kept separate and outside 
the main RFP.

In other cases, hardware and 
platform levels are decided 
upon at the group level, but the 
unique requirements of each 
OpCo are satisfied by software 
extensions.

In still other cases, the RFP 
includes all of the requirements 
from all markets so that the  
list is complete and no features 
are absent. 

THE ROLE OF THE GROUP VS.  
THE ROLE OF THE OPCO

The OpCo would not be too 
concerned with regional or global 
group policy or if we have a strong 
alignment with the OpCo. The role of 
the Group is to facilitate our OpCo 
to achieve business success. With 
this in mind, the governance and 
decision-making become easier.

For example, at the group level  
we query each RFP response:

How are change requests going 
to occur and be prioritized?

Can the change request  
be redeployed across to a  
different OpCo?

Does the solution fit into our 
framework?

Khuen How Ng, Millicom Group

VKLS��WKLV�FDQ�KDYH�D�QHJDWLYH�HIIHFW�RQ� 
WKH�UHODWLRQVKLS��

EVALUATING AN RFP  
2QFH�5)3�UHVSRQVHV�KDYH�EHHQ�UHFHLYHG��
WKH\�PXVW�EH�HYDOXDWHG�XVLQJ�D�WRS�GRZQ�
strategy that maps the consumer proposi-
WLRQ��WKH�GHVLUHG�SURGXFW�PL[��DQG�VHUYLFH�
GHOLYHU\��7KH�HYDOXDWLRQV�PXVW�EH�FDUULHG�
RXW�E\�ERWK�WHFKQLFDO�DQG�FRPPHUFLDO�WHDPV��

$�SURYHQ�DSSURDFK�IRU�HYDOXDWLQJ�DQ�5)3�
response is to use an internal scorecard that 
categorises requirements according to busi-
QHVV�QHHG��LGHQWLÀHV�WKHP�DV�PDQGDWRU\�RU�
optional, and then prioritises the require-
PHQWV�LQ�HDFK�FDWHJRU\��,W�LV�LPSRUWDQW�
WR�OLPLW�WKH�YHQGRU�VKRUWOLVW�WR�D�UHDOLVWLF�
QXPEHU��5HSRUWV�IURP�012V�LQGLFDWH�WKDW�
WKUHH�WR�ÀYH�YHQGRUV�SURYLGH�FRQVXPHUV�
ZLWK�VXLWDEOH�RSWLRQV��

9HQGRUV�RQ�D�VKRUWOLVW�PXVW�EH�LQYHVWLJDW-
HG�DQG�DVNHG�KRZ�WKH\�ZLOO�FRPSO\�ZLWK�
HDFK�UHTXLUHPHQW��,Q�WXUQ��WKH�012�PXVW�
SURYLGH�D�FUHGLEOH�H[SODQDWLRQ�RI�KRZ�
D�IHDWXUH�ZLOO�EH�LPSOHPHQWHG��YHQGRUV�
RIWHQ�DVN�012V�IRU�DGGLWLRQDO�FODULÀFD-
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WLRQ�RQ�DPELJXRXV�VSHFLÀFDWLRQV���7KLV�LV�
D�FULWLFDO�SKDVH�LQ�D�GHYHORSLQJ�YHQGRU�
FOLHQW�UHODWLRQVKLS��

7RGD\�LW�LV�FRPPRQ�SUDFWLFH�WR�UHTXHVW�D�
YLVLW�WR�D�OLYH�GHSOR\PHQW�DQG�WR�PHHW�ZLWK�
FXUUHQW�FOLHQWV��,I�WKLV�LV�QRW�SRVVLEOH��D�GHP-
RQVWUDWLRQ�VKRXOG�EH�JLYHQ�RQ�D�WHVW��GHYHO-
RSPHQW��RU�YLUWXDO�SODWIRUP��,GHDOO\��012�
staff should be able to access this platform 
IRU�VHYHUDO�GD\V�VR�WKH\�FDQ�FKHFN�KRZ�ZHOO�
LW�PHHWV�WKHLU�OLVW�RI�UHTXLUHPHQWV�

2QH�RI�WKH�PDMRU�FRPSODLQWV�KHDUG�IURP�
012V�LV�WKH�WLPH�DQG�FRVW�LQYROYHG�ZLWK�
FKDQJH�UHTXHVWV�DQG�SODWIRUP�GHYHORS-
PHQWV��9LVLWLQJ�D�YHQGRU·V�KHDGTXDUWHUV�
DQG�LQWHUYLHZLQJ�H[LVWLQJ�FOLHQWV�ZLOO�
SURYLGH�DQ�012�ZLWK�YDOXDEOH�LQIRUPDWLRQ�
about their ability to turn around change 
UHTXHVWV��*LYHQ�WKH�UHODWLYH�LQIDQF\�RI�WKH�
LQGXVWU\��IHZ�YHQGRUV�KDYH�D�ODUJH�VWDII��VR�
LW�LV�LPSRUWDQW�WR�FDUHIXOO\�HYDOXDWH�ZKHWKHU�
WKH�YHQGRU�KDV�WKH�FDSDFLW\�WR�PDQDJH�ERWK�
QHZ�DQG�H[LVWLQJ�FOLHQWV��$�EDODQFHG�6/$�
DJUHHPHQW�DV�SDUW�RI�D�ZLGHU�FRQWUDFW�ZLOO�
SURYLGH�UHFRXUVH�IRU�DQ�012��

RUSHED AND POORLY EXECUTED 
RFP PROCESSES

What mistakes did you make in the 
first round RFP that you hope to cor-
rect in the second round?

First mistake was that we were hooked 
on the quick salesman speech. We 
needed to shop around a bit more and 
speak to current active customers (at 
the time) of the vendor. We should have 
noticed that the vendor had no other 
wallet-based deployments and very 
little experience working with MNOs.

Mobile Money Manager,  
The Americas

DELAYED AND PROTRACTED 
MIGRATIONS 

It’s not easy to match the set-
ups and parameters in the back-
end platform, one for one.

Customers are already used to 
a particular USSD flow. Chang-
ing some of the flows requires 
thorough analysis to align 
customer perception.

Parameters such as chart of ac-
counts in the different platforms 
are usually not set up in the 
same formats. This is one of the 
key problem areas and yet it’s 
core for the business – from a 
revenue perspective.

Mobile Money Manager, Africa

TIME TO MARKET 

0-3 months to get the RFP out

3-6 months to choose the vendor

+3 months to pin down the 
details of the contract

The more people you have in the 
process…the time is not linear, it 
becomes exponential.

Mobile Money Vendor Management 
& Business Strategy Manager,  
African Group MNO

0RVW�012V�XVH�D�VKRUWOLVW�DQG�D�VHFRQG�
URXQG�RI�UHVSRQVHV�DQG�FODULÀFDWLRQV�WR�
VHOHFW�D�YHQGRU��DOWKRXJK�VRPH�012V�KDYH�
FUHDWHG�D�VHFRQG�VKRUWOLVW��$�ÀQDO�FRQVLG-
HUDWLRQ�IRU�012V�VKRXOG�EH�WKH�YHQGRU·V�
SROLF\�DQG�H[SHULHQFH�ZLWK�V\VWHP�PLJUD-
WLRQ��'RHV�WKH�LQFRPLQJ�YHQGRU�KDYH�D�
SODQ�IRU�KRZ�WR�SURFHHG�ZLWK�D�PLJUDWLRQ��

D�KLVWRU\�RI��VXFFHVVIXO��PLJUDWLRQV��DQG�
D�VROXWLRQ�IRU�GHDOLQJ�ZLWK�XQFRRSHUDWLYH�
incumbents? Some of the mobile money 
VHUYLFHV�LQWHUYLHZHG�IRU�WKLV�SDSHU�UHSRUWHG�
GHOD\HG�DQG�SURWUDFWHG�SODWIRUP�PLJUDWLRQ��

7KH�WLPHVFDOH�IRU�ÀQLVKLQJ�WKH�YHQGRU�
selection process and getting a platform to 
UXQ�OLYH�WUDIÀF�FDQ�WDNH�DQ\ZKHUH�IURP����
WR����PRQWKV��GHSHQGLQJ�RQ�WKH�QXPEHU�RI�
PDUNHWV�WKDW�WKH�SODWIRUP�ZLOO�VHUYH�

THE FIRST STEP in selecting the best plat-
IRUP�IRU�DQ�012·V�EXVLQHVV�QHHGV�LV�WR�
EXLOG�DQ�XQGHUVWDQGLQJ�RI�ZKDW�LV�UH-
TXLUHG�IURP�WKH�EXVLQHVV��0RVW�LPSRUWDQW-
O\��012V�QHHG�WR�XQGHUVWDQG�WKDW�PRELOH�
PRQH\�LV�PXFK�PRUH�WKDQ�D�YDOXH�DGGHG�
VHUYLFH��&DUH�PXVW�EH�WDNHQ�WR�UHVHDUFK�WKH�
VHQVLWLYH�QDWXUH�RI�D�PRELOH�PRQH\�VHUYLFH�
and understand the technical requirements 
and functional layers of the platform 
QHHGHG�WR�UXQ�LW�

7KH�QH[W�VWHS�LV�WR�FUHDWH�D�FRPSUHKHQVLYH��
detailed, and documented set of func-
tional requirements based on the business 
strategy that can then be formulated into 
DQ�5)3��7KHUH�ZLOO�QDWXUDOO\�QHHG�WR�EH�
some compromises in determining the best 
YHQGRU�ÀW��VR�LW�LV�LPSRUWDQW�WR�HQVXUH�WKDW�
all essential requirements are met and that 
there is a roadmap in place to add function-
DOLW\�DV�UHTXLUHG��,W�LV�DOVR�HVVHQWLDO�WKDW�DQ\�
5)3�UHVSRQVH�EH�HYDOXDWHG�E\�ERWK�012�
technical and commercial teams, and that 
WKH�HYDOXDWLRQ�LV�FRPSUHKHQVLYH��

PART 5:  

Conclusion
$V�012V�IDFH�GHFOLQLQJ�UHYHQXHV�IURP�WUD-
GLWLRQDO�FRUH�WHOHFRPPXQLFDWLRQV�VHUYLFHV��
WKH\�DUH�OLNHO\�WR�PRYH�IXUWKHU�LQWR�WKH�
ÀQDQFLDO�VHUYLFHV�GRPDLQ��,Q�RUGHU�WR�VXF-
ceed they need to assign mobile money the 
VDPH�SULRULW\�DV�D�WUDGLWLRQDO�*60�VHUYLFH��
&KRRVLQJ�WKH�ULJKW�PRELOH�PRQH\�SODWIRUP�
LV�WKH�ÀUVW�VWHS�LQ�WKLV�SURFHVV��

TODAY IT IS 
COMMON PRACTICE 
TO REQUEST A 
VISIT TO A LIVE 
DEPLOYMENT AND 
TO MEET WITH 
CURRENT CLIENTS.



The MMU programme is supported by The Bill &Melinda Gates Foundation, The Mastercard Foundation and Omidyar Network.



For further information please contact
mmu@gsma.com
GSMA London Office
T +44 (0) 20 7356 0600


