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DBT does increase agent transaction rates but agents remain
under-used and under-paid but ...
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80 to increase in transactions 88% of Indians have never
1209, resulting from G2P transfers used agents
(0] Driven by:
1. Supply side issues (access, liquidity
al ransactions at agents etc.)
bttt ‘ Fasent 2. Demand side challenges (attitudes,
28 - perceptions and behavioral norms)
Source: MicroSave and CDG Krishna District Survey, 2018
15
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Source: MicroSave ANA India Survey, 2017 investments required by banks, this

affects their willingness to invest in the
business and customer care.

Source: MicroSave ANA India Survey, 2017

India needs to take radical steps:
1. to improve agent profitability
2. to improve customer service and increase trust in agents. >
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https://www.microsave.net/wp-content/uploads/2018/12/Agent_Network_Accelerator_Research_Country_Report_India.pdf
https://www.microsave.net/wp-content/uploads/2019/01/Digital-Governance-Is-Krishna-Glimpse-Future.pdf
https://www.microsave.net/wp-content/uploads/2018/12/Agent_Network_Accelerator_Research_Country_Report_India.pdf

Increasing the profitability and use of agents requires changes
to DBT, and to the broader agent ecosystem

1. Increase commissions for G2P schemes Weighted
Fee per payment for G2P schemes average fee
per payment,
even at a
transaction
fee at the
Nandan
. - India Committee’s
- recommended
— 3.14%
commission,

is only $0.15
for India.

Weighted Average Fee per payment (in USD

m Brazil m Columbia B Mexico B South Africa B India @ 1% commission

Source: MicroSave analysis, 2015

3. Broaden the role and product mix of sales agents

Ultimately, all providers should all share a universal
Oj agent network - thus increasing agent revenue and
broadening the network and consumer choice.
See: A Strategic Approach for Next-Generation DFS Agent Networks

2. Differentiate between sales and service agents

L.\ 1.Sales agents, usually exclusive and dedicated.
(- & Responsible for selling products, on-boarding
customers, and conducting larger
value transactions.

ﬁ 2. Basic service agents, usually non-exclusive and

Q non-dedicated. Responsible for conducting
typically smaller cash-in and cash-out (CICO)
transactions.

This differentiation also allows service agents to
reduce their investment in hardware.

See: The Agent Profitability Conundrum in India - Time for Differentiated Agents?

4. Encourage and enhance female agents

Despite demand from women for female agents, and
recognition that they provide superior customer
service, only 8% of agents in India are female.

See: Where Are Women Agents in Indian DFS?
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http://www.microsave.net/files/pdf/150506_DBT_Commission_Press_Presentation_Final.pdf
http://blog.microsave.net/the-agent-profitability-conundrum-in-india-time-for-differentiated-agents/
http://blog.microsave.net/where-are-women-agents-in-indian-dfs/
http://blog.microsave.net/a-strategic-approach-for-next-generation-dfs-agent-networks/

MicroSave is globally recognized as the local expert in financial inclusion in
various markets, including India
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