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Abstract 
Migrants sending money to their countries of origin provide capital that has the potential to 
improve the long-run economic performance of many countries in the world. But the cost for 
sending remittances is unreasonably high, and there are a number of barriers hindering low-
cost solutions, such as mobile money transfer services, to increase in scale. The 
transformation of the remittance industry is therefore impeded. This research aimed to address 
this problem and find the factors that are driving the market for mobile remittances forward. 
By identifying and understanding the key drivers, this research makes it possible for 
companies providing mobile remittance services to find countries that can foster a sustainable 
industry growth and transform the industry efficiently. 

As a complement to a majority of quantitative studies performed within the field of mobile 
money, this research used both qualitative and quantitative methods. To apply a holistic 
approach, the PESTLE framework was used as a structure for several parts of the research 
process. Key drivers were identified from an extensive literature review and interviews with 
industry experts. By answering a questionnaire, professionals, industry experts and 
researchers, rated the key drivers’ importance for the growth of the mobile remittance market. 
The most critical key drivers were identified and used to develop a framework for evaluating 
how suitable a country’s market environment is for mobile remittances. 

One main finding was that the perceptions on what, and who, is driving the market for mobile 
remittances forward are varying and highly dependent on whom is asked, but that there are 
some factors that people agree are of particular importance. First, the mobile remittance 
service should be easy to use, secure, and of lower cost than other services. It is important to 
have a supportive infrastructure providing efficient liquidity management for agents, high 
agent density and network reliability. To increase the customer awareness and adoption, 
agents should be educated in how to use and sell the service, and how to educate the 
customer. Collaborative partnerships could leverage the distribution network and increase the 
market interoperability, and lastly, it was shown that mobile remittances can be supported by 
a regulatory environment that enables mobile money and branchless banking. This research 
showed that to the degree to which a country’s market environment fulfils these criteria can 
give an indication on how suitable it is for mobile remittances. A wide range of aspects and 
stakeholders need to be considered and supported to foster a sustainable industry growth, and 
this research provides guidelines that are relevant for both companies and researchers. 

Key-words: mobile remittances, remittance services, mobile money, key drivers, PESTLE 
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Sammanfattning 
Det kapital som migranter bidrar med när de skickar pengar till sitt hemland bidrar också till 
det landets ekonomiska utveckling. Kostnaden för att skicka remittanser är emellertid orimligt 
hög och det finns ett antal barriärer som hindrar lågkostnadslösningar, såsom mobila 
finansiella tjänser, att nå stor skala. På grund av sådana barriärer hämmas utvecklingen av den 
ineffektiva och ofta riskfyllda remittansindustrin. Den här studien har strävat efter att angripa 
problemet genom att hitta faktorer som driver marknaden för mobila remittanser framåt. 
Genom att identifiera och förstå de drivande faktorerna gör den här forskningen det möjligt 
för företag som erbjuder mobila remittanstjänster att hitta länder som kan främja en hållbar 
remittansindustri och bidra till en effektivare förändring av industrin.  

Som ett komplement till de i huvudsak kvantitativa studier som genomförts inom området för 
mobila finansiella tjänster har den här studien använt både kvalitativa och kvantitativa 
metoder. För att göra tillvägagångssättet holistiskt har PESTLE-ramverket använts som en 
struktur under flera delar av forskningsprocessen. Drivande faktorer identifierades genom en 
omfattande litteraturstudie och intervjuer med industriexperter, och genom att besvara en 
enkät graderade yrkesverksamma, industriexperter och forskare de drivande faktorernas 
betydelse för den mobila remittansmarknadens tillväxt. De mest kritiska drivande faktorerna 
identifierades och användes för att utveckla ett ramverk som har syftet att utvärdera hur 
passande ett lands marknadsmiljö är för mobila remittanser. 

En av huvudslutsatserna är att uppfattningarna kring vad och vem som driver marknaden för 
mobila remittanser framåt varierar stort mellan de tillfrågade. Men forskningen visar också att 
det finns några faktorer vars höga betydelse de tillfrågade personerna var eniga om. Mobila 
remittanstjänster ska vara enkla att använda, säkra och kosta mindre än andra remittans-
tjänster. Det är viktigt att infrastrukturen är stöttande genom en hög drifttillförlitlighet och att 
agenter har möjlighet till effektiv likviditetshantering. För att öka kundmedvetenheten och 
upptagandet bör agenter bli utbildade i hur tjänsten ska användas och säljas, samt hur kund-
erna ska utbildas. Marknaden för mobila remittanser kan stöttas ytterligare genom partnerskap 
som utnyttjar distributionsnätverk och ökar marknadens interoperabilitet, samt genom regel-
verk som främjar mobila finansiella tjänster. Forskningen visade att flera av dessa faktorer 
kan indikera hur passande ett lands marknadsmiljö är för mobila remittanser. Det finns många 
aspekter och intressenter som behöver tas hänsyn till och bli stöttade för att främja tillväxt, 
och studien bidrar med riktlinjer som kan vara av värde för både företag och forskning. 

Nyckelord: mobila remittanser, remittanstjänster, mobila överföringar, drivande faktorer, 
PESTLE 
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 ABBREVIATIONS AND GLOSSARY OF TERMS 

This page presents abbreviations and terms that are used in this thesis.  

Abbreviations 
 
CICO  Cash-in Cash-out 

GSMA  GSM Association 

KYC  Know-your-customer 

MM  Mobile Money 
MNO  Mobile Network Operator  

MTO  Money Transfer Organisation 

OTC  Over-the-Counter 

POS  Point of Sales 

TAM  Technology Acceptance Model 
 

Glossary of terms 
Terms  Description 

Agent  Person or business contracted to facilitate transactions for users 

E-money  Electronic money, an electronic alternative to cash 

MNO  Provides the mobile infrastructure and technology 

Mobile banking  Mobile financial services linked to a regular bank account 

Mobile commerce  Buying and selling of goods/services via mobile phone 

Mobile money  Use of a mobile phone to access financial services 

Mobile money transfer Money transfer from one place to another using mobile phone 

Mobile payments  Remote/Proximity payments via mobile phone 

Mobile remittances  Remittances sent from or to a mobile phone 

Mobile wallet  A digital emulation of a physical wallet 

M-PESA  A mobile money transfer and microfinance service in Kenya 

Service provider  Messaging, settlement and distribution of mobile remittances 

TAM  Theory that models how users accept and use a technology 
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1 INTRODUCTION 

This introductory chapter describes the background of the studied phenomenon and problem, the 
purpose, the research questions, the delimitations and limitations, and lastly the disposition of 
the report. 

1.1 Background 
As both a cause and effect of the world’s development and continuous globalization, the 
phenomenon of international migration is growing in scope, complexity and impact. This global 
phenomenon has, together with the right set of policies, a possibility to work as a positive force 
for development, and its growing impact on countries, people and communities has made the 
international migration a priority for the international community (United Nations, 2013). It is 
expected that the number of people living outside their countries of birth surpasses 250 million in 
2015 (The World Bank, 2015c). This number is predicted to grow as a result of demographic 
forces, globalization and climate change, and by allowing workers to move to areas where they 
can be more productive the human capital accumulation and world incomes increase. The 
migration works as a source of capital, technology and knowledge, and in both destination and 
origin countries this movement of people across international boundaries can have immense 
implications for poverty alleviation and growth (The World Bank, 2014b). 

One major benefit of the international migration is the remittance flows from foreign economies 
that contribute to household income for migrants’ relatives living in their country of origin. A 
frequently used definition of remittances can be found in the Balance of Payments and 
International Investment Position Manual Sixth Edition (BPM6), and is defined as follows 
(International Monetary Fund, 2009a, p.272): 

“Remittances represent household income from foreign economies arising mainly 
from the temporary or permanent movement of people to those economies. 
Remittances include cash and noncash items that flow through formal channels, such 
as via electronic wire, or through informal channels, such as money or goods 
carried across borders. They largely consist of funds and noncash items sent or 
given by individuals who have migrated to a new economy and become residents 
there, and the net compensation of border, seasonal, or other short-term workers 
who are employed in an economy in which they are not resident.” 

Developing countries are estimated to have received US$436 billion of migrant remittances in 
2014, which represents an increase of 4.4 percent over the 2013 level (The World Bank, 2015c). 
These remittances reduce poverty and lead to benefits such as larger health and education 
resources, more entrepreneurship, improved access to financial services, reduced child labour 
and better preparedness for adverse shocks (The World Bank, 2014b). To understand the 
significance of the sums of remittances, the World Bank estimates the remittances sent home by 
migrants to developing countries to be more than three times larger than the financing from 
Official Development Assistance (ODA) (The World Bank, 2014b). ODA is defined as flows of 
official financing that promotes economic development and welfare of developing countries 
(International Monetary Fund, 2003). 

In 2013, the global remittance flows (an estimation including developed and high-income 
countries) were in total US$542 billion (The World Bank, 2015c). It is estimated that the value 
of international remittances sent through the use of mobile money technologies accounted for 
less than 2 percent of these flows (Holden, 2013). If the prevailing market barriers for the 
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international use of mobile money technologies can be overcome, the share of mobile 
remittances can increase and this would provide several advantages (The World Bank, 2014a). 

Given the importance of remittances, the global average cost of sending remittances is high and 
accounts for approximately 8 percent of the value sent, but this cost has faced a downward trend 
through the expansion and competition of mobile phone and internet-based technologies (The 
World Bank, 2014a). Even though 1.7 billion of the 2.5 billion people in developing countries, 
who still do not have access to viable alternatives to cash economy and informal financial 
services, do own or have access to mobile phones, the mobile technology industry has faced 
challenges when trying to launch and scale services for these, so called, “unbanked” people. 
Policy and regulatory environments are often creating barriers for enabling the establishment of 
mobile money (di Castri, 2013a). Although many mobile payment companies have identified the 
market potential, few companies have reached a large number of users. In 2013, 219 mobile 
money services were found in 84 countries, and only 13 services had more than one million 
active users on their platforms (Pénicaud and Katakam, 2014). These numbers are increasing, 
and in 2014 there were 255 services in 89 countries, and 21 of these services had more than one 
million active accounts (Scharwatt et al., 2015). 

The phenomenon of mobile money and the challenges faced have been subject to profound 
research during the last years, and the research presented in this thesis has aimed to complement 
the previous studies done within the specific area of mobile remittances. The major areas of 
research on mobile money in general have been consumer adoption, market analysis and mobile 
money’s impact on people at the “bottom of the pyramid” (Diniz, de Albuquerque and Cerney, 
2011; Duncombe and Boateng, 2009; Shaikh and Karjaluoto, 2015). However, there is a limited 
amount of research covering the most critical factors that are driving mobile remittances 
forward, and using these key drivers to find countries that are suitable for mobile remittance 
services. Therefore there is a lack of decision basis when companies providing mobile money 
and remittance services are making strategic choices of which countries to focus on. In this 
study, “suitable” referred to that the environment contains prerequisites which are desirable for it 
to be supportive of mobile remittances and thus fostering a growing and sustainable market for 
mobile remittances. 

Ericsson’s business unit M-Commerce is working on a more open and accessible ecosystem for 
mobile commerce and strives to transform the way money is sent (Ericsson, 2013, 2014a). One 
way of accomplishing an efficient and scalable transformation is to find countries that are 
suitable for mobile remittances. Therefore Ericsson, the commissioning body of this thesis, 
supports this research where key drivers for mobile remittances are identified and ranked 
according to the rated importance. The results and conclusions developed from this research 
serve as one approach to create a deeper understanding of the mobile remittances market. 

1.2 Problem Description 
The market for mobile remittances has been subject to growing interest during the last years, and 
research has been done to evaluate the market potential and adoption of different types of mobile 
money services. The problem is not anymore to make the services available, but to find 
sustainable industry growth. There is no doubt that the business opportunities are many, but, to 
the authors’ knowledge, to date there are no methods that can be used for evaluating which 
countries that are most suitable for mobile remittances services. Therefore there is no clear way 
for companies supplying mobile remittances services to find countries that are promising for 
service deployments. Also, to date there is not sufficient amount of research done focusing on 
finding the most critical factors that are driving the market for mobile remittances forward. By 
identifying key drivers, and rating their importance for market growth, this research aims to 
develop a way to evaluate how suitable a country is for mobile remittance services. 
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If this problem is resolved, and key drivers for mobile remittances are identified, a deeper 
understanding of the market for mobile remittances would be gained. By understanding the 
factors that are driving the market forward, it is possible to develop a way to find the countries 
with a market environment that is suitable for mobile remittance services. Companies providing 
these services could be better matched with market characteristics and they would have a basis 
on which to build more efficient go-to-market strategies. The adoption of the services and the 
needed transformation of the remittance industry could then progress faster. An increased 
prevalence of mobile remittances creates possibilities of lowered costs and risks associated with 
migration, which contributes to the global development. 

1.3 Purpose 
The main purpose of the research is to identify the key drivers for mobile remittances, and rank 
them according to importance to find the most critical drivers. By identifying and ranking the 
key drivers it is possible to develop a deeper understanding of the mobile remittance market and 
the factors that are driving the market forward. 

Based on the most important key drivers, an approach for identifying countries that have a 
suitable market environment for mobile remittance services will be developed. The findings will 
be used to form a framework with the purpose of supporting companies offering mobile 
remittance services when prioritizing markets to focus on. The framework can also be used by, 
for example, governments and organisations to identify countries where actions are needed for 
creating a market environment that promotes the prevalence of mobile remittances. 

1.4 Research Questions 
Main question addressing the purpose of this research: 

• “How can key drivers for mobile remittances be identified and used to find countries with 
a suitable market environment for mobile remittance services?” 

Three sub-questions that together address the main research question: 

1. What are the key drivers for mobile remittances? 
2. How do researchers and professionals in the mobile money and remittance industry rate 

the key drivers according to the importance for market growth? 
3. How can the most important key drivers be used to assess a country’s suitability for 

mobile remittances? 

1.5 Delimitations and Limitations 
The main topic of the research was mobile remittances, and this area is delimited to cover 
international transactions and leave domestic transactions for further research. In the definition 
of remittances it is stated that both cash and noncash items are included, but this study will focus 
solely on the flows of money. 

The research analysed mainly external key drivers, and does not cover key drivers that are 
related to company specific characteristics, such as marketing, product satisfaction and consumer 
values, which often have impact on a customer’s decision to use services from a specific brand. 

The aim was to have a worldwide perspective, and develop a framework that can be applied on 
any country in the world to provide a basis for market prioritizations of mobile remittance 
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services. Nevertheless, as indicated in the background section, the focus of the research is 
directed towards migration from developing countries and the remittances sent to these countries. 

The limited amount of time, together with the global focus of the research, resulted in a 
relatively small representative sample of interviewees and questionnaire respondents, and further 
research with the possibilities of doing deeper investigations will probably be needed in order to 
make up for weaknesses and deficiencies of this research. Chapter 7 covering conclusions and 
recommendations on future work will discuss limitations of this study and give suggestions on 
areas that are interesting for additional research within the same field or adjacent fields. 

1.6 Disposition 
The introductory chapter has presented the research together with its purpose and scope, the 
research questions and the delimitations and limitations. The rest of the report will first cover the 
literature review and the theoretical framework used as foundations for the study. The following 
chapters describe mobile remittances, the methods used for addressing the research questions, 
and the results and analysis of the empirical research. The results and analysis are thereafter 
discussed, and the concluding chapter presents the key findings, conclusions drawn during the 
research process, and recommendations on future work. The disposition of the report is 
illustrated in Figure 1 below. 

 
Figure 1: Report disposition 
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2 LITERATURE REVIEW AND THEORETICAL 
FRAMEWORK 

This chapter presents a literature review that contains a summary of the existing knowledge and 
previously conducted research on mobile remittances and relevant research on closely related 
topics. This chapter also presents the theoretical framework PESTLE, which has been used as an 
overall structure for the research. 

2.1 Literature Review 
There is no agreed taxonomy of services included in different mobile financial services/mobile 
money services and no universally agreed definitions for them, but the services are often grouped 
into three broad categories, which are: mobile money transfer, mobile banking and mobile 
payments. During the literature review, it was found that most researchers categorised mobile 
remittance as a mobile money transfer service, and sometimes as a mobile banking service, e.g., 
Shaikh and Karjaluoto (2015). Multiple research studies on mobile money services have 
previously addressed mobile banking, and mobile payments, but there is currently limited 
research specifically on mobile money transfer services. Due to the limited amount of research 
on mobile money transfer services, a broader focus has been applied in this literature review to 
include relevant research on closely related topics, such as mobile banking, which are relevant to 
contribute to a better understanding of mobile remittances. The literature review also covered 
research on traditional remittances in general, since it is important to understand the 
fundamentals of determinants and motivators to remit money. 

The Word List in the beginning of the report gives a short description of mobile remittances, 
mobile money transfer, mobile banking and mobile payments. One of the most common research 
areas in mobile money is mobile banking adoption, including factors affecting or determining the 
customer’s intention to adopt mobile banking, but also potential barriers to adoption. In addition, 
there are numerous research studies conducted on traditional remittances and its determinants. 
This chapter aims to provide insights into of what kinds of research that have been conducted 
within the area of mobile remittances and adjacent fields, and what the main findings are from 
these studies. The literature review presented in this chapter covers only the academic sources 
that have been reviewed. Work published by other research organisations, associations and 
foundations will be referred to when information and data from these sources are used. The 
literature review begins with an overview of what other academics have found to be 
determinants and the motivators behind remittance behaviour in general in previous studies. The 
review thereafter continues with the main findings from a study on customer awareness of 
mobile remittances, and an overview of studies on adoption of mobile banking/mobile money 
and barriers to adoption. The subchapter ends with a discussion around the insights from the 
literature review. 

2.1.1 Determinants and motivators to remit money in general 
The literature that has been reviewed included studies conducted on determinants and motivators 
to remit money in general, and these journals were used to find potential key drivers for mobile 
remittances in particular since it can be assumed that the factors that motivate people to send 
remittances in general may also be applicable when sending remittances through the use of 
mobile phones. To begin with, there are studies arguing that remittances increase with the 
migrant’s education level, but there are also studies arguing for the opposite. Lucas and Stark 
(1985), and Arun and Ulku (2011) argued that the education level had a positive impact on the 
probability to remit, while Funkhouser (1995) and Makina (2013) found evidence that education 
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level affected the remittance behaviour negatively. Even though Funkhouser (1995) found that 
education had a negative correlation with the probability of remitting, for those who were 
educated and yet remitted money, they were likely to remit a larger amount. 

There is also evidence that the amount remitted increases with migrants’ earnings. Lucas and 
Stark (1985) were pioneers in research about motivations to remit and they found evidence in 
Botswana that the amount remitted increases with the level of income of the remittance sender. 
Similar findings have been made by other researchers at other geographical locations e.g., in El 
Salvador and Nicaragua (Funkhouser, 1995), in England (Arun and Ulku, 2011) and South 
Africa (Makina, 2013). 
Other inconsistent demographic characteristics determining remittance behaviour have been 
identified. Makina (2013) surveyed 4,654 Zimbabwean migrants in South Africa and found 
evidence indicating that older respondents remit money to a greater extent than young 
respondents, and that male respondents constituted a larger share of the remitters. Niimi, Pham 
and Reilly (2009) found contradictory evidence in their study in Vietnam. The three authors used 
data from 4,388 migrant from the 2004 Vietnam Migration Survey and found no evidence that a 
migrant’s age and gender had correlation with the remittance behaviour. Funkhouser (1995) 
didn’t find any correlation between age and remittance behaviour either. 

In addition to the findings mentioned so far, there is also evidence that a migrant with many 
dependents in their country of origin are more likely to remit money (Funkhouser, 1995; Makina, 
2013). The impact of transaction costs on the remittance behaviour has also been studied. Freund 
and Spatafora (2008) made an interesting finding based on remittance data on 104 countries from 
IMF’s Balance of Payment statistics. They found that the transaction costs for remittances had a 
significant negative impact on remittances and suggested that policies reducing transaction costs 
could increase the use of formal remittance channels. 

2.1.2 Awareness and adoption of new technologies 
Even though mobile technology in general is not that new, it can be claimed that using mobile 
services for sending remittances constitutes a new and extending phenomenon of how to transfer 
money between migrants and their relatives. 

Diffusion of Innovation, a frequently cited book written by Rogers (2003), illustrates the critical 
roles of awareness and adoption for the diffusion of a new technology. Rogers presents different 
steps for innovation diffusion. In the knowledge step, an individual’s awareness-knowledge 
motivates him or her to seek information that is necessary to understand how the new technology 
works and how to use it. The process of moving from awareness-knowledge of the technology to 
adoption covers the decision step where the individual decides whether to adopt and make full 
use of the new technology or not adopt and thus reject the use of the technology.  

The two areas of awareness and adoption may play a critical role for the use of mobile solutions 
for sending remittances, and thus for the growth of the market for mobile remittances. The 
following two sections cover a review of research conducted within these areas. 

Awareness of the concept of mobile remittances 
There is currently limited research on nationwide awareness of mobile remittance services, but 
Sivapragasam, Agüero and de Silva (2011) surveyed 1,593 local and overseas migrant workers 
in Bangladesh, India, Pakistan, Philippines, Sri Lanka and Thailand about mobile remittances. 
Their purpose was to examine if the migrants were aware of the mobile remittance service, how 
they use the service (if they used it) and how they would use the service (if they were not already 
using it). Their study indicated that there was a very limited use of mobile remittance services in 
the surveyed countries at the time when the data was collected. Only two of the surveyed 
countries had respondents using mobile money services to remit money, and it was Bangladesh 
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and the Philippines. The awareness of mobile remittance services existed in all the surveyed 
countries, even though the use of mobile remittance services was low. A majority of the 
respondents in the surveyed countries stated that it would be of interest to start using mobile 
remittances to transfer money if the service was affordably priced, which is in good agreement 
with Freund and Spatafora’s (2008) finding on transaction costs. 

Customer adoption of mobile banking/mobile money services and barriers to adoption 
Several researchers have previously examined the demographic characteristics of mobile 
banking adopters. As mobile remittance is a mobile money service sometimes defined to be 
included in mobile banking, this research field is of interest for this thesis. One study on 
demographic characteristics has been conducted in Malaysia by Ainin, Noor Ismawati and 
Mohezar (2007). They found evidence that the adoption of mobile banking was higher among 
people with the following demographic characteristics; male, young, higher level of education 
and high income. 

Ariguzo and White (2013) conducted a study on a similar theme in Kenya and found evidence in 
good agreement with those of Ainin, Noor Ismawati and Mohezar (2007). Ariguzo and White 
found some demographic characteristics that were common for people who were more likely to 
adopt M-PESA (a mobile money transfer and microfinance service in Kenya). The demographic 
characteristics common for respondents with the highest percentage of M-PESA adoption were 
as following: young (18-25 years old), educated (some level of post-secondary education), male, 
had high income (over KES 300,000) and lived in urban areas. Ariguzo and White’s (2013) 
article combined with Ainin, Noor Ismawati and Mohezar’s (2007) article gives an indication of 
the demographic characteristics of the people adopting mobile banking. Both studies (Ariguzo 
and White, 2013; Ainin, Noor Ismawati and Mohezar, 2007) were limited to specific 
geographical locations and it would have been interesting to take part of similar studies 
performed in a larger number of countries. Then it could be possible to investigate if the studies 
gave similar results, and by that be able to draw conclusions about demographic determinants for 
mobile money adoption which could be generalised to other countries. Ariguzo and White used a 
non-probabilistic sampling data collection methodology in their study, which has a negative 
impact on the possibility to generalise the results from their study. 

In addition to understanding the determinants and motivators to remittance behaviour, awareness 
of the concept mobile remittance, and demographic characteristics of mobile banking adopters, it 
is also important to understand the antecedents to why people adopt mobile banking/mobile 
money services, and the possible barriers to adoption. Shaikh and Karjaluoto (2014) have 
contributed to this research field as they wrote an article reviewing 55 studies published between 
January 2005 and March 2014 on mobile banking adoption. They did several findings from the 
studies conducted on mobile banking adoption. First, out of the 55 studies that they reviewed in 
their literature review, 45 articles had used only quantitative methods to collect data. This 
indicates that it is an overrepresentation of quantitative studies about mobile banking adoption. 
This thesis will complement the existing research, by using a combination of qualitative and 
quantitative data collection methods. Second, they identified the regions that were most 
frequently investigated, and among the most frequently regions were Southeast Asia, East Asia, 
and Africa. Out of the 55 studies included in the review, 46 of them where conducted in 
developing countries. Third, most studies on mobile banking adoption had a data collection 
limited to a single geographic location or country; making it difficult to draw conclusions that 
could be generalised (as discussed earlier). The data collection in this thesis was not limited to a 
single geographic location or country, and instead empirical data was collected from multiple 
geographic locations. Fourth, Shaik and Karjaluoto found that the most frequently used 
theoretical framework for examining consumers’ intentions to adopt mobile banking was the 
Technology Acceptance Model (TAM). TAM was introduced 1986 and is a model designed with 
the purpose of studying the user acceptance of information technology. The two particular 
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beliefs in TAM are perceived usefulness and perceived ease of use.  Further components are 
attitude toward using, behavioural intention to use and actual system use (Davis, 1986). Fifth, 
the nine most commonly studied antecedents for intention to use mobile banking were (in 
descending order); compatibility, perceived usefulness, attitude, trust, perceived ease of use, 
credibility, social influence, self-efficacy, and perceived cost. They also identified that most of 
the studies conducted on mobile banking adoption had a customer perspective, which is reflected 
also in this literature review. The research that is presented in this report complemented these 
studies by covering perspectives for multiple stakeholders, such as service providers, regulators 
and customers. 
Other academics have identified possible barriers to mobile money adoption. Two of those 
academics are Siegel and Fransen (2013). In their article, they give four reasons for why the 
mobile remittance market has not developed to its full potential in Africa. The first reason they 
give is that the mobile banking service providers in Africa are focusing mainly on “banking 
unbanked people” and not specifically mobile remittance services. Second, they mention that the 
number of service providers is limited and most of them limit the transfers to their own 
customers. Siegel and Fransen argue that this is an additive approach and not a transformative 
approach. Third, they mention that the possibility to send international remittances often is 
limited because of financial regulations. The last reason or barrier that they give is the 
underdeveloped financial infrastructure in many countries in Africa. 

Li and McQueen (2008), on the other hand, reviewed existing literature on mobile commerce 
with the purpose to identify potential barriers to mobile commerce adoption. They identified 
barriers and grouped them in customer-related barriers, company-related barriers, technological 
barriers and business environmental barriers. The result of their study was a framework, 
completely based on previous literature on mobile commerce adoption, to evaluate mobile 
commerce adoption barriers from a country level perspective. In their article several potential 
barriers for mobile commerce adoption are mentioned. These were taken into consideration 
during the work with this thesis, but their framework is too extensive to be presented in detail in 
this literature review. As the mobile money market is constantly changing it is likely that some 
of the proposed barriers have changed since 2008 when the article was written. This thesis 
complements Li and McQueen’s thesis by presenting an in-depth analysis of one of the mobile 
commerce services, namely mobile remittances. The research presented in this report also 
complemented this article by focusing on key drivers instead of barriers and will not base the 
findings solely on a literature study, but use complementing interviews and a survey to evaluate 
the importance of the identified key drivers. 

Heyer and Mas (2011) wrote an article on a similar subject as Li and McQueen. Heyer and Mas 
gave a foundation on how to analyse enabling environments for mobile money. They divided 
their article in five factors that they believed determined the potential scale of the mobile money 
market opportunity in any given market. The five factors mentioned in their article are the 
cellular market landscape, the latent demand, the retail landscape, the quality of existing services 
and the regulatory environment. Just as Li and McQueen’s article, Heyer and Mas have focused 
on mobile money in general and not international mobile remittances in specific, but it provides 
valuable information that was considered during the research process. 

2.1.3 Insights from the literature review  
The main insights from the literature review presented in this chapter were that the research 
specifically about mobile remittances is currently limited, that the research often is 
geographically limited to a certain country, and that the factors determining the remittance 
behaviour and adoption of mobile banking/mobile money services can vary significantly 
between different countries. There is also an overrepresentation of quantitative studies. One of 
the reasons behind the limited amount of research conducted on mobile remittances could 
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possibly be the lack of data in this field, but this may change in the near future as there are 
several ongoing national research projects on digital financial services. For example, in 
Bangladesh, India, Indonesia, Kenya, Nigeria, Pakistan, Tanzania and Uganda there are studies 
supported by the Bill & Melinda Gates Foundation. The journals included in the literature review 
have contributed to identifying several of the key drivers that were used in the research process. 
Remaining key drivers have been identified by conducting interviews, and studying published 
reports and journals that are not all presented in this literature review. A gross list of all key 
drivers can be found in Appendix B with the associated sources. In the following subchapter, the 
application of the theoretical framework used in this research is discussed. 

2.2 The PESTLE Framework and its Role in this Research 
Throughout this research, the PESTLE framework has served as a structure for literature review, 
interview and questionnaire design, and analysis of research results. PESTLE is an acronym for 
political, economic, social, technological, environmental and legal. The framework is also 
known in other forms, such as PESTEL, PEST, STEEP and SEPTEL. The reason for choosing to 
use PESTLE analysis was to apply a holistic approach when aiming to identify the key drivers 
for mobile remittances, where the key drivers are searched for and allocated according to the 
most suitable of the six PESTLE dimensions. Using PESTLE first as a structure for ensuring that 
important dimensions were covered when identifying key drivers, it was further on in the 
research process experienced that the composition of the PESTLE analysis could be appropriate 
to use for the following parts of the research as well. Through the application of the PESTLE 
framework, analyses can be done within the six dimensions, and this provides structure to the 
method as well as a more comprehensive base for deeper analysis of the business environment 
for mobile remittances. 

The PESTLE analysis is generally applied within strategic management and used by strategists 
to look for sources of opportunity and risks through grouping business-environmental factors. It 
is in other words used to identify and analyse the environment in which the organization operates 
or is interested in operating (Issa, Chang and Issa, 2010). In addition to this function of the 
PESTLE analysis, Yüksel (2012) points out that PESTLE also has a second function of 
providing data and information that enables a company to predict situations and circumstances 
that might be encountered in the future. This makes PESTLE a precondition analysis, which can 
be utilized in strategic management. However, the PESTLE analysis is preferably used when 
conducting a conceptual analysis of the business environment, and has some limitations in terms 
of measurement and evaluation. As stated by Yüksel the PESTLE factors have a qualitative 
structure and this leads to that measurement cannot be generally made. Yüksel also recommends 
using techniques that allow for measurement of the relative importance of factors when 
evaluating the company environment. Measuring the relative importance was considered 
throughout this research, and the importance of the PESTLE factors and dimensions was 
evaluated in several steps. 

Even though the PESTLE analysis is not developed for the precise purpose of defining key 
drivers, this application of the analysis contributes to fulfilling the purpose of this study. By 
using PESTLE in this research it is possible to not only identify multiple factors within the six 
dimensions, but also to be critical and evaluate those variables that strategically affect a specific 
company. The factors that affect a company strategically are those factors that, when they are 
changing, the company is required to change its strategy too, in order to adapt to that change. It 
is essential that the company is properly acquainted with variables that may affect it, and has the 
possibility to adapt its strategy and organisation to a new environment (Gimbert, 2011). 
Therefore it is important to define and understand these variables in order to develop an 
understanding of the features of a market that is new for a company or organisation. In this thesis 
the studied variables consist of key drivers for mobile remittances.  
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PESTLE is mostly used for studying external forces, but as stated by Lester (2014), the PESTLE 
framework can be used also to analyse internal influences that together with the external forces 
create the company context or company environment. Examples of external factors are 
competitors, politicians, national and local government agencies, pressure groups, end users and 
the general public. Internal influences include for example internal departments (technical and 
financial), teams, management and stakeholders. Generally, the PESTLE framework is applied 
when studying factors that are considered to be beyond an individual company’s direct influence 
(Bensoussan and Fleisher, 2013). Therefore, it is a framework that can be suitable for analysing 
the market environment. The external forces are the focus of this study, since the research aims 
to be holistic and generate findings that are general and applicable on different companies and 
organisations that aim to understand the environment they are operating within. However, some 
of the key drivers that were identified during this study are factors that a company or 
organisation can influence. 

Instead of only using the two dimensions of external and internal factors, Bensoussan and 
Fleisher (2013) present three levels of the environment: general, operating and internal. The 
external forces that are studied in this research are assumed to be represented mainly in the 
general level, but also in the operating level. The general environment has a broad scope and 
long-term implications for the company and its strategies, and is generally beyond the individual 
company’s direct influence. The operating level includes customers, suppliers, competitors and 
partners, and these actors are considered in this research. Bensoussan and Fleisher refer to the 
framework as STEEP, and presented a list on subcategories and examples of factors in the five 
categories. Table 1 shows this list, where all the examples are representing the general level. 
Note that Bensoussan and Fleisher call one dimension Ecological, while the word Environmental 
is used in this research, and that the authors have merged the two dimensions Political and Legal 
into one dimension. The examples in Table 1 have been used as inspiration in the search for key 
drivers during this study. The two authors emphasize that the STEEP sectors are not mutually 
exclusive. There are fluid lines between the categories, and different events, stakeholders and 
issues can traverse several sectors. 

Table 1: STEEP dimensions and examples of factors at the general level (Bensoussan and Fleisher, 2013)  

Social Technological 
 Ideological characteristics 
 Types of union organizations 
 Income gaps among social segments 
 Percentage of population in economic and social 

segments 

 Patents held 
 R&D budgets 
 Number of colleges and universities in a region 
 Pace of technology clusters 
 Pace of process or product improvements 
 Bandwidth capacity 

Ecological Economic 
 Air and water quality 
 Recycling capacity 
 Sources of power 
 Stage of evolution in the product life cycle 
 Pollution levels 
 Substitutability of raw materials 
 Level of environmental regulation 

 GDP growth rates 
 Exchange reserves 
 Rate of inflation 
 Income distribution levels and bands 
 Interest rates 
 Small business lending cycles 
 Balance of payments 

Political/Legal 
 Policies of political parties 
 Activism of regulatory agencies 
 Presence of property protection laws 
 Ability to influence political decision-making 

 Voting rates and trends 
 Nature of power and decision-making structures 
 Public opinion 
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3 INTRODUCTION TO MOBILE REMITTANCES 

This chapter gives a brief introduction to the key players in the mobile remittance ecosystem, 
remittance and migration flows, remittance prices, regulations and interoperability, which all 
are important to get an insight into the dynamics behind mobile remittances. 

To understand the mobile remittance market, it is important to also have insights in the 
fundamentals of the general remittance industry. This chapter aims to provide these insights in 
combination with an introduction to the mobile remittance market. Today, there are many ways 
to send remittances, including both formal and informal remittance channels. Formal remittances 
refer to remittances sent through official (recorded) channels, such as banks, money transfer 
organisations, and non-banking financial institutions, while informal remittances are sent 
through unofficial (unrecorded) channels, such as remittances carried in person, so called 
“hawala” (International Monetary Fund, 2009b). Researchers have estimated the informal 
remittances to range from 50 percent to 250 percent of formal remittances (Freund and 
Spatafora, 2008). Mobile remittances are categorised as formal remittances, and often imply 
lower transaction costs, and faster, more convenient and less risky services than traditional ways 
of remitting money (Mirabaud, 2009). This means that mobile remittance services have the 
potential to increase the use of the formal remittance channel by offering a less costly alternative 
to traditional formal remittance services, and by this, also contribute to the development of 
financial sectors (Aggarwal, Demirgüç-Kunt and Pería, 2011) and growth in developing 
countries (Driffield and Jones, 2013). Rapoport and Docquier (2005, p.75) underline the benefits 
that come with remittances, by saying that “we have seen that migration and associated 
remittances tend to have an overall positive effect on origin countries’ long-run economic 
performance”. To understand the market for mobile remittances, this chapter briefly describes 
areas that are of particular importance. 

3.1 Key Players in the Mobile Remittance Ecosystem 
This subchapter presents a simplified overview of the key players in the mobile remittance 
ecosystem. The key players in the mobile remittance ecosystem are presented in Figure 2 below. 
The specific roles for the key players in the mobile remittance ecosystem vary depending on the 
customer use case and how the mobile remittance service is set up. 

 

Figure 2: Key players in the mobile remittance ecosystem (Daly, 2010) 

The general roles of the key players are summarized in the following sections. They are just 
briefly described, since the interrelations are complex and dependent on different use cases, as 
mentioned above. The set-up for the three use cases for mobile remittances will not be illustrated 
in detail in this thesis, but they consist of: sending money from mobile to mobile, from mobile to 
cash, and from cash to mobile. 

3.1.1 Consumer 
The consumer is the person sending or receiving mobile money. Regarding international mobile 
remittances, the sending consumer is a migrant who has migrated from a country and sends 
money home to his or her country of origin. 

Consumer Mobile wallet 
provider 

Mobile network 
operator Bank Remittance service 

provider Distribution 
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3.1.2 Mobile wallet provider 
The role of mobile wallet providers is to provide the customer with a digital emulation of a 
physical wallet, a so called mobile wallet (GSM Assocation, 2013). A mobile wallet can 
aggregate different payment and money transfer instruments (Daly, 2010). It communicates with 
other systems that are involved in the mobile remittance ecosystem by translating the consumer 
instructions into messages that can be interpreted by these systems. The mobile wallet is 
important for the communication between mobile network operators and banks as it distributes 
the information needed for the actors to initiate the process of remitting money. 

3.1.3 Mobile network operator  
Mobile network operators provide the mobile infrastructure and technology that is necessary for 
transferring mobile data and by that enable mobile remittances to be sent and received (Daly, 
2010). 

3.1.4 Bank 
Banks facilitate clearing, settlement and forex exchange, and also contribute to making the 
remittances compliant with financial regulations. Banks provide key players with bank accounts, 
e.g. provide agents with bank accounts to support their liquidity management of e-money and 
cash. The regulatory requirements for mobile money in many markets require mobile network 
operators to partner with a financial institution, such as a bank, to be able to offer mobile money 
services (Daly, 2010). 

3.1.5 Remittance service provider 
Remittance service providers are businesses that offer cross-border (international) remittance 
services. The role of the remittance service providers varies in terms of messaging, settlement, 
and distribution, depending on how the costumers use their remittance services. Remittance 
service providers ensure that the remittances are compliant with regulations applicable to mobile 
remittances. The remittance service providers also calculate charges, such as transaction fees, 
distribute necessary information between involved parties, and connect different markets (Daly, 
2010). Intermediary hubs can also be involved to increase the interoperability between different 
service providers and accounts (Scharwatt and Williamson, 2015). 

3.1.6 Distribution 
Distribution providers make it possible for customers to cash-in or cash-out (CICO) to or from 
their mobile wallet (Daly, 2010). Common distribution providers are mobile money agents. They 
play an important role as they can help customers to open mobile money accounts where the 
customers can turn cash into e-money, and vice versa. Mobile money agents can often provide 
customers with a multitude of over-the-counter (OTC) mobile money services. Another 
possibility to withdraw money from mobile money accounts is through ATMs that have mobile 
money functionality (Mas and Morawczynski, 2009). When available, consumers can use mobile 
money point of sales (POS) terminals and pay with the e-money in their mobile wallet. 

3.2 Important Areas for the Mobile Remittance Market 
This subchapter provides insights into areas that have critical implications on the market for 
mobile remittances. The first two sections present the flows of remittances and migration, and 
the prices for sending remittances. These areas give a deeper understanding of the nature of the 
remittance market. The following two sections consist of introductions to the role of regulations 
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and interoperability in the market for mobile remittances. Both areas are critical when 
identifying key drivers for growth of the mobile remittance industry as each country has unique 
standards regarding interoperability and regulations. 

3.2.1 Remittance and migration flows 
Remittances and other overseas capital inflows to developing countries such as Foreign Direct 
Investments (FDI) and Official Development Assistance (ODA) have increased significantly 
over the past decades. A graph on the development of selected overseas capital inflows since 
1990 can be seen in Figure 3 below. The sum of remittances sent to developing countries has 
gone from being a smaller source of overseas capital than the ODA to being more than three 
times larger. Of the three mentioned overseas capital inflows, FDI is the by far the largest. 

 
Figure 3: Developing countries remittance inflows, ODA, and FDI in US$ billion (Year 1990-2013) (The World 

Bank, 2015e) 

According to The World Bank (2015b), the remittance-sending regions in descending order in 
US$ billion (2013) were: Europe & Central Asia (178.3), Middle East & North Africa (105.7), 
North America (59.4), East Asia & Pacific (36.8), South Asia (8.1), Latin America & Caribbean 
(6.3), and Sub-Saharan Africa (4.0). A graph illustrating the estimated amount (US$ billion) of 
remittances sent from these regions between 1990 and 2013 can be seen in Figure 4 below. 

 
Figure 4: Migrant remittance outflows in US$ billion (Year 1990-2013) (The World Bank, 2015b) 

According to The World Bank (2015a), the remittance-receiving regions in descending order in 
US$ billion (2013) were: Europe & Central Asia (166.0), East Asia & Pacific (126.5), South 
Asia (111.0), Latin America & Caribbean (61.4), Middle East & North Africa (50.9), Sub-
Saharan Africa (32.2), and North America (9.1). A graph illustrating the estimated amount (US$ 
billion) of remittances received in these regions between 1990 and 2014e can be seen in Figure 5 
below. 
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Figure 5: Migrant remittance inflows in US$ billion (Year 1990-2014e) (The World Bank, 2015a) 

A reason behind the increased flow of remittances is the increased stock of international 
migrants. Figure 6 shows how the amount of migrants has increased from 1990 to 2010, and 
Figure 7 shows how the migration flows were regionally distributed during this period. 

There are many factors that can affect the remittance flows and every country has its own unique 
environment, which is often non-transparent. This makes remittance flows complex to study, and 
the data available on migrant and remittance flows is often uncertain, since the data is based on 
estimations. 

3.2.2 International remittance prices 
The purpose of this section is to give a short introduction to remittance prices and factors with 
impact on remittance prices. The cost for international remittances can vary significantly 
depending on remittance service providers, country corridors, how the remittance is sent and the 
amount of money sent. To illustrate the possibility of costs being lowered by using mobile 
services for sending remittances, Figure 8 below shows the cost of sending remittances by 
mobile compared to the total global average cost for sending remittances1. As one can see there 

                                                 
1Average cost of sending US$200, excluding non-transparent remittance service providers and corridors from Russia 
since exchange rate was not provided. 
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Figure 6: Total international migrant stock – 
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is a significant difference between the total global average cost of sending remittances compared 
to the global average cost for sending mobile remittances. 

The dataset used in this chapter was received from the Remittance Prices Worldwide database 
provided by The World Bank (2015d). The remittance prices were collected between year Q1 
2011 and Q1 2015, and the database covered 32 remittance sending countries, 89 receiving 
countries and 226 country corridors in Q1 2015. The total remittance price was defined as the 
total cost of sending a remittance in percentage of the total amount sent. 

The remittance cost does not only differ depending on how the money is sent, but also where the 
money is sent, and this is presented in Figure 9 below. How much the remittance cost could 
differ can be exemplified by comparing two different remittance corridors in Q1 2015. The 
lowest average remittance cost between two countries in Q1 2015 was 1.86 percent (United Arab 
Emirates to Pakistan) compared to the highest, 21.00 percent (South Africa to Botswana). 

There are many reasons why the costs are high for sending remittances. According to Cirasino 
(2015), some reasons behind the high costs are that countries have underdeveloped financial 

 
Figure 8: Total global average cost of remitting US$200 versus mobile remittances (The World Bank, 2015d) 

 
Figure 9: Average remittance cost Q1 2015 by region compared to global average cost (The World Bank, 

2015d) 
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infrastructures, the competition between remittance service providers is limited, the transparency 
in pricing of different remittance services is scarce, there are regulatory barriers, and people are 
having limited access to bank accounts and lack official identification documents. 

3.2.3 Regulations 
Siegel and Fransen (2013) argue that the possibility to send mobile remittances often is limited 
because of financial regulations. There are no international laws regulating international 
remittance services, but there exist international recommendations and policies. One of the most 
important international recommendations is the Financial Action Task Force Recommendations 
(Financial Action Task Force, 2012), which includes 40 recommendations providing a set of 
counter-measures against money-laundering. The most important principles applicable to 
remittances can be found in the WB-BIS General Principles for International Remittance 
Services. It includes general principles to assist countries in improving the market for remittance 
services (Bank for International Settlements, 2007). As mentioned in the introduction of this 
subchapter, every country has its own standards and the actions taken to follow the FATF 
Recommendations and WB-BIS Principles can therefore vary among countries. This is an issue 
as countries, for example, might have different know-you-customer (KYC) requirements and 
procedures depending on the customer’s possibility to provide identification documents. In other 
words, received KYC data from a customer can be sufficient in one country, but insufficient in 
another. Providers of mobile remittance services have to be in compliance with the local 
regulations in all the countries within which they operate. Other regulatory issues, amongst 
many, are that some countries have regulations that do not permit non-banks to provide mobile 
money services, which require partnerships between non-banks and banks (Daly, 2010). 
Regulators play a critical role as they have the “authority to impose regulation and monitor and 
enforce compliance” (Jenkins, 2008, p.8). 

3.2.4 Interoperability 
The lack of interoperability has been argued to create barriers for the growth of mobile 
remittances by both academics and organisations, and examples are Siegel and Fransen (2013), 
The World Bank (2015c) and GSM Association (Dick and Camner, 2014). In InterMedia’s 
Financial Inclusion Insight (FII) program, sponsored by the Bill & Melinda Gates Foundation, 
people using mobile services in Kenya, Tanzania, and Uganda were surveyed (InterMedia, 
2013a, 2013c, 2014b) if they would like to see mobile money providers work together with one 
another to provide mobile money services. The result of the survey was that a majority of the 
users were positive to it (78.9% in Kenya2, 69.1% in Tanzania3, and 83.9% in Uganda4 answered 
“Yes”). This indicates that customers who use mobile services demand interoperability between 
different mobile money service providers. In a framework developed by the Consultative Group 
to Assist the Poor (2011a), there are three levels of interoperability. These three levels are 
platform-level, agent-level and customer-level interoperability. Platform-level interoperability 
means that the customer can send/receive mobile money from an account at one service provider 
platform to/from an account at another service provider platform. Agent-level interoperability 
means that a customer can cash-in or cash-out money at an agent independent of service 
provider. Customer-level interoperability means that the customer can access their account 
independent of mobile phone model and network. 

Since many different actors, such as regulators and companies, are involved in the mobile 
remittance industry, it is important to understand the fundamentals of interoperability and 
regulations. 
                                                 
2 FII Survey of Kenya, conducted September-October 2013; sample size=[3,000] 
3 FII Survey of Tanzania, conducted September 2013-March 2014; sample size=[3,000] 
4 FII Survey of Uganda, conducted September-December 2013; sample size=[3,000] 
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4 METHOD 

This chapter describes the working process, and the method design that is intended to give 
access to empirical data, help reaching the goals of the study and fulfil the purpose of the thesis. 

The first subchapter presents the research design, and in the following sections the research 
questions and the methods used for addressing them will be discussed in chronological order. 
The methods used in this research are both qualitative and quantitative through the conduction of 
interviews, the distribution of an online questionnaire, and the development and application of an 
evaluation framework. In the subsequent subchapters each method is defined and described. In 
addition to this, the chapter concludes with discussions around reliability and validity of the 
chosen methods, and the generalizability of the research. 

4.1 Designing the Research Process 
Since the purpose of this research was to identify key drivers for mobile remittances, and based 
on the most important key drivers evaluate countries’ suitability for mobile remittances, the 
research was designed to represent an inductive approach. This means that theory is developed 
from observation of empirical reality, and particular instances lead to general inferences (Collis 
and Hussey, 2014). In addition to using an inductive approach, the research was of iterative 
nature. Essential parts, such as the problem description and the research questions, which were 
used to focus the scope of the study, were continuously revised during the research process.  

In the beginning of the research process, initial meetings with the two supervisors and 
unstructured interviews with employees at Ericsson were conducted. This provided a deeper 
understanding of the area to be studied, a clearer formulation of the problem and research 
questions, and an indication on what kind of research to look for when conducting the literature 
review. The information obtained from the continuously ongoing literature review was used as 
foundation for semi-structured interviews with researchers and industry experts. Based on the 
literature review and the semi-structured interviews, empirical data was to be collected through a 
questionnaire. As a complement to the questionnaire distribution, a short pre-study was 
conducted before distributing the questionnaire to a large sample. After the questionnaire 
distribution, an evaluation framework was developed and applied on two countries. 

The writing process was continuously progressing in conjunction with the ongoing literature 
review, the collection of empirical data and the analysis of the collected data. The research 
design is illustrated in Figure 10 below, and the different components are thoroughly described 
in the following subchapters. First, the methods for addressing the three sub-questions and the 
following analysis are explained briefly. Second, the different choices of methods and their 
advantages and disadvantages are discussed more thoroughly. 
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Figure 10: Design of the research process 

4.2 Methods Used for Answering Research Questions 
In the following sections the methods used for addressing the three sub-questions and the main 
research question will be explained briefly. More thorough descriptions of the methods used in 
this study are given in subchapters 4.3-4.7. 

4.2.1 Methods used for research question 1 
The first sub-question “What are the key drivers for mobile remittances?” was addressed 
qualitatively through the combination of a literature review and semi-structured interviews. 

The literature review had two purposes: The first purpose was to find already defined key drivers 
through conducting a thorough review of, for example, relevant reports and peer-reviewed 
articles covering mobile money services, including mobile remittances and other areas that are 
relevant for the scope of this research. The literature review was described in subchapter 2.1. 
Together with the inital unstructured interviews, the second purpose of the literature review was 
to get an overview of the previous research and current knowledge of the mobile remittance field 
and to be able to develop relevant interview questions to be used in the semi-structured 
interviews. Secondary data from organisations continuously publishing comprehensive reports 
on relevant areas, such as the mobile money market, migration and remittances, were also used 
to identify key drivers. Examples of organisations providing this type of data are The World 
Bank, InterMedia, and the GSM Association (GSMA).  

The semi-structured interviews were conducted with researchers and industry experts from 
different organisations working with migration and mobile money services, and industry 
professionals from a company that offers mobile money services. The purpose was to get a 
deeper understanding of the characteristics of the market environment for mobile remittances, 
mobile remittance services provided, and examples of key drivers for mobile remittances. The 
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experts and professionals that were interviewed represented The World Bank, International 
Organization for Migration (IOM), Bill & Melinda Gates Foundation and Ericsson M-
Commerce. 

The sources used to identify the drivers did not all state the identified factors as direct drivers for 
mobile remittances, but the factors’ meanings and implications made them interpretable as 
potential drivers for mobile remittances. For example, some sources discussed factors that have a 
positive impact on the uptake or development of mobile payments, and since there are many 
linkages between mobile payments in general and mobile remittances it is probable that this 
factor could be a key driver for mobile remittances as well. Another way of identifying key 
drivers from different sources was to “convert” factors that constitute barriers for mobile 
financial services in general to factors having the role of being drivers, since overcoming barriers 
can bring the market forward. These assumptions, of key drivers being applicable on related 
areas, and that barriers can be converted to drivers, are two reasons for why the rating, which is 
covered in the next section, was needed. 

The PESTLE framework that was presented in subchapter 2.2 was used as a structure for the 
interviews and as categorization themes of the identified key drivers. The outcome of answering 
the first question was a “gross list” of key drivers for mobile remittances, segmented according 
to the most appropriate PESTLE dimension. These drivers were to be rated according to 
importance when the second question was addressed. 

4.2.2 Methods used for research question 2 
The second sub-question “How do researchers and professionals in the mobile money and 
remittance industry rate the key drivers according to the importance for market growth?” was 
addressed through a quantitative method using an online questionnaire. The purpose of this 
question was to use the ratings from the questionnaire as a base for a ranking of the key drivers. 

The questionnaire was based on the key drivers that were identified and categorized according to 
the PESTLE framework when the first research question was answered. To shorten the 
questionnaire and make it more relevant for the subject of research a pre-study was conducted, 
where industry experts and professionals tested the questionnaire and gave their views on the 
design and content. The questionnaire included two parts, where the first part consisted of some 
general questions regarding what kinds of organisations or companies that the respondents 
represented, and their views on the remittance market. The second part, which also constituted 
the major part of the questionnaire, comprised the rating of the identified key drivers’ importance 
for scale and development of the mobile remittance market. It was stated in the questionnaire 
that all key drivers were intended to be measured on a country level basis, since they were to be 
used for comparing how suitable different countries are for mobile remittance services. The 
reason for specifying “scale and development”, and not only write “growth”, was that the 
researchers wanted the respondents to consider both the total number of users and innovation 
when evaluating the importance of each key driver. 

The respondents were mainly management representatives from mobile network operators, and 
thereafter industry experts and researchers active in fields relevant to the topic of this research. 
Several of the mobile network operators that were represented among the respondents had the 
roles of being providers of remittance services and mobile wallets. In the beginning of the 
research process, the aim was to distribute the questionnaire to a broader range of actors 
operating in the mobile money and remittance industry, such as post operators and financial 
institutions, but lack of time and access to contact details to representatives from these kinds of 
companies limited the number of target groups. The rating of the key drivers provided a basis for 
a framework that was developed to answer the third research question. 
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4.2.3 Methods used for research question 3 
The third sub-question “How can the most important key drivers be used to assess a country’s 
suitability for mobile remittances?” was addressed qualitatively by developing an evaluation 
framework based on the key drivers that were rated to be of highest importance. 

The results from research question 2, where the identified key drivers for mobile remittances 
were rated according to importance for driving the growth of the market for mobile remittances, 
were used as basis for addressing the third research question. When the most critical key drivers 
had been identified and categorized, it was possible to create a framework for what 
characteristics a market should have to provide an environment that is suitable for mobile 
remittance services. 

In order to test the applicability of the framework that was developed, it was applied on two 
countries: Nigeria and Pakistan. From this, it was possible to see how well the framework would 
work for the purpose of evaluating how suitable countries are for mobile remittance services. 
Applying the framework on two different countries also contributed to the understanding of how 
the market environment for mobile remittances may differ for countries with different 
preconditions, which contributed to answering the third research question. 

4.2.4 Methods used for main research question 
Answering the three sub-questions creates the foundation for answering the main research 
question that addresses the purpose of this research: “How can key drivers for mobile 
remittances be identified and used to find countries with a suitable market environment for 
mobile remittance services?” 
By identifying the key drivers for mobile remittances, rating and ranking the key drivers, and 
developing and testing a framework designed to assess the market environment for mobile 
remittances it is possible to answer the main research question. 
Up to now, the methods used for answering the research questions have been described only 
briefly. The following subchapters will discuss the methods used in this research more 
thoroughly. 

4.3 Literature Review 
This subchapter presents the literature review’s role in the research process. 

A comprehensive literature review has been conducted, primarily focused on the main research 
area which is mobile remittances, but also on two related areas; remittances in general and 
mobile money. The purpose of the literature review was to identify research conducted within 
areas relevant for mobile remittances and through this be able to get a good overview of the 
existing knowledge. The literature review contributed to several parts of the research: 
identification of knowledge gap, inspiration for research design, mapping of relevant information 
used for empirical data collection, and interpretation of research results, which enabled 
conclusions to be drawn. At first, the literature review was characterized by a wide search 
approach, but it was narrowed down during the process of identifying relevant research areas. 
Journals, books and other published works were critically evaluated and collected using a 
thematic approach, in line with Collis and Hussey’s (2014) recommendations of literature 
analysis. By using relevant key words, which are defined below, the data was sorted into 
different groups and the literature review could be kept structured. 

The main source for finding literature was KTHB Primo, a search engine including an index of 
KTH Royal Institute of Technology’s library catalogue and multiple external databases. Google 
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Scholar has also been used to search for journal articles, but not to the same extent due to the 
limited search filter functions. 

In the field of mobile money, there are a number of different organisations working with, for 
example, research, data collection, data distribution, and advisory to governments and migrants. 
These organisations publish many relevant reports containing information that is useful for the 
scope of this thesis and the reports have therefore contributed to the identification of key drivers 
for mobile remittances. However, these organisations may be influenced by companies and 
governments, and this could result in biased information being published. The researchers have 
taken this into consideration, and to limit the risk of using information that is biased many of the 
findings have been searched for and validated in other literature. 

The following keywords were used when searching for relevant literature: “mobile remittances”, 
“key drivers for mobile remittances”, “mobile wallet”, “mobile money”, “mobile money 
adoption”, “mobile money transfer”, “mobile money interoperability”, “mobile money for 
unbanked”, “mobile money regulations”, “mobile money barriers”, “mobile financial 
services”, “mobile banking”, “mobile payments”, “m-pesa”, “remittances”, “remittance 
determinants”, “remittances financial inclusion”, and “remittance channels”. 

4.4 Interviews 
This subchapter presents the interviews’ role in the research process.  

Interviews constituted one of the primary sources for data collection. In two rounds, interviews 
were conducted throughout the research process, and the choice of participants, timing and 
structure of the interviews contributed to fulfilling different purposes.  

The majority of the interviews were semi-structured and contained many open questions. There 
are several aspects that indicate that this structure was an appropriate choice for fulfilling the 
purpose of the interviews. These aspects are presented in Table 2 below. When semi-structured 
interviews are conducted the researchers have prepared some questions in advance while other 
questions are developed during the course of the interview. Through this approach the questions 
are flexible and the interviewee is encouraged to talk about the main topics of interest (Collis and 
Hussey, 2014). During the interviews several comparative questions were used, and as stated by 
Collis and Hussey (2014) this is useful when exploring needs and values, and as in this case, 
when comparing the importance of different PESTLE dimensions and associated key drivers. To 
validate data, link answers, and avoid ambiguity, many of the interviews had summary questions 
in the end of the interview or in the end of different parts of the interview, as recommended by 
Collis and Hussey. 

Table 2: Aspects that indicate when semi-structured interviews and open questions are appropriate  
(Collis and Hussey, 2014) 

Aspects 
 The purpose of the interview is to get insights and develop an understanding of the respondent’s “world” 
 Broad information is gathered and broader thinking is encouraged 
 Seeking to understand the personal constructs (sets of concepts or ideas) that the interviewee use as basis for his 

or her opinions and beliefs 
 The logic of a situation is not completely clear 

The first round of interviews was held face-to-face with representatives from Ericsson M-
Commerce, including the two supervisors, and an unstructured approach was used to get a better 
understanding of the mobile technologies and related business models. From these interviews the 
problem could be understood and formulated, and initial research questions were developed. A 
list of the interviewees can be seen in Table 3 below. 
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Table 3: Interviewees in the first round of interviews 

Organization Specialization 
Ericsson M-Commerce/Sales and Business 
Ericsson M-Commerce/Marketing 
Ericsson M-Commerce/Product Manager 
Ericsson M-Commerce/Development Manager 
Ericsson M-Commerce/Technical Solutions 

In the second round of interviews the purpose was to collect qualitative data that would both 
provide a deeper understanding within different areas relevant for this thesis, and qualitative data 
that could serve as a base for the questionnaire that was to be developed. Researchers and 
industry experts from different organizations were found and contacted via email and contact 
forms. The interviewees were found through published works and websites relevant for the scope 
of this thesis. The interviews were semi-structured and the PESTLE framework was used as a 
discussion guide together with some general questions regarding mobile solutions and mobile 
remittances. The interview guide for the second round of interviews can be found in Appendix 
A. Table 4 below presents the interviewees from this interview round. All interviews, except the 
interview with the representative from Ericsson Consumer Lab, were conducted via 
teleconferencing systems. 

Table 4: Interviewees in the second round of interviews 

Organization Specialization 
Ericsson Consumer Lab/Consumer Insight 

World Bank Group Finance and Markets/Payment Systems and Remittances 
Bill & Melinda Gates 

Foundation 
Global Development Program/ Financial Services for the Poor 

International Organization for 
Migration (IOM) 

Migration Management/Labour Migration and Human Development 

Ericsson M-Commerce/Compliance and Risk Control 

In addition to these interviews the researchers held a workshop with a senior statistician at 
Ericsson Consumer Lab, where the purpose, questions and structure of the questionnaire were 
discussed. This led to a clearer focus of the questionnaire, and the senior statistician provided 
several guidelines on how to design a questionnaire appropriately. 

All interviews were approximately 60 minutes long, and both researchers participated in the 
interviews. In the second round all interviews were recorded after receiving permission from the 
interviewees. During the interviews, one researcher took key notes while the other researcher 
was responsible for keeping the structure and flow of the interview. The interviews in the first 
round were not recorded, but one researcher took extensive notes. Depending on the 
interviewee’s preference the languages used during the interview was Swedish or English, and 
conducted either face-to-face or via teleconferencing systems. In the first interview round the 
interviews were held face-to-face in Ericsson’s office in Kista, but in the second round most of 
the interviewees were in another location and the interviews were therefore conducted via 
teleconferencing systems. 

4.4.1 Methods used for analysis of the interviews 
By analysing the key notes and transcriptions of the interviews it was possible to identify areas 
and key drivers that were mentioned frequently, which indicated potentially critical areas that 
were to be analysed further. 

To gain a greater understanding of the topics discussed during the interviews several different 
probes were used, which are defined as questions the researchers ask in response to what the 
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interviewee say. By using probes in unstructured or semi-structured interviews the data analysis 
stage begins (Collis and Hussey, 2014). Table 5 presents examples of probes that were used 
during the interviews. The probes were derived from the example probes given by Collis and 
Hussey (2014). 

Table 5: Examples of probes used during the interviews, derived from Collis and Hussey (2014) 

Type of probe Probe 
Clarity Do you have any examples of this? 

Can you explain what you mean? 
Relevance Do you see how this relates to the topic discussed? 

Do you think these factors influence each other? How? 
Depth Do you have any examples of that? 

Can you give a more detailed explanation? 
Dimension Do you think that is a common opinion? 

Can this statement be seen from different angles? 
Significance How important is this issue/factor? 

What issue/factor is the most/least important? 
Comparison In what ways do different actors’ opinions differ? 

Can you give any examples of similar situations? 
Bias Does your background/occupation affect your opinion? 

Would anything change your opinion? 

4.5 Pre-study Feedback Sessions 
As part of the pre-study of the questionnaire that was developed from the identified key drivers, 
the researchers held feedback sessions with a selected group of participants. The purpose was to 
discuss the questionnaire content and design while the participants tested the longer version of 
the questionnaire. Table 6 below presents the people that participated in the feedback sessions. 

Table 6: Participants in the feedback sessions 

Organization Specialization 
Ericsson M-Commerce/Development Manager 

International Organization for 
Migration (IOM) 

Migration Management/Labour Migration and Human Development 

GSM Association (GSMA) Mobile Money for the Unbanked/Market Intelligence 
Ericsson M-Commerce/Marketing 
Ericsson M-Commerce/Product Manager 

The pre-study did not have the purpose of being a smaller version of the large-scale 
questionnaire distribution, but to get suggestions of improvement from respondents that are 
professionals within areas of interest for this study. The feedback sessions were semi-structured 
and followed the structure of the pre-study questionnaire, which was designed after the “gross-
list” of key drivers presented in Appendix B. The participant filled in or read through the 
questionnaire during the feedback session and discussed what improvements to make. One of the 
participants, the representative from IOM, provided feedback on the questionnaire in writing. 
The other feedback sessions were conducted face-to-face or via teleconferencing systems. 

In the last step of the pre-study, the questionnaire was revised before distribution. 

4.6 Questionnaire 
This subchapter presents the questionnaire’s role in the research process. The online survey 
platform Qualtrics was used for creating the questionnaire and collecting the results. 
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The distribution of an online questionnaire was a primary tool for data collection, and it 
represented a quantitative method that complemented the qualitative methods included in the 
study. The questionnaire was designed after a comprehensive literature review together with the 
second round of interviews. After the feedback sessions in the pre-study, the questionnaire was 
revised and distributed to a large sample of respondents, who represented mainly mobile network 
operators, and research and advisory organisations operating in the mobile money and mobile 
remittance fields. The purpose of the questionnaire was to investigate these actors’ perception of 
the importance of the identified key drivers for driving the mobile remittance market forward. 
The questionnaire can be found in Appendix C. Ericsson was not represented among the 
companies that received invitations to fill out the questionnaire, since it may be more likely that 
representatives from the commissioning body of the research are willing to participate, and this 
could have led to skewed or biased results. 

In the first part of the questionnaire the respondent was asked to answer some general questions 
regarding what kind of organisation the respondent represented, and what view the respondent 
has on the mobile remittance market. These introductory general questions served as a filter for 
further analysis where comparisons between different types of respondents could be conducted. 

The main part of the questionnaire consisted of the key drivers that were identified during the 
literature review and the second round of interviews. A couple of key drivers were added during 
the feedback sessions in the pre-study. The key drivers were categorized according to the 
PESTLE framework’s six dimensions (political, economic, social, technological, legal, and 
environmental). Through the use of a five level Likert scale, the respondents rated the key 
drivers’ importance on a scale from 1, “Very unimportant”, to 5, “Very important”. 

For all questions, both the introductory general questions and the rating of key drivers, the 
respondent had the alternative “Decline to answer”. The reason for including this alternative is to 
avoid that the respondent gives a random answer if he or she does not want to answer that 
question or does not have any idea of what to answer. The reason for choosing the alternative 
“Decline to answer” and not, for example, “I don’t know” is that the questionnaire has the 
purpose of measuring the respondent’s perceptions about the mobile remittance market, and it is 
not expected that the respondent actually knows the rates of the key drivers. If the alternative “I 
don’t know” had been used, it could have resulted in more respondents choosing that alternative 
if it is interpreted that the respondent is expected to know the importance of a key driver with 
certainty. 

The contact details to the selected sample of people that the questionnaire was sent to were 
received from different sources: Internet through websites, published reports and journals within 
the fields of mobile money and mobile remittances, and Ericsson. Table 7 presents the number of 
persons that received the invitation email. The email presented the background and purpose of 
the research, and provided a link to access the online questionnaire. Since the researchers aimed 
to get as many answers as possible, the recipients of the email were informed that they could 
forward the email to a colleague with insight in the mobile money and remittance fields if they 
did not have the possibility to fill out the questionnaire themselves. Therefore, the total number 
of persons that received the link to access the questionnaire is not known exactly, and this 
implies that the response rates presented in Table 7 are somewhat uncertain as well. In order to 
increase the number of responses, a reminder was sent six days before the questionnaire was 
closed. The questionnaire was accessible for 14 days in total. 
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Table 7: Questionnaire recipients and responses 

Actor 
Initial sample 

size  
(#) 

No. of 
autoreplies* 

(#) 

Actual sample 
size  
(#) 

No. of 
responses  

(#) 

Response rate 
(%) 

MNO employees 281 89 192 10 5.21% 
Industry experts and 

researchers 90 13 77 16 20.78% 

Total 371 102 269 27** 10.04% 
* Consisting of automatic replies regarding undeliverable emails, retirements and people on leave 
** One respondent did not answer what kind of company or organisation he/she represented 

The questionnaire did not have the purpose of collecting data from a sample in order to 
statistically analyse the data and generalize the results to a population. There was no precisely 
defined body of people to consider for statistical purposes. Instead, the researchers contacted 
people with insight in the mobile money and mobile remittance fields, without exactly defining 
the population and calculating the number of people in the population. It was therefore hard to 
determine how large share of the population that was represented in the sample. However, when 
research involves an inductive process, where the aim is to provide understanding and gain 
insights from the sample rather than generalizing the results to the whole population, it is not 
crucial to select a sufficiently large and unbiased sample (Collis & Hussey, 2014). 

4.6.1 Methods used for analysis of the questionnaire 
The main method used for analysing the questionnaire was to calculate the mean values for the 
key drivers and PESTLE dimensions that the respondents had rated according to importance. 
Using a Likert scale from 1 to 5 results in an average of 3, and this midpoint was used as a first 
indication of factors that were either below average, and therefore rated not as important, or 
above average, and thus of higher importance. 

The introductory general questions were used as a filter to analyse different types of 
respondents’ perceptions of what is driving the mobile remittance market forward. Through 
being able to analyse the scores of different respondents it was possible to develop conclusions 
that are respondent specific. By this, an analysis that compared the different respondents’ 
answers could be conducted. 

By calculating the standard deviation for the respondents’ rating of the key drivers and PESTLE 
dimensions, it could be analysed whether the different respondents rated the factors unanimously 
or not. High standard deviations indicated that the respondents had different perceptions about a 
factor’s importance, which gave rise to further analysis. In turn, low standard deviation indicated 
that the different respondents had similar views concerning the importance of a specific factor. 

The mean values of the rated key drivers were used to rank the drivers and identify the ones that 
were rated to be of highest importance. Of the, in total, 48 key drivers, the twenty most important 
drivers were chosen to be analysed further. The reason for choosing twenty key drivers out of 48 
to include in the framework was to make the framework manageable and not too extensive. 
When these top twenty key drivers were identified, they were analysed and grouped into four 
different environments that are more applicable than the PESTLE dimensions when interpreting 
the findings. From this grouping, the understanding of the characteristics of the key drivers could 
be increased. The four environments used in this research were: Institutional, Business, User and 
Service/Product. Table 8 presents a short description of each environment. All environments 
except Service/Product were inspired by Bilodeau, Hoffman and Nikkelen’s (2011) report “The 
Mobile Financial Services Development Report 2011”. In this report, the aspects of mobile 
financial services development are grouped into the three categories “The institutional 
environment”, “The market environment”, and “The end-user environment”. From this grouping, 
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the applicability of the top twenty key drivers was increased, and this contributed to the 
development of the evaluation framework presented in the next subchapter. 

Table 8: Key driver environments, inspired by Bilodeau, Hoffman and Nikkelen (2011) 

Environment Description 

Institutional 
Key drivers supporting the development of mobile remittance services through 

areas such as regulatory environment (e.g. financial and company regulations) and 
consumer protection (e.g. regulations and enforcement) 

Business 

Key drivers related to private sector players’ market competitiveness (e.g. financial 
institutions, telecom and innovation), and presence of market catalysts for the 

development of mobile remittance services (e.g. government leadership, and data 
collection and monitoring) 

User 
Key drivers related to distribution (e.g. infrastructure and agent network), customer 

access and adoption of mobile remittance services (e.g. mobile penetration, 
financial literacy and empowerment) 

Service/Product Key drivers related to the mobile remittance service or product provided to the 
customer (e.g. desired characteristics and functions) 

4.7 Developing and Testing the Evaluation Framework 
The framework that was developed for the purpose of evaluating how suitable a country’s 
market environment is for mobile remittances was based on the most critical key drivers with 
available data, that also were applicable on a country level. This means that from the top twenty 
key drivers that were rated to be of highest importance, nine of them could be applied on the two 
countries that were chosen to be evaluated. The two countries, Nigeria and Pakistan, were chosen 
for two reasons: both countries were covered in recent nationally representative surveys 
conducted by the Financial Inclusion Insights Research Program, and Ericsson M-Commerce, 
the commissioning body of this thesis, provided contact details to two managers in Nigeria and 
Pakistan who could review the collected data. 

Table 24 in the results and analysis chapter presents the framework that was used in this 
evaluation, consisting of the nine key drivers and the metrics used for evaluation. The specific 
metric to use for measuring a key driver depended on how much, and what kind of information 
that was available for the country of analysis. For example, agent density could be measured in 
either number of agents per 100,000 people, or number of agents per square kilometre. In this 
country evaluation it was possible to use the same metrics for the two countries of analysis. The 
only exception was one driver where there was no data available for one of the two countries. 
The majority of the sources from which the information was collected provided data on several 
countries, and the countries of analysis were among these. This made it possible to collect data 
that was based on the same metrics, which increased the possibility of comparing the two 
countries. 

The remaining key drivers from the twenty highest ranked key drivers were determined not to be 
applicable for forming the evaluation framework in this case. The reasons were lack of data and 
that several of the key drivers were service or product specific, and therefore not applicable for 
evaluating a country’s market environment. Because of this, several of the key drivers from the 
Service/Product environment could not be included in the evaluation framework in this research. 
Since the data available for different countries are varying, other key drivers than those used to 
develop this framework in this particular case may be applicable when other countries are 
assessed. This makes the developed framework dynamic in the sense that, what key drivers it 
contains depends on the choice of country to be evaluated. The main part of the analysis 
consisted of how well the two countries fulfilled the metrics on the measured key drivers, and the 
result was more of a comparison between the two countries’ market environments than a general 
evaluation if their market environments were supporting the deployment of mobile remittance 
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services. This approach (the comparison) helped fulfilling the purpose of developing a 
framework that can be used for country prioritization. 

There are some similarities between the methods used for developing and testing the framework, 
and the methodology Collis and Hussey (2014) refer to as “case study”. By developing a 
framework, this research aimed to describe how the key drivers that were rated to be of highest 
importance can be used for evaluating a country’s market environment for mobile remittance 
services. This method was therefore similar to an “illustrative case study”, where the objective is 
to illustrate new practices. The testing of the framework had similarities to “experimental case 
studies”, where researchers examine the implementation of new procedures and techniques. 
Since the research developed a method not applied within this research field before, applying the 
framework at two different countries was an experimental approach to test this method. 

4.8 Reliability and Validity of Data Collection Methods 
The following sections present to what extent the chosen research methods collect data that is of 
high credibility. Throughout the research process different types of data collection have been 
used. One reason for choosing a combination of qualitative and quantitative approaches is that it 
makes it possible to triangulate the data and methods, and to reduce different types of biases. 
However, two limitations of triangulation are that data collection and analysis could be more 
time consuming and it is more difficult to replicate the research (Collis and Hussey, 2014). 

There was a limitation on how many interviews that could be conducted, and how much time 
that could be spent on literature review, questionnaire design and finding respondents. This 
might have lowered the reliability and the validity of the results and conclusions that were 
developed during this research. 

4.8.1 Reliability 
Reliability refers to how accurate and precise the measurement is, and the reliability of the 
research result is high if a repeat study produces the same result (Collis and Hussey, 2014). 

The reliability, in terms of repeatability, of the literature review performed in this research 
should be quite high, since the secondary sources that were used to find relevant information and 
data are presented in connection to the topic of discussion. This increases the possibility of 
developing the same findings if the same research is performed. However, another researcher 
and reader of the published works could interpret the texts differently, which could change the 
results and thus lower the reliability. 

When discussing the repeatability of the research, interviews that are semi-structured or 
unstructured tend to lower the reliability of the results. All questions and follow-up questions are 
not the same for different interviews, and the report does not present all topics that were 
discussed during the interviews. To increase the repeatability of the semi-structured interviews 
conducted in the second interview round in this research, the interview guide with the main 
topics of discussion is presented in Appendix A. Two other disadvantages with semi-structured 
interviews are that it may be hard to keep note of the questions and answers, and also difficult to 
analyse the data afterwards (Collis and Hussey, 2014). The researchers have tried to minimize 
these problems by recording the interviews and analysing them carefully. The reliability was 
increased by the use of probes during the interviews, since it ensures that maximum information 
is gained. The accuracy and precision of the measurement is increased since the use of follow-up 
questions leads to a possibility of gaining a greater understanding (Collis and Hussey, 2014). 

By including the content of the questionnaire in this report, found in Appendix C, the 
repeatability of this data collection step in the research process is high. However, since the 
questionnaire respondents were guaranteed anonymity, the repeatability is lowered by the fact 
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that the names of the respondents and their contact information are not presented in this report. A 
response rate of only ten percent is also a factor that might have negative impact on the 
reliability of the results. If the study is replicated, it may not be the same persons who participate 
in the interviews and respond to the questionnaire, which could lead to other results being 
obtained. 

The reliability of the choice of content and the testing of the evaluation framework is lowered by 
the varying supply of data for different countries. New studies are performed continuously, 
which may affect which key drivers that are chosen to be used for evaluation. The data used in 
this research may be outdated when future research is performed, resulting in a need for other 
data. To increase the reliability of the results from the application of the evaluation framework, 
two managers at Ericsson reviewed the data briefly. The managers worked with Technical Sales 
in Pakistan, and with Growth & Activation in Nigeria. 

4.8.2 Validity 
If a test measures what the researcher intends to measure, and the phenomena under study is 
reflected in the results, the validity of the research is high (Collis and Hussey, 2014). 

By critically studying reviewed journals and reports published by prominent research 
organisations and associations, the validity of the literature review is high. However, as 
discussed before, there is a risk that associations are influenced by companies and governments, 
and information published in reports may therefore be biased. In addition, the fact that there are 
no universally agreed definitions on different mobile financial services, the validity might be 
lowered if the information that was collected didn’t contain information on the area that the 
researchers aimed to study. To increase the validity, the researchers have carefully read 
additional reports and also followed up sources that authors of the studied reports have referred 
to, to make sure that the findings represent what the researchers wanted to measure. 

The validity of the interviews that were performed during the research may have been decreased 
by cases were the interviewee not interpreted the intended meaning of a question. This could 
lead to answers to questions that not provided the data the researchers were looking for. The 
continuous use of probes increased the validity, since using probes is a way to ensure that the 
information given in the interview actually was an answer to the intended question. 

Also when questionnaires are used, and the respondent does not have the opportunity to ask 
questions, there is a risk that the respondent interprets a question in another way than intended. 
Answers to questions could then provide results that do not reflect the studied phenomena. In 
order to prevent this from happening, the researchers included explanations of key drivers that 
could be ambiguous or difficult to understand. The pre-study of the questionnaire helped the 
researchers to identify such key drivers that needed clarifying explanations. To make sure that 
the results of a study are valid, it is important to choose an adequate sample size. But as 
discussed in subchapter 4.6, this study did not aim to generalize the findings from the sample to 
the population, and it is therefore not as crucial to select a sufficiently large sample. The low 
response rate may have had a negative impact on the validity of the results, since it is less sure 
that the collected data represent a true picture of the concept that the researchers tried to 
measure. 

To make sure that the responses to the questions asked during the interviews and in the 
questionnaire are not only reliable, but that the validity of the results is high as well, Collis and 
Hussey (2014) state that it is of high importance that the questions correspond to the information 
the respondents received regarding the purpose of the study. The researchers included both the 
background and purpose of this research in invitation emails, interview guides and in the 
beginning of the questionnaire to increase the validity of the results. 
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Two factors may have lowered the validity of the results obtained from the development and 
testing of the evaluation framework. The first factor resulted from lack of data, and that some of 
the key drivers were measured by metrics that were only close to the exact definition of the key 
drivers. Second, errors in the data that was used to evaluate the two countries may have affected 
the validity negatively. When possible, the researchers validated the data by using several 
sources to provide the requested data. 

4.9 Generalizability of the Research 
As discussed throughout this chapter, the research did not have the aim to select a sample to 
study, and then generalize the findings on the population from where the sample was drawn. The 
aim was to gain deeper insights in the mobile remittance market by finding factors that drive the 
market for mobile remittances forward. By identifying key drivers and ask respondents from 
different types of organisations and companies to rate the key drivers according to importance, 
different areas were indicated as particularly critical. However, it was not possible to generalize 
the results in order to state that they presented the perceptions of a whole population and that all 
actors involved in the field of mobile remittances and adjacent fields perceive the same factors to 
be of most importance. 

Collis and Hussey (2014) present a view of another type of generalization, which implies that 
using statistics to generalize from a sample to a population is not the only way of generalizing 
the results. In interpretive studies, where research aims to investigate social reality and provide 
an interpretive understanding, it may be possible to generalize the findings from one setting to a 
similar setting. Generalizing from few cases is possible if the analysis has captured the 
characteristics and interactions of the phenomena that are studied. Based on this view, the 
findings that were gained during this research can be applied on similar environments and 
provide insights into the characteristics of the areas that are studied. It may therefore be possible 
to generalize some of the findings to areas that are adjacent to mobile remittances, such as 
mobile payments and mobile banking. Also the methodology that was applied may be applicable 
in other settings as well. The identification and rating of key drivers to find the factors that are 
driving a market forward could be tested on other markets than the one studied in this research. 

Since the framework was tested and evaluated for two countries only, the generalizability was 
increased by letting the framework be dynamic. It would not be of high reliability or validity to 
leave a static framework, and since it is dynamic, it is possible to adjust its content depending on 
the country of analysis. 
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5 RESULTS AND ANALYSIS 

This chapter presents the results that were obtained with the methods used in this research: 
interview rounds, the distribution of a questionnaire, and the development and application of an 
evaluation framework. The analysis of the results is presented throughout the chapter. 

The four methods used for obtaining results were different types of interviews, a questionnaire, 
and the development and application of an evaluation framework. From these methods both 
qualitative and quantitative data were collected, and this chapter presents the results in an order 
that follows the research process. First, the results from the second round of interviews are 
presented, followed by the results from the pre-study of the questionnaire, the distribution of the 
questionnaire, and finally the developed framework and the results from the application of it. 
The obtained results were analysed, and several of the analyses are presented together with the 
results throughout this chapter. The chapter concludes with a summary of the results and 
analysis, and the Discussion chapter contains further discussions around the research results. 

Since the first round of interviews had the purpose of creating a base for problem formulation 
and the development of research questions, the findings from these interviews are not presented 
in this chapter. 

5.1 Results from the Second Round of Interviews 
This subchapter presents the results from the second round of interviews, where the purpose was 
to collect qualitative data that provided deeper understanding within relevant areas, and data that 
could be used to define key drivers and base the questionnaire on. 

The answers to the interview questions are compiled and summarized in Table 9 below: 

Table 9: Questions and summarized answers from the second round of interviews 

Second interview round: questions and summarized answers 
Do you think that mobile technology is the future channel for international remittances? 
 There will be a replacement to cash since it is too costly and risky. 
 Yes, but there will not be one single large mobile wallet that covers all countries. Several systems offered will 

increase competition and reduce costs. 
 Already banked customers may still be using internet, but maybe shift to mobile solutions if the services are 

cheap and easy. 
Only a few percent of remittances are sent using mobile technology. Why do you think the use of mobile money 
technologies remains limited? What are the barriers? 
 The service will not take off if there is no robust trustworthy infrastructure on the receive side. 
 Both ends on the transfer need distribution infrastructure. 
 Lack of mobile money account penetration hinders mobile international remittances. 
 Examples of obstacles for remittances: regulation, trust and consumer confidence, cultural barriers (e.g. “you 

have money if you touch the money”), consumer education, a gap between financial regulators and mobile 
network operators which creates confusion, education of telecommunications companies (since selling and 
offering financial services is not as “simple” as offering technology). 

 The compliance barrier is probably the largest. 
 The technology is not the issue. One reason for the low use could be that many products do not interconnect 

with other products; they are so called “closed loops”. There is a lack of willingness of major players to open 
their network to smaller players. 

 Mobile solutions may not work everywhere, and in some countries other services would be more successful. 
Instead of investing in a specific solution/technology, we should build an environment where any solution is 
suitable to the specific market, culture, dynamics and geography. This could be more successful. 

PESTLE: Political factors 
 Corruption is a large challenge for most developing countries. Digitalization would lead to more transparency. 
 Sharing data internationally is needed for mobile remittances. Governments want control of money coming 
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into the country and might not promote mobile remittances. 
 Governments should have a proactive policy when it comes to encouraging the use of cashless payments in 

general. For example, government payments can be leveraged to encourage the use of certain products. 
 Money transfer players extract high rents since people do not have alternatives. Governments should start 

putting pressure on money transfer players to lower rates, and build public utilities of payments. 
 Governments should built utility like infrastructure or regulate some of the international remittances as 

utilities, to give people the option to transfer through cheaper channels. 
PESTLE: Economic factors 
 Supply and demand is there. The economic factor is cost, and the value of mobile network transactions is to 

lower the cost. 
 Mobile network operators and mobile wallet companies are driving factors pushing for the product, while 

banks are more like an “obstacle” to the development and success of mobile money. 
 Some countries (e.g. extremely poor countries) may not have the mobile account penetration or banking 

penetration on the receiving end to accommodate mobile remittances. On the other hand, wealthy countries or 
countries with high banking penetration might not have incentives to switch to mobile solutions. 

 Partnerships between regulators and mobile money providers could create awareness within the country. 
PESTLE: Social factors 
 Other drivers might be more important than social drivers. The social factors are more like barriers. If the 

product is marketed in the right way, is trustworthy, reliable, affordable and convenient it will ultimately 
succeed. 

 Senders belong to middle-class, or those with the capacity to migrate. 
 Critical aspects for adoption: fees/cost, speed (time it takes to process the transaction) and convenience (how 

convenient it is on the receiving end to access the cash). Cost is probably the “initial hook”, and the fees are 
the largest drivers for adoption. 

 Evidence suggests a demographic trend that younger and more tech-savvy people are more likely to adopt 
mobile money in the short run, and then they encourage other family members to adopt. 

PESTLE: Technological factors 
 The international banking system is based on old technology. 
 Technology is just a part of the solution, and it is not so advanced. The technology exists, but in some 

developing countries there is a lack of infrastructure. 
 There are no specific technological factors driving the mobile payments versus other payment methods since 

the technology is not that advanced, but mobile payments can be facilitated and the user experience can be 
improved. 

 Crypto-currency technology (e.g. Blockchain technology based on Bitcoin) could be used in the long run and 
become a critical game changer to catalyse mobile international remittances. 

PESTLE: Legal factors 
 Legal and regulatory factors are critical for international remittances. Countries have strict currency control 

which implies that only authorized dealers can perform the transactions. This locks mobile network operators 
out of the market and negatively impacts the development of mobile money. 

 Regulators need to make sure that there are no unfair barriers to develop a specific product. To be fair, the 
approach has to be risk based and barriers that are not risk based should be removed. Lower risk would imply 
looser regulation while high risk implies stricter regulation. 

 The capacity of regulators can be a problem when opening the market to different types of players other than 
banks. 

 Anti-money laundering (AML) compliance requirements are hindering mobile international remittances. 
Know-your-customer (KYC) procedures may be an issue when sending small amounts of money, if the 
beneficiary does not have an ID. 

PESTLE: Environmental factors 
 Mobile remittances can be used during crises, such as a natural disaster, to support victims or people suffering. 

Mobile solutions are quickly established. 
 Global warming might make people move, and thus increase the amount of remittances sent. 

Concluding question: What are the main opportunities for mobile remittances during 2015-16? 
 Mobile remittances have the capacity to cover the world quickly and the systems could soon be accessible to 

everyone. 

One of the questions during the interviews in the second round was to rate the six PESTLE 
dimensions according to their importance for the scale and development of mobile remittances. 
These ratings are shown in Table 10 below. One of the interviewees did not have the time to 
complete this part of the interview, and therefore only four of the interviewees’ answers are 
included in the table and the calculation of the mean values and standard deviations. 
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Table 10: The second round interviewees’ ratings of the PESTLE dimensions’ importance 

Dimension Unimportant 
(1) 

Of little 
importance 

(2) 

Moderately 
important 

(3) 

Important 
(4) 

Very 
important 

(5) 
Mean SD 

Political    X X X X 4.25 0.50 
Economic   X  X X X 4.50 1.00 

Social  X X X X  3.25 0.96 
Technological  X X X X 3.50 1.30 

Legal    X X X X 4.25 0.50 
Environmental X X  X X 3.00 1.83 

From the results of the second round of interviews and a thorough literature review, which was 
presented in subchapter 2.1, it was possible to create a “gross list” of 60 key drivers for mobile 
remittances. The gross list can be found in Appendix B. From the list, a questionnaire was 
developed and tested in the pre-study. 

5.2 Results from the Pre-Study of the Questionnaire 
This subchapter presents the results from the pre-study that was conducted prior to the large-
scale distribution of the questionnaire. The purpose was to find industry professionals who could 
participate in feedback sessions by testing the questionnaire and comment on the content and 
design of the questionnaire. One of the feedback sessions was of particular importance for the 
development of the questionnaire, and the participant represented GSM Association. The 
participant spent a lot of time on reviewing the questionnaire both during the feedback session 
and in writing after the interview. The expertise and background of the participant resulted in 
valuable comments and suggestions on both questionnaire design and the content’s relevance 
and wording. Table 11 below presents the main results from the pre-study. The participants’ 
responses to the questionnaire will not be published, since they were not properly collected and 
only used as basis for discussion. In addition to the discussion of the questionnaire, the 
participants also provided comments on the introductory email that were to be sent to the 
questionnaire respondents. The introductory email presented the purpose and background of the 
research, and provided the recipient with a link to the questionnaire. 

Table 11: Main results from the pre-study of the questionnaire 

Areas of action  

Structure 
 Order of the main parts (e.g. moving the legal dimension to follow the political dimension, 

because of the adjacent contents) 
 Order of the questions 

Content 

 Overall purpose and relevance of the questionnaire 
 Purpose and relevance of questions 
 Clarifications of questions 
 Answer choices to delete or add 

Length 
 Questions to delete, merge or add 
 Reduce number of Likert scale levels (from seven to five) 
 Reduce the length of the questions 

Introductory 
email 

 Order of the text 
 Clarifications 

The questionnaire was shortened, focused, and reformulated, and the outcome resulting from the 
pre-study was a revised questionnaire that was more well-structured, clear and concise, and later 
distributed in large-scale. This questionnaire can be found in Appendix C. The results from the 
large-scale distribution of the questionnaire are presented in the next subchapter. 
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5.3 Results from the Questionnaire 
This subchapter provides the results from the online questionnaire, which had the purpose of 
collecting mobile network operators’, and research and advisory organisations’ views on the 
factors that are driving the growth of the market for mobile remittances. The results will be 
presented in the chronological order of the questionnaire, starting with the general questions on 
what kind of organisation the respondent represented and his or her general views on the mobile 
remittance market, and concluding with the rating of key drivers and their associated PESTLE 
dimensions. 

Right after presentation of the responses, there will be an initial analysis of the results. The 
mean, maximum and minimum values, together with standard deviation will be shown for every 
factor that is rated. The standard deviations will be used as the basis for further analysis on what 
aspects that might have influenced the degree of coherent or varied answers. This chapter will 
not present an analysis of every question that was asked in the questionnaire, but instead focus 
on values that are particularly high or low, or have high standard deviations. Some of the 
questions that are not analysed in this subchapter will be addressed in the Discussion chapter. 

5.3.1 Results from the general questions  
In the first part of the questionnaire, the respondents were asked a number of questions that had 
the purpose of providing some information on the type of company or organisation that the 
respondent worked for, and the respondent’s general views on the market for mobile remittances. 
By understanding what kinds of companies or organisations the respondents represented, the 
analysis of the results could be deepened. 

Questions on what kind of company or organisation the respondent represented 

Table 12: Results from the general questions GQ1-GQ7 

Question Alternatives Responses Percent 

GQ1 

Where does the 
company/organisation that you work 
for operate?  
(multiple choice) 

1. Africa 
2. Latin America and the Caribbean 
3. Northern America 
4. Asia 
5. Europe 
6. Oceania 
7. Decline to answer 

14 
8 
7 
16 
9 
5 
0 

51.9% 
29.6% 
25.9% 
59.3% 
33.3% 
18.5% 
0% 

GQ2 Do you work for a company that 
offers mobile money services? 

1. Yes 
2. No 
3. Decline to answer 

7 
19 
1 

25.9% 
70.4% 
3.7% 

GQ3 

(Answer if GQ2 = No) 
What kind of company/organisation 
are you working for? 

1. Bank 
2. Research organisation 
3. Postal operator 
4. Telco 
5. Traditional/online MTO 
7. Other 
8. Decline to answer 

0 
7 
0 
3 
0 
9 
0 

0% 
36.8% 
0% 
15.8% 
0% 
47.4% 
0% 

(Text entry if GQ3 = Other) 
Diaspora Department, Consulting Firm, International 
Organisation, Research & Consulting, Multilateral 
International Organisation 

 

GQ4 

(Answer if GQ2 = Yes) 
Are the mobile money services 
interoperable with other companies’ 
mobile money services? 

1. Yes 
2. No (if the system is a “closed loop”) 
3. Decline to answer 

2 
4 
1 

28.6% 
57.1% 
14.3% 
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GQ5 
(Answer if GQ2 = Yes) 
How many registered mobile money 
customers does the company serve? 

1. 0 – 100 000 
2. 100 000 – 500 000 
3. 500 000 – 1 000 000 
4. 1 000 000 < 
5. Decline to answer 

0 
1 
0 
5 
1 

0% 
14.3% 
0% 
71.4% 
14.3% 

GQ6 

(Answer if GQ2 = Yes) 
What kind(s) of mobile money 
service(s) does the company offer? 
(multiple choice) 

1. Airtime top-up 
2. Bill payment 
3. Bulk disbursement 
4. International remittances 
5. Merchant payment 
6. P2P (Peer-to-Peer) transfer 
7. Decline to answer 

7 
7 
6 
5 
6 
6 
0 

100% 
100% 
85.7% 
71.4% 
85.7% 
85.7% 
0% 

GQ7 

(Answer if “International 
remittances” is selected in GQ6) 
How large share of the company’s 
mobile money customers use the 
(international) mobile remittance 
service(s)? 

1. 0 – 5% 
2. 5 – 20% 
3. 20 – 35% 
4. 35 – 50% 
5. 50 – 65% 
6. > 65% 
7. Decline to answer 

4 
1 
0 
0 
0 
0 
0 

80% 
20% 
0% 
0% 
0% 
0% 
0% 

The answers to the first question (GQ1) show that the respondents represented organisations with 
presence in all continents, and that there was predominance in Africa and Asia. The reasons for 
this can, for example, be that companies with operations in these continents are more interested 
in participating in a study like this, or that the majority of mobile money companies and research 
organisations are active in these areas. By studying the answers to question GQ2 and GQ3, it 
was possible to see that seven of the respondents represented companies with mobile money 
services, seven were from research organisations, three from telcos, and nine “other”. Since the 
questionnaire was not distributed to banks, postal operators or traditional or online money 
transfer organisations (MTOs), it was expected that there would not be any representatives from 
these kinds of companies. When presenting the analyses of the ratings of the key drivers, the 
kinds of companies or organisations that are discussed will be marked with italic text to facilitate 
the reading and interpretation of the texts. 

The answers to the remaining general questions will be used for further analysis in this chapter 
and the Discussion chapter. 

Questions on the respondent’s general view on the mobile remittance market 

Table 13: Results from the general questions GQ8-GQ11 

Question Alternatives Responses Percent 

GQ8 

(Answer if “International 
remittances” is selected in GQ6) 
Will the company you work for 
decrease/maintain/increase 
investments in (international) mobile 
remittances in 2015 compared to 
2014? 

1. Decrease investments 
2. Same investment level 
3. Increase investments 
4. Decline to answer 
 

0 
0 
5 
0 

0% 
0% 
100% 
0% 

 
Question 

GQ9 (If GQ8=Increase investments) 
What is the main investment area for driving (international) mobile remittances forward? 

Answers to GQ9 
 Better regulatory control. 
 Getting incoming remittances up and running with multiple international remittance gateways. 
 Marketing and system integration. 
 Building stronger sending side position in Malaysia to fuel intercompany international remittances. 
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Question Alternatives Responses Percent 

GQ10 

Which actor(s) do you think will lead 
the (international) mobile remittance 
initiatives in the coming years? 
(multiple choice) 

1. Telcos 
2. Banks 
3. Postal operators 
4. Traditional and online MTOs 
5. Hybrid between different actors 
6. Other actor(s) 
7. Decline to answer 

15 
6 
2 
4 
14 
2 
1 

55.6% 
22.2% 
7.4% 
14.8% 
51.9% 
7.4% 
3.7% 

 
Question 

GQ11 Why do you think the selected actor/actors will lead the (international) mobile remittances initiatives in 
the coming years? 

Selected 
actor(s) 

in 
GQ10 

Answers to GQ11 

1 Technology owners, often well established distribution network. 
1 Telco understand mobile operations. The rest has to guess. 
1 Easier to implement. 

1 Given the growing industry and its cost effectiveness compared to the traditional transfer 
organisations, I believe transnational telcos will venture into the business as part of their services. 

1 

They have a huge advantage over the alternatives here in Pakistan. Compared to banks, the telcos 
prove to be a much more simpler transaction method and also convenient in terms of effort (distance 
travelled, wait time). Similarly, telcos provide a more trustworthy alternative to hundi/hawala dealers, 
as they operate in an informal matter, while in the case of mobile money the companies are well known 
and so is the local grocery store owner (mobile money agent). 

1 Because they have stronger business case, more to gain from it, they are also more dynamic. 
1, 2, 3 Technology and regulatory frameworks are in their hands. 

1, 2, 3, 4, 
5 

Different countries have different market realities. I believe any of these players can drive growth in 
mobile international remittances depending on the market reality as well as regulatory permissibility. 

1, 2, 4, 5 All of them are currently showing aptitude for innovation and creativity. 
1, 2, 5 Mobile money players. 

1, 5 
Telcos because they are more open to new innovations and willing to expand to new markets and also 
a hybrid as they need to work in partnership with others companies in this sector to get to new 
countries. 

1, 5 Emerging players partnered with telcos provide a portfolio of services that will enable those who need 
access to mobile money the greatest opportunity to do so. 

2 The reserve bank should issue e-money and then all industry players will have to accept e-money as a 
form of payment integrated between all banks and mobile operators. 

2 Banks are able to add more value to the existing range of remittance products provided by telcos. 
4 They have the expertise to offer services that are quite complex to develop. 

4, 5 International remittance is complex, and a volume game. Customers tend to use what works. Sending 
receiving network is important. 

5 This is because there is no single player who can claim dominance for any corridor. 

5 I believe that for it to become operative it has to include not only different actors but also different 
industries. 

5 The right combination of banks and telcos will deliver synergies from the base industries required to 
make mobile remittances reliable and safe. 

5 There is lots of diversity in the markets of different countries- some are bank-led, some are mobile 
money led, and some like Bangladesh are hybrids. I don’t see a one-stop-shop global solution. 

5, 6 
(payment 
networks) 

In many countries a combination of a telco and bank offers services. Also payment networks and 
processors are coming into the picture. Competition is tightening. 

All of the respondents that represented companies offering mobile money services for sending 
remittances chose the alternative “Increase investments” in GQ8. In GSM Association’s report 
“State of the Industry 2014” (Scharwatt et al., 2015), international mobile remittances was the 
fastest growing product in 2014, despite representing a still relatively small share of the global 
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product mix of mobile transaction types. This was indicated also in GQ7, where four out of five 
respondents represented companies where customers using mobile remittances services 
accounted for less than five percent of the mobile money customers. 100 percent answering that 
the company that they represented is increasing its investments in 2015 might imply that 
international mobile remittances will continue to grow during 2015. The areas of investment 
indicate that there is a focus on interoperability, by the answers “intercompany international 
remittances” and “system integration”. 

The majority of the respondents believe that telcos and hybrids between different actors will lead 
the mobile remittance initiatives in the coming year, but there is no consensus. This indicates that 
it is still uncertain which actor, or which actors, that will drive the market forward. The answers 
to GQ11 show that there are many reasons why different actors are thought to take a leading 
position in the market, and that the reasons may differ depending on country. 

5.3.2 Results from the questions on political, economic, social, 
technological, legal and environmental key drivers 

To find the most critical key drivers of the, in the literature review and interviews, identified key 
drivers that were presented in the questionnaire, the respondents were asked to rate the key 
drivers according to their importance for the scale and development of mobile remittances. The 
key drivers could be rated on a five level Likert scale of: “Very Unimportant” (1), 
“Unimportant” (2), “Neither Important Nor Unimportant “(3), “Important” (4) and “Very 
Important” (5). The following sections will present the key drivers with accompanying 
explanations as it was presented in the questionnaire, the total number of responses, mean value, 
maximum and minimum values, and standard deviation. From this, the key drivers were 
analysed, and the texts following the results tables present the analyses of the key drivers that 
were of particularly high or low value, and of the answers to which the standard deviations were 
high. A high standard deviation indicates that the answers were spread out over a wide range of 
values. 

In Appendix D, the key drivers are ranked according to rated importance, and the average 
number of responses, means, maximum and minimum values, and standard deviations are 
presented. 

Political key drivers’ explanations and ratings 
This section presents the results of the political dimension’s part of the questionnaire, and a short 
analysis of mean, maximum and minimum values, and standard deviation. Table 14 below shows 
the explanations and ratings of the political key drivers. 
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Table 14: Political key drivers’ explanations and ratings 

Question         

PQ 
POLITICAL - political activities that go on within a country, political temperament, government 
policies 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Political 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

PQ1 Policies promoting migration opportunities 
(increasing migration and remittance flows) 26 1 3.81 2 5 1.02 

PQ2 

Government promoting mobile money 
services 

(e.g. through being open to send and receive 
government payments through mobile wallets) 

26 1 4.35 2 5 1.02 

PQ3 

Foreign pressures 
(from e.g. other countries, IGOs and NGOs 
that want to see increased accessibility of 

remittance services) 

26 1 3.27 2 5 1.00 

PQ4 No or low taxation on mobile 
money/remittance services 26 1 3.69 1 5 1.09 

 Average: 26.00 1.00 3.78 1.75 5.00 1.03 

The average mean value for the political key drivers was 3.78, which was below the total 
average for all key drivers (4.03) (See Appendix D). Three of the political key drivers (PQ1 and 
PQ3-4) got a rated mean value between “Neither Important Nor Unimportant” (3) and 
“Important” (4), and only PQ2 got a mean value above “Important” (4). PQ2 was also the only 
political key driver with a mean value above the total average for all key drivers (4.03). 
Representatives from Companies offering mobile remittance services were the ones rating PQ2 
the highest (5.0), while Telcos and Research organisations accounted for the low values through 
representing a wide range of values. PQ3 was the lowest rated key driver (3.27), and 
representatives from Telcos and Other gave the lowest values. 

The standard deviations were high for all of the key drivers in the political dimension. In general, 
Other and Companies offering mobile money services rated the political drivers higher, while 
Telcos rated the drivers lower. Research Organisations generally represented a large spread of 
values. Companies offering mobile money services tended to choose the same rating for the key 
drivers, except for PQ4, where they represented the largest spread of values. 

Economic key drivers’ explanations and ratings 
This section presents the results of the economic dimension’s part of the questionnaire, and a 
short analysis of mean, maximum and minimum values, and standard deviation. Table 15 below 
shows the explanations and ratings of the economic key drivers. 
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Table 15: Economic key drivers’ explanations and ratings 

Question         

ECQ 
ECONOMIC - economic conditions in the country, economic scenarios, changes in business 
environment, may affect supply & demand cycles 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Economic 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

ECQ1 Total flows of incoming remittances to a country 27 0 4.04 2 5 0.76 

ECQ2 
Mobile remittance services having lower cost/fee 

per transaction than traditional remittance 
methods 

27 0 4.41 3 5 0.64 

ECQ3 
High degree of price transparency to the 

customer 
(e.g. fee, exchange rate) 

27 0 4.33 3 5 0.73 

ECQ4 
Country having high penetration of mobile 

money accounts 
(customers are used to mobile money services) 

27 0 4.33 2 5 0.92 

ECQ5 Collaborative partnerships between key players 
(between e.g. banks and telcos) 27 0 4.41 3 5 0.75 

ECQ6 Investments in promotion/marketing of mobile 
remittance services 27 0 4.41 2 5 0.80 

ECQ7 Functional financial infrastructure 
(an ecosystem of financial institutions) 26 1 4.04 2 5 0.96 

ECQ8 

High agent density 
(number of agents, working with e.g. service 

promotion, customer activation, education, cash 
management) 

26 1 4.50 3 5 0.65 

ECQ9 
Non-exclusive agreements with agents 

(increased competition and availability of 
remittance services) 

27 0 4.00 1 5 1.24 

ECQ10 Efficient liquidity management for agents 
(ensuring sufficient stock of cash and e-money) 27 0 4.56 3 5 0.58 

 Average: 26.80 0.20 4.30 2.40 5.00 0.80 

The average mean value for the economic key drivers was 4.30, and above the total average for 
all key drivers (4.03) (See Appendix D). All of the economic key drivers got a rated mean value 
between “Important” (4) and “Very Important” (5). Three economic key drivers (ECQ1, ECQ7 
and ECQ9) got mean values slightly below the other key drivers. ECQ9 was the only economic 
key driver with a mean value below the total average for all key drivers 4.03, and also the 
economic key driver with the largest standard deviation of 1.24. When analysing the different 
kind of respondents’ ratings, it was seen that Companies offering mobile money services rated 
the importance of ECQ9 the lowest (3.43), while Research Organisations and Telcos gave the 
highest ratings (4.57 and 4.67). The most important key driver was ECQ10, and a low standard 
deviation indicated that all respondents rated this factor to be of high importance. 

The standard deviations were relatively high for ECQ4 (0.92) and ECQ7 (0.96). In both cases, 
Research Organisations rated the key drivers as very important. Telcos rated ECQ4 the lowest 
(3.67), while the respondents rating ECQ7 the lowest were from Companies offering mobile 
money services (3.86). 
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Social key drivers’ explanations and ratings 
This section presents the results of the social dimension’s part of the questionnaire, and a short 
analysis of mean, maximum and minimum values, and standard deviation. Table 16 below shows 
the explanations and ratings of the social key drivers. 

Table 16: Social key drivers’ explanations and ratings 

Question  

SQ SOCIAL - social status/mindset of the people living in the country 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Social 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

SQ1 
High number of migrants 

(due to e.g. increasing globalization and 
urbanization) 

26 1 3.65 2 5 0.89 

SQ2 
Customer having high financial literacy 

(knowledge and understanding of personal 
finance matters) 

27 0 3.22 1 5 1.09 

SQ3 
Low financial inclusion 

(people having low access to formal financial 
services) 

27 0 3.70 2 5 0.78 

SQ4 
Customer having large family in receiving 

country 
(a larger need for funding of education, bills etc. 

27 0 3.26 1 5 1.06 

SQ5 High consumer awareness of mobile remittance 
services 27 0 4.41 3 5 0.64 

SQ6 
Customer network effect 

(increased utility of service if many people in 
your personal network use service) 

27 0 4.00 2 5 0.92 

SQ7 Consumer trust in mobile remittance services 
and service providers 26 1 4.77 4 5 0.43 

SQ8 Customer's perceived security of using mobile 
remittance services for sending money 26 1 4.58 3 5 0.64 

SQ9 
Customer education about mobile remittance 

services 
(how the services work and how to use them) 

27 0 4.52 3 5 0.64 

SQ10 

Possibility for customer to have an identification 
document 

(increasing the possibility to register a mobile 
money account) 

26 1 3.92 1 5 1.09 

SQ11 Customer having long distance to bank branch 
(increasing demand for mobile solutions) 27 0 3.85 2 5 1.10 

SQ12 

Service providers educating the agents about the 
mobile remittance services 

(how to use/sell the service/educate the 
customer) 

26 1 4.54 4 5 0.51 

SQ13 

General social pressure of "making unbanked 
people banked" 

(by remitting mobile money to people that are 
not financially included) 

27 0 3.44 1 5 1.15 

SQ14 Receiving person having low disposable income 27 0 3.15 1 5 1.06 
 Average: 26.64 0.36 3.93 2.14 5.00 0.86 

The average mean value for the social key drivers was 3.93, and slightly below the total average 
for all key drivers (4.03) (See Appendix D). Eight social key drivers (SQ1-4, SQ10-11 and 
SQ13-14) got a mean value between “Neither Important Nor Unimportant” (3) and “Important” 
(4). Six social key drivers (SQ5-9 and SQ12) got a mean value between “Important” (4) and 
“Very Important” (5). Nine social key drivers (SQ1-4, SQ6, SQ10-11 and SQ13-14) got a mean 
value below the total average for all key drivers 4.03. 
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A majority of the social key drivers with a mean value below “Important” (4) got a higher 
standard deviation than the social key drivers with a mean value above “Important” (4). This 
indicated that the respondents agreed to a higher degree when they rated factors that are of more 
importance for the mobile remittance market. 

The key driver that was rated to be of highest importance was SQ7 (4.77), and had a low 
standard deviation (0.43). All respondents rated SQ7 to be either “Important” or “Very 
Important”. The key driver that was rated to be of lowest importance was SQ2 (3.22). However, 
the standard deviation was quite high, and all respondents did not agree on SQ2 to be of lowest 
importance. In particular, respondents from Other had a large spread of rated values. 
There were several key drivers that had high standard deviations, and for SQ2, SQ4, SQ10-11, 
and SQ13-14, the standard deviations exceeded 1.00. Companies offering mobile money services 
rated SQ4 higher (3.86), while the rest of the respondents rated lower (3.11). The spread of 
values was large for Telcos and Other for SQ10, while the spread was large in general for SQ11. 
The standard deviation was very high for SQ13, and the Research Organisation rated the key 
driver to be of higher importance (4.29), while Other rated it to be of lower importance (2.89). 
The spread was large for Companies offering mobile money services as well. Key driver SQ14 
had a large spread of values for Research Organisations and Other. 

Technological key drivers’ explanations and ratings 
This section presents the results of the technological dimension’s part of the questionnaire, and a 
short analysis of mean, maximum and minimum values, and standard deviation. Table 17 below 
shows the explanations and ratings of the technological key drivers. 

Table 17: Technological key drivers’ explanations and ratings 

Question  

TQ 
TECHNOLOGICAL - e.g. service characteristics, technology advancing rate, company integration with 
technology 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Technological 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

TQ1 Safety and security of service is high 27 0 4.56 3 5 0.64 

TQ2 High transfer speed 
(time to transfer money) 27 0 4.33 3 5 0.62 

TQ3 

High degree of time transparency to the 
customer 

(transparent about the time it takes to transfer 
the money) 

27 0 4.19 1 5 0.88 

TQ4 Service is easy to use 
(e.g. user friendly interface) 27 0 4.81 4 5 0.40 

TQ5 High network reliability 
(e.g. high service uptime, few power outages) 27 0 4.48 3 5 0.58 

TQ6 High penetration of mobile phones 
(many people have access to mobile phones) 26 1 4.38 3 5 0.57 

TQ7 High penetration of smartphones 
(many people have access to smartphones) 27 0 2.52 1 5 1.01 

TQ8 

Interoperability between different 
operators/actors 

(interoperable solutions, account-to-account 
interoperability) 

27 0 3.67 2 5 0.88 

TQ9 
Extension/distribution of APIs (application 
programming interfaces) to third party users 
(increasing possibility of system integration) 

27 0 3.78 2 5 0.80 
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TQ10 

Established and functioning domestic mobile 
money transfer ecosystem 

(e.g. a POS (Point-of-Sales) infrastructure 
compatible with mobile money, keeping the 

money in the system) 

27 0 4.11 2 5 1.01 

TQ11 Good customer service 
(from agents and service providers) 27 0 4.44 4 5 0.51 

TQ12 Low number of alternative remittance services to 
mobile remittance services 27 0 3.67 1 5 1.00 

TQ13 Investments in mobile money/remittances 
infrastructure 27 0 4.11 2 5 0.80 

TQ14 Investments in innovative technology 
(e.g. Bitcoin based technologies) 26 1 3.92 1 5 1.23 

 Average: 26.88 0.14 4.07 2.29 5.00 0.78 

The average mean value for the technological key drivers was 4.07, which was just above the 
total average for all key drivers (4.03) (See Appendix D). The technological key drivers had the 
broadest span of rated mean values, and included both the highest rated key driver TQ4 (4.81) 
and the lowest rated key driver TQ7 (2.52) of all key drivers in the questionnaire. Nine 
technological key drivers (TQ1-6, TQ10-11 and TQ13) got a rated mean value above 
“Important” (4), four of them (TQ8-9, TQ12 and TQ14) got rated between “Important” (4) and 
“Neither Important Nor Unimportant” (3) and one (TQ7) got rated between “Unimportant” (2) 
and “Neither Important Nor Unimportant” (3). Five technological key drivers (TQ7-9, TQ12 and 
TQ14) got a mean value below the total average for all key drivers 4.03.  

The key driver that was rated to be of highest importance of all drivers, in all dimensions was 
TQ4 (4.81). This key driver also had the lowest standard deviation (0.40), which indicated that 
the respondents agreed on this factor being of very high importance. 

In contrast to this, the technological dimension also contained the key driver that was rated to be 
of lowest importance of all drivers. TQ7 was rated 2.52, but the standard deviation was quite 
high (1.01), and this indicated that not all respondents thought this driver was of low importance. 
There was a large spread of the ratings from Other (ranging from 1-4) and Companies offering 
mobile money services (ranging from 2-5). 

TQ10, TQ12, and TQ14 had high standard deviations. For TQ10 Research Organisations rated 
the key driver to be of higher importance (4.71), while Other rated it to be of lower importance 
(3.78) and had a large spread of the values. TQ12 was rated to be of relatively low importance 
(3.67), but the high standard deviation (1.00) showed that the spread of values was large. 
Representatives from Research Organisations rated TQ12 to be of higher importance (3.86), and 
the spread of values was large for Companies providing mobile money services. The highest 
standard deviation of the technological key drivers was 1.23 for TQ14. Research Organisations 
and Companies providing mobile money services rated TQ14 to be of high importance (4.33 and 
4.29), while Other represented a large spread ranging from 1-5 and an average rating of 3.56. 

Legal key drivers’ explanations and ratings 
This section presents the results of the legal dimension’s part of the questionnaire, and a short 
analysis of mean, maximum and minimum values, and standard deviation. Table 18 below shows 
the explanations and ratings of the legal key drivers. 
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Table 18: Legal key drivers’ explanations and ratings 

Question  

LQ LEGAL - legislative and procedural components in an economy, e.g. standards that need to be met 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Legal 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

LQ1 

A regulatory environment enabling branchless 
banking (mobile money) 

(sound legal and regulatory framework, 
regulatory resources, capacity and coordination) 

27 0 4.48 1 5 0.98 

LQ2 

Risk-based KYC (know your customer) process 
for international mobile remittances 

(allowing for simplified customer due diligence 
based on the specific risk each product offers) 

25 2 4.16 2 5 0.90 

LQ3 
Coherent/similar KYC requirements for 

domestic and international mobile 
remittances/mobile money services 

25 2 3.88 2 5 0.88 

LQ4 Coherent/similar KYC requirements for sending 
and receiving countries 25 2 3.68 2 5 1.07 

LQ5 

Increasing the maximum amount per mobile 
money/remittance transaction 

(limitations on transactions increase the use of 
alternative remittance channels, such as 

traditional services and informal channels) 

27 0 4.15 2 5 0.86 

 Average: 25.80 1.20 4.07 1.80 5.00 0.94 

The average mean value for the legal key drivers was 4.07, and just above the total average for 
all key drivers (4.03) (See Appendix D). Three legal key drivers (LQ1-2 and LQ5) got a rated 
mean value above “Important” (4), and two of them (LQ3-4) got rated between “Important” (4) 
and “Neither Important Nor Unimportant” (3). Both LQ3 and LQ4 got a rated mean value below 
the total average for all key drivers 4.03.  

The legal key driver that was rated to be of highest importance was LQ1 (4.48). The average 
values for the different types of respondents were all high, and ranged from 4.43 to 4.56. The 
reason why the standard deviation was relatively high was that one respondent from Other rated 
LQ1 to be “Very Unimportant” (1). 

LQ4 was rated to be of lowest importance of the legal key drivers (3.68). The standard deviation 
was high (1.07), which indicated that not all respondents agreed on LQ4 being of low 
importance. Representatives from Companies offering mobile money services rated 4.14, while 
representatives from Telcos rated 3.00. The spread was quite large for all types of respondents. 

Environmental key driver’s explanations and ratings 
This section presents the results of the environmental dimension’s part of the questionnaire, and 
a short analysis of mean, maximum and minimum values, and standard deviation. Table 19 
below shows the explanations and rating of the environmental key driver. 
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Table 19: Environmental key driver’s explanation and rating 

Question  

ENQ ENVIRONMENTAL - geographical locations and factors that may influence the nature of the business 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 

 

Environmental 
Question 

ID 
Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

ENQ1 

Natural disasters from e.g. Global warming 
(mobile solutions are quickly established and 
can work as a channel for foreign/government 

aid) 

26 1 3.15 1 5 1.26 

 Average: 26.00 1.00 3.15 1.00 5.00 1.26 

The environmental key driver included in the questionnaire got a rated mean value of 3.15, 
which was below the total average for all key drivers (4.03) (See Appendix D). A standard 
deviation of 1.26 was high compared to the other key drivers in the questionnaire. The spread 
was large for all types of respondents, and particularly for Other (ranging from 1-5). The 
representatives from Research Organisations rated ENQ1 to be of quite high importance (4.17), 
while Other rated the key driver to be of lower importance (2.89). 

5.3.3 Results from the concluding question on the overall importance 
of the PESTLE dimensions 

This section presents the results of the concluding question that asked the respondents to rate the 
overall importance of the six PESTLE dimensions. A short analysis of the mean, maximum and 
minimum values, and standard deviation follows Table 20, which shows the rating of the 
dimensions. Table 20 also shows the average means and average standard deviations of rated key 
drivers, which is the calculated averages of all key drivers in the different dimensions that were 
presented in the previous sections. 

Table 20: Results from the concluding question on overall importance of PESTLE dimensions 

Question  

DIM What is your general opinion regarding the six dimensions' overall importance (1-5) for the scale and 
development of (international) mobile remittances? 

 

Dimension 
ID Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean 

Average 
mean of 

key 
drivers 

Min Max SD 

Average 
SD of 
key 

drivers 
DIM_P Political 26 1 3.96 3.78 2 5 0.92 1.03 

DIM_EC Economic 26 1 4.62 4.30 4 5 0.50 0.80 
DIM_S Social 26 1 4.73 3.93 3 5 0.53 0.86 
DIM_T Technological 26 1 4.42 4.07 3 5 0.64 0.74 
DIM_L Legal 26 1 4.35 4.07 2 5 0.75 0.94 

DIM_EN Environmental 26 1 3.38 3.15 1 5 0.90 1.26 
 Average: 26.00 1.00 4.24 3.88 2.50 5.00 0.71 0.94 

Four dimensions (Economic, Social, Technological and Legal) got a rated mean value above 
“Important” (4) and two dimensions (Political and Environmental) got a rated mean value 
between “Neither Important Nor Unimportant” (3) and “Important” (4). 

By comparing the results of the concluding question to the average values calculated for each 
dimension when the key drivers were rated, some analysis can be made. The environmental 
dimension was rated to be the least important in both cases. In the concluding question it was 
rated to be 3.38, and 3.15 when calculating the average mean of all environmental factors. The 
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indication is that this dimension is perceived to be of lower importance than the other 
dimensions. However, the standard deviation was high in both cases (0.90 and 1.26), and some 
respondents thought this dimension was of higher importance. Representatives from Companies 
providing mobile money rated this dimension highest (3.71), while Other rated it lowest (3.00).  

The political dimension had the highest standard deviation in both cases. The average standard 
deviation for the political key drivers was 1.03, and the political dimension had a standard 
deviation of 0.92 in the concluding question. This could indicate that the respondents have 
different perceptions about how important political factors are for the growth of the mobile 
remittance market. Respondents from Companies providing mobile money services rated this 
dimension to be of high importance (4.57), while respondents from Telcos thought it was 
“Neither Important nor Unimportant” (3.00). 

The highest rated dimension was Social, with a mean of 4.73, but it was only the fourth most 
important dimension when calculating the average mean of all social key drivers, with a mean of 
3.93. This could indicate that there are some key drivers in the social dimension that are of very 
high importance, and therefore increase the overall perceived importance of that dimension, 
and/or some key drivers that were rated to be of low importance and thus lowered the average 
mean of all social key drivers. As showed in Table 22 in section 5.3.5, four out of the top seven 
key drivers are from the social dimension. In Appendix D it can also be seen that the social 
dimension represents five of the eight least important key drivers, which lowers the average 
mean value of the social key drivers. 

There are several reasons why the average mean of all key drivers in a dimension differs from 
the rating of the dimension’s overall importance. First, as just discussed, some dimensions may 
include both key drivers that are of very high importance, and key drivers that are of lower 
importance. Low rated key drivers lower the average mean even though the dimension’s overall 
importance is high because of very important key drivers. It could also be that the respondent 
compare the dimensions to each other in the concluding question, while the rating of individual 
key drivers lead to a comparison between key drivers within that dimension. A third reason 
could be that the respondent revaluates the dimensions’ importance during the completion of the 
questionnaire. Another reason could be that some key drivers were missing in the questionnaire, 
and that the respondent rated the importance of a dimension while having other key drivers in 
mind. 

The Likert scale used to rate the dimensions’ importance in the second round of interviews 
differed slightly from the Likert scale used in the questionnaire. The reason why the Likert scales 
were different was that the authors revised the scale to include a neutral midpoint. In the second 
round of interviews the levels were: “Unimportant” (1), “Of little importance” (2), “Moderately 
important” (3), “Important” (4), and “Very Important” (5). In the questionnaire the levels were 
“Very Unimportant” (1), “Unimportant” (2), “Neither Important Nor Unimportant” (3), 
“Important” (4) and “Very Important” (5). In addition, the number of interviewees was only four, 
while there were 27 respondents to the questionnaire. However, a comparison of the ratings still 
gave some indications. The results from the rating in the second round of interviews were 
presented in Table 10. Political was rated 4.25, Economic 4.50, Social 3.25, Technological 3.50, 
Legal 4.25, and Environmental 3.00.  

In both ratings, the economic dimension was rated to be of highest importance, the legal to be the 
second most important (together with the political dimension in the second round of interviews), 
and the environmental dimension to be of least importance. This indicates that the economic and 
legal dimensions are perceived to be very important for the growth of the market for mobile 
remittances, while the environmental dimension is less important for driving the market forward. 
The environmental dimension was the dimension that had the highest standard deviations in both 
ratings (1.26 in the questionnaire and 1.83 in the second round of interviews). This implies that 
that the perception of this dimension’s importance varies a lot, and depends on whom is asked. 
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5.3.4 Results from the question regarding additional comments 
This section presents the results from the question where the respondents were asked to provide 
additional comments related to the market for international mobile remittances. 

Table 21: Results from the general question GQ12 

Question 
GQ12 Do you have any additional comments related to the market for international mobile remittances? 

Answers to GQ12 
 International mobile remittance will only succeed if a global e-currency exists. 
 Interoperability will accelerate financial inclusion. 
 Domestic remittances are more important compared to international remittances. 
 Development and use of mobile money will help the poor people in the developing countries to be financially 

included hence bring them to the same level as those who are advantaged e.g. urban and rich people. 
 Existing players have a great advantage, as sending side dictates customer behaviour to a large degree. 
 Fixing the regulatory puzzle seems to be the biggest impediment for international remittances through mobile 

money! 

The answers to the last question indicate that there are many different views on what is needed 
for the mobile remittance market to grow. This is further discussed in the Discussion chapter. 

5.3.5 Summary of results from the questionnaire 
This section provides a summary of the results from the questionnaire. Table 22 shows the 
twenty key drivers that were rated to be of highest importance. A list of all key drivers and their 
ratings, ranked from the most important to the least important, is presented in Appendix D.  

In total, the questionnaire had 27 respondents, and the two largest groups were representatives 
from companies offering mobile money solutions, and research organisations. Together, the 
companies and organisations were operating in all continents of the world. 

One general finding from the distribution of the questionnaire was that different types of 
respondents perceived the importance of key drivers differently, which was indicated by high 
standard deviations and further analysis on what kind of organisations the respondents 
represented. High standard deviations could also indicate that the questions were formulated in a 
way that made them ambiguous or difficult to understand. Another finding was that the 
respondents had different views on which actors that are expected to lead the market for mobile 
remittances, and which areas that are important for the growth of the market. Telcos and hybrids 
between different actors were the actors that were seen as most probable to lead the initiatives 
for mobile remittances in the coming years. 

Table 22: The twenty most important key drivers 

Rank Question 
ID Explanation 

Total 
responses 

(#) 

Decline 
to 

answer 
(#) 

Mean Min Max SD 

1 TQ4 Service is easy to use (e.g. user friendly interface) 27 0 4.81 4 5 0.40 

2 SQ7 Consumer trust in mobile remittance services and 
service providers 26 1 4.77 4 5 0.43 

3 SQ8 Customer's perceived security of using mobile 
remittance services for sending money 26 1 4.58 3 5 0.64 

4-5 ECQ10 Efficient liquidity management for agents 
(ensuring sufficient stock of cash and e-money) 27 0 4.56 3 5 0.58 

4-5 TQ1 Safety and security of service is high 27 0 4.56 3 5 0.64 

6 SQ12 
Service providers educating the agents about the 
mobile remittance services 
(how to use/sell the service/educate the customer) 

26 1 4.54 4 5 0.51 
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7 SQ9 
Customer education about mobile remittance 
services 
(how the services work and how to use them) 

27 0 4.52 3 5 0.64 

8 ECQ8 

High agent density  
(number of agents, working with e.g. service 
promotion, customer activation, education, cash 
management) 

26 1 4.5 3 5 0.65 

9-10 TQ5 High network reliability  
(e.g. high service uptime, few power outages) 27 0 4.48 3 5 0.58 

9-10 LQ1 

A regulatory environment enabling branchless 
banking (mobile money) 
(sound legal and regulatory framework, 
regulatory resources, capacity and coordination) 

27 0 4.48 1 5 0.98 

11 TQ11 Good customer service (from agents and service 
providers) 27 0 4.44 4 5 0.51 

12-15 ECQ2 
Mobile remittance services having lower cost/fee 
per transaction than traditional remittance 
methods 

27 0 4.41 3 5 0.64 

12-15 ECQ5 Collaborative partnerships between key players 
(between e.g. banks and telcos) 27 0 4.41 3 5 0.75 

12-15 ECQ6 Investments in promotion/marketing of mobile 
remittance services 27 0 4.41 2 5 0.80 

12-15 SQ5 High consumer awareness of mobile remittance 
services 27 0 4.41 3 5 0.64 

16 TQ6 High penetration of mobile phones  
(many people have access to mobile phones) 26 1 4.38 3 5 0.57 

17 PQ2 
Government promoting mobile money services 
(e.g. through being open to send and receive 
government payments through mobile wallets) 

26 1 4.35 2 5 1.02 

18-20 ECQ3 High degree of price transparency to the customer 
(e.g. fee, exchange rate) 27 0 4.33 3 5 0.73 

18-20 ECQ4 
Country having high penetration of mobile money 
accounts 
(customers are used to mobile money services) 

27 0 4.33 2 5 0.92 

18-20 TQ2 High transfer speed 
(time to transfer money) 27 0 4.33 3 5 0.62 

To increase the understanding of the characteristics and applicability of the twenty key drivers 
that were rated to be of highest importance, they were grouped into four environments. Table 23 
presents the grouping of the key drivers. From the top twenty key drivers, the ones that could be 
used for evaluating how suitable a country is for mobile remittances were chosen for the country 
evaluation. How the categorization was done and how the key drivers that were used for the 
country evaluation were chosen was described in the Method chapter. The following subchapter 
presents the results from the country evaluation. 

Table 23: Environment grouping of the top twenty key drivers 

Environment Key drivers 
Institutional LQ1 

Business ECQ10, SQ12, TQ5, ECQ5, ECQ6, PQ2 
User SQ7, SQ8, SQ9, ECQ8, TQ11, SQ5, TQ6, ECQ3, ECQ4 

Service/Product TQ4, TQ1, ECQ2, TQ2 

5.4 Results and Analysis from the Country Evaluation 
The framework that was developed and applied on two countries, Nigeria and Pakistan, is shown 
in Table 24 below. It contains the metrics that were used for measuring the key drivers in this 
case. Thereafter follows the results that were obtained when the framework was applied, and an 
analysis of the results. Because of limited space in this report, the results and analysis will only 
be presented and discussed briefly. 
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Table 24: The evaluation framework 

Rank 
among 
top 20 

Key 
driver 

ID 
Environment Explanation Metric(s) 

2 SQ7 User Consumer trust in mobile remittance services and 
service providers 

 Trust in M-Money services 
 Trust in M-Money agents 

(no data available on trust in 
service providers) 

4-5 ECQ10 Business Efficient liquidity management for agents 
(ensuring sufficient stock of cash and e-money) 

 Liquidity management support 

8 ECQ8 User 

High agent density  
(number of agents, working with e.g. service 
promotion, customer activation, education, cash 
management) 

 Number of mobile money agents 
per 100,000 people 

9-10 TQ5 Business High network reliability  
(e.g. high service uptime, few power outages) 

 Population covered by mobile 
cellular network (% of 
population) 

 Access to electricity (% of 
population) 

9-10 LQ1 Institutional 

A regulatory environment enabling branchless 
banking (mobile money) 
(sound legal and regulatory framework, 
regulatory resources, capacity and coordination) 

 Types of service providers that 
are allowed to operate 

 Regulatory barriers 

12-15 ECQ2 Service/ 
Product 

Mobile remittance services having lower cost/fee 
per transaction than traditional remittance 
methods 

 Total cost sending money (% of 
amount) 

12-15 SQ5 User High consumer awareness of mobile remittance 
services 

 Awareness of the concept of 
mobile money (% of people) 
(lack of data on awareness of 
mobile remittance services) 

16 TQ6 User High penetration of mobile phones  
(many people have access to mobile phones) 

 Number of mobile-cellular 
telephone subscriptions per 100 
inhabitants 

 Owning mobile phone (% of 
people) 

18-20 ECQ4 User 
Country having high penetration of mobile 
money accounts 
(customers are used to mobile money services) 

 Number of mobile money 
accounts per 1,000 people 

The following section will present the results from the evaluation and comparison of Nigeria and 
Pakistan for every key driver that constituted the framework that was applied in this research. 
The results that were obtained are presented together with brief analyses and interpretations. 

5.4.1 Results and analysis of the application of the evaluation 
framework 

The tables below show the results of the application of the evaluation framework, where metrics 
and sources for every key driver are provided. 

Table 25: General country data for Nigeria and Pakistan 

Key 
driver 

ID 
NIGERIA PAKISTAN 

 

General country data 
 
Estimated population (2014): 177,155,754 
Literacy (2014): 51.1% 
(Central Intelligence Agency, 2015a) 
 
Est. remittance inflows in US$ million (2014): 20,921.4  
(The World Bank, 2015a)  

 
Estimated population (2014): 196,174,380 
Literacy: 54.7% 
(Central Intelligence Agency, 2015b) 
 
 Est. remittance inflows (US$ million) (2014): 17,060.1 
(The World Bank, 2015a)  
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Rural population (% of total population) (2013): 54% 
Bank/fin. institution account (% age 15+) (2014): 44.4% 
Ease of doing business (2014): 170 (Scale from 1 to189, 
where 1 equals most business-friendly regulations) 
(The World Bank, 2015e)  

 
Rural population (% of total population) (2013): 62% 
Bank/fin. institution account (% age 15+) (2014): 13.0% 
Ease of doing business (2014): 128 (Scale from 1 to189, 
where 1 equals most business-friendly regulations) 
(The World Bank, 2015e)  
 

Nigeria and Pakistan are relatively similar in terms of population and remittance inflows, which 
make it interesting to analyse differences for the key drivers that are included in the evaluation 
framework. 

Table 26: Results from the application of the evaluation framework, Institutional environment 

Key 
driver 

ID 
NIGERIA PAKISTAN 

LQ1 

Key driver: A regulatory environment enabling branchless banking (mobile money) 
Metric: Types of service providers that are allowed to operate 

 
Two types of mobile money services are operating in 
Nigeria: 
1. The Bank-led Model: A bank operating either alone to 
deliver mobile money banking services, or in collaboration 
with other banks and/or other organisations that are 
approved by the Central Bank of Nigeria. The lead initiator 
must be a bank or a consortium of banks. 
2. The Non Bank-led Model: Corporate organisations that 
have been licensed by the Central Bank of Nigeria are 
allowed to deliver mobile payment services to subscribers. 
The Lead Initiator must be a corporate organisation that 
has received a specific license by the Central Bank of 
Nigeria to provide mobile payment services. Deposit 
money banks or telecommunication companies are not 
allowed to be Lead Initiators. 
(Central Bank of Nigeria, 2015b) 
 
In 2015 the Central Bank of Nigeria released a super-agent 
framework that allows organisations that follow the 
requirements to be licensed as super-agents (telcos 
included). (Central Bank of Nigeria, 2015a) 
 
“A super-agent is an agent that has been contracted by the 
principal and thereafter may subcontract 
other agents in a network while retaining overall 
responsibility for the agency relationship”  
(Central Bank of Nigeria, 2013a, p.5) 
 
A principal is a”deposit taking Financial 
Institution and/or Mobile Money Operator (MMO)” 
(Central Bank of Nigeria, 2013a, p.5) 
 

 
Three types of mobile money services are operating in 
Pakistan. 
1. One-to-One Model: One bank collaborates with a 
specific Telco to provide mobile banking services. 
2. One-to-Many Model: One bank collaborates with many 
Telco’s to provide mobile banking services. 
3. Many-to-Many Model: Many banks and Telco’s 
collaborates to provide mobile banking services. 
(State Bank of Pakistan, 2011) 
 
Regulations are applicable to financial institutions 
(Commercial Banks, Islamic Banks and Microfinance 
Banks) desirous to undertake branchless banking. However, 
as financial institutions cannot take on branchless banking 
without the help of other market players like telecom 
companies, technology service providers, agents etc., 
knowledge of these Regulations is also helpful for other 
parties to understand their roles and responsibilities.  
(State Bank of Pakistan, 2011) 
 
The State Bank of Pakistan has, both in 2008 and 2011, 
modified the regulations for branchless banking in 
Pakistan, to increase the financial inclusion. The 
regulations allow different business models, and permit 
agents to deliver financial services on behalf of banks. 
(Consultative Group to Assist the Poor, 2011b) 
 

Metric: Regulatory barriers 
 
Regulations that prohibit telecommunication companies 
from leading mobile money services result in substandard 
partnerships that do not yield value or quality for the 
customers, since the telecommunication companies are 
needed in the business model. 
(Helix Institute of Digital Finance, 2014) 
 
Nigeria is a potentially big mobile money market, but lags 
behind in terms of market development, and a regulatory 
reform is required to facilitate participation by non-bank 
providers.  
(di Castri, 2015) 
 
 

 
47 of the 89 countries where mobile money is deployed 
have an enabling regulatory approach. In the other 42 
markets, including Pakistan, regulatory barriers still exists. 
(di Castri, 2015) 
 
The regulator in Pakistan does not permit non-banks to 
provide mobile money services (without collaboration with 
a bank). In despite of this, the main deployment that is 
leading the significant growth of numbered of registered 
and active customers is operated by a mobile network 
operator. Telenor Pakistan acquired Tameer Bank to get the 
possibility to offer mobile money services. 
(McCarty and Bjaerum, 2013) 
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LQ1 A regulatory environment enabling branchless banking (mobile money) 
Both Nigeria and Pakistan are bank-led models per regulation but are getting more inclusive to 
other actors. EFInA (Enhancing Financial Innovation & Access, 2014b), and Russell and 
Hakutangwi (2014) argue for a regulatory environment allowing hybrid-led initiatives where 
both banks and telcos can lead mobile money initiatives. This is currently contradictory to the 
regulatory environment in Nigeria and Pakistan. A possible advantage of a hybrid-led model 
where both banks and telcos could lead could for example be that the mobile network operators 
could leverage their large distribution network and their infrastructure to reach people in rural 
areas. Although both Nigeria and Pakistan had regulations requiring bank-led operating models 
for mobile money, Pakistan’s regulators, according to the sources in the country evaluation table, 
have come further in the development towards a hybrid-led model. The establishment of super-
agent licencing in Nigeria is a shift to accommodate telcos in the mobile money market in 
Nigeria. 

Table 27: Results from the application of the evaluation framework, Business environment 

Key 
driver 

ID 
NIGERIA PAKISTAN 

ECQ10 

Key driver: Efficient liquidity management for agents 
Metric: Liquidity management support 

 
“There is low liquidity management support for MM 
agents in Nigeria”. (Grameen Foundation, 2014, p. 57) 
 
Only a few mobile money operators (MMOs) provide 
support at the agent’s doorstep, from e-value distributors 
whom an agent can purchase e-money from or sell e-
money to. Agents of other MMOs must travel to bank 
branches or other agents to rebalance cash levels or e-
money.  
(Grameen Foundation, 2014) 
 
“This will probably become a challenge as adoption 
increases and the agent footprint expands into less urban 
areas which are further from bank branches”.  
(Grameen Foundation, 2014, p. 57) 
 
Most agents are linked to rebalance points, whereof banks 
constitute the majority. This rebalancing process requires 
agents to queue with regular customers.  
(Helix Institute of Digital Finance, 2014). 
 

 
In Pakistan only 24% of agents need to travel to rebalance, 
and the majority of agents are not denying transactions 
because of liquidity issues. 62% of the surveyed agents 
have regular support staff visits. Agents having their 
liquidity delivered to them receive, in average, two visits 
per week.  
(Helix Institute of Digital Finance, 2015) 
 
When the OTC (over-the-counter) environment is non-
exclusive, agents may conduct transactions by using a 
competitor’s platform.  
(Helix Institute of Digital Finance, 2015) 

TQ5 

Key driver: High network reliability 
Metric: Population covered by mobile cellular network (% of population) 

 
Population covered by mobile cellular network in 2013: 
91% of population. 
(The World Bank, 2015e) 
 

 
Population covered by mobile cellular network in 2013: 
92%. 
(The World Bank, 2015e) 
 

Metric: Access to electricity (% of population) 
 
Population with access to electricity in 2013: 56% 
(National Population Commission and ICF International, 
2014) 
 

 
Population with access to electricity in 2013: 93% 
(Pakistan Bureau of Statistics, 2013) 
 

ECQ10 Efficient liquidity management for agents 
According to Grameen Foundation (2014) there is low liquidity management support for mobile 
money agents in Nigeria, and only a few operators provide support. This has resulted in mobile 
money agents in Nigeria being located near rebalance points, and they have to queue like regular 
bank customers. The liquidity management for agents is currently not a major problem, but as 
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stated in the Grameen Fundation report and the Helix Institute of Digital Finance survey (2014, 
2015) the liquidity management could become a problem if the adoption of mobile money 
services increase and expand into rural or less urban areas. The liquidity management is 
currently not a major issue in Pakistan either. According to the Helix Institute of Digital Finance 
survey, 62 percent of surveyed agents in Pakistan have liquidity management support staff 
paying regular visits to them and deliver e-money/e-float, but 25 percent need to travel to 
rebalance their e-float/e-money. According to the evaluation of key driver ECQ10, Pakistan 
provides a better market environment than Nigeria for mobile remittances, as the liquidity 
management support is further developed in Pakistan. 

TQ5 High network reliability 
According to the World Bank data on population covered by mobile cellular network, Nigeria 
and Pakistan had very similar statistics. Nigeria had 91 percent coverage and Pakistan was 
slightly above that with 92 percent coverage. The access to electricity on the other hand differed 
significantly, with 56 percent in Nigeria and 93 percent in Pakistan. According to the evaluation 
of key driver TQ5, Pakistan provides a better market environment than Nigeria for mobile 
remittances, as the network reliability is higher in Pakistan. 

Table 28: Results from the application of the evaluation framework, User environment 

Key 
driver 

ID 
NIGERIA PAKISTAN 

SQ7 

Key driver: Consumer trust in mobile remittance services and service providers 
Metric: Trust in M-Money services 

 
Percent of 6,002 surveyed having trust in M-Money 
services (Total): 
Fully trust (5%), Rather trust (15.7 %), Neither trust nor 
distrust (12.9 %), Rather do not trust (18.8%), Do not trust 
at all (15.2%), Don’t know/refused (32.3%) 
 
Percent of 6,002 surveyed having trust in M-Money 
services (Urban): 
Fully trust (4.9%) + Rather trust (15.7%) = 23.5% 
 
Percent of 6,002 surveyed having trust in M-Money 
services (Rural): 
Fully trust (5.1%) + Rather trust (13.5%) = 18.6% 
 
(InterMedia, 2013b) 
 

 
Percent of 6,000 surveyed having trust in M-Money 
services (Total): 
Fully trust (8.2%), Rather trust (23.9 %), Neither trust nor 
distrust (12.2 %), Rather do not trust (22.1%), Do not trust 
at all (15.9%), Don’t know/refused (17.9 %) 
 
Percent of 6,000 surveyed having trust in M-Money 
services (Urban): 
Fully trust (9.2%) + Rather trust (21.1%) = 30.3% 
 
Percent of 6,000 surveyed having trust in M-Money 
services (Rural): 
Fully trust (7.6%) + Rather trust (25.2%) = 32.8% 
 
(InterMedia, 2014a) 
 

Metric: Trust in M-Money agents 
 
Percent of 6,002 surveyed having trust in M-Money agents 
(Total): Fully trust (7.9%), Rather trust (21.5%), Neither 
trust nor distrust (12.0%), Rather do not trust (19.0%), Do 
not trust at all (16.2%), Don’t know/refused (23.4%) 
 
Percent of 6,002 surveyed having trust in M-Money 
services (Urban):  
Fully trust (7.5%) + Rather trust (23.6%) = 31.1% 
 
Percent of 6,002 surveyed having trust in M-Money 
services (Rural):  
Fully trust (8.2%) + Rather trust (19.9%) = 28.1% 
 
(InterMedia, 2013b) 

 
Percent of 6,000 surveyed having trust in M-Money agents 
(Total): Fully trust (7.3%), Rather trust (22.4%), Neither 
trust nor distrust (13.6%), Rather do not trust (21.5%), Do 
not trust at all (16.2%), Don’t know/refused (19.0%) 
 
Percent of 6,000 surveyed having trust in M-Money 
services (Urban):  
Fully trust (7.9%) + Rather trust (19.7%) = 27.6% 
 
Percent of 6,000 surveyed having trust in M-Money 
services (Rural):  
Fully trust (7.1%) + Rather trust (23.7%) = 30.8% 
 
(InterMedia, 2014a) 
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ECQ8 

Key driver: High agent density 
Metric: Number of agents per 100,000 people 

 
~38.9 agents per 100,000 people (year 2013) 
Calculated from number of registered agents in September 
2013 (67,497 agents), and a population of 173,615,345 
(year 2013) 
 
~1.9 agents per 100,000 people (year 2012) 
Calculated from number of registered agents in September 
2013 (3,275 agents), and a population of 168,833,776 
(year 2012) 
 
(Central Bank of Nigeria, 2013b) 
(Bill & Melinda Gates Foundation, 2013) 
(The World Bank, 2015e) 
 

 
~104.0 agents per 100,000 people 
Calculated from number of registered agents in Q4 2014 
(204,073 agents), and a population of 196,174,380 people 
(year 2014) 
 
(State Bank of Pakistan, 2015) 
(Central Intelligence Agency, 2015b) 
 

SQ5 

Key driver: High consumer awareness of mobile remittance services 
Metric: Awareness of the concept of mobile money (% of people) 

 
Percent of 6,002 surveyed:  
Yes (12%), No (88%) 
 
(InterMedia, 2013b) 
 

 
Percent of 6,000 surveyed:  
Yes (65%), No (35%) 
 
(InterMedia, 2014a) 
 

TQ6 

Key driver: High penetration of mobile phones 
Metric: Number of mobile-cellular telephone subscriptions per 100 inhabitants 

 
Mobile-cellular telephone subscriptions per 100 
inhabitants : 73.29 
(International Telecommunication Union, 2013) 
 

 
Mobile-cellular telephone subscriptions per 100 
inhabitants: 70.13 
(International Telecommunication Union, 2013) 
 

Metric: Owning mobile phone (% of people) 
 
Percent of 6,002 surveyed: 
 
Total:  
Yes (90%), No (10%) 
Yes by gender:  
Men (93%), Women (87%) 
Yes by age:  
15-19 years (81%), 20-24 years (93%), 25-34 years (95%), 
35-44 years (94%), 45-54 years (90%), 55 and more (84%) 
 
(InterMedia, 2013b) 
 

 
Percent of 6,000 surveyed: 
 
Total: 
Yes (59%), No (41%) 
Yes by gender:  
Men (80%), Women (38%) 
Yes by age:  
20-24 years (72%), 25-34 years (67%), 35-44 years (60%), 
45-54 years (45%), 55 and more (37%) 
 
(InterMedia, 2014a) 
 

ECQ4 

Key driver: Country having high penetration of mobile money accounts 
Metric: Number of mobile money accounts per 1,000 people 

 
58 mobile money accounts per 1,000 people (year 2013) 
Calculated from number of registered accounts in 
September 2013 (9,989,297), and a population of 
173,615,345 (year 2013). 
 
2.8 mobile money accounts per 1,000 people (year 2014) 
Calculated from estimated number of registered accounts 
in EFInA survey (500,000), and a population of 
177,155,754 (year 2014). 
 
(Central Bank of Nigeria, 2013b) 
(The World Bank, 2015e) 
(Enhancing Financial Innovations & Access, 2014a) 
(Central Intelligence Agency, 2015a) 
 

 
28 mobile money accounts per 1,000 people (year 2014) 
Calculated from number of registered subscribers in Q4 
2014 (5,414,655), and a population of 196,174,380 people 
(year 2014) 
 
(State Bank of Pakistan, 2015) 
(Central Intelligence Agency, 2015b) 
 

 
  

https://www.cia.gov/library/publications/the-world-factbook/geos/pk.html
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SQ7 Consumer trust in mobile remittance services and service providers 
According to the data on the first metric, “Trust in M-Money services”, people in Pakistan got a 
higher trust in institutions providing mobile money services. When adding the category labels 
“Fully trust” and “Rather trust” for each country and use the sum as an indicator of trust, 
Pakistan got a total percentage of 32.1 while Nigeria got a sum of 20.7 percent. Using the same 
calculation method, the second metric “Trust in M-Money agents” almost resulted in a tie 
between the two countries. 30 percent of the responding Nigerians had trust in mobile money 
agents and 29 percent of the Pakistanis had trust in agents. Another interesting finding is that 
people in urban locations in Nigeria seem to have more trust in mobile money services and 
agents than people in in rural locations. In Pakistan it was the opposite, people in rural locations 
had more trust in mobile money services and agents than people in urban locations. According to 
the evaluation on key driver SQ7, Pakistan provides a slightly better market environment than 
Nigeria for mobile remittances, as the trust in institutions providing mobile money is higher in 
Pakistan. The awareness levels of mobile money services in the two countries may have skewed 
the results for this question as many people chose “Don’t know/refused. For example, in Nigeria 
people have lower awareness (See SQ5) of mobile money services, and this may be the reason 
behind a larger share of people choosing “Don’t know/refused” in Nigeria than in Pakistan, since 
all respondents, not only the respondents that were aware of mobile money services, were asked 
the question regarding trust. 

ECQ8 High agent density 
There was a limited access to public statistics on the current number of mobile money agents in 
Nigeria. The latest official source found was a presentation by the Central Bank of Nigeria 
(2013b) at the International Conference on Payment System in September 2013, which resulted 
in 38.9 agents per 100,000 people. According to a geospatial mapping tool provided by the Bill 
& Melinda Gates foundations, only 3,275 mobile money agents existed in Nigeria in 2012. If the 
data from the geospatial mapping tool is used, the number of mobile money agents in Nigeria 
results in 1.9 agents per 100,000 people, which is much lower than the official data from 2013. 
In Q4 2014 statistics on branchless banking I Pakistan were provided by the State Bank of 
Pakistan (2015). The data indicated that Pakistan had at least twice as many mobile money 
agents per 100,000 people as Nigeria if the official data from the Central Bank of Nigeria is 
used. The data from the State Bank of Pakistan resulted in an estimated amount of mobile money 
agents of 104.0 per 100,000 people. According to the evaluation of key driver ECQ8, Pakistan 
provides a better market environment than Nigeria for mobile remittances, as the agent density is 
higher. 

SQ5 High consumer awareness of mobile remittance services 
According to the results from the Financial Inclusion Insight surveys, Nigerians have a low 
awareness (12 percent) of mobile money services compared to a quite high awareness in 
Pakistan (65 percent). According to the evaluation of key driver SQ5, Pakistan provides a better 
market environment than Nigeria for mobile remittances, as the awareness of mobile money 
services is significantly higher in Pakistan. 

TQ6 High penetration of mobile phones 
To determine the penetration of mobile phones in Nigeria and Pakistan, International 
Telecommunication Union (2013) data on mobile-cellular telephone subscriptions per 100 
inhabitants were used, together with nationally representative surveys from the Financial 
Inclusion Insight (FII) research program by InterMedia (2013b, 2014a) on mobile phone 
ownership. The International Telecommunication Union data indicated similarities between the 
two countries in terms of mobile-cellular telephone subscriptions. Nigeria had 73.29 subscribers 
per 100 inhabitants and Pakistan had 70.13. The data from the FII surveys on the contrary had 
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very different numbers for the two countries. The FII survey indicated a 90 percent mobile phone 
ownership in Nigeria and a 59 percent ownership in Pakistan. The demographic characteristics of 
the mobile phone owners between the two countries differed a lot. Nigeria had a high ownership 
in all age categories and a gender difference of 6 percent. Pakistan on the other hand had higher 
ownership of mobile phones in the lower age categories and a gender difference of 42 percent. 
According to the evaluation on key driver TQ6, Nigeria provides a better market environment 
than Pakistan for mobile remittances, as penetration of mobile phones is higher in Nigeria. 

ECQ4 Country having high penetration of mobile money accounts 
There was limited access to public statistics on the current number of mobile money accounts in 
Nigeria. The latest official source found was a presentation by the Central Bank of Nigeria 
(2013b) at the International Conference on Payment System in September 2013, which presented 
58 mobile money accounts per 1,000 people. Another estimation of the amount of mobile money 
accounts in Nigeria were found in EFInA’s (2014a) Access to Financial Services in Nigeria 2014 
Survey, but this number were much lower than the estimation given by the Central Bank of 
Nigeria and resulted in only 2.8 mobile money accounts per 1,000 people in 2014. However, it 
was easier to find newer data from Pakistan as the State Bank of Pakistan (2015) provides 
extensive reports on branchless banking every quarter in their “Branchless Banking 
Newsletters”. The data provided in the newsletter for Q4 2014 presented 28 mobile money 
accounts per 1,000 people in Pakistan, with a quarterly growth of 15 percent. It is difficult to 
draw any conclusions for the key driver ECQ4, since the estimation on how many mobile money 
accounts there exists in Nigeria differed very much between the two sources. 

Table 29: Results from the application of the evaluation framework, Service/Product environment 

Key 
driver 

ID 
NIGERIA PAKISTAN 

ECQ2 

Key driver: Mobile remittance services having lower cost/fee per transaction than traditional remittance methods 
Metric: Total cost sending money (% of amount)5 

 
Average cost for sending US$200 to Nigeria through 
mobile remittance services: 5.1% of the amount sent6 
(The World Bank, 2015d) 
 
Average cost for sending US$200 to Nigeria through any 
remittance service (Q2 2014-Q1 2015): 7.65% of the 
amount sent 
(The World Bank, 2015d) 
 

 
Average cost for sending US$200 to Pakistan through 
mobile remittance services: No data available. 
 
Average cost for sending US$200 to Pakistan through any 
remittance service (Q2 2014-Q1 2015): 4.95% of the 
amount sent 
(The World Bank, 2015d) 
 

ECQ2 Mobile remittance services having lower cost/fee per transaction than traditional 
remittance methods 
Out of the data from the World Bank’s Remittance Prices Worldwide prices from 32 remittance 
sending countries and 89 receiving countries were used. The average remittance transaction cost 
to send US$200 for the last twelve months (Q2 2014 – Q1 2015) to the respective countries were 
7.65 percent of the amount sent to Nigeria and 4.95 percent of the amount sent to Pakistan. Data 
regarding mobile remittance prices for the two countries were very limited. Only one price setter 
for mobile remittances to Nigeria was included in the data for one specific corridor, US to 
Nigeria. The transaction cost to send US$200 by mobile remittance from US to Nigeria were 
5.09 percent of the amount sent, which is lower than the total average transaction cost to Nigeria. 
No data were included on transaction cost for mobile remittances to Pakistan. Due to the limited 

                                                 
5 Non-transparent remittance service providers excluded (remittance service providers that do not disclose the 
exchange rates applied to transactions) 
6 Insecure data. It is based on one price setter during one quarter for one corridor 
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supply of data on remittance prices, no conclusions could be drawn regarding the market 
environment for the key driver ECQ2 in the two countries. However, since the cost for remitting 
money through any remittance service was higher to Nigeria than to Pakistan, the possibility for 
offering mobile money transfer services that are cheaper than the average remittance cost may be 
larger for Nigeria, but there was not sufficient data to support this conclusion. 

5.4.2 Summary and concluding remarks on the application of the 
evaluation framework 

The analysis of the results from the application of the developed evaluation framework on the 
two countries Pakistan and Nigeria demonstrated that it was possible to use the framework to 
compare the two countries. From the comparison, it was seen that Pakistan provides a better 
market environment for mobile remittances than Nigeria, since Pakistan fulfilled six key drivers 
better than Nigeria (SQ7, ECQ10, ECQ8, TQ5, LQ1 and SQ5). Nigeria was only better for one 
key driver (TQ6). In addition, the key driver where Nigeria performed better was rated to be of 
quite low importance (rank 16). 

When analysing the results of the applied key drivers in the four environments, it was seen that 
Pakistan performed better in three environments (Institutional, Business and User). This 
indicates that several parts of Pakistan’s market environment support mobile remittances better 
than Nigeria’s.  

The analysis presented in this section was only brief, and could be extended by in-depth analyses 
of the key drivers to provide more reliable conclusions. In the Discussion chapter, the 
applicability of the method and the method as an analytical model is discussed. 

5.5 Summary of the Results and Analysis Chapter 
In the second round of interviews with researchers and industry experts, some areas were 
recurring regarding mobile remittances. The industry experts, in their answers, put much focus 
on market barriers, and two recurring such barriers were the lack of robust and trustworthy 
infrastructure and the regulatory issues. Several of the interviewees said that the mobile 
remittance technology was not that advanced and should not pose a large barrier for the growth 
of the mobile remittance market. During most of the interviews it was argued that governments 
should promote and encourage the use of mobile remittances and build public utilities of 
payments. A wide range of areas related to both key drivers and barriers were discussed, which 
indicated that the industry for mobile remittances is complex.  

There were some interesting findings from the general questions in the beginning of the 
questionnaire. Several of the company respondents answered that the company they represented 
offers mobile money services that are not interoperable with other companies’ mobile money 
services. All respondents who answered that their company offers mobile remittance services 
stated that the company increases its investments in this service in 2015 compared to 2014. A 
majority of the respondents thought that telcos or a hybrid between different actors would lead 
the mobile remittance initiatives in the coming years. 

In the rating of key drivers, all key drivers except one were rated above 3 (“Neither Important 
Nor Unimportant”), and 29 out of 48 key drivers were rated above 4 ("Important"), which 
indicated that most of the drivers found during the literature review and second round of 
interviews are important for the growth of the mobile remittance market. A summary of the 
questionnaire is presented in section 5.3.5, which includes a table of the twenty most important 
key drivers. Appendix D provides a ranking of all key drivers that were included in the 
questionnaire. When analysing the ratings of the dimensions’ overall importance in the 
concluding question in the questionnaire and during the second round of interviews, in both 
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ratings the economic dimension was rated to be of highest importance, the legal to be the second 
most important, and the environmental dimension to be of least importance for driving the 
mobile remittance market forward. But, as seen in the list of the top twenty most important key 
drivers, four of the top seven key drivers are from the social dimension and three of the top nine 
key drivers are from the technological dimension. 

The results from the country evaluation indicated that several of the highest ranked key drivers 
together worked well for evaluating and comparing countries’ market environments, and the 
application of the framework implied that Pakistan had a market environment that was more 
suitable for mobile remittances than Nigeria. A summary of the results from the country 
evaluation can be seen in section 5.4.2. 
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6 DISCUSSION 

This chapter presents a discussion of the research results and analysis that were presented in the 
previous chapter, together with a discussion around the methods used. 

The first subchapter consists of a discussion around the research results and areas directly related 
to the purpose of the research, in conjunction with discussions around other interesting 
implications this research can have on the understanding of the market for mobile remittances. In 
the questionnaire the respondents were asked to answer some general questions on their view of 
this market, and the findings from this suggest areas worth discussing. The following subchapter 
covers the chosen methods’ influence on research results. 

6.1 Discussion of Research Results and Analysis 
This subchapter contains a general discussion of the results and analysis that were presented in 
the previous chapter. The analyses of some of the results were not presented in the results and 
analysis chapter, and these areas will instead be further discussed in this subchapter. During 
interviews and in the questionnaire, the interviewees and respondents were asked questions that 
were not intended to give answers to the research questions directly but instead have interesting 
implications for the interpretation of the research results. These kinds of questions will form the 
basis for the following discussion. 

The main finding from this research was that the perceptions on what factors, and what actors 
that are driving the market for mobile remittances forward vary depending on who is asked. 
Already in the second round of interviews, where researchers and industry professionals were 
interviewed, it was obvious that the opinions are many and depend on the background and 
professional role of the respondent. All of them believed mobile technology to be an important 
means for transforming the remittance industry, but had different views on how it could succeed. 
One interviewee had the largest trust in innovative technology to drive the market forward, while 
others underlined regulatory and government actions, development of distribution infrastructure, 
lower costs for mobile solutions, and the role of the consumers. The interviewees put more 
emphasis on the role of the government, than the role of companies providing mobile money and 
remittance services, and gave the impression of that migration and the high costs for sending 
remittances is a problem that governments and international authorities should take responsibility 
for solving. Arguments were that regulators should lower barriers, and that governments should 
be involved in the development of infrastructure and public utilities of payments. One 
interviewee argued that mobile network operators are locked out of the market, and that this 
negatively impacts the development of mobile money. 

Also from the questionnaire, the indication was that different respondents have different views 
on the market for mobile remittances. The introductory questions in the questionnaire made it 
possible to analyse what types of organisations the different respondents represented. The two 
main groups of respondents represented companies offering mobile money services, and research 
organisations. Since the research aimed to have a global focus, it was very good for the 
applicability of the results that the respondents represented organisations that together covered 
operations in all continents of the world. However, the research was slightly focused on 
migration from developing countries in Africa and Asia and remittances sent home to these 
countries, since these two areas are of great interest for many companies and organisations active 
within the fields of mobile money and mobile remittances. These two regions were 
overrepresented among the areas of operation for the companies and organisations that were 
represented in the set of respondents, and this further increases the applicability of the 
questionnaire results for fulfilling the purpose of this study.  
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Even though the number of respondents was quite small, the answers to the introductory 
questions in the questionnaire revealed some facts concerning the characteristics of the mobile 
remittance market. As pointed out by the interviewees in the second interview round, the lack of 
interoperability between different mobile solutions is hindering the market development. This 
was confirmed in the questionnaire, where 57 percent of the respondents that represented 
companies offering mobile money solutions answered in GQ4 that their services are so called 
“closed loops”, and not interoperable with other companies’ services. But the answers to GQ8 
and GQ9, where all respondents that represented companies offering mobile money services said 
that they would increase the investments in mobile remittances in GQ8, it was also indicated in 
GQ9 that some of the investments will be focused on interoperability. This may imply that 
companies providing mobile remittance services have noticed the need for interoperability. 
However, the key driver “Interoperability between different operators/actors” (TQ8) was rated to 
be of relatively low importance (3.67), in between “Neither Important Nor Unimportant” and 
“Important”. Respondents from Research Organisation were the ones rating this factor as 
“Important” (4.14). The reason why company representatives rated TQ8 to be of quite low 
importance might be given by a statement in the second round of interviews: “There is a lack of 
willingness of major players to open their network to smaller players”. If this statement is true, 
the development of the market for mobile remittances may still be hindered in the future if key 
players in the market do not realize the importance of interoperability, and/or are not willing to 
take actions to improve it. 

The results of GQ6 and GQ7 show that many companies provide a number of different services, 
but that only up to 5 percent (between 5 and 20 percent in one case) of the mobile money 
customers use the mobile remittance service(s). The implication of this may be that it is not the 
technology that is complex, since a company can offer several different solutions. The 
complexity may lie in creating the demand and a large-scale use of the service. However, the 
domestic flows may be substantially larger and more common on a daily basis if not all mobile 
money customers have family and friends that have migrated, and this lowers the use of the 
mobile remittance service compared to the other services that are offered.  

There was a large spread of answers to the question regarding which actor the respondents think 
will lead the mobile remittance initiatives in the coming years (GQ10). Telcos and hybrids were 
rated to be most likely to lead the initiatives, and quite many selected banks as well. This might 
indicate that telcos will lead the market as hybrids with banks. This has been indicated also 
during interviews and in the literature review, where it was often discussed that 
telecommunication companies need to partner with financial institutions to get financial licenses 
and financial infrastructure. In GQ11, the respondents were asked to explain why they chose the 
selected actor or actors in the previous question. They provided various arguments for why 
different actors will lead the initiatives, and this variety of answers proves that there is no 
common view on by whom, and therefore in what manner, the market should be developed. One 
sentence that quite well sums up all the answers to GQ11 was: “I don’t see a one-stop-shop 
global solution.” However, the choice of respondents may have impacted the answers to GQ10 
and GQ11. If the questionnaire would have been distributed to other actors, such as banks and 
postal operators, as was aimed for in the beginning of the research process, the answers may 
have indicated other types of actors to be market leaders.  

One interesting finding from the rating of the key drivers was the large disagreement among 
researchers and respondents from mobile money companies regarding non-exclusive agreements 
with agents. During the literature review it was found that companies having exclusive 
agreements with agents create barriers for mobile money solutions (International Fund for 
Agricultural Development, 2009). Researchers rated non-exclusive agreements to be of high 
importance (4.57), while respondents representing companies offering mobile money solutions 
rated this key driver to be of lower importance (3.43). One interpretation of these results could 
be that the companies prefer exclusive agreements, since it would lower the competition and 
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therefore could increase the margin on the products offered. Another interpretation could be that 
the companies do not experience that exclusive agreements constitutes a barrier and that non-
exclusive agreements would drive the market forward, while researchers have taken part in 
research that proves the opposite. 

The additional question asked in the end of the questionnaire (GQ12) further indicated that 
industry professionals and researchers have various views on what factors that are needed for the 
transformation of the remittance market. Factors such as e-currency, interoperability, financial 
inclusion, the advantage of existing players, and “the regulatory puzzle” are all mentioned as 
critical aspects that are related to the market for mobile remittances. The conclusion from this is 
that either all aspects are of equal importance to be considered, or that more studies should be 
done to unite the perceptions of what specific areas that need support to bring the market 
forward. 

The main result from the questionnaire was a list of key drivers ranked according to importance 
for the growth of the mobile remittance market. This list is presented in Appendix D. From this 
list, the twenty key drivers that were rated to be of highest importance were categorized into four 
environments and used as a base for the country evaluation. From the categorization of the top 
twenty key drivers, it could be seen that there were most key drivers in the User environment 
(nine key drivers), and the Business environment (six key drivers). This implies that it is 
important to consider many aspects of these two environments when evaluating how suitable a 
country is for mobile remittances. However, these results may be skewed by the fact that many 
representatives from mobile network operators, and several of them providing mobile money 
services, responded to the questionnaire. The respondents might be biased and put a larger 
emphasis on areas that concerns the business and users, resulting from that they may have deeper 
insights into these areas than the Institutional environment.  

The key drivers that were applicable on a country level formed a framework that has the purpose 
of evaluating how suitable a country’s market environment is for mobile remittance services. 
Even though this research formed a framework from only the key drivers that were rated to be of 
highest importance, it is worth to consider also the factors that were not included in the 
framework. Key drivers’ importance may differ depending on the time of evaluation, and the 
particular circumstances of the country that is studied. 

When applying the framework on two different countries, Nigeria and Pakistan, two findings 
were obtained. The first finding was that the framework was applicable and therefore constituted 
a functioning method, and the second finding was that it proved to work as an analytical model 
that can be used for evaluating, or at least comparing, countries’ market environments for mobile 
remittances. The evaluation framework need to be tested further and be further developed to 
work as an evaluation tool that provides a number or a “grade” on a country’s market 
environment for mobile remittances. As it works today, it cannot tell that, for example, Pakistan 
has a market environment that supports mobile money to 60 percent. In addition, the framework 
is dependent on the data that is available, and this might limit the applicability of the framework. 
When data is available the framework could work better for evaluating a country’s market 
environment. However, the framework can be used to give indications on how supportive a 
country’s market environment is for mobile remittance services, and the possibility to compare 
countries makes the framework a working tool for country prioritization. 

In addition to being a tool that can be used for evaluating how suitable a country’s market 
environment is for mobile remittances, the framework also provides another function. By 
discovering the aspects where a country provides a market environment which supports mobile 
remittances, and also the aspects where the environment is not as supportive, there is an 
opportunity to realize in which areas changes and development are needed. Therefore, the 
framework does not only work as a tool to tell if a country is interesting for the deployment of 
mobile services for remittances, but also how the market environment can be improved. This 
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makes the framework an interesting tool for both companies and governments. Even though 
companies might not have the possibility to, for example, influence the regulatory environment 
directly, they can, by the use of the framework demonstrate which critical areas that are in need 
of support, and bring these aspects into discussions with governments. In this way, both 
companies and governments can participate in and influence the transformation of the remittance 
industry. 

6.2 Discussion of Methods Used 
This subchapter consists of a discussion around the methods that were used during this research 
process, and what implications the choice of methodology might have had on the results and 
findings that were obtained during the study. 

When planning the research process, the aim was to find, or compile, a list of already defined 
key drivers for mobile remittances, and quite fast identify the most important key drivers. By the 
use of these drivers, the purpose of the study was more quantitative, and the plan was to evaluate 
many countries to create an index over countries that have market environments that are suitable 
for mobile remittance services. However, from the initial literature review and the introductory 
interviews, it was discovered that the view of the most critical factors that are driving the market 
forward is varying greatly depending on author, the country that is studied and interviewee. It 
was therefore discovered a need to find a way of ranking the identified key drivers, to create a 
framework of manageable size that can be used for market evaluation. The method that was 
chosen for conducting the rating was to distribute an online questionnaire where the respondents 
were asked to rate the key drivers according to importance for driving the mobile remittance 
market forward. The aim was to distribute this questionnaire to several different actors that are 
operating in the field of mobile money and mobile remittances. However, limited time to find 
contact details to all actors led to a limited spread of respondent groups. The respondents were 
industry experts and professionals representing mobile network operators and research 
organisations. As mentioned previously when the research results were discussed, the choice to 
distribute the questionnaire to only a limited number of organisation types may have affected the 
results. For instance, banks or postal operators would possibly have represented a larger share of 
the actors that the respondents thought will lead the mobile remittance initiatives in the coming 
years if these actors had received the questionnaire as well. 

Identifying key drivers required a thorough review of existing academic literature, and published 
reports. This part of the research process was critical for building the foundation for the rest of 
the research, and it was not possible to give any guarantees that all areas were covered. The risk 
of having missed critical key drivers might limit the findings developed during this research. 
However, the fact that only one key driver was rated to be of lower importance than “Neither 
Important nor Unimportant” (TQ7 was rated 2.52) indicates that the majority of the identified 
key drivers were important for driving the market for mobile remittances forward. The choice of 
not making a clear difference between sending and receiving countries when identifying and 
rating key drivers constituted a limitation on the results and findings that were obtained. The 
question on whether or not the identified key drivers are of different importance depending on 
sending and receiving country was therefore not assessed. To evaluate this, one approach could 
have been to ask the respondents of the questionnaire to rate the key drivers from the two 
different perspectives, but this would have extended the length of the questionnaire significantly. 
Since the key drivers to include in the country evaluation were selected after the ranking, it may 
seem like an unnecessary step in the research process to rate the key drivers that later were 
decided not to be suitable to include in the evaluation framework. Some key drivers were known 
not to be applicable for country evaluation, for example several of the key drivers that are 
product specific, but the decision was to include these in the rating nevertheless. The use of the 
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findings is probably much larger when different kinds of key drivers were identified and rated. 
One of the purposes of this research was to deepen the understanding of the mobile remittance 
market, and this understanding would have been limited if the types of key drivers were 
restricted. After the rating and ranking the focus was narrowed down to fulfil the purpose of 
evaluating how suitable different countries are for mobile remittances, and key drivers that were 
considered applicable were used to form the framework. Elements of the framework’s content 
depend on the specific country of study and the framework is therefore dynamic. Since the 
framework is dynamic, it is possible to adjust the content to match the purpose of the application. 
If a company wishes to use the framework, it can both assess how suitable a country is for 
mobile remittance services, and include and evaluate other key drivers that are, for example, 
product and company specific, to ensure that critical areas are satisfied. For instance, for a 
company to build as sustainable a business as possible it could be of high importance to make 
sure to offer a service that is easy to use, build consumer trust, and support agents through 
education and efficient liquidity management.  

Testing the developed framework on only two countries might have affected the results and 
findings that were obtained during this part of the research. To determine whether the design of 
the framework makes it applicable, and whether the framework is appropriate to use as an 
evaluation tool, it should have been tested on more countries and evaluated further to increase 
the reliability and validity of the results. 

The PESTLE framework has worked as an overall structure for the research process, which has 
widened the focus by the holistic approach that the application of the framework implies, but 
there are also some theoretical limitations. By determining that the six PESTLE dimensions were 
the areas to base the literature review and interviews on, limits were put on what kind of key 
drivers that could be found. However, the researchers were well aware of this limitation and held 
an open mind when searching for key drivers. Therefore, the PESTLE framework worked not 
only as tool to base searches on, but also as a tool for sorting the identified key drivers that were 
encountered during the literature review and interviews. Other theoretical limitations originated 
from the information and knowledge that were provided in literature review and interviews. 
Since information was collected from earlier studies within areas that are relevant for this 
research, the theory that this information was based on limited the findings and results that could 
be obtained during the research process. By combining interviews with a literature review of 
academic journals and reports published by associations, the researchers aimed to involve 
different types of sources in the research process and reduce the impact from theoretical 
limitations. 
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7 CONCLUSIONS AND FUTURE WORK 

This chapter contains discussions around the research conclusions and implications, and 
recommendations for future research. 

The first subchapter presents conclusions based on the analysis and discussion with the intention 
to answer the research questions. The following subchapter discusses the practical application of 
the results, by presenting implications and concluding remarks including experiences that were 
gained during the research process. Lastly, recommendations on future work in this field, or 
adjacent fields, are provided. 

7.1 Fulfilling the Purpose of the Research 
This research had the purpose of identifying the key drivers for mobile remittances, and 
developing a framework that can be used for evaluation of how suitable a country is for the 
deployment of mobile remittance services. 

The main research question addressing this purpose was:  

“How can key drivers for mobile remittances be identified and used to find countries with a 
suitable market environment for mobile remittance services?” 

From this main research question, three sub-questions were derived, and the following sections 
presents summarizing texts on how these questions were answered. 

7.1.1 Research question 1 
The first research question was:  

“What are the key drivers for mobile remittances?” 
By conducting a thorough literature review in combination with unstructured and semi-structured 
interviews it was possible to identify factors that are important for driving mobile remittances 
forward. The literature review led to the identification of already defined key drivers, and it 
provided an overview of the research and knowledge of the mobile remittance field. From this, it 
was possible to develop relevant questions used in the semi-structured interviews with industry 
experts and researchers. The results from answering the first research question was a “gross-list” 
of key drivers for mobile remittances, segmented according to the six dimensions in the PESTLE 
framework: Political, Economic, Social, Technological, Legal and Environmental. 

7.1.2 Research question 2 
The second research question aimed to rank the identified key drivers: 

“How do researchers and professionals in the mobile money and remittance industry rate the 
key drivers according to the importance for market growth?” 

To reduce the “gross-list” of key drivers that was the outcome of answering the first research 
question, a shorter list of the most importance key drivers was developed by rating the 
importance of the key drivers. The rating was done through the distribution of an online 
questionnaire, and the respondents were mainly representatives from mobile network operators, 
researchers and other industry experts active in the fields of mobile money, remittances, and 
adjacent industries. The key drivers were rated on a 5 level Likert scale, from “Very 
Unimportant” (1) to “Very Important” (5), and the ratings varied from the lowest value of 2.52 to 
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the highest value of 4.81. Table 30 below shows the twenty key drivers that were rated to be of 
highest importance, and the total ranking of all key drivers can be found in Appendix D. 

One major finding from answering research question two was that the perceptions on which 
factors that are driving the market for mobile remittances forward depended on what kind of 
organisation the respondent represented. However, the highest rated key drivers tended to also 
have low standard deviations. This indicated that the majority of the respondents agreed on 
which factors that were of highest importance. These factors were related to various areas and 
different types of actors, which implied that a lot of aspects must be met for the market to grow. 

Table 30: The twenty top rated key drivers for mobile remittances 

Rank Question 
ID Explanation Environment Rating 

1 TQ4 Service is easy to use (e.g. user friendly interface) Service/Product 4.81 
2 SQ7 Consumer trust in mobile remittance services and service providers User 4.77 

3 SQ8 Customer's perceived security of using mobile remittance services for sending 
money User 4.58 

4-5 ECQ10 Efficient liquidity management for agents (ensuring sufficient stock of cash 
and e-money) Business 4.56 

4-5 TQ1 Safety and security of service is high Service/Product 4.56 

6 SQ12 Service providers educating the agents about the mobile remittance services 
(how to use/sell the service/educate the customer) Business 4.54 

7 SQ9 Customer education about mobile remittance services(how the services work 
and how to use them) User 4.52 

8 ECQ8 High agent density (number of agents, working with e.g. service promotion, 
customer activation, education, cash management) User 4.50 

9-10 TQ5 High network reliability (e.g. high service uptime, few power outages) Business 4.48 

9-10 LQ1 
A regulatory environment enabling branchless banking (mobile money) 
(sound legal and regulatory framework, regulatory resources, capacity and 
coordination) 

Institutional 4.48 

11 TQ11 Good customer service (from agents and service providers) User 4.44 

12-15 ECQ2 Mobile remittance services having lower cost/fee per transaction than 
traditional remittance methods Service/Product 4.41 

12-15 ECQ5 Collaborative partnerships between key players (between e.g. banks and 
telcos) Business 4.41 

12-15 ECQ6 Investments in promotion/marketing of mobile remittance services Business 4.41 
12-15 SQ5 High consumer awareness of mobile remittance services User 4.41 

16 TQ6 High penetration of mobile phones, (many people have access to mobile 
phones) User 4.38 

17 PQ2 Government promoting mobile money services (e.g. through being open to 
send and receive government payments through mobile wallets) Business 4.35 

18-20 ECQ3 High degree of price transparency to the customer (e.g. fee, exchange rate) User 4.33 

18-20 ECQ4 Country having high penetration of mobile money accounts (customers are 
used to mobile money services) User 4.33 

18-20 TQ2 High transfer speed (time to transfer money) Service/Product 4.33 

When the top twenty key drivers were identified, they were grouped into four environments: 
Institutional, Business, User and Service/Product. This categorization of the key drivers made it 
possible to understand the characteristics of the key drivers and the applicability of them 
increased. It is then further underlined that the market for mobile remittances is complex, and 
that critical factors need to be considered on several different levels. The Business and User 
environments might be particularly complex, since there are most key drivers to take into 
account. However, the institutional environment might be the level where companies have the 
most limited chance to influence their surroundings. The implications of the key drivers and their 
functions are further discussed in the subchapter on implications and concluding remarks. 

By identifying the top twenty key drivers, and develop a deeper understanding of their 
characteristics, they formed the base of the framework that was developed when answering 
research question 3. 
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7.1.3 Research question 3 
The third research question was: 

“How can the most important key drivers be used to assess a country’s suitability for mobile 
remittances?” 

This question was address through the application of a framework that was developed for the 
purpose of evaluating a country’s market environment for mobile remittance services. The 
framework was based on the categorized top twenty key drivers. The drivers that were applicable 
on the two countries that were selected to be evaluated (Nigeria and Pakistan) were included in 
the framework. The result from this was a dynamic framework that may shift content dependent 
on the country of study. The key drivers that were represented in the framework in this specific 
case are marked with bold in Table 30 above. The remaining key drivers may be applicable in 
other cases and for analyses that aim to consider more product and company specific aspects. 

The main findings from the development and brief testing of the framework were that the 
approach gave a functioning method for evaluation, and it worked well for creating an 
understanding of how the market environment for mobile remittances services may differ for 
countries with different preconditions. By categorizing the top twenty key drivers into four 
different environments it was possible to evaluate the key drivers in more understandable 
contexts, and this helped to develop an approach to assess a country’s suitability for mobile 
remittances. 

7.1.4 Main research question 
From the answers to the three sub-questions it was possible to answer the main research 
question: 

“How can key drivers for mobile remittances be identified and used to find countries with a 
suitable market environment for mobile remittance services?” 

This research has illustrated that there was a need of identifying the key drivers for mobile 
remittances, and that it was possible to rank these key drivers according to importance through 
the distribution of a questionnaire to industry professionals and researchers. From this, a 
framework was developed and tested, and it proved to work well for assessing and comparing 
countries’ market environments for mobile remittances.  

The assumption of this research approach was that key drivers for the growth of a market also 
promote the market environment for a service that is offered on that market. Based on this, it is 
possible to answer the main research question and state that key drivers can be used as criteria 
that need to be met to foster a market environment that is suitable for mobile remittance services. 

7.2 Implications and Concluding Remarks 
This subchapter concludes the discussion around the findings that has been made during the 
study and what possible impact these findings may have in the field of mobile remittances and 
adjacent fields. The findings and results provided during the research process have contributed to 
knowledge from both managerial, research, and sustainability perspectives.  

One main conclusion that has been drawn during the research process was that there is no 
consensus regarding who or what that is driving the market forward. Maybe there is no single 
player or factor that is the answer, or maybe there is a need for more research to find the areas 
that should be supported. To make the transformation of the remittance industry as efficient as 
possible, it might be crucial to focus on the right things. This research has contributed to this by 
providing guidelines on areas that are of high importance for the mobile remittance industry.  
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The solution to the inefficient and expensive remittance industry may not be to only use mobile 
technology, and it may not be only one player that drives the market forward. Two quotes, the 
first from the second round of interviews, and the second from the questionnaire conclude this 
thought:  

“Mobile solutions may not work everywhere, and in some countries other services would be 
more successful. Instead of investing in a specific solution/technology, we should build an 
environment where any solution is suitable to the specific market, culture, dynamics and 

geography. This could be more successful.” 
and, 

“I don’t see a one-stop-shop global solution.” 
The subchapter ends with experiences gained during this research process and recommendations 
for researchers that are interested in conducting studies that are similar to the study presented in 
this report. 

7.2.1 Managerial and research implications 
The managerial implications refer to the practical use of the observations and findings that have 
been presented in this report. This research and the results that it provided can be used of 
professionals in the field of mobile money, to both develop the understanding of the mobile 
remittance market and obtain concrete guidelines on how to evaluate the potential of the market. 
By understanding the factors that are driving the market forward, it is possible to create deeper 
understanding of in what areas the market is developing, and in which critical areas more force is 
needed to push the market transformation forward. The framework that was developed provides 
more practical guidelines and represents an example of an approach that can be used to assess 
countries’ market environments for mobile remittances. The industry for mobile remittances is 
today struggling to find sustainable market growth, and by providing companies offering mobile 
remittance services with guidelines on how to find countries that have market environments 
promoting these services it could be possible to find more growth. This has implications both on 
a corporate strategic level and the industry as whole. 

Not only companies providing mobile remittance services may find contribution from this 
research. Critical stakeholders, such as governments, associations and regulators could get 
deeper insights into which areas that are of particular importance for an increased use of mobile 
remittances. From this, these stakeholders can find areas that are critical to support. Together 
with the possibility for companies to find countries with a suitable market environment, this 
might imply that the transformation of the remittance market can be more efficient and the 
related benefits can be experienced sooner.  

More specifically, by studying the twenty key drivers that were rated to be of highest 
importance, the areas that the stakeholders should pay extra attention to could be identified. 
Several of the key drivers were related to the consumer awareness of mobile remittance services. 
To increase the awareness and adoption, service providers should educate agents in how to 
promote the service, how to sell the service and how to educate the customer regarding the use of 
the service. In addition, the awareness can be increased by investments in promotion and 
marketing of mobile remittance services. There are also some service features that service 
providers and mobile wallet companies should consider when they design their offerings. The 
service would fulfil several important criteria if it is easy to use, secure, reliable, and has lower 
cost and higher transfer speed than other remittance services. If the service is secure and reliable, 
this might help the service providers and mobile wallet companies to build trust, a factor that 
showed to be of high importance. The companies providing the service/product should also offer 
good customer service and high price transparency. Another important area for supporting the 
growth of the mobile remittance market is to establish a supporting infrastructure for mobile 
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money and mobile remittances. According to the rating of the most important key drivers for 
mobile remittances, it is of high importance to provide efficient liquidity management for mobile 
money agents, have a high agent density, high network reliability, high penetration of mobile 
phones and mobile money accounts, and also collaborative partnerships between key players 
(e.g. banks and mobile network operators) to leverage the distribution network and 
infrastructure. Lastly, the prevalence of mobile remittances would be supported by governments 
promoting mobile money services, and a regulatory environment that enables mobile money and 
branchless banking. 

This study has also resulted in some implications from a research perspective. First, the need of 
identifying the factors that are driving the market for mobile remittances forward was detected. 
Second, no research on how to evaluate if a country is suitable for mobile remittances was found. 
By conducting this study on key drivers and from the identified drivers develop an evaluation 
framework, the research contains an initial approach to elaborate with innovative research 
methods, and creates a basis for further research on both these areas. The findings do not only 
have implications for research on the field of mobile remittances, but also other areas where it is 
important to find factors supporting an industry to reach a sustainable growth. 

7.2.2 Implications on sustainability 
The hundreds of millions of people that are migrating internationally play a critical role for many 
developing countries in the world, and the implications for poverty alleviation and growth can be 
immense. The remittances sent home by migrants to developing countries are estimated to be 
more than three times larger than the financing from Official Development Assistance. However, 
unreasonably large shares of the remittances are used to pay high fees for sending the money. 
Using mobile solutions for sending remittances has the possibility of lowering these costs, and 
thus increase the amount of money that can be used for poverty alleviation and economic 
development. It has also the potential of including more people in the financial ecosystem by, as 
it is called, “banking the unbanked”. If people have access to mobile solutions for sending and 
receiving money, this channel could be used for quicker foreign and governmental aid to people 
that are suffering from, for example, the effects of natural disasters.  

This research aimed to give a deeper insight in the factors that drive the market for mobile 
remittances forward, and also provide companies offering mobile remittance services guidelines 
for how to find countries that have a supportive market environment. From this, the hope is to 
support the growth of the market for mobile remittances, and accelerate the needed 
transformation of today’s remittance industry. If the industry can be transformed in a more 
efficient way the associated benefits can be experienced sooner. 

7.2.3 Experiences and recommendations for similar studies 
In the beginning of the research, the objective was to find, or compile, a set of already defined 
key drivers for mobile remittances, and from this perform a more quantitative study where many 
countries and their suitability for mobile remittances could be evaluated. However, it was found 
early in the process that the views of which factors, and which actors that are driving the market 
for mobile remittances forward varied and were dependent on whom was asked. A need for 
defining a set of key drivers appeared, and therefore a lot of time was spent on reviewing 
literature and conducting interviews to gain a wide view of potential drivers. Since it was hard to 
be sure that all potential drivers were covered in all six PESTLE dimensions, this part was the 
most time consuming. A recommendation for similar studies would be to focus on only one, or a 
few, of the PESTLE dimensions, to have the possibility to be even more confident in that all key 
drivers related to that dimension are covered and analysed further. However, the holistic 
approach in this study was one of the most interesting parts. 
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It was also time consuming to develop the questionnaire, since it needed to both cover all 
identified key drivers, and at the same time not be too extensive. Narrowing it down was 
difficult, since the researchers didn’t have the role of determining which factors were important 
enough to be included in the questionnaire, and which were not. Performing a pre-study was very 
helpful, and it is recommended for similar studies that the pre-study is expanded to also include a 
distribution to a testing sample of respondents before the large-scale distribution. When 
distributing the questionnaire it was realized that it was quite difficult to find contact details to a 
large number of respondents. The aim was to distribute the questionnaire to several different 
kinds of companies and organisations, but when the questionnaire design and content was 
finished it was quite urgent to distribute the questionnaire in order to receive responses in time. It 
is therefore recommended that researchers conducting similar studies contact different 
associations, organisations and companies early on in the research process to receive contact 
details to potential questionnaire respondents. 

During the research process it was discovered that there is currently limited amount of 
nationwide in-depth data available in this particular field of study. This makes it more difficult to 
evaluate and compare the market environments for mobile remittances in different countries. A 
recommendation would be to involve many different organisations in the research process to 
possibly get access to additional, not publicly available, data and information. 

The PESTLE framework proved to work well as a structure for many parts of the research 
process. One of the main reasons might be that it is a widely known framework whose 
fundamentals are quite easily understood, and therefore it constituted a suitable tool when 
research was conducted within a field that was new to the researchers. For similar studies, it 
could be recommended to base the study on other areas than the six PESTLE dimensions. For 
example, when more experience was gained during the course of the study the researchers 
recognised that the key drivers were more applicable when categorising them according to the 
institutional, business, user, and service/product environments. If the researcher already has an 
understanding of the mobile remittance industry, these four environments could be used as a 
structure for a similar study, instead of the PESTLE dimensions. 

7.3 Research Limitations and Future Work 
This subchapter presents recommendations on future work, resulting both from findings in the 
research process and from limitations in this research that offers opportunities for additional 
research. 

First, using the PESTLE framework as a base for a research process implies that the scope 
becomes broad, because of six dimensions being analysed. As discussed in the previous section 
on experiences and recommendations for similar studies, the first recommendation for future 
work that intends to go deeper into the topic of this research would be to narrow down the scope 
to study one, or a few, of the dimensions. During the study it was discovered that several of the 
PESTLE dimensions contained complex areas that would be interesting to include in future 
studies. For example, the complexity that lies in the difference between countries’ regulatory 
environment makes it interesting to conduct more focused studies on the legal dimension. 
However, a more narrow scope could imply that the big picture is neglected. 

Another recommendation regarding the PESTLE framework is to, in future studies, complement 
it with a more quantitative approach to measurement. This is, for example, noted by Yüksel 
(2012), who states that the qualitative structure of the PESTLE framework implies that 
measurement cannot be generally made. In addition to this, Yüksel emphasizes that in a holistic 
perspective, the research should also take relations and interactions between the PESTLE factors 
into account. This is something the researchers have been aware of during the research process, 
but it is recommended that the relations and interactions are analysed further. Yüksel gives 
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examples of different methods that can be used for assessing interdependences and weights, and 
these methods might lead to interesting findings in future studies. 

The focus of the research has been on external key drivers, and not internal influences such as 
departments, management, teams and stakeholders. To apply a more company specific approach 
and, for example, evaluate a specific company’s potential in a particular country, it is 
recommended to complement this study’s focus on external factors with research on internal key 
drivers. 

Since remittance sending can be seen as a chain of money flow through the interaction of several 
different actors from sender to receiver, an additional research approach could be to investigate 
every actor’s view on the factors that are driving the market for mobile remittances forward. This 
would provide findings on similarities and differences between different actors’ market views, 
which could demonstrate grounds for disagreements and barriers. 

This research has been conducted at a single point in time, and to complement the results 
presented in this paper, it is recommended that longer and more comprehensive studies are 
conducted. This would deliver additional and relevant insights that improve the generalizability 
of the conclusions. It could be possible to study historical figures and investigate if, e.g. 
significant increases in the scale of mobile remittances to (or from) a particular country can be 
explained by that one (or some) of the critical factors has (or have) changed. In addition, since 
this research is limited to cover only remittances sent internationally, further research could be 
focused on domestically sent remittances, since this is an increasing phenomenon following the 
urbanization. 

To develop results and conclusions which are more specific and could be used for more detailed 
evaluations, further research on countries with specific characteristics is recommended. One 
example is to conduct studies that undertake a comparative analysis of developed and developing 
economies. Key drivers may differ for different types of countries, and it would be interesting to 
conduct research that aims to compare this. For further research it is also recommended to make 
a more distinct separation between sending and receiving countries, and define key drivers from 
these two perspectives to make sure that the research captures both views. In addition, it would 
be valuable to conduct more in-depth studies on the user level of mobile money transfer services 
to extend the understanding. Examples are ethnographic studies and comparative studies 
between senders’ and receivers’ views and experiences of mobile remittance services. Research 
that evaluates countries with different characteristics and preconditions, and people with 
different roles in the remittance flow and living situations would provide significant additions to 
this paper. 

This study also opens up for additional research on go-to-market strategies for mobile remittance 
companies, and further development of relevant approaches and frameworks that can be used as 
basis for gaining a deeper understanding of the mobile remittance market and from this improve 
the companies’ strategy decisions. If companies providing mobile remittance services are able to 
establish their businesses more efficiently, the transformation of the remittance industry could 
progress faster, and the benefits of this transformation would hopefully be reached sooner. 
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APPENDIX A: INTERVIEW GUIDE FOR THE SECOND 
ROUND OF INTERVIEWS 

GENERAL QUESTIONS 
1. What is your professional background within mobile commerce, migration and/or remittances? 
2. What is your role within your current company/organization? 

 
MARKET FOR MOBILE REMITTANCES 

3. Do you think that mobile technology is the future channel for international remittances? 
4. Only a few percent of remittances are sent using mobile technology. Why do you think the use of mobile 

money technologies remains limited? What are the barriers? 
 
Political - Factors determining the extent to which a government may influence the use and development of the 
industry 

5. Based on your knowledge and experience, what would you say are the most important POLITICAL factors 
driving the mobile remittance market? 

 
Economic - Factors that are critical for a country's and its people's and industries' economic performance (e.g. 
affects supply and demand) 

6. Based on your knowledge and experience, what would you say are the most important ECONOMIC factors 
driving the mobile remittance market? 

 
Social - Factors representing the social environment of the industry 

7. Based on your knowledge and experience, what would you say are the most important SOCIAL factors 
driving the mobile remittance market? 

 
Technological - Factors representing technological awareness and innovations in technology that may affect the 
operations of the industry 

8. Based on your knowledge and experience, what would you say are the most important 
TECHNOLOGICAL factors driving the mobile remittance market? 

 
Legal - Factors covering international and domestic laws, regulations and policies affecting the industry 

9. Based on your knowledge and experience, what would you say are the most important 
LEGAL/REGULATORY factors driving the mobile remittance market? 

 
Environmental - Factors influencing or are determined by the surrounding environment, and affecting the 
industry 

10. Based on your knowledge and experience, what would you say are the most important 
ENVIRONMENTAL factors driving the mobile remittance market? 

 
RATING 

11. How would you rate these six areas according to importance for the adoption and scale of mobile 
remittances and an interconnecting hub?  

 
 Unimportant 

(1) 
Of little 

importance 
(2) 

Moderately 
important 

(3) 

Important 
(4) 

Very 
Important 

(5) 
Political      

Economic      
Social      

Technological      
Legal      

Environmental      
 
ADDITIONAL QUESTIONS 

12. What are the main opportunities for mobile remittances during 2015-16? 
13. Do you have any additional comments or questions regarding the study? 
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APPENDIX B: GROSS LIST OF KEY DRIVERS 

POLITICAL 
Key driver Source(s) 

 
Policies promoting 

migration 

 
 Second round of interviews 
 Hirsch (2013) 
 Yang and Choi (2007) 

 
 

Government 
promoting mobile 

money services 

 
 Al-Mahmood (2013) 
 Li and McQueen (2008) 
 The World Bank (2014c) 

 
 

Foreign pressures 
 

 Second round of interviews 
 

 
No / low taxation on 

mobile money / 
remittance services 

 

 
 di Castri (2013b) 
 Holden (2013) 

 
ECONOMIC 

Key driver Source(s) 
 

Lower cost for mobile 
remittance services 

 
 Second round of interviews 
 Freund and Spatafora (2008) 
 Holden (2013) 
 Kuipers, Michiels and Seeberg (2015) 
 Li and McQueen (2008) 
 Mas and Radcliffe (2010) 
 Siegel and Fransen (2013) 
 The World Bank (2014c) 
 Yang and Choi (2007) 

 
 

High degree of price 
transparency 

 
 Alliance for Financial Inclusion (2014) 
 Bilodeau, Hoffman and Nikkelen (2011) 
 di Castri (2013a) 
 Mas and Radcliffe (2010) 
 Watkins and Quattri (2014) 

 
 

High mobile money 
account penetration 

 

 
 Second round of interviews 
 Bilodeau, Hoffman and Nikkelen (2011) 

 
Consumers keeping 

the money in the 
mobile system 

 

 
 Second round of interviews 

 

 
Possibility to earn 
interest on money 

kept in mobile wallet 
 

 
 di Castri (2013a) 
 Scharwatt et al. (2015) 
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Receiving person 

having low disposable 
income 

 

 
 Adams (2006) 

 
Liquidity 

management for 
mobile money agents 

 
 Alliance for Financial Inclusion (2014) 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Cobert, Helms and Parker (2012) 
 InterMedia (2012) 
 Mas and Radcliffe (2010) 
 McCaffrey, Anthony, Lee, Githachuri, & Wright (2013) 
 Sivapragasam, Agüero and de Silva (2011) 

 
 

Collaborative 
partnerships 

 
 Dalberg Global Development Advisors (2013) 
 Ericsson (2014b) 
 Ernst & Young (2009) 
 Kuipers, Michiels and Seeberg (2015) 
 Mas and Radcliffe (2010) 

 
 

Investments in 
promotion/marketing 

of services 

 
 Cobert, Helms and Parker (2012) 
 Mas and Ng'weno (2010) 
 Mas and Radcliffe (2010) 
 Mas and Radcliffe (2011) 

 
 

Number of service 
providers 

 

 
 Bilodeau, Hoffman and Nikkelen (2011) 

 

 
Financial 

infrastructure 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Ezeoha (2013) 
 Mas and Radcliffe (2010) 
 Scharwatt et al. (2015) 
 Siegel and Fransen (2013) 
 The World Bank (2014c) 
 Yang and Choi (2007) 

 
 

Incentive structure 
for mobile money 

agents 
 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Mas and Radcliffe (2011) 

 

 
Total flows of 

remittances across 
borders 

 
 Ernst & Young (2009) 
 Holden (2013) 
 Scharwatt and Williamson (2015) 

 
 
SOCIAL 

Key driver Source(s) 
 

High number of 
migrants 

 
 Second round of interviews 
 Ericsson (2015) 
 Freund and Spatafora (2008) 
 Yang and Choi (2007) 
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Growing 

urbanization 
 

 
 Ericsson (2015) 

 

 
High frequency of 
remittances sent 

 

 
 Second round of interviews 

 
Consumer having 

high financial literacy 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Ericsson (2015) 
 International Fund for Agricultural Development (2009) 
 Sivapragasam, Agüero and de Silva (2011) 

 
 

Low financial 
inclusion / Unbanked 

Population / 
Consumers lacking 
access to banking 

services 
 

 
 Ernst & Young (2009) 
 Haria and Shah (2014) 
 Holden (2013) 
 Watkins and Quattri (2014) 

 
Consumer awareness 
of mobile remittance 

services 

 
 Haria and Shah (2014) 
 Holden (2013) 
 Mas and Radcliffe (2011) 
 Sivapragasam, Agüero and de Silva (2011) 

 
 

Consumer network 
effect 

 
 Mas and Ng'weno (2010) 
 Mas and Radcliffe (2011) 
 Mas and Radcliffe (2010) 

 
 

Consumer trust in 
the mobile 

money/remittance 
service 

 
 Second round of interviews 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Cobert, Helms and Parker (2012) 
 Dalberg Global Development Advisors (2013) 
 Ericsson (2015) 
 Holden (2013) 
 Li and McQueen (2008) 
 Mas and Ng'weno (2010) 
 Mas and Radcliffe (2010) 
 Shin (2009) 
 Sivapragasam, Agüero and de Silva (2011) 

 
 

Consumer trust in 
company providing 
mobile remittance 

services 

 
 Second round of interviews 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Dalberg Global Development Advisors (2013) 
 Ericsson (2015) 
 Li and McQueen (2008) 
 Mas and Ng'weno (2010) 
 Mas and Radcliffe (2010) 
 Shin (2009) 
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Consumer's 

perceived security of 
using mobile 

remittance service for 
sending money 

 
 Ericsson (2015) 
 Haria and Shah (2014) 
 Holden (2013) 
 Li and McQueen (2008) 
 Shin (2009) 

 
 

Consumer education 
on the mobile 

remittance service 

 
 Cobert, Helms and Parker (2012) 
 Dalberg Global Development Advisors (2013) 
 InterMedia (2012) 
 The World Bank (2014c) 

 
 

Possibility for 
consumer to have 

identification 
document 

 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Holden (2013) 
 Scharwatt et al. (2015) 

 

 
Consumer having 

long distance to bank 
branch 

 

 
 Oliver and Radcliffe (2011) 

 
Agent education on 

the mobile remittance 
service 

 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Cobert, Helms and Parker (2012) 

 

 
Social pressure of 
making unbanked 

people banked 
 

 
 Second round of interviews 

 
Average size of 

family 
 

 
 Carling (2008) 

 
TECHNOLOGICAL 

Key driver Source(s) 
 

Service is safe and 
secure 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Ericsson (2015) 
 Ernst & Young (2009) 
 Kuipers, Michiels and Seeberg (2015) 
 The World Bank (2014c) 

 
 

Transfer speed 
 

 Second round of interviews 
 Ericsson (2015) 
 Siegel and Fransen (2013) 
 The World Bank (2014c) 

 
 

Time transparency 
 

 The World Bank (2007) 
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Perceived ease of use 

and user friendly 
interface 

 
 Li and McQueen (2008) 
 Mas and Ng'weno (2010) 
 Mas and Radcliffe (2010) 
 Scharwatt et al. (2015) 
 Sivapragasam, Agüero and de Silva (2011) 

 
 

Perceived usefulness 
of service 

 

 
 Li and McQueen (2008) 

 

 
Network reliability / 
High service uptime 

 
 Haria and Shah (2014) 
 Holden (2013) 
 InterMedia (2012) 
 Li and McQueen (2008) 

 
 

High penetration of 
mobile phones 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Haria and Shah (2014) 
 Holden (2013) 
 International Fund for Agricultural Development (2009) 

 
 

High penetration of 
smartphones 

 

 
 Haria and Shah (2014) 

 

 
Interoperability 

between different 
operators 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Holden (2013) 
 Scharwatt and Williamson (2015) 
 The World Bank (2014c) 

 
 

Extension / 
distribution of APIs 

(application 
programming 

interfaces) to third 
party users 

 

 
 Scharwatt et al. (2015) 

 

 
Established and 

functioning domestic 
mobile money 

transfer ecosystem 
 

 
 Dalberg Global Development Advisors (2013) 

 
Improved POS 

(Point-of-Sales) / 
ATM / CICO (Cash-

In-Cash-Out) 
infrastructure 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Ernst & Young (2009) 
 Haria and Shah (2014) 
 Mas and Ng'weno (2010) 
 Scharwatt et al. (2015) 
 The World Bank (2014c) 

 
 

High agent density 
 

 Bilodeau, Hoffman and Nikkelen (2011) 
 Holden (2013) 
 InterMedia (2012) 
 Kuipers, Michiels and Seeberg (2015) 
 Micheni, Muketha and Wamocho (2014) 
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Good customer 

service 
 

 
 Bilodeau, Hoffman and Nikkelen (2011) 

 

 
Low number of 

alternative services to 
mobile remittances 

 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 Holden (2013) 
 Mas and Radcliffe (2010) 

 
 

Investments in 
mobile money 

infrastructure / 
technology 

 
 Bilodeau, Hoffman and Nikkelen (2011) 
 International Fund for Agricultural Development (2009) 
 Kuipers, Michiels and Seeberg (2015) 
 The World Bank (2014c) 

 
 

Investments in R&D 
(innovative 

technology, e.g. 
blockchain 
technology) 

 

 
 Second round of interviews 

 
Minimization of 
settlement issues 

 

 
 Alliance for Financial Inclusion (2014) 

 
LEGAL 

Key driver Source(s) 
 

A regulatory 
environment enabling 
branchless banking / 

mobile money 

 
 Alliance for Financial Inclusion (2014) 
 Bilodeau, Hoffman and Nikkelen (2011) 
 di Castri (2013a)  
 Ernst & Young (2009) 
 Holden (2013) 
 International Fund for Agricultural Development (2009) 
 Li and McQueen (2008) 
 Scharwatt and Williamson (2015) 
 Scharwatt et al. (2015) 
 Siegel and Fransen (2013) 
 Watkins and Quattri (2014)  
 The World Bank (2014c) 

 
 

Risk-based KYC-
process 

 
 Second round of interviews 
 di Castri (2013a) 
 Scharwatt et al. (2015) 
 

 
Coherent / similar 
KYC requirements 

for domestic and 
international mobile 
remittances/mobile 

money 
 

 
 Alliance for Financial Inclusion (2014) 

 
Coherent / similar 
KYC requirements 

for sending and 
receiving countries 

 

 
 Alliance for Financial Inclusion (2014) 
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Regulatory resources, 

capacity and 
coordination 

 

 
 Second round of interviews 

 

 
Non-exclusive 

agreements with 
agents 

 
 di Castri (2013a) 
 International Fund for Agricultural Development (2009) 
 Watkins and Quattri (2014)  

 
 

Agreements 
facilitating migration 
and working abroad 

 

 
 Second round of interviews 
 Hirsch (2013) 

  
Increase maximum 
amount per mobile 
money / remittance 

transaction 
 

 
 di Castri (2013a) 
 Scharwatt et al. (2015) 

 

 
ENVIRONMENTAL 

Key driver Source(s) 
 

Natural disasters / 
Global warming 

 
 Second round of interviews 
 Savage and Harvey (2007) 
 Siddiqui (2010) 
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APPENDIX C: QUESTIONNAIRE 

A study on the key drivers for mobile remittances 
 
Thank you for showing interest in this research project. The purpose of the research is to gain valuable insights into 
the international mobile remittance market through identifying critical key drivers that bring the market forward. 
 
In this study the following definition of remittances is used:  
Remittances consist of funds sent to the country of origin by individuals who have migrated to a new country, and 
have become residents there or temporary employed without being residents. 
 
All respondents are guaranteed anonymity. 
 
General questions 
 
GQ1: Where does the company/organisation that you work for operate? (Select one or more answer choices) 
 Africa 
 Latin America and the Caribbean 
 Northern America 
 Asia 
 Europe 
 Oceania 
 Decline to answer 
 
GQ2: Do you work for a company that offers mobile money services? 
 Yes 
 No 
 Decline to answer 
 
Display this question if GQ2 = No  
GQ3: What kind of company/organisation are you working for? 
 Telco 
 Bank 
 Research organisation 
 Postal operator 
 Traditional/online money transfer organisation 
 Other ____________________ 
 Decline to answer 
 
Display this question if GQ2 = Yes 
GQ4: Are the mobile money services interoperable with other companies' mobile money services? 
 Yes 
 No (if the system is a “closed loop”) 
 Decline to answer 
 
Display this question if GQ2 = Yes 
GQ5: How many registered mobile money customers does the company serve? 
 0 - 100 000 
 100 000 - 500 000 
 500 000 - 1 000 000 
 1 000 000 
 Decline to answer 
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Display this question if GQ2 = Yes 
GQ6: What kind(s) of mobile money service(s) does the company offer? (Select one or more answer choices) 
 Airtime top-up 
 Bill payment 
 Bulk disbursement 
 International remittances 
 Merchant payment 
 P2P (Peer-to-Peer) transfer 
 Decline to answer 
 
Display this question if GQ6 = International remittances 
GQ7: How large share of the company’s mobile money customers use the (international) mobile remittance 
service(s)? 
 0 - 5 % 
 5 - 20 % 
 20 - 35 % 
 35 - 50 % 
 50 - 65 % 
 > 65 % 
 Decline to answer 
 
Display this question if GQ6 = International remittances 
GQ8: Will the company you work for decrease/maintain/increase investments in (international) mobile 
remittances in 2015 compared to 2014? 
 Decrease investments 
 Same investment level 
 Increase investments 
 Decline to answer 
 
Display this question if GQ8 = Increase investments 
GQ9: What is the main investment area for driving (international) mobile remittances forward? 
 
GQ10: Which actor(s) do you think will lead the (international) mobile remittance initiatives in the coming 
years? (Select one or more answer choices) 
 Telcos 
 Banks 
 Postal operators 
 Traditional and online money transfer organisations 
 Hybrid between different actors 
 Other actor(s) ____________________ 
 Decline to answer 
 
Display this question if “Decline to answer” is not selected in GQ10 
GQ11: Why do you think the selected actor/actors will lead the (international) mobile remittances initiatives 
in the coming years? 
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Questions on political, legal, economic, social, technological and environmental key drivers 
 
Answers to the questions below will contribute to an evaluation of political, legal, economic, social, technological 
and environmental key drivers and their degree of importance for the mobile remittance market. The key drivers are 
intended to be measured on a country level basis, and should be rated according to their importance for driving the 
scale and development of mobile remittances. 
 
PQ: POLITICAL - political activities that go on within a country, political temperament, government policies 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Political 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline 
to 

answer 

PQ1 

 
Policies promoting 

migration opportunities 
(increasing migration 
and remittance flows) 

 

            

PQ2 

 
Government promoting 
mobile money services 

(e.g. through being 
open to send and 

receive government 
payments through 

mobile wallets) 
 

            

PQ3 

 
Foreign pressures 
(from e.g. other 

countries, IGOs and 
NGOs that want to see 
increased accessibility 
of remittance services) 

 

            

PQ4 

 
No or low taxation on 

mobile 
money/remittance 

services 
 

            

 
 
LQ: LEGAL - legislative and procedural components in an economy, e.g. standards that need to be met 
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Legal 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline 
to 

answer 

LQ1 

 
A regulatory 

environment enabling 
branchless banking 

(mobile money) 
(sound legal and 

regulatory framework, 
regulatory resources, 

capacity and 
coordination) 
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LQ2 

 
Risk-based KYC (know 
your customer) process 
for international mobile 

remittances 
(allowing for simplified 
customer due diligence 
based on the specific 

risk each product 
offers) 

 

            

LQ3 

 
Coherent/similar KYC 

requirements for 
domestic and 

international mobile 
remittances/mobile 

money services 
 

            

LQ4 

 
Coherent/similar KYC 

requirements for 
sending and receiving 

countries 
 

            

LQ5 

 
Increasing the 

maximum amount per 
mobile 

money/remittance 
transaction 

(limitations on 
transactions increase 
the use of alternative 
remittance channels, 
such as traditional 

services and informal 
channels) 

 

            

 
 
ECQ: ECONOMIC - economic conditions in the country, economic scenarios, changes in business 
environment, may affect supply & demand cycles  
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Economic 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportan

t 
(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline 
to 

answer 

ECQ1 

 
Total flows of 

incoming remittances 
to a country 

 

            

ECQ2 

 
Mobile remittance 

services having lower 
cost/fee per transaction 

than traditional 
remittance methods 

 

            

ECQ3 

 
High degree of price 
transparency to the 

customer 
(e.g. fee, exchange 

rate) 
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ECQ4 

 
Country having high 
penetration of mobile 

money accounts 
(customers are used to 
mobile money services) 

 

            

ECQ5 

 
Collaborative 

partnerships between 
key players 

(between e.g. banks 
and telcos) 

 

            

ECQ6 

 
Investments in 

promotion/marketing 
of mobile remittance 

services 
 

            

ECQ7 

 
Functional financial 

infrastructure 
(an ecosystem of 

financial institutions) 
 

            

ECQ8 

 
High agent density 
(number of agents, 
working with e.g. 

service promotion, 
customer activation, 

education, cash 
management) 

 

            

ECQ9 

 
Non-exclusive 

agreements with agents 
(increased competition 

and availability of 
remittance services) 

 

            

ECQ10 

 
Efficient liquidity 

management for agents 
(ensuring sufficient 
stock of cash and e-

money) 
 

            

 
 
SQ: SOCIAL - social status/mindset of the people living in the country  
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Social 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline to 
answer 

SQ1 

 
High number of 

migrants 
(due to e.g. increasing 

globalization and 
urbanization) 
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SQ2 

 
Customer having high 

financial literacy 
(knowledge and 
understanding of 
personal finance 

matters) 
 

            

SQ3 

 
Low financial inclusion 

(people having low 
access to formal 

financial services) 
 

            

SQ4 

 
Customer having large 

family in receiving 
country 

(a larger need for 
funding of education, 

bills etc.) 
 

            

SQ5 

 
High consumer 

awareness of mobile 
remittance services 

 

            

SQ6 

 
Customer network 

effect 
(increased utility of 

service if many people 
in your personal 

network use service) 
 

            

SQ7 

 
Consumer trust in 
mobile remittance 

services and service 
providers 

 

            

SQ8 

 
Customer's perceived 

security of using mobile 
remittance services for 

sending money 
 

            

SQ9 

 
Customer education 

about mobile remittance 
services 

(how the services work 
and how to use them) 

 

            

SQ10 

 
Possibility for customer 
to have an identification 

document 
(increasing the 

possibility to register a 
mobile money account) 

 

            

SQ11 

 
Customer having long 

distance to bank branch 
(increasing demand for 

mobile solutions) 
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SQ12 

 
Service providers 

educating the agents 
about the mobile 

remittance services 
(how to use/sell the 
service/educate the 

customer) 
 

            

SQ13 

 
General social pressure 
of “making unbanked 

people banked” 
(by remitting mobile 
money to people that 
are not financially 

included) 
 

            

SQ14 

 
Receiving person 

having low disposable 
income 

 

            

 
 
TQ: TECHNOLOGICAL - e.g. service characteristics, technology advancing rate, company integration with 
technology  
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Technological 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline 
o 

answer 

TQ1 

 
Safety and security of 

service is high 
 

            

TQ2 

 
High transfer speed 

(time to transfer money) 
 

            

TQ3 

 
High degree of time 
transparency to the 

customer 
(transparent about the 
time it takes to transfer 

the money) 
 

            

TQ4 

 
Service is easy to use 

(e.g. user friendly 
interface) 

 

            

TQ5 

 
High network reliability 

(e.g. high service 
uptime, few power 

outages) 
 

            

TQ6 

 
High penetration of 

mobile phones 
(many people have 
access to mobile 

phones) 
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TQ7 

 
High penetration of 

smartphones 
(many people have 

access to smartphones) 
 

            

TQ8 

 
Interoperability 

between different 
operators/actors 
(interoperable 

solutions, account-to-
account 

interoperability) 
 

            

TQ9 

 
Extension/distribution 

of APIs 
(application 

programming 
interfaces) to third 

party users (increasing 
possibility of system 

integration) 
 

            

TQ10 

 
Established and 

functioning domestic 
mobile money transfer 

ecosystem 
(e.g. a POS (Point-of-
Sales) infrastructure 

compatible with mobile 
money, keeping the 

money in the system) 
 

            

TQ11 

 
Good customer service 

(from agents and 
service providers) 

 

            

TQ12 

 
Low number of 

alternative remittance 
services to mobile 
remittance services 

 

            

TQ13 

 
Investments in mobile 

money/remittances 
infrastructure 

 

            

TQ14 

 
Investments in 

innovative technology 
(e.g. Bitcoin based 

technologies) 
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ENQ: ENVIRONMENTAL - geographical locations and factors that may influence the nature of the business  
(rate the key drivers according to importance (1-5) for the scale and development of mobile remittances) 
 

Environmental 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline to 
answer 

ENQ1 

 
Natural disasters from 
e.g. Global warming 
(mobile solutions are 

quickly established and 
can work as a channel 
for foreign/government 

aid) 
 

            

 
 
Concluding question 
 
DIM: What is your general opinion regarding the six dimensions' overall importance (1-5) for the scale and 
development of (international) mobile remittances? 
 

Dimension 
Question 

ID 
Explanation 

Very 
Unimportant 

(1) 

Unimportant 
(2) 

Neither 
Important 

Nor 
Unimportant 

(3) 

Important 
(4) 

Very 
Important 

(5) 

Decline 
to 

answer 

DIM_P Political             

DIM_EC Economic             

DIM_S Social             

DIM_T Technological             

DIM_L Legal             

DIM_EN Environmental             

 
GQ12: Do you have any additional comments related to the market for international mobile remittances? 
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APPENDIX D: RANKING OF ALL KEY DRIVERS 

Rank Question 
ID Explanation 

Total 
responses 

(#) 

Decline  
to 

answer 
(#) 

Mean Min Max SD 

1 TQ4 Service is easy to use (e.g. user friendly interface) 27 0 4.81 4 5 0.40 
2 SQ7 Consumer trust in mobile remittance services and service providers 26 1 4.77 4 5 0.43 
3 SQ8 Customer's perceived security of using mobile remittance services for sending money 26 1 4.58 3 5 0.64 

4-5 ECQ10 Efficient liquidity management for agents 
(ensuring sufficient stock of cash and e-money) 

27 0 4.56 3 5 0.58 

4-5 TQ1 Safety and security of service is high 27 0 4.56 3 5 0.64 
6 SQ12 Service providers educating the agents about the mobile remittance services 

(how to use/sell the service/educate the customer) 
26 1 4.54 4 5 0.51 

7 SQ9 Customer education about mobile remittance services 
(how the services work and how to use them) 

27 0 4.52 3 5 0.64 

8 ECQ8 High agent density  
(number of agents, working with e.g. service promotion, customer activation, education, cash 
management) 

26 1 4.50 3 5 0.65 

9-10 TQ5 High network reliability  
(e.g. high service uptime, few power outages) 

27 0 4.48 3 5 0.58 

9-10 LQ1 A regulatory environment enabling branchless banking (mobile money) 
(sound legal and regulatory framework, regulatory resources, capacity and coordination) 

27 0 4.48 1 5 0.98 

11 TQ11 Good customer service (from agents and service providers) 27 0 4.44 4 5 0.51 
12-15 ECQ2 Mobile remittance services having lower cost/fee per transaction 

than traditional remittance methods 
27 0 4.41 3 5 0.64 

12-15 ECQ5 Collaborative partnerships between key players (between e.g. banks and telcos) 27 0 4.41 3 5 0.75 
12-15 ECQ6 Investments in promotion/marketing of mobile remittance services 27 0 4.41 2 5 0.80 
12-15 SQ5 High consumer awareness of mobile remittance services 27 0 4.41 3 5 0.64 

16 TQ6 High penetration of mobile phones (many people have access to mobile phones) 26 1 4.38 3 5 0.57 
17 PQ2 Government promoting mobile money services  

(e.g. through being open to send and receive government payments through mobile wallets) 
26 1 4.35 2 5 1.02 

18-20 ECQ3 High degree of price transparency to the customer (e.g. fee, exchange rate) 27 0 4.33 3 5 0.73 
18-20 ECQ4 Country having high penetration of mobile money accounts 

(customers are used to mobile money services) 
27 0 4.33 2 5 0.92 

18-20 TQ2 High transfer speed (time to transfer money) 27 0 4.33 3 5 0.62 
21 TQ3 High degree of time transparency to the customer  

(transparent about the time it takes to transfer the money) 
27 0 4.19 1 5 0.88 

22 LQ2 Risk-based KYC (know your customer) process for international mobile remittances 
(allowing for simplified customer due diligence based on the specific risk each product offers) 

25 2 4.16 2 5 0.90 

23 LQ5 Increasing the maximum amount per mobile money/remittance transaction 
(limitations on transactions increase the use of alternative remittance channels, 
such as traditional services and informal channels) 

27 0 4.15 2 5 0.86 

24-25 TQ10 Established and functioning domestic mobile money transfer ecosystem 
(e.g. a POS (Point-of-Sales) infrastructure compatible with mobile money, 
keeping the money in the system) 

27 0 4.11 2 5 1.01 

24-25 TQ13 Investments in mobile money/remittances infrastructure 27 0 4.11 2 5 0.80 
26-27 ECQ1 Total flows of incoming remittances to a country 27 0 4.04 2 5 0.76 
26-27 ECQ7 Functional financial infrastructure  

(an ecosystem of financial institutions) 
26 1 4.04 2 5 0.96 

28-29 ECQ9 Non-exclusive agreements with agents 
(increased competition and availability of remittance services) 

27 0 4.00 1 5 1.24 

28-29 SQ6 Customer network effect 
(increased utility of service if many people in your personal network use service) 

27 0 4.00 2 5 0.92 

30-31 SQ10 Possibility for customer to have an identification document 
(increasing the possibility to register a mobile money account) 

26 1 3.92 1 5 1.09 

30-31 TQ14 Investments in innovative technology (e.g. Bitcoin based technologies) 26 1 3.92 1 5 1.23 
32 LQ3 Coherent/similar KYC requirements for domestic and 

international mobile remittances/mobile money services 
25 2 3.88 2 5 0.88 

33 SQ11 Customer having long distance to bank branch 
(increasing demand for mobile solutions) 

27 0 3.85 2 5 1.10 

34 PQ1 Policies promoting migration opportunities  
(increasing migration and remittance flows) 

26 1 3.81 2 5 1.02 

35 TQ9 Extension/distribution of APIs (application programming interfaces) to third party users 
(increasing possibility of system integration) 

27 0 3.78 2 5 0.80 

36 SQ3 Low financial inclusion 
(people having low access to formal financial services) 

27 0 3.70 2 5 0.78 

37 PQ4 No or low taxation on mobile money/remittance services 26 1 3.69 1 5 1.09 
38 LQ4 Coherent/similar KYC requirements for sending and receiving countries 25 2 3.68 2 5 1.07 

39-40 TQ8 Interoperability between different operators/actors  
(interoperable solutions, account-to-account interoperability) 

27 0 3.67 2 5 0.88 

39-40 TQ12 Low number of alternative remittance services to mobile remittance services 27 0 3.67 1 5 1.00 
41 SQ1 High number of migrants 

(due to e.g. increasing globalization and urbanization) 
26 1 3.65 2 5 0.89 

42 SQ13 General social pressure of "making unbanked people banked" 
(by remitting mobile money to people that are not financially included) 

27 0 3.44 1 5 1.15 

43 PQ3 Foreign pressures  
(from e.g. other countries, IGOs and NGOs that want 
to see increased accessibility of remittance services) 

26 1 3.27 2 5 1.00 

44 SQ4 Customer having large family in receiving country 
(a larger need for funding of education, bills etc.) 

27 0 3.26 1 5 1.06 

45 SQ2 Customer having high financial literacy 
(knowledge and understanding of personal finance matters) 

27 0 3.22 1 5 1.09 

46-47 SQ14 Receiving person having low disposable income 27 0 3.15 1 5 1.06 
46-47 ENQ1 Natural disasters from e.g. Global warming 

(mobile solutions are quickly established and 
can work as a channel for foreign/government aid) 

26 1 3.15 1 5 1.26 

48 TQ7 High penetration of smartphones (many people have access to smartphones) 27 0 2.52 1 5 1.01 
  Average: 26.58 0.42 4.03 2.15 5.00 0.86 
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