
GRACE is 43 YEARS OLD.
SHE JUST BOUGHT A SMARTPHONE, 

SHE WOULD LIKE TO USE the 
MPESA APP ON IT BUT SHE IS NOT 
VERY CONFIDENT IN DOWNLOADING 

AND USING APPS.

GRACE ASKS HER SON TO HELP HER DOWNLOAD 
THE APP AND to TEACH HER HOW TO USE IT.

HOWEVER, HE IS very busy and NOT able TO 
HELP HER as much as she needs. 

GRACE RECALLS THAT HER 
FRIEND, AMIRA, HAS a lot of 

DIGITAL KNOWLEDGE AND HAS A 
MOBILE KIOSK NEARBY.

GRACE GOES TO AMIRA’S KIOSK TO 
GET HELP INSTALLING the MPESA 
APP AND in UNDERSTANDING HOW 

TO USE IT.

CUSTOMER JOURNEY

amira shows grace the following steps to 
use the mpesa app:

1. download the mpesa app from the google 
playstore

2. navigate the app to use different 
functionalities 

2. grace uses the mpesa app 
to transfer amira the 

money for the training she 
provided to grace.

amira offers to send an sms to grace 
with all these instructions grace needs, 
and tells grace she can always come 

bACK FOR A TOP-UP training OR SUPPORT 
FOR A SMALL FEE.


