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MicroSave is a globally recognised research and consulting firm committed to promoting financial access and responsible finance amongst low-and middle-income
populations. MicroSave leads and supports the provision of high-quality, affordable, market-led financial services. Our work in “Digital Financial Services” (DFS)
includes delivery of banking / financial services through electronic and mobile channels including agent-based services. We work with banks, financial institutions,
regulatory bodies, policy makers, government, agent network managers/ aggregators, technology service providers and mobile network operators to develop
business strategies, customise products, optimise operational efficiencies and re-engineer processes.

MicroSave’s Impact Areas

Agent Network 
Development and 

Management

Research and 
Dissemination 

• Improve user experience 
and help build and manage 
sustainable agent networks.

• Costing and pricing for all 
participants in the delivery 
value chain.

• Develop appropriate 
liquidity management 
systems.

• Optimise monitoring 
management and 
marketing of financial 
products.

• Conduct agent network 
assessment surveys.

• Conduct customer and 
channel satisfaction 
measurement and 
management surveys.

• Develop in-depth 
country level reports to 
assess the financial 
inclusion landscape 
and potential for 
digital financial 
services. 

• Bring impressive 
improvements in the 
customer experience 
by working with clients 
to develop a strong 
value proposition for 
customers, channel 
partners, and 
companies. 

• Provide some of the 
most respected field-
focused reports on 
operational challenges 
and opportunities of 
rolling out DFS 
solutions. 

Business 
Strategy

Product 
Development

Process Re-
engineering and Risk 

Management 

• Design business 
models, along with 
roadmaps for 
implementation.

• Identify market 
segments and develop 
business strategies.

• Facilitate strategic 
relationships between 
key players in 
markets.

• Optimise marketing 
and communications.

• Innovate and develop 
products based on 
market research, to 
reflect  needs and 
aspirations of target 
population. 

• Identify the right value 
proposition for 
different user 
segments.

• Plan, implement and 
monitor structured 
pilot-tests to optimise 
learning; and roll-outs 
to optimise the 
potential for long-term, 
sustainable success.

• Develop process maps, 
streamline workflows and 
customer interface and identify 
risk.

• Design and deploy corporate 
risk management systems. 

• Optimise and re-engineer 
processes to lower costs, 
increase operational efficiency, 
and minimise risks. 

• Develop fraud management, 
client protection  and client 
education/ marketing 
programmes.

• Develop 
comprehensive and 
customised agent 
training modules for 
agent network 
managers, super 
agents/aggregators 
and front-line 
agents.

• Manage The 
Helix Institute of 
Digital Finance, 
which offers a range 
of experiential 
learning courses.

• Convene CXO 
“Dialogues”  - peer-
to-peer exchanges 
to discuss the real 
challenges of 
operationalising 
digital financial 
services.

Training and 
Workshops 



MicroSave works closely with clients to solve strategic and operational challenges, ensuring that the end user's
perspective is embedded in the products and processes.

Starting in 2004, MicroSave was one of the very first technical assistance providers for digital financial services.

Why Work With Us?

MicroSave served on the Steering Committee for M-PESA in Kenya. MicroSave‘s work on the committee involved
advising and supporting product development and product testing process. MicroSave then helped with the initial
beta-testing; the design and the detailed evaluation of the pilot-test; and the review of the product
education/marketing materials that helped drive product uptake .

Our Clients and Partners Include

MicroSave's website (www.MicroSave.net) hosts a range of short and long publications, research papers, policy 
briefs, presentations and videos on the topic. 

MicroSave is supporting Equity Bank, Kenya to develop, test and rollout five new products using mobile phones 
and point of sale devices. MicroSave is closely involved in the bank's efforts to develop an agent-based banking 
system. To this end we are working with Equity Bank to: 
Develop, test and refine new products through market research
Analyse the existing product mix and prepare products for sales and service through  the agent channel
Conduct strategy and competition analysis
Develop a disruptive pricing and commission strategy 
Optimise the agent management system
Prepare and deliver agent training modules 
Map and optimise processes to reduce risks for the agent network
Launch customer and channel satisfaction measurement and management system 
Create a marketing and communications strategy
Develop and test a retail channel strategy .

Equity Bank's m-banking initiative will extend digital financial services to over 10 million savings account holders … within 2½  years  agents are already 
managing over 3.0 million transactions a month, overtaking branches and ATMs in total  transactions.

Agent Based Banking in Kenya

http://www.microsave.net/


MicroSave is providing ongoing consulting services to India’s largest mobile network operators (MNOs) -
including Airtel Money, Vodafone mPesa, Idea Money and Tata mRupee - for their mobile money 
programmes. These rollouts aim to provide increased opportunities for relevant financial services, remote 
payment services and remittance services to urban and rural customers across the country. We also provide 
technical assistance to a large number of established agent network managers (ANMs) in India, such as Eko, 
a leading mobile banking service provider and Oxigen, a leading service distribution and virtual payment 
network provider. Specific engagements have been to:
 Optimise agent management systems
 Refine the core product offerings
 Collect feedback from the agent network and customers
 Develop and standardise processes and conduct risk analysis
 Prepare and deliver training materials
 Develop and assess marketing plans, and communication and branding strategies
 Develop alternate customer acquisition channels

Agent Network Accelerator in Africa and Asia

The Agent Network Accelerator project aims at increasing the global understanding of how to build and manage 
sustainable cash-in/cash-out (CICO) networks in poor communities, and across broad geographies. The two 
pronged strategy to achieve the above includes:

1. Detailed assessments of more than 25 agent networks in eight countries (Uganda, Tanzania, Kenya, Nigeria, 
India, Indonesia, Bangladesh and Pakistan), twice, over a period of 4 years. These assessments will generate 
systematic qualitative and quantitative data and leading operational insights across a wide range of agent 
networks. Data and insights acquired during this research project will be documented into outstanding 
knowledge pieces and research documents, published through The Helix Institute of Digital Finance.

2. Launch of The Helix Institute of Digital Finance (www.helix-institute.com) founded in late 2013 as a 
partnership between MicroSave, the Bill & Melinda Gates Foundation, the International Finance 
Corporation (IFC), and the UN Capital Development Fund (UNCDF). The Helix Institute provides 
world-class training and cutting-edge data for digital financial service providers, designed to develop and grow 
their capacities in building sustainable and successful deployments. Based in Nairobi, Kenya, the Helix Institute 
offers a range of training courses including the flagship Core and Advanced Agent Network Accelerator 
workshops. Visit the website for more details: www.helix-institute.com/training-courses

Support to MNOs and ANMs in India

http://www.helix-institute.com/
http://www.helix-institute.com/training-courses


Product Development for DFS Channels

Delivering products over digital channels requires innovations and new approaches to product sales and 
servicing. MicroSave has worked on savings, credit and insurance product development with some of the 
largest banks in Colombia, India, Kenya, Nepal, Nigeria, the Philippines, Papua New Guinea and South 
Africa.

This has involved:
 Extensive market research to define target market segments, as well as their needs and aspirations, and 

their perceptions and concerns about digital financial services
 Development and detailed, iterative testing of product concepts to refine them into prototypes
 Development of processes to support the products and optimise risk/efficiency trade-offs
 Analysis of the costing and pricing options, approaches to marketing, and the training of agents to sell 

and service the products
 Design, implementation, monitoring and evaluation of pilot-tests

MicroSave has been deeply involved at both strategic and operational levels in some of the largest G2P transfer 
schemes in the world. In recent years we have worked closely with Government departments, banks and other agencies 
on government benefit transfers and conditional cash transfers in India, Indonesia, Kenya, and Malawi, supporting the 
service providers and channel members establish risk and error free, efficient operations.

We have:
Developed processes to increase efficiency and improve user experience for payments to frontline health workers in 

India 
Assessed the channel options for G2P benefit transfers to remote northern Kenya
Reviewed the value chain and payments system for farmers in Uttar Pradesh, India
Reviewed payment systems and evaluated alternative payment mechanisms for conditional cash transfers in 

Indonesia and
Are currently working on a five year project supporting the hugely ambitious Aadhaar G2P direct benefit transfer 

programme in India. 

Conditional Cash Transfers and G2P Payments



About MicroSave

MicroSave is a premium consultancy organisation that offers practical, market-led solutions to financial institutions and corporations focused on bringing value to
the base of the pyramid. MicroSave's expertise has evolved from over 15 years of on-the-ground experience inAfrica,Asia and LatinAmerica. Our staff members
comprise bankers, digital finance specialists, microfinance specialists, MSME specialists, accountants, social scientists, management consultants, livelihood experts,
and rural development specialists.

MicroSave offers services across four domains (Digital Financial Services; Inclusive Finance and Banking; Micro, Small and Medium Enterprise; 
Private Sector Development) which is supplemented by four cross-cutting technical working groups (Training, Research, Responsible Finance, Risk 
Management).

We have implemented projects across
Africa, Asia and Latin America including:
Afghanistan, Bangladesh, Cambodia,
Cameroon, Cape Verde, China, Colombia,
Democratic Republic of Congo, Egypt,
Ethiopia, Fiji, Ghana, India, Indonesia,
Kenya, Laos PDR, Malawi, Mexico,
Morocco, Nepal, Nigeria, Papua New
Guinea, Peru, the Philippines, Rwanda,
Sierra Leone, Solomon Islands, South
Africa, Sri Lanka, Sudan, Tanzania,
Tunisia, Vietnam, Uganda, Zambia and
Zimbabwe.

Email: info@MicroSave.net,
DFS@MicroSave.net
Website: www.MicroSave.net

MicroSave Offices
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Jakarta
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