Agency banking for
Stanbic Bank in
Uganda

Behavioural research with
customers, financial modelling
for the channel, product
development and pilot planning
for agency banking

The need

Stanbic Bank Uganda Limited (SBUL) would like to decongest branches as well as reduce
cost to service through agency banking. The banks target customers are corporate
businesses but they are also interested in serving more retail customers through the

agent channel.

The project

MSC provided technical assistance to conduct behavioral research with customers,
financial modelling for the channel, product development and pilot planning. We
assisted to design a hybrid agent banking model helped the bank to run a successful
pilot of the channel. The bank launched agent banking in December 2017.

The approach

Agency banking is a low
cost & low income bank
channel, indirect
benefits such as

decongestion are the
real wins!

Strategy development

propositions

. Financial projections with
behavioural profiling

Market research . Hybrid agency model selected
and institutional assessment

44 Respondents, 3 Urban and 1 Rural

locations with MI4ID Approach.

. Agency banking appears as a great opportunity to
improve on brand positioning

Identified 3 main stakeholder value

Pilot planning

Pilot test team from 10
departments assembled,

briefed and ready Pilot closure and

external launch

. Pilot protocols, measures,
evaluation observed for 8

new channels .
Pilot

evaluation in
December
2017

Targeting to reduce
X . cost per transaction
Pilot testing from UGX 13, 500 to
L= UGX 2,500

Experiential UAT with in 50
agency kiosks in branches

Pilot monitoring, model
iterations and evaluation
for 21 weeks - just began

Channel development

Products and service offerings
revamped for agency channel
across 9 deliverables in 6 weeks

Several tool(kit)s were developed to
make already developed mundane
procedures more efficient.

Service framework and 16 policies
and procedures reviewed with
recommendations

Outcomes and impact
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A network of over 800 agents
(September 2018)
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Processed 1.8 million transactions
(September 2018)
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Total transactions volume UGX 809
billion (USD 218 million) (September
2018)
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Gross revenue to the bank UGX 1.4

billion (USD 361,000) (September
2018)
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