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Project Proposal
Mobile Banking in Tanzania
INTRODUCTION
This project is the master's thesis of  Gunnar Camner and 
Emil Sjöblom at the Royal Institute of Technology in 
Stockholm. It is on the field of mobile banking and will 
include a field study in Dar es Salaam, Tanzania, between 
March and May this year.

Our focus is on the boundary between mobile money 
transfer services and mobile banking, when do people start 
keeping a balance,  why, and how is the usage behavior 
transformed from wanting one type of service to another. 
Further, how does the view of the service provider evolve 
from pre-introduction to when a user feels comfortable to 
keeping balance.  This, we believe, will contribute to the 
research about the transformational aspects of money 
transfer services and is valuable to any organization or 
company that wants to utilize a new infrastructure to 
distribute and transfer money.
BACKGROUND
Mobile phones is the technology that have spread the fastest 
throughout the world. It took 20 years to reach 1 billion 
subscriptions worldwide. After four additional years the 
next billion was distributed. For the third billion it took 
only 2 years. Reaching the fourth billion subscribers, which 
recently was achieved, took less than one year (Corbett, 
2008). The mobile phone has also showed to be a powerful 
technical platform for banking services. Financial services 
that can be delivered to people in rural areas without bank 
offices and at a low cost. In sub-saharan Africa, where the 
mobile penetration increased the most in 2007, only 1% of 
the population are connected to a formal bank (Bångens & 
Söderberg, 2008). 

These systems allows a new type of money transfers; for 
the first time person-to-person transfers enters the 
digitalization of money. It is now easy, efficient and 
immediate to send money both to businesses as well as 
individuals. Settling debts, shopping, paying salaries or 
sending money to relatives, all through your mobile phone. 

One of the major differences in how mobile banking can be 
designed is wether or not the service is intended to be used 
as an extension of a bank’s current office services and 
internet bank, or if it is designed to target new user groups 
that are partially or completely unbanked. Transformational 
mobile banking is the term used to describe the latter, where 
the service provider uses an existing network as  
infrastructure. Transformational banking can be run by new 
and/or alternative banking actors with the ambition to target 
previously unbanked customer segments. The name 
transformational suggests that these activities will bring 

informal economies into the world of formal banking 
through regulated but new flexible services,  transforming 
the retail financial sector. Thus moving people that are 
outside the banking world into it. Bringing people into a 
formal economy has huge positive reprecussions; creating 
financial security, reducing corruption, creating a more 
efficient infrastructure for economic development.  The 
other branch of mobile banking is called additive, adding 
new services specified to the mobile phone to users already 
involved in banking and internet banking (Porteous, 2006).

Morawczynski (2008) concludes that the service M-Pesa in 
Kenya is mainly used for sending money between urban 
and rural areas. M-Pesa can be viewed as a money transfer 
system and not banking in the traditional sense.  This is 
expected as Ignacio Mas and Kabir Kumar (2008) states: 
“customers will in the beginning want to test the liquidity of 
the system. In the beginning withdrawing all money sent to 
them right away. But this is going to change as acceptance 
increases and people will begin taking out money 
depending on their daily liquidity needs and the service will 
start to look more and more like a banking service.”

The core attraction of mobile banking is, to a large extent, 
person-to-person transfers. This means that the user is a 
node in a network, supported by a relatively transparent 
service provider.  The bank offers a similar but different 
relationship. It is a central hub which the user must 
approach in order to initiate any transaction. This is 
illustrated in Figure 1. Additionally, traditional banking 
emerged from the need of storing money. Transformational 
mobile banking springs from the need to transfer money. 
These are two different entry-points but we start to see that 
overlapping functions and user behavior starts to surface.

Figure 1.

Supposed that mobile banking is transformational as many 
believe (Porteous, Donner, Morawczynski, Vaughan), and 
that mobile banking and traditional banking will converge, 
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how will this happen? Is it the users that will transform into 
the formal banking world, or are new banking services 
needed to meet a new user group with different payment 
habits and behavior? How will the process of informal 
economies becoming formal look like?

The expression transformational banking presupposes that 
the service is the first step towards a more formal economy. 
But the distinction between the two is not always easy to 
make, and the effects of transformational banking is yet to 
be shown.
RESEARCH QUESTION
Our focus is on the intersection between mobile money 
transfer services and mobile banking, when do people start 
keeping a balance,  why, and how is the usage behavior 
transformed from wanting one type of service to another? 

We will study how the user behavior evolves to facilitate a 
kind of border-crossing between banking and transfer 
services. What are the expectations when starting to use the 
service and what needs arises as the users become more 
experienced? By looking at these two milestones in user 
adaption we can present an image of what happens in 
between and how one type of usage evolves into another. 
By doing so we also have the ability to shed more light on 
the effects of transformational mobile banking.

We define keeping a balance as not withdrawing all money 
received at the same time. Instead the possibility to store 
money is utilized in addition to the main feature of only 
transferring it.
Relevance
Today there is an on-going debate and criticism of mobile 
money transfer services, often originating from the banking 
industry. In many countries there is yet to be a clear 
statement wether or not the new services interferes with 
traditional banking, and if the same regulatory principles 
should be required for transfer services as for banking 
services. The heavy regulations of the banks has previously 
not been imposed on transaction based services.

The data and analysis of this project is not only valuable for 
other countries that is in the making of implementing 
similar services (and many are), but also to regulators of the 
technology and any organization or company that wants to 
utilize a new infrastructure to distribute and transfer money. 
This could be local entrepreneurs, developers of the 
services or aid organizations to name a few examples. 

In order to design better financial services one must look at 
the needs and behavior of the users. In which direction are 
these services heading? If a new way of banking is formed 
that is evolving from transactions instead of savings,  will it 
differ from what we have today?

Much can be learnt from the successful implementations of 
these services in Eastern Africa, also for services based in 
the developed world. However, the greatest potential in 
mobile banking is the ability to alleviate people out of 
poverty - an attribute that has not been fully understood or 
shown yet.

Goals
• Present reasons to why people start to use mobile 

banking.
• Identify trends in usage as people get accustomed to the 

services, focusing on when people start keeping a 
balance.

• Investigate the poverty alleviation abilities of mobile 
banking.

• Be able to point in the directions where mobile banking 
may evolve in the future.

• Gather user data that is validated and can be used in 
future research by others and ourselves.

Expected results
• We expect a need for a converging service that shares 

attributes with both traditional as well as mobile banking.

• The shift from cash to digital money is a big step both 
mentally and practically, which most likely takes time. 
We expect to see that using mobile banking encourages 
the use of more advanced banking services. As the users 
gain more and more trust towards the system we can,  in 
the long perspective, see a beginning to lessen the use of 
cash and cash dependency in the region.

METHODS
Jonathan Donner (2008) at Microsoft Research calls 
attention to the gap in the research done on mobile banking. 
More research focusing on the contexts that mobile banking 
services are used in. Very little attention has been given to 
the social, economic, and cultural contexts surrounding the 
use of these services. 

The research methods chosen for this field study are user 
centric and well established in human-computer interaction 
research. Preece et al (2002) uses the term triangulation 
when using various methods for looking at a problem from 
different angles. The participants in the observations will be 
chosen to reflect the composition of the overall user group, 
we have discussions with local MNOs to provide these 
statistics. We are comfortable with the methods and have 
experience from KTH where we have used them in multiple 
projects.  Both of us have a major in human-computer 
interaction in which these are included in the curriculum. 

We will use the following research methods:
• Ad-hoc interviews
• Observations at agents
• Deep dives
• Focus groups
• Interviews with experts within the business
EXECUTION
Figure 2 is a time schedule of the project with includes 
preparations, the implementation and evaluation. While we 
still are in Sweden, the focus will be on the literature study 
and to establish contacts in Tanzania.   From other MFS-
students’ travel stories we have concluded that it often takes 
a week to settle down in the new environment and get 
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accustomed to the practicalities of everyday life. So one 
week in the beginning of our stay is free from research 
related work. In the beginning of the field work we will 
mainly do ad-hoc interviews with people we meet and 
conduct observations at agents. As we gradually become 
more comfortable in the new environment and find ways to 
get in contact with users of mobile banking services we will 
also start with contextual interviews and focus groups. 

One important foundation in the field of HCI is to have an 
iterative work process, where the results are tested and 
evaluated with the users. Therefor the methods are used at 
different times during our project and the results that has 
been gathered with one method can be evaluated with 
another, and vice versa. 

We will concretize our findings and thoughts in prototypes, 
learning material and visualizations. This to better share our 
analysis and ideas how these services further can be 
adapted to the user needs. These will be created throughout 
the process in collaboration with participating users in focus 
groups and interviews.
Tanzania as location
East Africa is the world leading region when it comes to 
implementation of mobile banking services. In 2008 the 
same service that has become popular in Kenya was 
launched in Tanzania by Vodacom. The MNOs Zain and 
Zantel have both launched their own mobile banking 
services too. Previous research has been conducted in 
Kenya, which provides us with reference literature and 
comparative studies.
ETHICAL CONSIDERATIONS
A person's economical situation and habits are delicate 
matters, any interviews conducted must recognize this. We 
are dependent of the user's willingness to participate and 
describe their situation and behavior. In the first contact 
with a person we need to in a quick and simple manner 
communicate who we are and what we are doing. Further, 
we must explain who benefits from our research and what 
the data will be used for. Be clear with what type of data 
that will be shared with others and fully respect people's 
wishes to be anonymous.

THE TEAM
This project is the master's thesis of Gunnar Camner and 
Emil Sjöblom in Media Technology at the Royal Institute of 
Technology (KTH) in Stockholm. The shared major field of 
study has been in Human-Computer Interaction and 
Camner a lso in visual izat ion and Sjöblom in 
entrepreneurship. In the past we have been working with 
identifying and analyzing user behavior on the internet. A 
recent publication was on the topic of how video material is 
used in conversations on the internet and the patterns that 
emerge from this on a macro level (Camner et al.).

This mobile banking project started the summer of 2008. 
Since then we have been reading, attended conferences on 
the subject and been talking to companies such as Nokia, 
Ericsson, SEB, Nordea, UBS, Telenor,  Accumulate, IBM, 
Valimo, The World Bank, IFC, Microsoft, Sida, Dar es 
Salaam Institute of Technology, The University of 
Edinburgh and more, about their work and view on the 
future of these services.

There is a blog associated with the project: 
http://www.valuablebits.com

Figure 2.

http://www.valuablebits.com
http://www.valuablebits.com
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