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Executive summary 
Mobile money continues to play an increasingly important role in financial inclusion in the 

Democratic Republic of the Congo (DRC), mobile money is a lever to drive both economic and social 

inclusion. Over the past 10 years, mobile m oney subscriptions in the DRC have grown 20% annually.  

Yet active mobile money usage is low . Financial inclusion is at 26%, as there is a strong culture of 

informal financial services. Agents, who can act as a low -cost alternative to offer financial servic es, 

need to be selected and nurtured carefully to serve as a delivery channel for financial inclusion.  

MicroSave Consulting (MSC) conducted a qualitative study to understand the internal factors in the 

management of DRC agent networks that promote or hinde r the success of these networks, and to 

provide guidance on how the operational management of the agent networks can be improved. The 

study examined the success factors in agent network management, specifically looking at agent 

network structure, agent via bility, quality of agent support and provider compliance and risk. The 

study was conducted between May and November, 2018. It  included 50 agents across the country 

and 19 interviews with the top three  mobile network operators and two financial institutions  that  

currently offer mobile financial services . 

While providers report high numbers of agents varying from 1 ,500 to 70,000 depending on the 

provider, the expansion of agent networks has been concentrated in urban areas with limited 

presence in rural zones. The majority of agents interviewed in the DRC offer first -generation 

services. They are non-exclusive and non-dedicated , which  means that these agents work for 

several digital financial services (DFS) providers simultaneously, and have other income gener ating 

activities besides DFS). 

The agent management models are different depending on the sector. Congolese banks utilize a 

hub-and-spoke approach whereas mobile network operators (MNOs) use a matrix model. Due to the 

rapid expansion of the agent network m odel for the telecom operators, MNOs are shifting to a 

master agent model to expedite scaling.  With evolutions in the various approaches to agent 

network models, it is imperative to ensure clear roles and responsibilities to avoid negative impacts 

on agent network quality as well as managing incentives.   

The onboarding approach also differs by sector with banks onboarding higher quality agents.  The 

segmentation of agents into distinct profiles can enable providers to determine the type of support 

an agent requires to be more successful. The level of initial capital investment by agents varies 

immensely, but the initial  and ongoing investment is crucial for the success of the agent business. 

Due to strict regulatory restrictions and a higher capital requireme nt, banking agents tend to 

reinvest into float , whereas MNO agents often use revenues to finance their other investments.  

MNO agents receive startup kits inconsistently , which  makes it challenging to run the business due 

to additional out -of-pocket costs. This has created a black-market for agent SIMs and marketing 

materials.   

Overall, Congolese providers have not yet implemented formalized and standardized training 

systems. Field staff lack the capacity, skill, and motivation to provide quality ongoing mon itoring 

and support to agents on the ground  consistently . Certain providers have used stricter agent 

training methods, including testing agents and providing certification of aptitude. While these 

proved to affect  agent quality  positively , the initiatives have been scaled back due to lack of 

funding by the provider . The lack of compliance by agents in certain areas of the business continues 
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to cause anti -money laundering/combating the financing of terrorism (AML/CFT) risks, client 

protection concerns , and increased risk of fraud.  

As seen in other countries in the region, liquidity has been a challenge. Providers require that each 

agent hold multiple currency (USD and CDF) digital accounts to offer agent services. However, the 

setup of these digital accounts prohibits the direct exchange  or transfer of e -float from one 

currency account to another. This presents a unique operational and rebalancing challenge for the 

agents. Adequate and easily accessible rebalancing points that also support the rebalancing of d ual 

currencies are necessary to enhance service delivery and promote agent profitability.  

Commissions are key to motivate  agents to invest in the business and remaining active as a 

distribution channel. The most prevalent commission structures identified among MNOs and 

financial institution  in the DRC are tiered and percentage-based. The structure of commission 

payments and the timing of these payments vary widely and are non-standardized. Agents 

interviewed indicated a general dissatisfaction with the amou nts of commission received. Most 

suggested that the commissions received are insufficient to cover the monthly expenses for running 

the agent business. Further, this dissatisfaction with commissions, compounded by the limited 

visibility of calculations of commissions, results in agents encouraging over-the-counter (OTC) 

transactions for which the agent is at liberty to determine a fee.  

The DRC has an opportunity to increase financial inclusion via agents . Nevertheless, there needs to 

be an investment  for th e long term  to improve customer education, invest in training and 

incentiviz e trainers, improve upon the agent selection and onboarding process, invest in marketing 

tools, expand liquidity options alongside tools for dual currencies , and invest in  infrastr ucture.  

Additionally, there is a need to develop appropriate products and services based on needs and 

ensure client protection so that Congolese clients continue to sign up for DFS products and services . 

This would encourage others to use it actively as well.  
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Purpose 

ÉLAN RDC is a private sector development program supported  by Adam Smith International  that 

aims to increase the incomes of over a million low -income men and women in the DRC by 2020. The 

organization aims to build a more efficient and inclusive economy for the DRC.  It seeks to achieve 

this through the provision of international expertise and market insights to businesses, financial 

institutions , and industry associations in different economic sectors . The expertise and insights 

would aid in the design, introduc tion,  and scale-up of innovative and sustainable changes in 

business practice that will build a more efficient and inclusive economy.  

The FPM is an institution created in 2010 under the initiative of UNDP, UNCDF, KFW, World Bank, 

German Cooperation, and Swedish Cooperation. Its mission is to promote financial inclusion in the 

DRC, by lending technical and financial  support to financial institutions that target micro, small,  

and medium-sized enterprises (MSMEs) and low-income working populations in particular. The 

ultimate goal of the FPM is to reduce poverty and improve the living conditions of the people i n 

DRC. The FPM aims to support the construction and development of an inclusive financial system.  

Together, these two entities engaged MicroSave Consulting (MSC) to help inform their strategies to 

support improv ements in the mobile money (agent and merchant) and agent banking distribution 

networks. This would facilitate access to financial services for the large unbanked population in the 

DRC. The aim of this report is to focus on the operational determinants  of success in agent network 

management that can serve as a framework to improve agent networks within the dynamic 

challenges faced in the different regions of the DRC . In particular, the report will look at  agent 

selection and onboarding, agent value propositi ons, and understand the opportunities to improve 

delivering agent support while ensuring compliance and managing risk for both mobile network 

operators and financial institutions.  

 

The Helix Institute of Dig ital Finance , which conducts the Agent Network Accelerator studies, 

provides financial sector stakeholders , that is, development partners, FSPs, and policymakers with 

strategic support . The support helps them  to augment the development of sustainable digi tal 

finance programs and operations, through market analytics, operational training , and advisory 

services. 

http://www.elanrdc.com/
http://www.adamsmithinternational.com/
http://www.fpm.cd/
http://www.microsave.net/
http://www.institut-helix.com/


State of the Agent Network, DR  Congo 2018 
 

 

6 

 

 

 

Contents 

 
Executive summary ....................................................................................................... 3 

Background ..................................................................................................................... 8 

Agent network structures  .......................................................................................... 15 

Customer development  .............................................................................................. 19 

Determinants of operational  success ....................................................................... 24 

Agent viability  .............................................................................................................. 28 

Compliance and risk management ........................................................................... 36 

Recommendations ....................................................................................................... 39 

Annexure: Agent network KPI matrix  ....................................................................... 42 

 

 

  

Acknowledgements  

Special thanks to Graham A. N. Wright, Elizabeth Berthe,  Venkat N. Attaluri, Bhavana Srivastava, 

Mélissa Rousset, Thibault Uytterhaegen and Elisabeth Kibitek for their valuable contribution to the 

research. 



State of the Agent Network, DR  Congo 2018 
 

 

7 

Background 

Introduction  
The population of DRC is dispersed vastly across a nation challenged with low education levels, a 

history of financial shocks, conflict,  and weak infrastructure. A recent study  indicated that even 

after excluding the deep rural population, only 2.3 million (12%) of the adult population is banked1. 

Despite these challenges, the number of mobile subs cribers has grown substantially in the past 

decade, from 4.9 million in 2007 to 29.3 million in 2017, at an annual average growth rate of 20%, 

with unique subscriber penetration increasing from 8.2% to 35.5% over the same period 2.  This 

presents a strong case for mobile money , given the potentially large user base as opposed to the 

countryõs population of approximately 77.2 million. About 40% of individuals own a mobile phone3 

compared to about one per 100,000 who have access to a bank branch or ATM4.   

Payments and remittances are a critical component that  enables individuals to manage risks and 

enable consumption smoothing.  Agents play a central role in acquiring and maintaining customers  

but must be properly trained and compensated.  With further investment  with a long -term view  and 

support to leverage the agent infrastructure , we anticipate that enhanced access to affordable and 

appropriate financial services will facilitate the growth of enterprises and personal savings. This, in 

turn, will contribute to in creased incomes for the target population.  

 

 

 

                                                                 
1https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf 
2 https://www.gsma.com/publicpolicy/wp-content/uploads/2018/07/GSMA_DRC-report_ENGLISH_72pp_WEB.pdf 
3https://news.gallup.com/poll/189269/disparities-cellphone-ownership-pose-challenges-africa.aspx 
4 http://data.worldbank.org/country/congo-dem-rep?year_high_desc=false 

https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf
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The focus of the research 
The research, conducted between May and July 2018, focuses on the operational determinants of 

success in agent network management, specifically looking at agent network structure, agent 

viability, quality of agent support and provider compliance and risk. The aim is to provide support 

for improving the mobile money (agent and merchant) and agent banking distribution networks to 

facilitate access to financial  services for the large unbanked population. The research was 

qualitative in nature with a total of 19 interviews conducted with five DFS  providers5 and 50 

interviews with agents. The core approach involved in -depth qualitative interviews with concerned 

staff working for DFS providers at various levels of seniority . 

 

Agent networks are critical to the customer experience because they represent the first and most 

tangible service touch -points for most customers. They are also probably the most operationally 

burdensome and costly element of the DFS value chainñcosting between 40% and 80% of the 

revenue generated from the business 6.  As such, effective deployment and management of the agent 

network is crucial to ensure cost and operational efficiency, as well as  to develop the customer 

base. 

 

KEY ACTIVITIES 

1. Review of regulations and guidelines by Central Bank on mobile money and agent banking  

2. Key informant interviews with heads of agent banking and key support departments  

3. Review of international best practices o n agent banking in leading markets  

4. In-depth interviews with agents 7 (MNO, MFI, and bank) in Kinshasa, Kongo Central, Kasaï and 
Kivu regions 

                                                                 
5 The providers are Vodacash Mpesa, Airtel Money, Orange Money, Equity Bank, and FINCA DRC. 
6http://www.helix-

institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf 
7The in-depth interviews were conducted among agents composed of 23% women and 77% men. 

a 2018 2008 

http://www.helix-institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf
http://www.helix-institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf
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The approach of a successful agent network  

The study explored both market -level and institutional -level constraints and 

opportunities  to achieve the research objectives . It was guided by MicroSaveõs 

proprietary framework òSuccessful Agent Networksó for analyzing successful 

agent networks.  There are six dimensions of agent network success, which 

providers can use to guide actions towards implementing their agent network 

objectives . 

 

The study also explored the key determinants of agent network success, which can be us ed to 

assess gaps and opportunities to ensure success. 

 

http://www.helix-institute.com/data-and-insights/successful-agent-networks-0
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Market characteristics  

Despite the existence of an impressive 29.3 million  mobile money subscribers, the active usage rate 

remains low in the DRC. Banking crises in the past have eroded trust in the  system. Today, only 7 

million adults have access to formal financial services , where there are less than 0.14 8 commercial  

bank branches per 1,000km2.  The government is commit ted to developing infrastructure in the DRC 

and specifically  aims to promote cond itions for a digital economy . This represents an opportunity to 

increase financial inclusion via agents and the development of value -added services that cater  to 

the needs of Congolese clients. The key barriers to consider for increasing the uptake and usage of 

DFS include: 

 

 Lack of awareness and trust of digital financial products and services;  

 Minimal infrastructure and mobile network to facilitate delivery;  

 High cost of mobile ownership  both in terms of device and airtime  or data9;  and 

 Alternatives  for  storing and sending money.  

The evolution of f inancial inclusion in the DRC 
 

 

 

 

 

 

 

 

 

 

 

 

 

                                                                 
8https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf 
9 https://www.gsma.com/publicpolicy/wp-content/uploads/2018/07/GSMA_DRC-report_ENGLISH_72pp_WEB.pdf 
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Economic and infrastructure constraints and enablers 
The DRC has experienced extended periods of conflict that has led to a slump in economic growth 

and has negatively affected  the use of formal financial services. This has also been exacerbated by 

the limited  financial infrastructure 10.  

ỏ DFS uptake varies across the DRC. It is more prevalent 11 in the capital city of Kinshasa and in 

other larger cities , such as Goma (North Kivu) and Matadi (Kongo Central) compared to other 

regions. 

ỏ DRC is a dollarized economy. The US dollar is accepted for all transactions alongside the 

Congolese Franc (CDF). The use of the US dollar increases the cost of cash and introduces 

risk in the handling of multiple currencies. This presents unique challenges in agent network 

management requiring multiple currency transactional digital accounts.  

ỏ The DRC has one of the lowest rates of electrification in the world at just 9%, with 1% in 

rural areas and 19% in urban areas12 making it challenging to charge phones and incurring 

costs to travel to do so .  

DFS regulatory overview 
The Central Bank of Congo (BCC) has been positive towards the creation of enabling guidelines for 

DFS within the DRC. According to Instruction 29 issued by the BCC in 201613, banks and microfinance 

institutions (MFIs) are able to launch agency banking networks. Additionally, special legal 

institutions called e -money issuers can be granted e-money licenses to facilitate setting up of ag ent 

networks. Non-financial institutions, including MNOs, may qualify as e -money issuers. Yet to do so, 

they must set up subsidiaries with a minimum capital requirement of USD 2.5 million.  

 

The DRC lacks a national financial inclusion strategy. However, the Cenfri DRC MAP roadmap14 

highlights òstrong awareness, commitment and resolve among policymakers to build an inclusive 

and stable financial services sectoró. The GSMA15ranked the DRC 73.1/100 on the òextent to which 

their regulatory framework enables widespread mobile money adoptionó. It, nevertheless, faces 

significant challenges with infrastructure and consumer protection.  

 

ü MNOs have been most proactive towards launching their agent networks with banks joining 

later in the game with the release of the agent banking guidelines.  

ỏ There is no centra lized national identity (ID) system in DRC for KYC purposes. The BCC has 

allowed for the operation of a tiered system for customer due diligence to address the 

unavailability of identification documents. The BCC also accepts the presentation of various 

non-standardized ID documents. 

                                                                 
10 The World Bank reported that in 2016 there are 1.14 ATMs for 100,000 adults and 0.82 commercial bank branches per 100,000 adults 
11 

https://static1.squarespace.com/static/55c2130ce4b054daaf193937/t/5b3f3004562fa72b1cec8481/1530867736242/Summary+of+Mobile+Money+Stu

dy_20161123_rotated.pdf 
12https://www.usaid.gov/powerafrica/democratic-republic-congo 
13 13 July 2016. Banque Centrale du Congo. Instruction no. 29 aux etablissements de credit et institutions de micro finance sur DӐ9;LANAL= <=K 9?=FLK

bancaires 
14https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf 
15 GSMA regulatory index https://www.gsma.com/mobilemoneymetrics/#regulatory-index ;GFKMDL=< GF ,GN=E:=J ҐҎҏҖӄ 2@= %1+ ӐK J=?ulatory 

AF<=P K;GJ=K "0! 9L ҕґӄҕ ӦGML G> 9 HGKKA:D= E9PAEME K;GJ= G> ҏҎҎӧ >GJ L@= ӑ=PL=FL LG O@A;@ L@=AJ J=?MD9LGJQ >J9E=OGJC =F9:D=K widespread mobile 

EGF=Q 9<GHLAGFӒӄ -> L@= Җҏ ;GMFLJA=K J=NA=O=< :Q L@= %1+ 0=?MD9LGJQ 'F<=PӅ "0! J9FCK ғҎL@ӄ 2@= %1+ ӐK Andex breakdown would suggest there is 

room for improvement in regulatory practice around Consumer Protection, KYC and the infrastructure and investment environment in particular. 

https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf
https://cenfri.org/wp-content/uploads/2017/05/MAP-DRC_Roadmap_Cenfri-FinMark-Trust-UNCDF_January-2017_English.pdf
https://www.gsma.com/mobilemoneymetrics/#regulatory-index
https://www.gsma.com/mobilemoneymetrics/#regulatory-index
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ỏ There is currently no national switch in the DRC linking all financial service providers. 

However, the BCC is looking to implement a national switch to facilitate payments in the 

DRC because for now, only four banks16 are using a mutual switch known as ôMultipayõ to 

enhance the efficiency and affordability of transactions among their customers.  

ỏ The BCC and the Congolese Government have an important impact on the development of 

digital use -cases, for instance:  

o In 2013, the governmentõs banking services initiative encouraged the electronic 

payment of government worker salaries 17. As such, between 2013 and 2015, the MNOs 

partnered with the government to offer government -to-person (G2P) payments (civil 

servant salary payment). Yet, the  initiative was stopped due to liquidity management 

issues and high operational costs for the MNOs. 

o In 2016, FINCA began delivering G2P payments (also civil servant salaries) through its 

agent network.  

o In 2016, the BCC began encouraging financial institut ions and MNOs to develop bank-

to-wallet services and to interoperate with the national switch project that  is still 

ongoing. 

                                                                 
16 Equity Bank, Rawbank, FBNBank and BCDC 
17 http://www.africmemoire.com/part.4-chapitre-ii-bancarisation-de-la-paie-des-salaires-des-agents-et-fonctionnaires-de-letat-en-rdc-896.html 
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Overview of the d igital financial services market  

ỏ Key players in the DFS market include MNOs, MFIs, and banks.  

ỏ The DFS market is relatively nascent,  and providers currently only offer first generation 

digital financial products and services. There is a need for further research studies to 

develop products and services based on customer needs, drivers, and influences to improve 

adoption and usage. 

ỏ MNOs such as Vodacom, Airtel, Orange, and financial institutions including FINCA, Equity 

Bank and Trust Merchant Bank and Ecobank have launched agent networks while others are 

in the process of setting up.  

ỏ Providers report high numbers of  agents. Yet the expansion of agent networks has been 

concentrated in urban areas with limited presence in rural zones.  

ỏ Agents are largely non-exclusive (that is,  work for several DFS providers simultaneously) and 

non-dedicated ( that is,  had other income generating activities besides DFS).  

 

 

 
Source: World Bank 2017, DRC MAP Diagnostic Report 2016, ITU 2018 

  
ỏ Formal financial account ownership in the DRC is at 25.8%18.  

ỏ In 2017, 37% of people received or sent money within  DRC. However, only 21% of these 

utilized digital channels to conduct these transactions. The opportunity to advance DFS is 

huge. This can only be achieved by focusing not only on access but also on the development 

of relevant and increased use-cases in the market.  

ỏ In other markets like the Ivory Coast, Kenya, India, Uganda, and Ghana, digital financial 

services have greatly enhanced effective financial inclusion. To drive financial inclusion, 

including and beyond access, stakeholders in the digital financi al ecosystem will need to pay 

particular attention to  policies that address unification of the know -your-customer (KYC) 

framework and develop financial products that are adapted to the customersõ and small 

business ownersõ needs.  

 

                                                                 
18 This includes account at a formal financial institution such as a bank or MFI, as well as mobile money accounts with e-money providers 
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Agent network structures  
Agent network deployment and management models 
The type of agent network deployment and management model a provider adopts will depend on 
the network growth path (geographical reach vs. scale) and the degree of control a provider wishes 
to maintain over it s agents. 
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Financial institutions and MNOs take distinct approaches to agent network deployment and 

management in the DRC, with varying results for agent network quality.  The following table depicts 

the different agent network management models that DFS providers use in the DRC: 

 

Comparative 
analysis of 
agent 
network 
management 
models 

Hub-and-spoke 

 

Matrix model  

 

Institution  FINCA (microfinance institution)  

Equity Bank (financial institution)  

Airtel Money (e -money provider)  

Orange Money (e-money provider)  

Vodacom M-PESA (e-money provider)  

Liquidity 
management 
model 19 

Bank branches offer liquidity  

services to agents. 

E-money providers (that is,  mobile 

money providers) have contracted 

ôSuper Agentsõ (known locally as ôcash 

partnersõ) to offer liquidity services 

to agents. These may be financial 

institutions (branches of banks and 

MFIs), and MNO commercial outlets. 

All mobile money agents are allowed 

to use these as rebalancing points.  

 

Further, MNOs created a Master Agent 

model, where the Master Agents 

perform more responsibilities 

including liquidity management.  

Agent profile  Prospective agents are existing 

small business owners who have 

been operating for at least 6 

months. 

Prospective agents may be either (a) 

existing GSM airtime resellers, or (b) 

brand new agents. 

Agent 
network 
management 
procedures  

Individual bank or MFI branches are 

responsible for building and 

managing a small network of agents 

in their locality.  

 

One (or more) member(s) of the 

E-money providers have taken two 

approaches to agent network 

management:  

 

A. Agents are directly managed by e -

money issuer, supported by regional 

                                                                 
19 Liquidity management is explored further in this Helix Institute blog http://www.helix -institute.com/blog/liquidity -%E2%80%93-solving-

agents%E2%80%99-perennial-problem 

 

http://www.helix-institute.com/blog/liquidity-%E2%80%93-solving-agents%E2%80%99-perennial-problem
http://www.helix-institute.com/blog/liquidity-%E2%80%93-solving-agents%E2%80%99-perennial-problem
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branch staff is typically responsible 

for agent ne twork management 

from agent  selection, onboarding, 

training, monitoring,  and support. 

The staff member is typically 

salaried and has KPIs linked to the 

quality of their  agents. 

field staff; and/or  

 

B. Agents managed by a ôMaster 

Agentõ who works on behalf of the e-

money issuer. 

 

MNOs have recently begun 

implementing ôMaster Agentsõ 

because the sheer size and 

geographic spread of their agent 

networks mean they are no longer 

able to manage all agents using a 

direct model (option A).  

 

In the ôMaster Agentõ model, the MNO 

hands over full responsibility for 

building and managing the agent 

network to the hired ôMaster Agentõ. 

The Master Agent earns a % of the 

commissions of their  agents, typically 

20% in the DRC. The Master Agent 

KPIs are set to ensure quality among 

their  network of agents.  

 

 

 

Pros 

This model has ensured a network of 

higher quality agents as the 

providers have maintained  greater 

control over the development and 

management of the agent network.  

In the direct agent management 

model, providers  have maintained 

control over agents, but have relied 

heavily on field staff in the various 

regions. The aptitude of  field staff 

varies greatly and as such is affects  

the overall quality of the agent 

network . 

 

Introducing Master Agents is helping 

providers scale up faster because 

responsibility for operational matters 

lies with partners who are closer to 

the ground. Most DFS providers in DRC 

are just beginning to experiment with 

the Master Agent model. Ensuring 

they are incentivized and have clear 

KPIs and responsibilities will be key if 

this is to be sustainable.  
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 Agent 
selection and 

contracting  

Agent 
training and 

business 

advice 

Agent 
liquidity 

management 

Agent 
branding and 

service 

monitoring  

Commissions 
and 

reconciliations  

Customer 

care 

 Cons 

 

This model has not helped providers 

to scale up quickly. FINCA and 

Equity Bank combined have fewer 

than 3,000 agents across the DRC. 

Having a relatively low number of 

òhubsó (bank branches) has been 

limiting agent network growth.  

 

Branch staff who are responsible for 

building and managing the agent 

network tend to earn a fixed salary 

rather than commissionsñas such 

providers reported a lack of 

motivation to grow the network.  

In the direct management model, the 

provider is reliant on field staff in the 

regions to onboard, manage and 

monitor agents.  

 

The Master Agent model might have 

less control over the agent network 

and compliance.  

 
Particularly for MNOs, a lack of clear organizational structure means certain DFS providers in the 

DRC have not consistently assigned responsibilities to agent management staff (in -house or 

external), nor have they consistently mapped KPIs and incentives to the division of responsibilities, 

thus causing gaps and negatively impacting agent network quality.  Whichever agent network 

management model a provider chooses to adopt, t hey must ensure that responsibility for each of 

the six categories20 (as mentioned below) is carefully assigned to specific  staff either in-house or to 

external parties . Each party must also be incentivized  correctly . 

 

 
 

Furthermore, whe n KPIs and incentives are not consistently or adequately mapped, responsible 
parties will not be motivated to perform specific tasks. This causes gaps, meaning agents are not 
receiving the training, support, liquidity or monitoring they require, ultimately diminishing the 
quality of the agent network. See the table below for more details.  

                                                                 
20http://www.helix -

institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf 

http://www.helix-institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf
http://www.helix-institute.com/sites/default/files/Publications/Helix_Designing%20Successful%20Distribution%20Strategies%20for%20Digital%20Money_0.pdf

















































