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Executive summary
he African Digital Banking
Transformation Report is an
initiative by African Banker
magazine and Backbase, the
leading Engagement Banking Platform,
that aims to provide a clear roadmap
for digital transformation across the
banking sector in Africa. Now in its second edition, the report explores the key
digital transformation trends shaping the
banking industry today. It deep dives into
the new reality faced by banks across
the continent and explores the transIRUPDWLYHEHQHƮWVRIWKHSODWIRUPOHG
banking model.
,WDOVRLQFOXGHVDVSHFLƮFIRFXVRQ
digital banking provision for small and
medium sized enterprises (SMEs), as
well as an understanding of the skills,
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technical aspects and regulatory determinants of the digital transformation.
To underpin the report, African Banker
developed an industry-wide survey to
better understand how banks perceive
and promote digital transformation.
0RUHWKDQƸƷƷEDQNVSDUWLFLSDWHGLQ
the survey and we present the collated
UHVXOWVRQSDJHVƻǀ7KHTXHVWLRQV
posed ranged over many topics, including how banks rank digitisation among
their main priorities, their expenditure
on digital development, the impact of
&RYLGWKHLUGLJLWDORƬHULQJVIRU60(
customers and their priorities within the
digital space.
We also asked for their views on the
HQWU\RIWHOHFRPVDQGƮQWHFKFRPpanies into the banking sector. They

are not regarded as among the biggest threats by the banks themselves
and many respondents said that they
wanted to work with rather than solely
outcompete the new players, although
it remains to be seen how much that is
a view born out of necessity. Perhaps
most interestingly, we were able to compare the results of this year’s survey with
those garnered in our previous report
in order to assess changes in attitude
over time.
It seems obvious that the digitisation
process is completely transforming the
African banking sector but big questions
remain over the speed of that transformation and the nature of the changes
being implemented. This report seeks
WRƮOOWKDWJDSE\VXUYH\LQJFXUUHQWGH-
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The digitisation
process is completely
transforming the African
banking sector but
big questions remain
over the speed of that
transformation and the
nature of the changes.

velopments and assessing the views of
many of those working in the industry.
We conducted extended interviews
with senior executives at leading African banks from across the continent
to gather as much in-depth analysis
as possible. Chief executives, chief inQRYDWLRQRƱFHUVDQGKHDGVRIFRPmerce were all consulted in order to
gain as wide a view as possible of the
FKDOOHQJHVEHQHƮWVDQGQXDQFHVRI
WKHGLJLWDOWUDQVLWLRQ VHHSDJHVƸƷƸƸ
for interviews with leaders from three of
Africa's most prominent banks).
There is no longer any question that
digital platforms will come to dominate
$IULFDQEDQNLQJVHUYLFHV7KHEHQHƮWV
both in terms of reduced costs for banks
and faster, more convenient access to
services for customers, have become
abundantly clear. Mobile operators and
ƮQWHFKFRPSDQLHVKDYHHQWHUHGWKH
sector, providing competition for established banks, most of whom had already
embarked upon the digital transformation prior to the outbreak of the Covid
pandemic.
The number of physical branches
operated by a bank used to be a good
indicator of the size of that bank and
of the level of penetration of banking
services within any particular society
but that link has been eroded by new
technology. Some new entrants into
the market have adopted a purely digital strategy, eschewing the traditional
branch model. This has allowed them
to build their digital architecture from
scratch, avoiding legacy challenges
and minimising costs. They pose huge
competition to established banks but
the latter can make maximum use of
their established brands while building
QHZGLJLWDOSODWIRUPV2QSDJHVƸƿƸǀ
we present case studies on the way
two banks are developing their digital
services.
Even before the pandemic, digital
technology had helped turn Sub-Saharan Africa into the second fastest
growing regional banking market in the
ZRUOGDVZHOODVWKHVHFRQGPRVWSURƮWable. Yet our suspicion before embarking on this research project was that
the pandemic had speeded up the pace
the change and indeed that was borne
out in the results of the survey that we
carried out to assess the current state
of the transition.
Globally, the banking sector saw revHQXHVIDOOE\ƹƼLQƹƷƹƷ\HWDOPRVW
every bank we spoke to accelerated its
digitisation plans at the height of the
crisis. Many customers were unable
to access branches, while the pandemic saw rapid growth in the use of
electronic transfers, debit cards and
mobile money.

7KH60(DQJOH

In addition to broadly assessing the
nature of the digital banking revolu-

tion, in this year’s report we decided to
focus on the provision of services to
African small and medium sized enterprises (SMEs). According to the results
of our survey, the proportion of African
SME customers who make use of digital
platforms is even lower than for retail
customers. This is partly because many
SMEs use only retail bank accounts with
a single named account holder, rather
WKDQDVSHFLƮF60(DFFRXQWLQRUGHU
to avoid bank charges.
+RZHYHUWKHƮQGLQJVDOVRVXJJHVW
that many African small businesses
make no use of any bank account, so
there is clearly a gap in the market that
EDQNVFDQKHOSƮOO
Most surprisingly, of the banks surYH\HGƾǀUHSRUWHGWKDWOHVVWKDQKDOI
of the SMEs who did bank with them
made no use of any digital banking services, whether because of a perception
that bank charges were prohibitively
high or because they consider such offerings to be irrelevant. This compares
WRƼǀRIEDQNVUHSRUWLQJWKHVDPH
thing of their retail customers.
There is clearly much more that can
be done to attract African small businesses into the banking sector. On
SDJHVƸƺƸƼZHORRNDWKRZWRGLJLWLVH
SME banking in Africa and on pages
ƸƽƸƾZHSUHVHQWLQGHSWKLQWHUYLHZV
with two banks about their strategies.
It is clear from our respondents that
WKRVHZKRDUHSXWWLQJPRVWHƬRUWLQWR
providing and promoting SME digital
banking services, as well as seeking
to support African small businesses in
a variety of complementary ways, are
seeing big increases in the number of
business customers that they serve.

6XSSRUWLQJHQYLURQPHQW

Digitisation can do more than merely improve service provision for both
banks and existing customers. It has
the power to bring banking services to
those who have never previously had a
bank account. Barriers remain, in terms
of the cost of internet-connected mobile phones, internet access, restricted
literacy and digital literacy, plus cultural
obstacles in the form of an established
attachment to hard cash. We assess the
skills and capabilities needed to support the digital transformation, as well
DVUHJXODWRU\REVWDFOHVRQSDJHVƹƷƹƸ
Central banks and other regulators
may fail to create a conducive environment for digital banking because
they are not persuaded of the need for
change, or perhaps because of fear that
rapid change will allow unstable banking practices to emerge. They certainly
have a challenge in encouraging innovation while ensuring market integrity.
To get a better idea of the challenges
of overseeing and regulating the sector,
we spoke to the Governor of the Bank
of Namibia and include highlights of our
FRQYHUVDWLRQRQSDJHƹƹ
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State of the sector

The current
state of play:
how did banks
adapt to the
new reality?
o fully understand current developments and investment plans
in the digital banking sector, we
WDONHGWRƸƸǀEDQNVRIYDU\LQJ
sizes spread across all parts of the African continent. All respondents answered every question put to them and
we present the collated results in this
section. Almost three times as many
banks took part in the survey as in our
ODVWUHSRUWRQWKHVXEMHFWLQƹƷƹƷKHOSing to provide more comprehensive data
on which to base our analysis. We retained most of the questions that we put
to African bankers last time around in
order to enable some comparison over
time. We also put additional questions to
them to broaden our evaluation, includLQJWRFRYHURQHRIWKHVSHFLƮFWKHPHV
RIRXUƹƷƹƹUHSRUWsDQDVVHVVPHQWRI
the provision of digital banking to SMEs.
To ensure that we surveyed the views
of as wide a cross-section of the industry as possible, we made sure to secure
the participation of banks from across
the continent in the survey. Eastern
$IULFDSURYLGHGƺƾRISDUWLFLSDQWV
IROORZHGE\1RUWK$IULFDZLWKƹƿDQG
:HVW$IULFDƹƻ-XVWǀFDPHIURP
Southern Africa, although this is partly
a function of the fact that the region’s
banking sector is dominated by a small
number of very large banks. The remainLQJƺDUHEDVHGLQ(XURSHDQGWKHLU
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views helped give an external view of
the situation on the African continent.
Three countries provided more respondents that any others: Egypt with
ƹƾ1LJHULDZLWKƸƼDQGDQRWKHUƸƹIURP
Ethiopia. Those surveyed hold a variety
of executive positions, including chief
H[HFXWLYHVFKLHIRSHUDWLQJRƱFHUV
FKLHILQIRUPDWLRQRƱFHUVDQGVHQLRU
management.
2QHRIWKHKHDGOLQHƮQGLQJVRIRXUUHsearch is the overwhelming consensus
over how crucial digital transformation
LVWRWKHIXWXUHRI$IULFDQEDQNLQJ-XVW
ƼRIUHVSRQGHQWVVDLGWKDWDOWKRXJK
the transformation was an important
consideration for their bank, they also
KDYHRWKHUSULRULW\DUHDV$ERXWƽƷ
described it as the single most imporWDQWIDFWRUDQGDQRWKHUƺƻVWDWHGWKDW
it was among their top three priorities.
7KHVHƮJXUHVDUHYHU\VLPLODUWRWKH
results of our previous survey but taken
WRJHWKHUWKH\FRQƮUPWKDWDPDMRULW\
of African banks regard digital development as their number one priority
and almost all the remainder value it
very highly. There is no doubt that the
digital transformation therefore lies at
the heart of African bank strategies but
the big questions are exactly how they
intend to achieve it and how much investment are they willing to commit to
the process.
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There has been a big change in the
size of budgets allocated by banks to
digital development since our last surYH\$WRWDORIƺǀRIUHVSRQGHQWEDQNV
QRZULQJIHQFHDWOHDVWƺP\HDUIRU
digital transformation and innovation,
DQGDQRWKHUƹƸƸƺPLQFRPSDULVRQZLWKƹƷDQGƹƻUHVSHFWLYHO\LQ
our previous study. The proportion of
EDQNVDOORFDWLQJOHVVWKDQƺƷƷƷƷƷ
year has remained fairly static, with
ƸƽWKLV\HDUDQGƹƷLQƹƷƹƷ7KHOHYel of investment varies according to a
number of factors, including bank size,
focus and the importance they attach
WRWHFKQRORJLFDOFKDQJH7KHƮUVWWZR
metrics are unlikely to have changed
PXFKVLQFHRXUƮUVWVWXG\VRLWPXVWEH
concluded that investment levels have
increased because the importance
attached to technological change has
VROLGLƮHGVLQFHƹƷƹƷSHUKDSVLQSDUW
EHFDXVHRIWKH&RYLGƸǀSDQGHPLF

Impact of Covid

There is no doubt that the pace of digiWDOFKDQJHKDVEHHQJUHDWO\DƬHFWHG
by the pandemic and associated reVWULFWLRQV$PDVVLYHƻǀRI$IULFDQ
banks told us that they had greatly increased the speed of implementation
DVDUHVXOWRI&RYLGƸǀPHDVXUHVZKLOH
DQRWKHUƹƷKDYHVOLJKWO\VSHHGHGLW
XS$IXUWKHUƸƿVDLGWKDWWKHFULVLV
had forced them to implement plans
that they had not previously expected
to introduce at all. The fact that unplanned measures can be sanctioned,
designed, developed and implemented
in such a short space of time highlights
how crises often accelerate the pace of
technological and behavioural change.
Demand for digital services increased because of lockdown measures that saw large numbers of bank
branches closed for extended periods,
while many customers preferred to
avoid any physical transactions, including that involved in the use of cash,
because of fear of infection. Where
bank branches were closed for many
weeks at a time, customers often had
little choice but to embrace new technologies
Even in Kenya, a country that is well
known for its highly developed digital banking and mobile money sector,
the pandemic increased the pace of
the digital transition. According to the
&HQWUDO%DQNRI.HQ\DWKHUHZDVDƻƻ
increase in the volume of digital payments over the period March-NovemEHUƹƷƹƷ7KHLQGXVWU\VXSSRUWHGWKH
trend, with Kenyan banks and telecoms
operators suspending digital transaction charges for the course of the
pandemic, arguing that it was not fair to
retain such charges when customers
sometimes had no other option. The
policy was also probably motivated by
a desire to encourage reluctant users
to make the digital leap. Uganda’s big-

How important is digital
transformation for your
Bank’s growth strategy?

The most important factor
Top 3 priorities
An important consideration,
but we have other priority areas

+RZZRXOG\RXGHƮQH
your Bank’s digital culture?

We are transitioning towards
DGLJLWDOƮUVWEDQN
:HDUHDOHJDF\%DQNZLWK
strong digital presence
:HDUHDGLJLWDOƮUVWEDQN

How open is your
institution to change
(digital transformation)?

Open to change
Very open to change
Neutral
Resistant
Very resistant
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State of the sector
gest commercial lender, Stanbic Bank,
followed suit.

What do you identify as the
most important technology
trend(s) for 2022/2023?

Digital cultural change

Q Not important Q Important

Q Very important

100%
80%
60%
40%
20%

The proportion of banks
describing themselves
DVGLJLWDOƮUVWEDQNVKDV
ULVHQIURPƸƹWRƹƸ
VLQFHRXUƮUVWVXUYH\
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Voice
oice interfaces

Robotic process automation (RPA)

Cloud computing

Blockchain technology

$UWLƮFLDOLQWHOOLJHQFH $,

Big data

Cyber security and resilience

0%

The need to transform banking practices seems widely accepted and our
survey suggests that there is relatively
OLWWOHUHVLVWDQFHWRWKHWUDQVLWLRQ-XVW
XQGHUƿƸRIUHVSRQGHQWVGHVFULEHG
themselves as being open to change,
LQFOXGLQJƺƺLGHQWLI\LQJDVYHU\RSHQ
to change.
-XVWƿLQGLFDWHGWKDWWKH\ZHUHLQ
DQ\ZD\UHVLVWDQW7KHIDFWWKDWWKLVƮJure is up from zero last year could be
the result of our far larger pool of participants but may also be attributed to
WKHIDFWWKDWDVPDOOPLQRULW\DUHƮQGLQJ
LWGLƱFXOWWRFRSHZLWKFKDQJH(LWKHU
way, the number involved is very small.
(QWKXVLDVPIRUFKDQJHLVDOVRUHưHFWed in a rise in the proportion of banks
GHVFULELQJWKHPVHOYHVDVGLJLWDOƮUVW
EDQNVXSIURPƸƹWRƹƸRYHUWKH
course of our two surveys. The percentage that consider themselves to be
transitioning towards becoming a digital
ƮUVWEDQNLVODUJHO\XQFKDQJHGDWDURXQG
ƻƿRYHUWKHVDPHSHULRG$WWKHVDPH
time, there has been a substantial fall in
the numbers who view their institutions
as legacy banks with a strong digital

What are the biggest
threats to your business?

Q A threat
Q Neutral

Q Not a threat
Q N/A

100%
80%
60%
40%
20%

7KHULVHRIƮQ
QWHFKVDQGFKDOOHQJHUEDQNV

Unfrien
endly regulatory environment

Lack
k of banking Infrastructure

Raisin
ng costs of doing business

Telecom compa
anies ente
tering the industry

Lack of skilled wo
workforce

0%

SUHVHQFHGRZQIURPƻƷLQƹƷƹƷWR
ƺƸWKLV\HDU
Such descriptions are of course
based on perceptions rather than actual strategies but it is revealing that
two-thirds of banks in Africa now expect to position themselves as digital
ƮUVWEDQNVLQWKHIRUHVHHDEOHIXWXUH
They are no longer niche specialists
EXWUDWKHUVHWƮUPO\LQWKHPDLQVWUHDP
All this raises the question of what will
KDSSHQWRWKRVHƮQDQFLDOLQVWLWXWLRQV
who insist on retaining their identity as
legacy banks.
)RUWKHƮUVWWLPHZHDVNHGUHVSRQGents what drove their digital transformation. Some analysts have put it down to
the fear of banks being left behind by
their rivals but this does not seem to
EHDVLJQLƮFDQWIDFWRUDVLWZDVFLWHG
E\RQO\ƺRISDUWLFLSDQWV7KHSULPDU\
drive appears to come from the bottom
up, with customer demand and satisIDFWLRQQRWHGE\ƺǀRIUHVSRQGHQWV
IROORZHGE\LQFUHDVHGSURƮWVRUJURZLQJ
PDUNHWVKDUHZLWKƹƻ$IXUWKHUƺƼ
said that they were motivated by a combination of all three factors. Indeed, it is
WKHZLGHUDQJHRIEHQHƮWVDUHDSSHDUV
to be encouraging the transformation,
resulting in such widespread support
for technological and structural change.
This focus on customer demand and
VDWLVIDFWLRQLVFRQƮUPHGE\WKHIDFWWKDW
ƻƹRIWKRVHSROOHGUHJDUGSURYLGLQJD
better service to clients as their bank’s
priority when investing in new digital
infrastructure, although this is down
ƸƷIURPWKHƮJXUHLQRXUƹƷƹƷVXUYH\
The proportion who regard improving
their internal processes as their main
SULRULW\KDVLQFUHDVHGIURPƿWRƸƾ
VLQFHƹƷƹƷZKLOHWKRVHFLWLQJLQFUHDVHG
bank revenues and reduced costs are
OLWWOHFKDQJHGDWƹƻDQGƸƸUHVSHFtively in this year’s survey.
The desire to meet the expectations
of more digitally-savvy customers must
be playing a role in the focus on customer satisfaction, because of the fear
that they could lose them to competition
IURPQRQPDLQVWUHDPƮQWHFKFRPSDQLHVDQGQHZGLJLWDOƮUVWEDQNV

Digital priorities

Even if it is generally accepted that almost all banks recognise the need for
a comprehensive restructuring of their
operations to base them around digital
SULRULWLHVWKLVFDQPHDQGLƬHUHQWWKLQJV
WRGLƬHUHQWEDQNV,QERWKRXUƹƷƹƷDQG
ƹƷƹƹVXUYH\VZHJDYH$IULFDQEDQNV
three options to best describe how they
ZRXOGGHƮQHWKHLUGLJLWDOWUDQVIRUPDWLRQ
strategies:
• Front-end only: focusing on the
primary ways that customers interact with them, including via their
website and mobile apps;
• Wrap and digitise: where they gradually replace legacy infrastructure
The African Digital Banking Transformation Report 2022 7
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with digital technology, integrating
WKHPLGGOHDQGEDFNRƱFHVLQWKH
process; or
• Digital natives: banks that use a
fully digital customer interface and
back-end.

100%

90%

80%
70%
60%
50%
40%
30%

Which digital services
GR\RXRƬHUWR
your clients?

20%
10%
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Other

Digital lending

Cardless services

Intelligent ATMs

Capital markets investment

Retail customers continue to be the main
priority in terms of digital investment,
ZLWKƼƾRIUHVSRQGHQWVUHYHDOLQJWKDW
they will target their investment in digital
transformation at retail banking over the
FRPLQJ\HDU$WRWDORIƸƾZLOOIRFXV
on wealth management or investment
EDQNLQJRQDSDUZLWKRXUƹƷƹƷVXUYH\
UHVXOWVZKLOHƸǀZLOOIRFXVRQVPDOODQG
medium-sized enterprise (SME) banking. We look at how best to digitise SME
EDQNLQJLQ$IULFDRQSDJHVƸƺƸƼ

Costumer support through digital channels

Retail priority

Mobile banking (USSD code enabled)

0%
Mobile application (app)

The results are perhaps the most
surprising in the whole report. The perFHQWDJHWKDWLGHQWLƮHGDVIURQWHQG
RQO\MXPSHGIURPƸƽLQƹƷƹƷWRƺƿ
in our latest survey, while the proportion
opting for digital native slumped from
ƹƻWRƸƸDQGIRUZUDSDQGGLJLWLVH
IURPƽƷWRƼƸRYHUWKHVDPHSHULRG
All the rest of our research indicates
that African banks are taking the digital
transformation increasingly seriously,
ramping up the level of their investment
in the process.
It therefore seems unlikely that a substantial proportion have opted for less
FRPSUHKHQVLYHFKDQJHVLQFHƹƷƹƷ
It is possible that increased pressure
for digitisation has resulted in greater
knowledge of the costs and challenges
involved in it, thereby creating a more
realistic assessment of exactly what
can be achieved in the short term, but a
ELJTXHVWLRQPDUNVLWVRYHUWKLVƮQGLQJ
In recognition of the value of those
with wide experience in the sector and
possibly also because of the need for
rapid change as a result of the pandemic,
African banks are making much greater use of external expertise. A total of
ƺƿRIUHVSRQGHQWVQRZUHO\RQWKLUG
party developers and platforms, up from
MXVWƸƹLQRXUODVWVXUYH\ZKLOHDQRWKHU
ƻƸXWLOLVHDK\EULGPRGHOFRQVLVWLQJRI
a combination of internal and external
GHYHORSPHQWGRZQIURPƽƻLQƹƷƹƷ
This hybrid model allows banks to
complement the expertise that they
possess internally with the use of external developers, including to help build
their in-house capacities. The proportion of those relying solely on in-house
H[SHUWLVHKDVGHFOLQHGIURPƹƻWRƹƸ
Some external developers use application programming interfaces (APIs),
software applications that can access
a bank’s common tools, services and
other assets, in what can be a low cost
method of connecting the bank’s and
the third-party’s technologies. Others
develop bespoke platforms from the
ground up.

The concentration on retail banking
is perhaps understandable given that it
appears that most bank customers still
do not use any type of digital platform.
2XUVXUYH\UHYHDOHGWKDWƼǀRIEDQNV
report that less than half of their customers use digital platforms, including
ƹƼZKRFDOFXODWHWKHSURSRUWLRQDV
being less than a quarter.
%\FRQWUDVWMXVWƸƸRIEDQNVVD\
that more than three-quarters of their
customers use digital services. Even
many of those customers who do make
use of such services will only utilise one
SODWIRUPDQGRUGRVRRFFDVLRQDOO\VR
there is still a long way to go before the
image of the digitally-connected bank
customer becomes the norm in Africa.
$VZHGLVFXVVRQSDJHVƸƺƸƼDQ
even smaller proportion of African SME
customers make use of digital platforms.
We also sought to gauge exactly
which digital services banks already
RƬHUHGWRWKHLUFXVWRPHUV3HUKDSV
unsurprisingly, the three most popular
ZHUHLQWHUQHWEDQNLQJ RƬHUHGE\ƿƻ
RIUHVSRQGHQWV PRELOHDSSV ƿƺ DQG
USSD code enabled mobile banking
ƽƾ 2QO\ƺƸRIUHVSRQGHQWVRƬHU
digital lending.
Regular usage for basic services
should allow banks to widen the range
of products customers feel comfortable
accessing via digital platforms. Once
customers begin to use such platforms
to complete payments, transfers and
savings, they are more likely to take advantage of credit, insurance and other
new services, including products that

Retail customers
continue to be the main
priority in terms of digital
LQYHVWPHQWZLWKƼƾRI
respondents revealing
that they will target their
investment in digital
transformation at retail
banking over the coming
year.
PD\QRWKDYHEHHQRQRƬHULQWKHLUORFDO
branches, or which they may have been
dissuaded from tapping into on cultural
or social grounds.

7KUHDWVWRHVWDEOLVKHGEDQNV

We decided to obtain particularly detailed information on perceived threats
to African banks.
$VFDQEHVHHQLQWKHƮQGLQJVSUHVHQWHGLQWKHFKDUWRQSDJHƾWKHODFN
of a skilled workforce is viewed as the
ELJJHVWWKUHDWDQGLVFLWHGE\ƻƽRI
participants in the survey. Perhaps
surprisingly, telecoms companies enWHULQJWKHLQGXVWU\WRSURYLGHƮQDQFLDO
VHUYLFHVDUHFRQVLGHUHGDVLJQLƮFDQWO\
bigger threat to banks’ market share
WKDQWKHULVHRIƮQWHFKVDQGFKDOOHQJHU
banks.
Telecoms companies have sought to
take advantage of their huge customer

EDVHVWRPRYHLQWRƮQDQFLDOVHUYLFHVLQ
order to compensate for a falling share
of the voice phone service market in
the face of competition from messaging apps. Sub-Saharan Africa already
KDGƻƽǀPPRELOHPRQH\FXVWRPHUVE\
WKHHQGRIƹƷƸǀPRUHWKDQDQ\RWKHU
region. Prior to the pandemic, Vodacom
had already planned to roll out its payment, lending and insurance products,
which were already available in South
Africa, across the rest of the continent
but subsequently decided to speed up
its expansion.
French telecoms f ir m O range
launched a purely digital bank right at the
start of the pandemic, attracting more
WKDQƼPFXVWRPHUVLQ$SULODQG0D\
ƹƷƹƷDORQH,QDGGLWLRQWRWKH.HQ\DQ
banks that were mentioned earlier, the
continent’s biggest telecoms companies, including Vodacom, MTN and Telkom, lowered their mobile money fees,
ZLWK071UHFRUGLQJDƹƿLQFUHDVHLQ
PRELOHPRQH\WUDQVDFWLRQVLQWKHƮUVW
KDOIRIƹƷƹƷ
$OPRVWƺƼRIWKHEDQNVFRQVXOWHG
listed an unfriendly regulatory environment as a major threat. One of the
biggest problems is that each national
regulator has to assess and approve
digitisation plans to ensure sound data
management. National standards on
what is permitted varies considerably,
so banks are generally unable to roll out
the same platform with exactly the same
features in every market. As a result,
expansion across the continent is not
simply a matter of acquiring a banking
licence and launching existing products
in new countries.
$VWKHFKDUWRQSDJHƽVKRZVIRcus on cyber security and resilience
undoubtedly stands out as the most
important perceived technology trend
IRUƹƷƹƹƹƺ$PDVVLYHƾƻRIWKHEDQNV
surveyed said that it was very important,
with just two respondents arguing that it
was not important.
Big data was viewed as the next most
important trend but this is an area where
telecoms companies have an advantage.
With more active customers than digital
banks, they are able to tap into mobile
phone records and mobile money behaviour to identify customers that are
creditworthy and also match products to
customers. Digital banks will increasingly
be able to exploit such data as their penetration rates increase and the longevity
of their relationships with customers
increase.
$UWLƮFLDOLQWHOOLJHQFHDQGEORFNFKDLQ
technology certainly have the potential
to cause profound disruption in the industry and countless articles have been
written on them. Yet as the chart on page
ƽUHYHDOVZKLOHVRPHRIRXUUHVSRQGHQWV
expect them to be very important over
the coming year, they are generally not
expected to have as much short term
impact as big data and cyber security.
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State of the sector: Views from the top

Le a d e r s f ro m t h re e of A f r i c a’s m o s t
p ro m i n e nt b a n k s s h a re t h e i r v i e w s o n t h e
s t a te of t h e se c to r ’s d i g i t a l t r a n s fo r m at i o n .

What does the
future hold for
African Banks?
o learn more about digital transformation, we talked to leaders from three of Africa’s most
prominent banks: the CEO of
Mauritius Commercial Bank (MCB), Alain
Law Min; Aronildo Neto, Chief Innovation
2ƱFHUDW6WDQGDUG%DQN$QJRODDQG
the CEO of Banco de Fomento Angola
(BFA), Dr. Luís Gonçalves.
Neto said that digitally transforming
your core business “is no small feat and
requires a comprehensive business
strategy, out-of-this-world focus and
dedicated resources”.
,WPD\WKHUHIRUHQRWEHFRVWHƬHFWLYH
for the incumbents to start from scratch
and launch as a dedicated digital native,
DVWKH\DUHJUHDWO\LQưXHQFHGE\WKHLU
existing business models and regulatory
requirements. At the same time, banks
FDQQRWDƬRUGWREHOHVVDPELWLRXVLQWKH
face of changes in customer behaviour
and the new market entrants who are
rapidly disrupting the sector, he noted.

{7

of digital services by customers, or risk
losing market share.
“Digital transformation is not about
having the nice customer-facing applications, but rather the introduction of
HƱFLHQF\DQGEHWWHUVHUYLFHRƬHULQJV
through digital technologies”, said Neto.
7KLVPHDQVWKDWƮQDQFLDOLQVWLWXWLRQV
have more options when it comes to
extending their reach to less digitallyversed customers.
“Financial institutions also have an
obligation to ensure that their customer
interfaces are as easy to use as possible.”
6WDQGDUG%DQN$QJRODLVZRUNLQJ
with Backbase to develop its new platIRUPDQGLPSURYHLWVGLJLWDORƬHULQJ
In the process of digital transformation, partners are not only required to
bring the technology but also acumen
ZLWKUHVSHFWWRSURFHVVHƱFLHQF\DQG
customer experience. “It is important to
KDYHWKH{ULJKW{SDUWQHUVKLSVqVDLG1HWR

Pandemic was a 'wakeup call'

0DNLQJSURFHVVHVPRUHưXLG

6WDQGDUG%DQN$QJRODKDGDOUHDG\EHgun the process of accelerating its digital transformation before the pandemic,
including including investments associated with the digitisation of internal processes as well as investments geared
towards the digitalisation of customer
experiences.
Additionally, the early implementation of remote technology resulted in
much faster adoption of remote working
at zero cost to stability and customer
service”, said Neto.
It was able to complete the upgrade
of its core banking application in the
middle of the pandemic, with teams
ZRUNLQJRQGLƬHUHQWVLWHV
“On the whole, I think the pandemic
was a wakeup call for banks that had
plans to digitise their processes but
were sitting on the fence”, he said. They
had to address the increasing adoption

"The pandemic was a
wakeup call for banks
that had plans to digitise
their processes but were
sitting on the fence.”
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MCB began its digital transformaWLRQMRXUQH\LQƹƷƸƿVHWWLQJXSZKDW
it describes as “a digital factory” that
aimed to make end-to-end processes
PRUHưXLGPDNLQJSURFHVVHVHDVLHU
and faster for customers and more efƮFLHQWIRUWKHEDQN$VZLWK6WDQGDUG
Bank Angola, this start made it easier
IRUWKHEDQNZKHQ&RYLGƸǀVWUXFN7KH
pandemic speeded up the pace of the
transformation, including the rollout of
MCB’s mobile app, Juice.
“We are still on the journey but we
believe over the next couple of years
we will complete the whole spectrum”,
said Law Min.
The other side of the digital equation
is data. Practically every Mauritian has
an account with MCB, even if they also
have accounts with other banks, he
said. MCB has huge amounts of data
but intends to make better use of it both

FRPPHUFLDOO\DQGIRUULVNLGHQWLƮFDWLRQ
:KLOHǀƷRI0DXULWLDQVDOUHDG\
have bank accounts, there is not just
one model for banking in the rest of
Africa. Telcos have had the most success because of their high customer
numbers. They have tried to enter the
Mauritian market by introducing payPHQWDSSVDQGZDOOHWVEXWƮQGLWGLIƮFXOWWRFRPSHWHDUJXHG/DZ0LQ
“We like competition because it
makes us better but they are not making a big dent in our market share.” MCB
LVDOUHDG\ZRUNLQJZLWKDIHZƮQWHFKV
rather than trying to reinvent itself because “they’ve got great technology,
they are very agile, they are very fast
but they don’t have customers”, he said.

Mobile apps for SMEs
2XWRIWKHFRXQWU\oVƸƹƼƷƷƷ60(V
MXVWƹƼƷƷƷKDYHGHGLFDWHGEXVLQHVV
accounts; the executives of most of the
rest open bank accounts under their
individual names. “There’s a big chunk
of it, I think, that goes into retail that can
somehow be invisible to us”, he said.
Internet banking is often not apSURSULDWHIRU60(VVR0&%KDVDOVR
ODXQFKHGDPRELOHDSSVSHFLƮFDOO\IRU
WKH60(PDUNHWp:HZDQWHGWRXVH
Backbase because we think there are
opportunities to get those people online, which I suppose is the case for
many banks”, noted Law Min.
The bank now plans to expand the
VFRSHRIWKHDSSDQGKRSHVWKDW60(V
will be able to reduce the use of cash by
their customers by encouraging them
to use the app for payments.

specialists the mission of making services as simple as possible, while still
being secure and accurate.
“We are aware that customer feedback is key and our teams, working on
an agile methodology, are ready to introduce stories or requirements that
come from this feedback and can make
our solutions easier to use, especially
to those with more fragile digital knowledge”, he said.
It ultimately boils down to having an
omni channel strategy, so that customers get more out of the technology
banks put at their disposal, he said.
%)$VHHVWKHVROXWLRQVRƬHUHGE\
ƮQWHFKDQGWHOHFRPVRSHUDWRUVDVDQ
inspiration and a challenge for established banks to reinvent themselves.
They provide high competition because they enter the market without a
legacy that can make innovation more
GLƱFXOWLPSOHPHQWDJJUHVVLYHEXVLness plans with targeted approaches
to high-value segments, and control
critical resources, such as telecoms
networks or huge databases.
However, it is important not to overlook the strengths of universal banks,
argued Gonçalves. These include cusWRPHUSUR[LPLW\DQGFRQƮGHQFH

Front-end only strategies

The CEO of Banco de Fomento Angola
(BFA), Dr. Luís Gonçalves, highlighted
the fact that the pace of digital transformation tends to speed up when the
JHQHUDOVLWXDWLRQLVPRUHGLƱFXOWDV
GXULQJWKH&RYLGƸǀFULVLV$VDUHVXOW
it is not surprising that banks focus on
developing front-end-only strategies
for digital development rather than acTXLULQJDƸƷƷGLJLWDO'1$
“It makes no sense to leave out of
this equation the legacy that these institutions have and that also makes
LWGLƱFXOWWRFKDQJHWKHLUEDFNHQGq
he said.
BFA’s digital transformation strategy
is not exclusively based on the context
RIWKHSDQGHPLFEXW&RYLGƸǀFHUWDLQO\
made the bank accelerate the provision
of remote working systems in order to
allow its employees to continue working wherever they found themselves.
Gonçalves said that ensuring that
less digitally-knowledgeable customers are not left behind is “a very important dimension of the digital transformation of a bank that operates in
a developing economy where digital
literacy can’t be taken as a given”.
BFA has therefore given its design

Four coming trends

"We focus on having a
clear vision of the future
and selecting the best
set of technologies to
help us on the way.”

Four big technology trends will shape
the digital transformation over next two
years: data management, cyber security, greater digital adoption; and the
development of omni channel strategies, said Gonçalves.
“However, trends and technologies
don’t exist in isolation: they build on
and reinforce one another, so we consider a better approach is to focus on
the strategy, on having a clear vision of
the future and selecting the best set
of technologies to help us on the way,
instead of trying to surf the last tech
trend”, he added.
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How to digitise
SME Banking
in Africa?
frican small and medium sized
enterprises (SMEs) have tradiWLRQDOO\EHHQRYHUORRNHGE\
WKHEDQNLQJVHFWRUGHVSLWH
WKHIDFWWKDWWKH\DFFRXQWIRUƻƷRIWKH
FRQWLQHQWoV*'3(VWDEOLVKHGEDQNVKDYH
focused on serving large corporations
DQGKLJKQHWZRUWKLQGLYLGXDOVZKLOH
PRUHHƬRUWKDVEHHQSXWLQWRSURPRWLQJ
wider retail banking over the past few
\HDUV7KH60(VHFWRUKDVDWWUDFWHGIDU
OHVVDWWHQWLRQZLWKSRWHQWLDOFXVWRPHUV
GHWHUUHGE\PLQLPXPDFFRXQWEDODQFHV
KLJKIHHVDQGDYLHZE\PDQ\ZLWKLQWKH
EDQNLQJLQGXVWU\WKDWLWZDVQRWFRPPHUFLDOO\YLDEOHWRSURYLGHVHUYLFHVWR
WKRVHZLWKUHODWLYHO\ORZWXUQRYHU
'HƮQLWLRQVYDU\EXWDQ\EXVLQHVV
ZLWKIHZHUWKDQƹƼƷHPSOR\HHVFDQEH
FRQVLGHUHGWREHDQ60(,WLVJHQHUDOO\
FRQVLGHUHGWKDWDWOHDVWǀƷRIEXVLQHVVHVZRUOGZLGHDUH60(VZKLFKFROOHFWLYHO\DFFRXQWIRUDERXWƼƷRIWRWDO
JOREDOHPSOR\PHQW7KHJOREDODQQXDO
UHYHQXHRIEDQNVJHQHUDWHGE\60(V
VWDQGVDWƿƼƷEQD\HDUDFFRUGLQJWR
0F.LQVH\7KH\DUHSHUKDSVHYHQPRUH
LPSRUWDQWLQ$IULFDWKDQLQPRVWRWKHU
UHJLRQV0F.LQVH\FDOFXODWHVWKDWǀƿ
RI6RXWK$IULFDQEXVLQHVVHVDUH60(V
WKDWSURYLGHƽƷRIWKHQDWLRQoVHPSOR\PHQW
7KHSURƮWVRI60(IRFXVHGEDQNV
KDYHWUDGLWLRQDOO\EHHQORZHUWKDQWKRVH
of retail or wealth management operaWLRQVGLVFRXUDJLQJEDQNVIURPIRFXVLQJ
RQWKHVHFWRU0RUHRYHULWKDVSURYHQ
challenging for SME banks in some marNHWVWRƮQGWKHULJKWEDODQFHEHWZHHQ
SURYLGLQJJRRGFXVWRPHUH[SHULHQFH
JHQHUDWLQJSURƮWVDQGPDQDJLQJLQFUHDVHGUHJXODWLRQV$VDUHVXOWWKH
ƮQDQFLQJJDSIRU60(VLQ$IULFDLVHVWLPDWHGDWƺƹƾEQD\HDU7KH*ƹƷDQG
2(&'ERWKFDOOHGIRULPSURYHGDFFHVV
WRGLJLWDOƮQDQFLDOVROXWLRQVIRU60(VLQ

{$

7KHSURSRUWLRQRI
$IULFDQ60(FXVWRPHUV
who make use of digital
platforms is even
lower than for retail
FXVWRPHUV

their joint High Level Principles on SME
)LQDQFLQJDVORQJDJRDVƹƷƸƼ
Even those SMEs who access bank
products do not appear to have had the
EHVWVHUYLFH5HVHDUFKE\$FFHQWXUH
revealed that more than four out of ten
SMEs believed that alternative providers
could deliver a better banking experiHQFHWKDQWKH\FXUUHQWO\UHFHLYH7KH
pandemic hit smaller businesses parWLFXODUO\KDUGPDNLQJLWHYHQPRUHYLWDO
WKDWWKH\IHOWVXSSRUWHGE\WKHLUEDQNV
but SMEs reported feeling neglected as
WKH\VWUXJJOHGWRFRSHZLWKORFNGRZQ
PHDVXUHV

Limited SME inclusion
$FFRUGLQJWRRXUVXUYH\WKHSURSRUWLRQ
RI$IULFDQ60(FXVWRPHUVZKRPDNH
use of digital platforms is even lower
WKDQIRUUHWDLOFXVWRPHUV:KLOHƼƾRI
banks report that less than half of their
UHWDLOFOLHQWVXVHVXFKVHUYLFHVWKLVƮJXUHULVHVWRƾǀIRU60(FOLHQWV7KLVLV
DOLWWOHVKRFNLQJJLYHQWKDWWKHEHQHƮWV
IRUVPDOOEXVLQHVVHVDUHVXUHO\HYHQ
greater than for individual retail cusWRPHUV-XVWƾRIWKHEDQNVVXUYH\HG
report that more than three-quarters of
WKHLU60(FOLHQWVXVHGLJLWDOSODWIRUPV
ZKLOHDQRWKHUƸƻSXWWKHƮJXUHDWƼƷ
ƾƼ$QLQFUHGLEOHƺƺRIUHVSRQGHQWV
told us that less than a quarter of their
60(FXVWRPHUVXWLOLVHGDQ\IRUPRIGLJLWDOVHUYLFHVRWKHUHLVKXJHVFRSHIRU
JURZWKLQWKHVHFWRU
7KHODFNRIXSWDNHGRHVQRWUHIHUWR
WKRVHZKRGRQRWXVHEDQNVDWDOO$Q
HVWLPDWHGƼƾRI$IULFDQVGRQRWXVH
DQ\IRUPRIEDQNVHUYLFHDQGVRPHYHU\
VPDOOEXVLQHVVRZQHUVDUHOLNHO\WRIDOO
LQWRWKDWFDWHJRU\+RZHYHURXUVXUYH\
RQO\FRYHUVWKRVHZKRKDYHDOUHDG\
entered the formal banking sector but
ZKRKDYHQRW\HWPDGHDQ\XVHRIGLJLWDO
EDQNLQJ
In order to delve further into this lack
RISDUWLFLSDWLRQZHDVNHGRXUUHVSRQGHQWVZK\WKH\WKRXJKW60(VZHUHGHWHUUHGIURPXVLQJGLJLWDOEDQNLQJ7KHUH
does not appear to be a single explanaWLRQZLWKDYDULHW\RIHGXFDWLRQDOLQIUDVWUXFWXUDODQGV\VWHPLFFDXVHVFLWHG
E\WKHEDQNVZHFRQVXOWHG7KHODFNRI
institutional training on digital banking
VHUYLFHVDQGRSSRUWXQLWLHVZDVFLWHGE\
ƹƻZKLOHƹƸDWWULEXWHGLWWRWKHODFNRI
information on how to open a business
EDQNDFFRXQWRQOLQH
$IXUWKHUƸƽSXWLWGRZQWRDODFNRI
IRUPDOGRFXPHQWDWLRQVXFKDVFRPSDQ\UHJLVWUDWLRQDQG,'GRFXPHQWDWLRQ
ƸƹWRDODFNRILQWHUQHWDFFHVVDQG
ƸƷWRWKHODFNRIDFFHVVWRIRUPDOEXVLQHVVDFFRXQWVRUƮQDQFLDOVHUYLFHVRI
DQ\NLQG-XVWƸƾVDLGWKDWWKHUHZHUH
QREDUULHUVWRXSWDNH,WLVLQWHUHVWLQJ
that some of these obstacles could be
WDFNOHGE\WKHEDQNVWKHPVHOYHVWKH
lack of information on opening business
bank accounts online and limited access
WRIRUPDOEXVLQHVVDFFRXQWV
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Digitising SME banking
Potential for change
<HWWKHWLGHLVVWDUWLQJWRFKDQJHQRW
OHDVWEHFDXVHWHFKQRORJ\DOORZVEDQNV
to minimise the cost of service proviVLRQ$WWKHVDPHWLPHRIWHQWLPHSRRU
entrepreneurs are able to utilise banking platforms at a time that suits them
without having to travel to their local
EUDQFKHV
2XUVXUYH\IRXQGWKDWƸǀRI$IULcan banks are planning to focus their
digital transformation investment in
60(EDQNLQJRYHUWKHFRPLQJ\HDULQ
FRPSDULVRQZLWKƼƾRQUHWDLOEDQNLQJ
7KHUHLVFOHDUO\VWLOODQLPEDODQFHEXW
DOPRVWDƮIWKRI$IULFDQEDQNVDUHVHULRXVO\WDUJHWLQJWKHVHJPHQW:KHUHWKLV
DSSURDFKSD\VGLYLGHQGVWKHLUFRPSHWLWRUVDUHOLNHO\WRIROORZVXLW
$FRPELQDWLRQRILPSURYHGWHFKQRORJLFDOVROXWLRQVWKHULVHRIWKLUGSDUW\
platform providers and increased customer expectations has opened the
door to new business models increasing
WKHSURƮWDELOLW\RIWKH60(EDQNLQJVHFWRU,WLVWKHUHIRUHEHFRPLQJLQFUHDVLQJO\
FRPPHUFLDOO\YLDEOHIRUEDQNVWRRƬHU
VHUYLFHVHYHQWRYHU\VPDOOEXVLQHVVHV
creating huge opportunities to boost
customer numbers and increase bankLQJVHUYLFHSHQHWUDWLRQ
7KLUGSDUW\SURYLGHUVQRZRƬHURPQL
channel digital banking platforms to alORZEDQNVWRFUHDWHPDQDJHDQGRSWLPLVHWKHH[SHULHQFHRI60(FXVWRPHUV
)RULQVWDQFH%DFNEDVHKDVSUHSDUHGD
SOD\ERRNZKLFKWDNHVEDQNVWKURXJKWKH
process of targeting the market stepE\VWHSLQFOXGLQJXQGHUVWDQGLQJWKH
current state of the SME banking marNHWLGHQWLI\LQJWKHQHHGVRIWKHLU60(
FXVWRPHUVSURYLGLQJWKHPZLWKWDLORUHG
VROXWLRQVDQGH[SODLQLQJKRZWKH\FDQ
FRPSHWHXVLQJWKH%DFNEDVH(QJDJHPHQW%DQNLQJ3ODWIRUP
60(FXVWRPHUVFDQEHDWWUDFWHGE\
ensuring all interactions are as straightIRUZDUGDVSRVVLEOHLQFOXGLQJGLJLWDO
RQERDUGLQJDQGDFWXDOO\XVLQJVHUYLFHV
5HTXLUHPHQWVIRUFXVWRPHUVWRSURYH
WKHLULGHQWLW\FDQEHSDUWLFXODUO\WULFN\
where one or more business partner
does not have an established relationship with the bank providing the SME
VHUYLFH5HJXODWRUVUHTXLUHEDQNVWR
DFFXUDWHO\LGHQWLI\FXVWRPHUVLQRUGHU
to prevent criminals from using a comSDQ\DVDIURQWIRUWD[HYDVLRQPRQH\
ODXQGHULQJƮQDQFLQJWHUURULVPRURWKHU
QHIDULRXVDFWLYLWLHV
+RZHYHUGLJLWDORQERDUGLQJFDQ
JUHDWO\VLPSOLI\WKHSURFHVVZLWKDSplicant customers able to submit phoWRJUDSKVRIWKHLU,'DQGDOVRVHOƮHVYLD
EDQNDSSV7KHDSSWKHQDQDO\VHVWKH
ELRPHWULFGDWDDQGFRQƮUPVWKHDXWKHQWLFLW\RIKLV,'{7KLVJUHDWO\VLPSOLƮHVWKH
SURFHVVFXWWLQJFRVWVIRUWKHEDQNDQG
DYRLGLQJYLVLWVWRDEDQNEUDQFK
7KHHQWLUHSURFHVVWDNHVDIHZPLQXWHVUDWKHUWKDQVHYHUDOZHHNV$SSV
FDQLGHQWLI\DQ\RQHZLWKFRQFHUQVKDQJ-

What proportion of your
SME customers use
digital platforms?

25% - 50%
0 - 25%
50% - 75%
Over 75%

What do you think
deters SMEs from
using digital banking?

Lack of institutional training
on digital banking services
and opportunities
Lack of information on how
to open a business bank
account online
SME clients face no
difficulties in accessing
digital banking services
Lack of formal documentation
(e.g. company registration,
ID documentation)

No access to the internet

No access to formal business
account/financial services
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LQJRYHUWKHLUVXLWDELOLW\EXWDFXVWRPHU
VHUYLFHUHSUHVHQWDWLYHFDQTXLFNO\FKHFN
ZKHWKHUWKHDSSKDVPDGHDIDOVHPDWFK
$VWKH\DUHWUDLQHGVSHFLƮFDOO\IRUWKLV
WDVNWKHUHLVQRQHHGIRUWKHPWRUHIHU
the problem up the chain to the compliDQFHWHDPIRUIXUWKHULQYHVWLJDWLRQ
'LJLWDOSODWIRUPVDOORZEDQNVWRDXWRPDWLFDOO\DVVHVV60(FXVWRPHUSHUIRUPDQFHDOORZLQJWKHPWRPDUNHWORDQV
DQGRWKHUSURGXFWVWRWKHPHLWKHUDV
DGYHUWVEDQQHUVRUYLDGLUHFWFRPPXQLFDWLRQ/RDQDSSOLFDWLRQVFDQEHPDGH
YLDVLPSOHIRUPVRQWKHDSSSHUKDSV
with a slider to allow customers to adjust
WKHDPRXQWWRVHHKRZLWDƬHFWVWKHLQWHUHVWUDWHDQGUHJXODUUHSD\PHQWV%HWter tools for screening and assessment
of creditworthiness improve access
WRƮQDQFHDQGUHGXFHULVNDQGGHIDXOW
LQFLGHQFHIRUƮQDQFLDOLQVWLWXWLRQV
7KHEDQNFDQWKHQDVVHVVWKHDSplications of existing customers within
VHFRQGVEHFDXVHWKH\DOUHDG\KDYH
VRPXFKGDWDLQFRPSDULVRQZLWKWKH
weeks or even months that decisions
FDQWDNHXVLQJQRQGLJLWDOFKDQQHOV
'LJLWDOVFUHHQLQJFDQDOVRKHOSWRSURPRWHƮQDQFLDOLQFOXVLRQDPRQJWKH
SUHYLRXVO\GLVDGYDQWDJHGVXFKDV
ZRPHQDQG\RXQJSHRSOHZKRPD\
have been subject to discrimination
during face-to-face assessment for
ORDQHOLJLELOLW\)LQDOO\LWFDQJUHDWO\UHGXFHWKHQHHGIRUORDQVHFXULWLVDWLRQ
DVGLJLWDOƮQDQFHSURYLGHUVJHQHUDOO\
GRQRWUHTXLUHFROODWHUDO
$%DFNEDVHVSRNHVSHUVRQVDLGp7KH
ƮUVWJRDORIDQ\60(RƬHULQJVKRXOGEH
VXSSRUWLQJ\RXUFXVWRPHUVE\UHGXFLQJ
WKHWLPHWKH\QHHGWRVSHQGRQEDQNLQJ
DFWLYLWLHV0DNHLWVLPSOHDQGHƱFLHQW
IRUWKHPWRDSSO\IRUORDQVDQGUHFHLYH
funding without having to visit a branch
RUUHVXEPLWGRFXPHQWV%DVLFDOO\KHOS
\RXU60(FXVWRPHUVIRFXVRQJURZLQJ
their business instead of wasting time
RQDGPLQLVWUDWLRQq

Case studies
60(DSSVFDQEHEXLOWIDUPRUHTXLFNO\
WKDQPDQ\UHDOLVHDQGRPQLFKDQQHO
platforms allow customers to switch
EHWZHHQGHYLFHVVXFKDVEHWZHHQD
PRELOHDQGDODSWRSIRUERWKRQERDUGLQJ
DQGVHUYLFHXVH
)RULQVWDQFH%DFNEDVHKHOSHG0DXULWLXV&RPPHUFLDO%DQNGHYHORSLWV-XLFH3URDSSLQMXVWVL[PRQWKV,WLVDYDLODEOH
IRUPRELOHLQWHUQHWLQEUDQFKDQGVHOI
VHUYLFHNLRVNXVHSURYLGLQJWUDQVDFWLRQ
KLVWRU\DFFRXQWRYHUYLHZVSD\PHQWV
DQGWUDQVIHUV273DXWKHQWLFDWLRQDQG
DFFRXQWPDQDJHPHQW&XVWRPHUVVLJQ
LQRQDYHUDJHHYHU\WZRGD\V
(DVW$IULFDoV&RPPHUFLDO%DQNRI
$IULFDKDVUROOHGRXWLWVRPQLFKDQQHO
services for SMEs in order to promote
ƮQDQFLDOLQFOXVLRQ,WHPSOR\HGELJGDWD
and machine learning specialist Strands
WRGHYHORSLWVVROXWLRQV
&OLƬRUG2GKLDPER&%$oV([HFXWLYH

It is becoming
LQFUHDVLQJO\YLDEOHIRU
EDQNVWRRƬHUVHUYLFHV
HYHQWRYHU\VPDOO
EXVLQHVVHVFUHDWLQJ
huge opportunities
to boost customer
numbers and increase
VHUYLFHSHQHWUDWLRQ

%XVLQHVV6XSSRUW0DQDJHUVDLGp2QH
RIWKHWKLQJVZHUHDOLVHGLQLWLDOO\ZDVDV
DEDQNLQRXUƼƻ\HDUKLVWRU\ZHZHUH
more inclined towards being a corpoUDWHEDQNZLWKDELDVWRVHUYLQJKLJKQHW
worth individual’s than the mass retail or
VPDOOEXVLQHVVHVPDUNHW2YHUWLPHZH
UHDOLVHGWKDWWKHUHZDVDQRSSRUWXQLW\
around having inclusion across a wide
VSHFWUXPRIWKHPDUNHWLIZHFRXOGEDVLFDOO\OHYHUDJHRXUWHFKQRORJ\SHRSOH
DQGSDUWQHUFDSDELOLWLHVq
&%$RSHUDWHVLQ.HQ\D7DQ]DQLDDQG
Uganda but plans to expand into another
ƸƺPDUNHWVRYHUWKHQH[WGHFDGH
5HFHQW60(EDQNLQJVWDUWXSVLQFOXGH1LJHULDoV3URVSDZKLFKUDLVHG
ƺƿPLQDQRYHUVXEVFULEHGSUHVHHG
URXQGLQ6HSWHPEHUƹƷƹƸDIWHUUHSRUWLQJ
ƺƼPRQWKRQPRQWKJURZWKLQXVHUV
,QDGGLWLRQWREDQNLQJVHUYLFHVLWV60(
VROXWLRQSURYLGHVWRROVIRULQYRLFLQJ
HFRPPHUFHLQYHQWRU\PDQDJHPHQW
SD\UROODQGHPSOR\HHDQGYHQGRUPDQDJHPHQW,WGHVFULEHVLWVSURGXFWDVƸƷ
EDQNLQJDQGǀƷVRIWZDUH7KHHQWU\RI
DZLGHUDQJHRIGLƬHUHQWSOD\HUVLQWRWKH
sector should help to drive down costs
DQGGULYHXSLQQRYDWLRQ
&RPSDQLHVDUHDOVRLQYHVWLQJLQ$IULFDQVHUYLFHVIURPRXWVLGHWKHFRQWLQHQW
/DVW\HDUWKH8.oVGRSD\VHFXUHGDEDQN
OLFHQFHWRRƬHULWVSD\PHQWDQGEDQNLQJ
platform to SMEs and larger companies
LQ(J\SW7KHVHUYLFHLVGHVLJQHGWRDOORZ60(VWRHQFRXUDJHWKHLUHPSOR\ees and freelance workers to use digital
EDQNLQJE\HQDEOLQJHPSOR\HUVWRRSHQ
GRSD\DFFRXQWVIRUZRUNHUVXVLQJRQO\
WKHLUQDPHPRELOHQXPEHUDQGDFRS\
RIWKHLU,'
6RPHEDQNVKDYHGHFLGHGWRRƬHU
ZLGHUVXSSRUWWR60(VZKLFKZLOOERWK
EHQHƮWWKHVPDOOEXVLQHVVHVDQGDOVR
SURƮWWKHEDQNE\HQFRXUDJLQJJUHDWHU
XVHRIWKHLUVHUYLFHV)RULQVWDQFH3DQ
$IULFDQ(FREDQNKDVODXQFKHGLWV(OOHvate Programme to support female-led
EXVLQHVVHVPDLQO\60(V
$OWKRXJKDWKLUGRI$IULFDQ60(VDUH
RZQHGE\ZRPHQVWUXFWXUDODQGFXOWXUDO
barriers prevent women from expandLQJWKHLUEXVLQHVVHV(OOHYDWHSURYLGHV
PHQWRULQJƮQDQFLDOVXSSRUWJHQHUDO
DGYLFHDQGQHWZRUNLQJRSSRUWXQLWLHV
7KHFDVKPDQDJHPHQWVROXWLRQVRQ
RƬHULQFOXGHGLJLWDOVROXWLRQVWRDOORZ
FDVKOHVVWUDQVDFWLRQVVXFKDV(FRbank’s Omni Lite online banking and
(FREDQN3D\GLJLWDOSD\PHQWV&DVKOHVV
solutions have proved invaluable during
WKH&RYLGƸǀSDQGHPLF
,QDUHFHQWUHSRUW0F.LQVH\DQDO\VWV
VDLGp'LJLWDODQGQHZWHFKQRORJLHVFUHDWHDQRSSRUWXQLW\IRU60(VWRHQKDQFH
WKHLUUHDFKDQGHƱFLHQF\DWORZHUFRVWV
RYHUFRPLQJWKHVFDOHGLVDGYDQWDJHWKH\
KDYHUHODWLYHWRODUJHUSOD\HUV60(VFDQ
IRFXVRQNH\DUHDVRIFRPSHWLWLYHQHVVLQ
WKHLUYDOXHFKDLQSURGXFWDQGRURSHUDWLRQVDQGLGHQWLI\WKHEHVWWHFKQRORJ\
OHYHUVWRHQKDQFHFRPSHWLWLYHQHVVq
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SME banking: Views from the top
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Vista Bank
Guinea:
speeding up the
transformation
hen Vista Bank took over FI
Bank in Guinea, it quickly set
out to digitalise most products but this process was
DFFHOHUDWHGE\&RYLGƸǀ7KHSDQGHPLF
prompted the redesign of its digital strategy for all customers but particularly for
60(FOLHQWVp%DVLFDOO\ZLWKWKH&RYLGƸǀ
crisis, we had to think up innovative ways
to better serve our customers without
WKHPKDYLQJWRFRPHLQWRRXUEUDQFKHVq
said Abdoulaye Diallo, Head of SME and
&RUSRUDWH%DQNLQJDW9LVWD%DQN*XLQHD
Vista Group helped SMEs through the
development of e-commerce services,
RQOLQHSD\PHQWVDQGPRELOHEDQNLQJ
Vista Bank Guinea is part of Vista
Bank Group, which also has subsidiaries in Sierra Leone, Gambia and Burkina
Faso, and which aims to create a Pan$IULFDQƮQDQFLDOJURXSWKDWSURPRWHVƮnancial inclusion, so supporting SMEs is
QDWXUDOO\SDUWRIWKLVVWUDWHJ\$ERXWƹƼ
of the bank’s SME customers currently
HQJDJHRQOLQHEXW'LDOORLVFRQƮGHQWWKDW
WKLVƮJXUHZLOOFRPHFORVHWRƽƷZLWKLQ
the next two years, including as a result
of training programmes reducing the
cost of banking services and speeding
XSƮQDQFLQJSURFHGXUHVIRU60(V
7KHWUDLQLQJSURJUDPPHVDUHGHsigned to help small businesses digitalise and automate their internal proFHVVHVp0RVW60(VDUHVWLOOLQIRUPDO
here in Guinea and I’m sure that is the
VDPHWKLQJLQ$IULFDLQJHQHUDO:KDW
we are doing in order for us to change
that, we are putting in place training in
RXUQH[WSURJUDPPHVqKHVDLG
Many of the SMEs that use Vista Bank
do not appear among the ranks of its

{:

60(FXVWRPHUVp7KH\KLGHDVUHWDLO
customers in order avoid paying SMEs
FKDUJHVRU60(IHHVDWWKHEDQN,WoV
cheaper for them to stay as retail cusWRPHUVWKDQEHFRPH60(RQHVqQRWHG
'LDOOR7KHKLJKFRVWRILQWHUQHWDFFHVV
and setting up technological systems
also deters SMEs from utilising digital
products, as does cultural attachment
WRXVLQJFDVKp7KHUHDUHDORWRIPRQH\KDQGOLQJEXVLQHVVHV7KH\KDYHWR
change that culture in order for them to
start using more and more digital serYLFHVqVDLG'LDOOR
Vista Bank is committed to using digital platforms to reduce loan application
FRVWVDQGVSHHGXSWKHSURFHVV$QDlytics and databases can help improve
its analysis of loan scoring according
to the risk criteria already used by the
EDQNp:HDOVRQRWHGWKDWWKHGHFLVLRQ
to decentralise credit decision making
sped up the process as well as providing
pertinent information about SME clients
WRUHODWLRQVKLSPDQDJHUVqFRPPHQWHG
'LDOOR60(FXVWRPHUVDUHQRZDEOHWR
apply for loans digitally without visitLQJDEUDQFKp2QFHWKHORDQLVJUDQWHG
customers just need to go to the nearest
branch for all the physical signatures
required and also to have access to the
DSSURYHGORDQqKHVDLG

:RUNLQJZLWKWKHWHOHFRPVVHFWRU

$ERXWƹƼRIWKH
bank’s SME customers
currently engage online
EXW'LDOORLVFRQƮGHQW
WKDWWKLVƮJXUHZLOOFRPH
FORVHWRƽƷZLWKLQWKH
QH[WWZR\HDUV
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Prior to the pandemic, digital innovation
was entirely the responsibility of Vista
%DQNoV,7GHSDUWPHQW,QUHVSRQVHWR
WKH&RYLGƸǀFULVLVWKHEDQNFUHDWHGD
dedicated digital department to focus
on digital products innovation and it
now works in partnership with mobile
providers, such as the biggest network
SURYLGHULQ*XLQHD2UDQJH
p2UDQJH*XLQHDKDYHDOUHDG\GHYHOoped a solution allowing its users to deposit money into an account associated
with their mobile number to then access
a range of services including domestic
and international money transfer, bill
SD\PHQWVDQGSD\PHQWRIDLUWLPHqVDLG
'LDOOR
$ERXWƿƷRIWKH*XLQHDQSRSXODtion has access to mobile phones, while
Vista does not have branches in all parts
of the country, particularly some rural
DUHDVVRZRUNLQJZLWK2UDQJHDOORZHG
LWWRLQFUHDVHLWVFRYHUDJH9LVWD%DQNLV
now able to create a link between a customer’s bank account and the account
associated with a customer’s mobile
QXPEHU
Clients are now able to transfer
money between their bank account
and mobile account, and can withdraw
PRQH\DWDQ\2UDQJHVKRS$VDUHVXOW
the bank now views the entry of mobile
providers into the banking sector as an
RSSRUWXQLW\'LDOORZDQWVWRZRUNZLWK
new players in the sector in order to see
what innovations they can come up with
between them in order to provide better
VHUYLFHVWRFXVWRPHUV

cobank’s considerable investments in digital channels since
ƹƷƸƼPHDQWWKDWLWVGLJLWDOSODWforms were already in place prior
WRWKH&RYLGƸǀSDQGHPLFVRLWZDVDEOH
to maintain service provision digitally
DQGWKURXJKLWVFDOOFHQWUHV$WWKHVDPH
WLPHWKHEDQNXSJUDGHGLWV60(RƬHUings during the crisis in order to help
customers cope and speed up their
DGRSWLRQRIGLJLWDOVHUYLFHV
p60(VKDYHERUQHWKHEUXQWRIWKH
ƮQDQFLDOSUHVVXUHVFDXVHGE\WKH&RYLGƸǀSDQGHPLFDVWKH\KDYHKDGWR
contend with supply chain challenges,
decline in turnover, revenue loss and
operational challenges in 'getting back to
QRUPDO QRWHG2ZXUHNX$VDUH(FREDQN
*URXS+HDGIRU'LJLWDO6ROXWLRQV
During the pandemic, the bank upJUDGHGLWV2PQL/LWHLQWHUQHWEDQNLQJ
platform to allow customers to perform
all transactions online and launched the
2PQL/LWH$SSIRUPRELOHXVHDVZHOODV
DOORZLQJGLJLWDORQERDUGLQJ
In addition, it launched the Business
Prepaid card to enable customers to

7KHYDOXHRI2PQL/LWHWUDQVDFWLRQV
JUHZWRƺƺEQIRUWKHQLQHPRQWKVWR
WKHHQGRI6HSWHPEHUƹƷƹƸXSƾƻRQ
WKHVDPHSHULRGLQƹƷƹƷ7KLVRXWSHUformed the rise in digital transaction
values across the entire group, which
LQFUHDVHGE\Ƽƹ\HDURQ\HDUWRWKH
HQGRI6HSWHPEHUƹƷƹƸWRƻƹEQ60(V
DFFRXQWIRUƽƷRI(FREDQNoV&RPPHUcial Banking operations, which are one
RILWVWKUHHEDQNLQJGLYLVLRQV
Africa has historically had a much
lower number of bank branches per
FDSLWDDVZHOODVORZHUOHYHOVRIƮQDQFLDO
LQFOXVLRQWKDQWKHJOREDODYHUDJH5XUDO
areas on the continent are also behind
WKHFXUYHLQGLJLWDODGRSWLRQ
<HW$VDUHQRWHGp2XUEHOLHIDQGH[pectation is that the shift to digital by
our customers represents a permanent
behavioural change… Digitalisation is a
journey for Africa, and it’s happening at
DUDSLGO\DFFHOHUDWLQJUDWHq

(
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1HZLQLWLDWLYHV

Ecobank:
helping to
build SME
businesses
fund or load value onto their business
SUHSDLGFDUGXVLQJ2PQL/LWHp7KH%XVLness Prepaid card brings about payment
convenience to SMEs for instant business payments online as well as paying
IRUJRRGVDQGVHUYLFHVZLWKWKHFDUGq
VDLG$VDUH
7KHEDQNoVRQERDUGLQJFRVWVKDYH
EHHQVLJQLƮFDQWO\UHGXFHGE\GLJLWDO
adoption, while payment processing
times have also fallen through the use of
GLJLWDOFKDQQHOVp2QHRIWKHNH\EHQHƮWV
KDVDOVREHHQWKHVLJQLƮFDQWUHGXFWLRQLQ
HUURUV0DQXDOWUDQVDFWLRQLQVWUXFWLRQV
were susceptible to errors in processing
whilst digitally submitted transactions
have minimal opportunities for making
HUURUVqKHVDLG

7KHUHVXOWV
7KHLPSDFWRIWKHVHLQQRYDWLRQVKDV
EHHQUHưHFWHGLQWKHQXPEHUVXVLQJWKH

EDQNoVGLJLWDOVHUYLFHV7KHQXPEHURI
merchants using Ecobank’s point-ofVDOHWHUPLQDOVLQFUHDVHGIURPƸƸƷƷƷ
DWWKHHQGRIƹƷƹƷWRƽƷƺƷǀRQH\HDU
ODWHU2YHUWKHVDPHSHULRGWKHQXPEHU
onboarding via its touchless platform,
(FREDQN3D\JUHZIURPƹƻƷƷƷƷWR
ƺƾƺƷƷƷZKLOHWKHWRWDOYDOXHRI%DQN&ROOHFWWUDQVDFWLRQVLQFUHDVHGE\ǀƾ
WRƺƺƿEQ

7KHEDQNXSJUDGHGLWV
60(RƬHULQJVGXULQJ
the crisis in order to help
customers cope and
speed up their adoption
RIGLJLWDOVHUYLFHV

Ecobank Marketplace eCommerce was
launched to enable sole traders and
MSMEs to identify new customers
through online marketplaces, while receiving instant and secure online payments on marketplaces such as FlutWHUZDYH'32DQGL3D\,WDOVRRƬHUV
its customers a free online presence
through the Google My Business Platform, which includes a free website that
SURYLGHVYHULƮDEOHEXVLQHVVLQIRUPDWLRQ
DQG(FREDQN3D\45FDSDELOLW\WRHQDEOH
customers to make instant payments to
PHUFKDQWV
7KH(FREDQN$FDGHP\KDVSDUWQHUHG
with Microsoft and GitHub LinkedIn on
WKH*OREDO6NLOOLQJ,QLWLDWLYHWRRƬHURQOLQH
WUDLQLQJWRPRUHWKDQƼƷƷƷƷ60(VLQ
areas such as digital marketing, sales,
ƮQDQFLDODQDO\VLVDQG,7KHOSGHVNVp-XVW
EHIRUHWKHRQVHWRIWKH&RYLGƸǀSDQdemic, we launched Ellevate to meet
WKHƮQDQFLDOQHHGVRIWKHXQGHUVHUYHG
women-owned/led/focused business
VHFWRUqQRWHG$VDUH7KHSURJUDPPH
RƬHUVPHQWRULQJDQGQHWZRUNLQJRSSRUtunities, as well as smart cash solutions
DQGOHDGHUVKLSDQGDFFHOHUDWRUWUDLQLQJ
As with other banks interviewed for
this report, Ecobank views both teleFRPVDQGƮQWHFKFRPSDQLHVDVSRWHQtial partners, partly because telecoms
is an integral component of its digital
VWUDWHJ\
p7KHPDUNHWLQJDQGGLVWULEXWLRQRIRXU
mobile banking solutions and ecosystem
has been enabled by our strategic partQHUVKLSVZLWKWKHOLNHVRI$LUWHODQG071q
VDLG$VDUH%\SDUWQHULQJZLWKƮQWHFKVLW
can provide innovative solutions, functionalities and services to its customers,
KHDGGHG7KHEDQNKDVODXQFKHGLWV
pan-African Ecobank Banking SandER[ZKLFKHQDEOHV$IULFDQƮQWHFKVWR
access Ecobank’s APIs to develop innovative solutions and quickly integrate
SD\PHQWVLQWRWKHLUSODWIRUPV
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Case studies

Standard Bank:
Huge benefits
from digital
transformation
ackbase is helping Standard
Bank Group develop new platforms to expand the range of its
business across several African
countries. The bank has recorded huge
EHQHƮWVIURPLWVGLJLWDOWUDQVLWLRQLQcluding customer acquisition costs that
are up to eight times lower than previously. Customers can now onboard by
ƮOOLQJLQDVLPSOHIRUPWDNLQJDVHOƮHDQG
uploading a photo of an ID document.
Standard Bank has also started to
scale its digital lending capabilities to
avoid customers going through a long
SURFHVVDWDEDQNEUDQFKZLWKƼƷƽƷ
of bank lending in South Africa now
completed digitally. Ever more complex
business loans are also being gradually
moved on to digital platforms.

%
{

Changing operating
models

Standard Bank’s Head of Digital and
eCommerce for Consumer and High Net
:RUWK$QGUHZYDQGHU+RYHQVDLGWKDW
costs usually get out of control when
you build from scratch but these can
be mitigated by using common scalable platforms and methods that can
be adapted to local needs.
,QZRUNLQJZLWK%DFNEDVH6WDQGDUG
Bank has therefore aimed to share as
much as possible between teams to
reduce costs and increase the speed
of delivery.
They have had to change their operating models to cope with the new
VSHHGRIRSHUDWLQJZKLOHVKLIWLQJIURP
a supply mindset to a demand mindVHWEDVHGRQZKDWFXVWRPHUVZDQW
and need rather than focusing on what
products are available.
“The real heart of it is: how can we
use technology platforms and think
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of them not as just part of a technology set-up but actually as parts of our
operating model and part of the way
WKDWZHYLHZWKHZRUOG"qVDLGYDQGHU
Hoven.
%HOLQGD5DWKRJZD+HDGRI'LJLWDO
and eCommerce for South Africa at
6WDQGDUG%DQNVDLGWKDWFXVWRPHU
expectations of what a bank actually
does have greatly increased because
customers compare their experience
with their bank with their interaction
ZLWKDOORWKHUGLJLWDOSODWIRUPVQRWMXVW
other banks.
0RUHRYHUWKH&RYLGSDQGHPLFKDV
really triggered an increase in the number of customers interacting on digital
SODWIRUPVVRLWLVLPSRUWDQWWRHQVXUH
that they still feel that they are getting
a personal service.
$SDUWIURPIUHTXHQF\RILQWHUDFWLRQ
quality is also vital to ensure that clients
feel as if any interaction is relevant to
them. “The more frequently we speak

ZLWKRXUFOLHQWVWKHJUHDWHUWKHRSSRUtunity to produce solutions that serve
WKHPqVDLG5DWKRJZD

Angola

Standard Bank noted that use of its previous digital services in Angola had been
IDOOLQJZKLOHORZOHYHOVRILQWHUQHWDQG
smartphone access in the country restricted the size of the potential market.
$VDUHVXOWLWEHJDQZRUNZLWK%DFNbase on building a new internet and
PRELOHEDQNLQJSODWIRUPLQHDUO\ƹƷƹƷ
Work was still ongoing when the pandemic struck but the bank continued
to engage with clients on the development of its new digital solutions. As a
UHVXOWRIFRQWLQXHGHQJDJHPHQWXSWDNHRIWKHEDQNoVGLJLWDORƬHULQJVKDV
jumped following completion of the
new platform.
&ODXGLD9LDQD6WDQGDUG%DQNoV+HDG
of Consumer and High Net Worth for
$QJRODQRWHGWKDWWKHEDQNoVQXPEHU
of digital customers in Angola had inFUHDVHGE\ƸƽLQƹƷƹƸLQFRPSDULVRQ
ZLWKWKHSUHYLRXV\HDUSDUWO\DVDUHVXOW
of the pandemic but also because of the
new services.
This demonstrated that making a
success of the digital transition is not
just a case of creating any digital platform; it needs to be the right one for the
intended market.
She said that they want to be more
than a bank but cannot do this by themVHOYHVDGGLQJp:HQHHGWRFKDQJHIURP
a product mindset to a client mindset;
LIZHGRQoWHQJDJHZHGRQoWKDYHDQ\
insight”.

Kenya

Backbase has worked with Stanbic Bank
.HQ\DSDUWRIWKH6WDQGDUG%DQNJURXS
to provide future ready digital services
to their clients in the Consumer and High
Net Worth segment. They have launched
a new omnichannel platform and banking app leveraging the Backbase Engagement Banking Platform.
9LFWRU2GDGD+HDGRI'LJLWDO%DQNing and eCommerce at Stanbic Bank
.HQ\DVDLGp7KH%DFNEDVHVROXWLRQ
not only allows us to provide an omnipresent solution but allows us to be
UHDG\IRUWKHIXWXUHWREHDEOHWRRƬHU
a modular roll-out approach.” Kenyan
ƮQWHFKVDQGEDQNVDUHORRNLQJWRWKH
SRWHQWLDORIRSHQEDQNLQJZKLFKKDV
already been mandated by the government and which should be available
E\ƹƷƹƼ
.HQ\DLVDGLJLWDOƮUVWPDUNHWZLWKD
very aggressive and forward-looking
ƮQWHFKVSDFHVRLQQRYDWLRQDQGKLJK
service levels are necessary to succeed.
Stanbic Bank is now future ready with
WKHULJKWWHFKQRORJ\SURFHVVHVDQGWKH
right ecosystem of partner that will enable to compete in the market by providLQJEHVWLQFODVVFXVWRPHUH[SHULHQFHV
said Odada.

BIAT:
Pioneers
in banking
innovation

T
{

unisia’s largest private sector
EDQN%DQTXH,QWHUQDWLRQDOH
$UDEHGH7XQLVLH %,$7 KDV
launched a new mobile app and
ZHERƬHUWRLQFUHDVHGLJLWDOXSWDNHE\
improving customer engagement.
It has selected out-of-the-box banking
features from the Backbase Engagement
%DQNLQJ3ODWIRUPWRRƬHUIULFWLRQOHVV
user experience while enhancing operaWLRQDOHƱFLHQF\
$7XQLVEDVHG,7VHUYLFHVFRPSDQ\
9DOXH'LJLWDO6HUYLFHVZDVLQVWUXPHQWDO
in setting up BIAT’s digital factory to drive
the implementation of the Backbase
Engagement Banking platform.
“BIAT now has strong foundations to
become a digital banking leader in Tu-

nisia with the digital factory being the
epicenter for innovation. The bank can
now continue ongoing development
leveraging the Backbase Engagement
Platform with the support of Value DigiWDO6HUYLFHVqVDLG6OLP%HVEHV+HDGRI
Digital Factory at Value Digital Services.
0DWWKLMV(LMSH5HJLRQDO9LFH3UHVLGHQWIRU(0($DW%DFNEDVHZKRZDV
LQYROYHGLQWKHSURMHFWIURPLWVRXWVHW
added: “BIAT has been at the forefront of
EDQNLQJLQQRYDWLRQLQ7XQLVLDDQGZLWK
WKHODXQFKRIWKHLUQHZUHWDLORƬHUWKHLU
FXVWRPHUVZLOOEHQHƮWIURPDIULFWLRQless user experience giving them more
DXWRQRP\VDYLQJWLPHZKLOHIDFLOLWDWLQJ
communication with the bank and managing daily operations digitally."
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The enabling environment

What are the skills
and capabilities
needed to support
the digital
transformation?
ven where banks are convinced
of the need to switch the focus
of their operations to digital platforms, their strategies do not exist in a vacuum but require a wide range
of supporting infrastructure and skills.
In broad terms, there are four main
obstacles to potential customers acFHVVLQJGLJLWDOEDQNVHUYLFHV Ƹ EDQNVo
DELOLW\WRSURYLGHVXFKVHUYLFHV ƹ WKH
creation of a supporting regulatory
HQYLURQPHQW ƺ WKHƮQDQFLDODELOLW\RI
LQGLYLGXDOVWRDƬRUGPRELOHSKRQHVRU
other devices, for internet access and
DQ\EDQNLQJFKDUJHVDQG ƻ SV\FKRlogical and educational barriers to using
such services – mainly because they are
something new, customers fear they are
QRWVXƱFLHQWO\VHFXUHDQGWKH\GRQRW
KDYHWKHQHFHVVDU\OLWHUDF\ƮQDQFLDO
knowledge or technical understanding
to make use of them.
Responsibility for providing digital
services lies almost entirely in the hands
of the banks themselves and is the subject of most of the rest of this report, so
needs little comment here. However, it
would be useful to add something on the
creation of a workforce with the necessary skills. Banks need access to the
required technical skills, either in-house
or from third parties, in order to build,
maintain, operate and upgrade digital
platforms.

(
{
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African banks train many of their own
VWDƬDVGHPDQGLQFUHDVHVZKLOHH[ternal organisations also help to bring
workers up to speed. For instance, US
ƮUP$QGHODDLPVWRWUDLQƸƷƷƷƷƷ$IULFDQ
software developers in their own countries, including for the banking sector,
E\ƹƷƹƻ
$ƹƷƹƸ:RUOG%DQNLQYHVWLJDWLRQLQWR
demand for digital skills for the African
banking sector and other industries
– which covered five markets: Côte
Go,YRLUH.HQ\D0R]DPELTXH1LJHULD
and Rwanda – found that there is already
unmet demand for digital skills but that
demand is set to surge over the coming
decade.

Regulatory barriers

Banks are only able to provide such
GLJLWDOƮQDQFLDOVHUYLFHVLIWKHLUQDWLRQDO
regulators allow them to do so. Central
banks and other regulatory authorities
therefore have a huge role to play in encouraging investment and service provision. They may fail to act because of
inertia, because they are not persuaded
of the need for change; because of the
fear that unsound businesses and operating methods will disrupt otherwise
stable or improving banking industries;
or perhaps also in order to protect established operators.
Regulators have a challenging task

in striking a balance between ensuring
the integrity and stability of the market, on the one hand, and encouraging innovation and competition, on the
other. After years of steadily tightenLQJEDQNUHJXODWLRQV1LJHULDZDVWKH
ƮUVW$IULFDQFRXQWU\WRIRUPXODWHRSHQ
banking frameworks and last year introduced new regulations allowing data
sharing across banking and payment
ecosystems. Open banking allows the
use of open application programming
LQWHUIDFHV $3,V WKDWHQDEOHWKLUGSDUW\
GHYHORSHUVWREXLOGDSSVIRUDƮQDQFLDO
institution.
Digital banks could even overtake
PLFURƮQDQFHEDQNVLQWKHSURYLVLRQRI
banking services to the previously unEDQNHGLQ1LJHULDEHFDXVHWKH\KDYHQR
restrictions on their geographical reach,
ZKLOHWKHQXPEHURIEUDQFKHVDPLFURƮQDQFHEDQNFDQRSHQDUHUHJXODWHG:H
gauge the illuminating views of central
bank governors on the creation of an
enabling regulatory framework in the
following article.

which can deter smartphone purchase.
However, it is even possible in some
cases to access digital banking services using a basic, non-smart, phone.
.HQ\DoV(TXLW\%DQNDOORZVFXVWRPHUV
to access digital services using only
a thin Sim card overlaid on an existing
mobile Sim card.
High digital penetration rates also
require the creation of a retail banking
culture. Digital platforms usually reduce
bank costs, so banks can pass some of
the savings on to users, allowing cusWRPHUVWR{WUDQVDFWLQYHU\VPDOOVXPVRI
local currency, helping them to manage
what may be very irregular income and
expenses. There is no need to cajole
customers online because digital banking is simply easier for most transactions, so the technology will sell itself.
Customers can be encouraged to use
digital platforms to complete as many
transactions as possible but providing
the option of face-to-face communication, perhaps through lower cost kiosks

Access to physical tech

Once customers
discover how easy digital
services are to use, the
experience of other
markets suggests that
that vast majority will
continue to use them.

There is less that banks can do about
access to the physical technology needed to access banking services. They
FRXOGRƬHUDFFHVVLQEDQNEUDQFKHV
ZKLFKQHJDWHVPDQ\RIWKHưH[LEOHEHQHƮWVRIGLJLWDOEDQNLQJEXWZRXOGDWOHDVW
introduce customers to services, helping to overcome psychological barriers.
0RUHZLGHO\PRELOHSKRQHDQGLQternet access costs are falling, helping
to encourage access. The number of
smartphone connections has grown
E\DQDYHUDJHRIƹƿD\HDULQ6XE
6DKDUDQ$IULFDVLQFHƹƷƸƼDQGVPDUWphones now account for about half of
all connections.
According to global telecoms indusWU\DVVRFLDWLRQ*60$PRELOHSKRQH
penetration in Sub-Saharan Africa is on
FRXUVHWRLQFUHDVHIURPƾƻRIDGXOWVLQ
ƹƷƸƿWRƿƼE\ƹƷƹƼZKHQWZRWKLUGV
of mobile phones on the continent are
expected to be smartphones. Roughly
ƻƼRIDOOVPDUWSKRQHVVROGLQ$IULFD
ODVW\HDUFRVWOHVVWKDQƸƷƷDV&KLQHVH
companies in particular market very low
cost handsets in all African markets.
However, the average smartphone still
FRVWVƻƼRIWKHDYHUDJHPRQWKO\ZDJH
in Sub-Saharan Africa, the highest proportion of any region.
The amount of data used by banking
apps is very low, yet can still impact uptake because high data costs can deter
people from buying smartphones. The
average cost of a gigabyte of mobile
GDWDLQ$IULFDLQƹƷƹƷZDVMXVWRYHUƼ
LQFRPSDULVRQZLWKDOPRVWƾLQƹƷƸƿ
so prices are falling. This compares with
DQDYHUDJHSULFHRIƺƼJLJLQWKH(XURpean Union.
However, there is huge variation in
GDWDFRVWVLQ$IULFDIURPƷǀJLJLQ6XGDQXSWRƺƼJLJLQ(TXDWRULDO*XLQHD

or even video calls when really required,
could also ease the concerns of some
customers. Relationship building can
also help, such as via loyalty schemes,
SURYLGLQJDSSVLQDFXVWRPHUoVRZQ
language and possibly even having a
named contact within a bank, perhaps
just for those customers who need to
access a wider range of services.

Literacy challenges

Digital illiteracy is still a huge problem.
(YHQLQWKH8.ƸƸǀPSHRSOHODFNEDVLF
GLJLWDOVNLOOVQHDUO\ƾRIWKHSRSXlation lacks internet access at home
DQGƹƷRIDGXOWVDUHLQFDSDEOHRIDFcessing online services. According to
African Union data, the average literacy
UDWHLQ6XE6DKDUDQ$IULFDLVƾƷLQ
comparison with a global average of
ǀƷ
,WLVGLƱFXOWWRVHFXUHFRQFUHWHƮJures on digital literacy rates but the rate
is generally considered to be closely
tied to access to digital technology.
The cheaper mobile phones and internet access becomes, the more people will be able to improve their own
reading literacy and digital literacy, as
well as becoming accustomed to using
websites and apps. Once they are used
to using digital platforms, it should be
relatively straightforward for them to
utilise banking apps.
In addition, some banks are now
VWDUWLQJWRVSHFLƮFDOO\VXSSRUWWKRVH
with more substantial obstacles to accessing services. For instance, South
$IULFDoV7\PH%DQNZKLFKLVDQH[FOXsively digital bank with no branches, is
directly targeting excluded groups. It
charges no monthly fees, only transaction charges, and has designed its
products for those less likely to use
digital banking. As a result it has a high
proportion of less educated users and
an equal split between male and female
customers.
Even with all these cultural, regulaWRU\DQGƮQDQFLDOEDUULHUVWKHQXPEHU
of Africans with bank accounts is foreFDVWWRLQFUHDVHIURPƺƷƷPWRƻƼƷP
EHWZHHQƹƷƸƿDQGƹƷƹƼERRVWLQJWKH
banked proportion of the adult African
SRSXODWLRQIURPƺƼWRƼƷ7KLVLV
DYDVWQHZPDUNHWRIUHWDLODQG60(
customers that can be tapped by those
banks prepared to put the work in.
Digital banking services are generally easy to use for anyone with experience of any type of online or mobile
service, but there are still many people
without such skills, either because of a
distrust of such technology, or a lack of
DFFHVVWRLWRIWHQRQƮQDQFLDOJURXQGV
Yet once customers discover how
easy they are to use, the experience
of other markets suggests that vast
majority will continue to use them
rather than continuing to visit their local branch, unless under exceptional
circumstances.
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The enabling environment: View from the top

I n o rd e r to g a r n e r t h e v i e w s of
t h ose i n ch a rg e of sector re g u l at i on ,
w e s p o ke to J o h a n n e s ! G a w a x a b,
G ove r n o r of N a m i b i a’s c e n t r a l b a n k ,
t h e B a n k of N a m i b i a .

Namibia’s
central bank
advances
smart
regulations
n recent years, the number of electronic transactions has skyrocketed
as increasing numbers of Namibians
make use of both online and mobile
platforms to access banking and payment services. Digital platforms are a
preferred means of banking because of
both convenience and the reduced cost
of transactions, This has resulted in sigQLƮFDQWEDQNEUDQFKFORVXUHVDFFRUG
ing to Johannes !Gawaxab, Governor
of Namibia's central bank, the Bank of
Namibia.
In recent years, the Bank of Namibia
has paid considerable attention to digital banking developments. Given the
fast-changing banking and payments’
landscape, and the strong drive towards
technological advancements around the
world, the Bank decided to include digital
transformation in its strategic objectives, to help advance and modernise
WKHƮQDQFLDOVHFWRUDQGSURPRWHƮQDQFLDO
inclusion. It has set up the Innovation Hub
and the Fintech Innovations Regulatory
Framework to drive the digital agenda.
“ We are mindful that the digital
DJHQGDLQRXUƮQDQFLDOV\VWHPVKRXOG
be crafted through consultation with
governments, commercial banks and
the public. For this reason, our regulated entities are very much part of the
journey, and we see our role as that of
advancing smart regulations to enable
the industry to innovate and advance
digital transformation”, noted !Gawaxab.

,{

ernising Namibia’s payments ecosystem
is crucial to ensuring that the country is
aligned to international best practices
and positions itself as a world-class National Payment System”, he said.
7KH&RYLGƸǀSDQGHPLFKDVKLJKlighted the potential of open banking
to provide easy access for consumers
to credit. Namibia’s Banking Institutions
$FWRIƸǀǀƿFXUUHQWO\SUHYHQWVEDQNLQJ
institutions from sharing client data with
third parties without the authorisation
of the Bank of Namibia. However, the
Bank “is further looking into the open
banking landscape to issue and provide
the necessary regulatory guidance later
in the year to the industry and public”,
said !Gawaxab.

0LFURƮQDQFHEDQNV

At present, Namibia’s legal framework
GRHVQRWPDNHSURYLVLRQIRUPLFURƮnance banks but, if passed, proposed
changes to the Banking Law will allow
WKHPWRRSHUDWHIRUWKHƮUVWWLPH7KH
new policy has been prompted by low
OHYHOVRIDFFHVVWRƮQDQFHDQGOLPLWHG
ƮQDQFLDOLQFOXVLRQLQWKHSDVWLQ1DPLELD
“It is therefore anticipated that miFURƮQDQFHEDQNLQJLQVWLWXWLRQVZLOOJR
DORQJZD\LQHQKDQFLQJWKHƮQDQFLDO
inclusion objectives of the Bank”, said
!Gawaxab. As a result, the Bank would
welcome innovative players to enter the
market through the introduction of digital channels to provide much needed
EHQHƮWVWRFRQVXPHUVHVSHFLDOO\LQWKH
informal sector.
The Bank is currently assessing ways
WRLPSURYHƮQDQFLDOLQFOXVLRQWKURXJK
the use of its regulatory tools. However,
the lack of network coverage, access to
internet facilities and access to electricity in some remote areas could “be
a major obstacle to providing digital
banking services”, said !Gawaxab.

)LQWHFK

However, as policymakers, the Bank
QHHGVWRHQVXUHWKDWWKHƮQDQFLDOV\VWHP
remains stable and sound, while at the
same time fostering innovation and promoting competition and trust, he added.
The Bank has drawn up the Namibian National Payment System Vision and
6WUDWHJ\ƹƷƹƼWRIRUHFDVWKRZWKHSD\ments industry, including commercial
EDQNVZLOOVHUYHWKHƮQDQFLDOVHUYLFHV
sector and broader economy and society.
“Payment trends also have an impact on
and contribute to the evolution of how
banking is conducted. Continually mod-
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1RQSURƮWWKLQNWDQNWKH&HQWUHIRU)Lnancial Regulation and Inclusion (Cenfri),
has helped the Bank of Namibia develop its inclusive Integrity Supervisory
)UDPHZRUNZKLFKVHWVRXWVLJQLƮFDQW
high-level concepts, principles and approaches that will guide the application
RIDULVNEDVHGVXSHUYLVRU\IRUƮQWHFK
innovations that are not already subject
to the existing risk-based supervisory
processes.
The regulatory framework provides
a step-by-step analytical framework to
identify whether an innovation qualiƮHVDVDƮQWHFKLQQRYDWLRQIROORZHG
by a phased approach to understand,
evaluate and test the innovation before a regulatory decision is taken. “This
framework is intended to underpin the
Bank’s work in ensuring the integrity of
WKHƮQDQFLDOVHFWRUDVDZKROHZLWKRXW
XQQHFHVVDULO\OLPLWLQJWKHDELOLW\RIƮQWHFKVWRDGYDQFHDQGVXSSRUWƮQDQFLDO
inclusion”, said !Gawaxab.

expected. Almost all banks recognise
the need for a comprehensive restructuring of their operations to base them
around digital priorities. Yet the proportion of banks that view themselves as
GLJLWDOQDWLYHVKDVIDOOHQIURPƹƻLQ
RXUODVWVXUYH\WRƸƸWKLVWLPHZKLOH
the proportion identifying their digital
strategies as front-end only has jumped
IURPƸƽWRƺƿ
This may be because the pressure for
digitisation has increased knowledge
of the costs involved in the process,
creating more understanding of exactly
what can be achieved in the short term.
It will be interesting to see whether this
shift in perceptions continues in our
next survey.

Conclusions
his report has hopefully underlined the progress that is being
made in promoting digital banking platforms and products in
Africa, not only in terms of improving
services for existing customers but in
reaching out to the previously unbanked.
As a result, the continent is quickly approaching the point at which more people will have bank accounts than are left
out. Investors have undoubtedly been
attracted by the commercial potential on
RƬHU3ULRUWRWKHFULVLV0F.LQVH\UDWHG
the continent as the world’s second most
attractive market in terms of growth and
SURƮWDELOLW\ZLWKEDQNLQJUHYHQXHVVHWWR
KLWƸƹǀEQE\ƹƷƹƺ
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'LJLWLVDWLRQKDV
VSHHGHGXS
2XUUHSRUWKDVFRQƮUPHGVRPHWKLQJV
that we already suspected, such as that
the pandemic prompted banks to speed
up their digitisation processes, with
some implementing plans that they had
not previously envisaged. Some discovered that banking apps can be built more
quickly than they had previously realised.
As always, the Covid crisis triggered

innovation and change. For their part,
many existing bank customers had
to access internet and mobile bank
VHUYLFHVIRUWKHƮUVWWLPHZKLOHVRPH
EXVLQHVVHVZHUHIRUFHGWRRƬHUGLJLWDO
SD\PHQWVIRUWKHƮUVWWLPHHLWKHULQ
person to avoid using cash, or online. A
number of banks encouraged them by
suspending digital transaction charges
for a period.
2IWKHƸƸǀEDQNVWKDWWRRNSDUWLQRXU
VXUYH\ǀƻVDLGWKDWWKHGLJLWDOWUDQVformation was one of their top three
SULRULWLHVZLWKƽƷGHVFULELQJLWDVWKH
VLQJOHPRVWLPSRUWDQWIDFWRU-XVWƿ
reported that they were resistant to the
process, with the vast majority open
to change and no longer seeing their
ƮQDQFLDOLQVWLWXWLRQVDVOHJDF\EDQNV
Banks are spending more on digital development than ever before, with the
proportion of African banks relying on
third party developers and platforms,
including to help build their in-house
capacities, more than tripling since our
last survey.

0RUHIRFXVRQIURQWHQGVHUYLFHV

Some results from our survey were less

5HWDLOFXVWRPHUVDUHPDLQSULRULW\
Our survey revealed that retail customers continue to be the main priority in
terms of digital investment, with fewer
EDQNVIRFXVLQJRQ60(SURYLVLRQ\HW
most customers still do not use any
GLJLWDOVHUYLFHV0DQ\EXVLQHVVHVRSW
for standard retail bank accounts rather
WKDQGHGLFDWHG60(VHUYLFHVLQSDUW
DWOHDVWSXWRƬE\SHUFHLYHGKLJKEDQN
charges. As a result, the banks consulted for our survey report that the
SURSRUWLRQRI$IULFDQ60(FXVWRPHUV
who use digital platforms is even lower
than for retail customers.
Yet during our more in-depth discussions with bank leaders, it became clear
that some banks are putting a great deal
RIHƬRUWLQWRWKHLU60(GLJLWDOVHUYLFHV
and also into more general support for
African small businesses. As a result,
a failure to make proper provision of
60(GLJLWDOEDQNLQJFRXOGQRWRQO\VHH
banks lose out on new customers but
could also result in them losing valuable
business customers to more digitallysavvy rivals.
%DUULHUVWRGLJLWDO
EDQNLQJDUHIDOOLQJ
An increasing proportion of customers are demanding access to digital
services, with customer demand and
satisfaction cited by our survey participants as the main motivation for their
digital transformation.
Yet many people are still prevented
from accessing digital services by a
wide range of obstacles, ranging from
the price of mobile phones and other
devices, and the high cost of internet
access in most parts of Africa, to illiteracy, including digital illiteracy, and fear
of the unknown.
The price of smartphones is falling
quickly in Africa, which should encourage some to use mobile banking serYLFHVIRUWKHƮUVWWLPHEXWGDWDFRVWV
remain stubbornly high in some markets. Overall, however, the number of
barriers to digital banking is falling, so it
ZRXOGEHQRVXUSULVHWRƮQGVLJQLƮFDQWO\
higher user numbers in our next survey.
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