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Distriution Model(s)

Indirect, through exclusive 

relationshops with a targeted 

number of distribution 

partners.  New parties must 

become sub-dealers of  

existing distribution partners.  

Airtime resellers and financial 

agents are completely 

different networks for 

Safaricom.

Shifted from direct sales force 

to indirect model with master 

agents that is overseen 

byWING staff (outsourced)

Hybrid model, direct and 

indirect through bank 

partners

Independent Service 

Organization (ISO).  Acquires 

bank correspondents (retail 

agents) on behalf of banks.  

Uses distribution partners, 

which each manage 

approximately 100 small 

shops.     

Agent types

Safaricom resellers, banks, 

Forex bureaus, hotels, 

supermarkets, petrol startion, 

hospitals, clinics, and SACCOs.

Airtime resellers, microfinance 

institutions, grocery stores, 

FOREX, pharmacies, 

construction shops, 

convenience stores, and travel 

agents 

Airtime resellers, 

pawnbrokers, forex bureaus, 

rural bank branches - 

primarily

Types of potential agents are 

regulated by the Central Bank.  

Microfinance institutions can 

be EKO distribution partners.  

MFIs seek agents from among 

their clientele.

Special considerations

Special stand-alone agents 

can participate if they are (a) 

remote, ie more than 50-80 

km radius from an existing M-

PESA agent, (b) temporary 

agents, and (c) have unique 

operations, ie hospitals

Seeking agents with highest 

level of education possible, a 

minimum of some English 

proficiency.  The latter is 

important WING technology is 

in English.  Phones do not 

provide Khmer interfaces.  

GXI and the Rural Bankers 

Association are building 

separate agent networks.  

Although there is 

collaboration between the 

entities, there are two 

separate teams and 

approaches to the agent build-

out. 

Getting agent mind share is 

EKO's biggest challenge.  The 

compnay is now planning to 

market to the financial 

customers more aggressively 

to help push them to the 

retail agents.   
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Corporation requirements

Distribution partners must be 

a "Limited" company or 

equivalent

Convert successful agents into 

master agents.  No corporate 

requirements for master 

agents or retail agents.

Rural banks must be members 

of rural bank association and 

have CAMELS rating of at least 

3.0.  

This criteria was not applied

Years in operation

6-month minimum Master agents own their 

house or have a 2-year lease.  

Retail agents need to own 

house or have a 1-year lease.  

Some flexibility is allowed.  

This criteria was not applied More than 3 years operation 

in current location.

Minimal float

Distribution partners must 

maintain $1,270 for SIM 

replacement plus another 

$2,540 per retail agent.  Stand-

alone retail agents require a 

minimum float of $2,540

Master agent level, float is 

determined by the number of 

agents in their network, but 

average is $850 in their WING 

account and another $850 in 

cash on hand.  Retail agents 

need $200 in both their WING 

account and in cash float.

Rural bank agents do not have 

minimal float requirements 

per se.  The only requirement 

is that a bank account 

requires a minimum of just 

over $2 to keep the account 

open, and $10 - $20 for the 

account to pay interest.   

Rs. 5,000 ($110 USD)

Security requirements 

The presence of some security 

measures is a selection 

criteria.  Ultimately security is 

the responsibility of the 

agent, however. 

This criteria is not applied. Not considered an issue for 

retail agents acquired by rural 

banks

This criteria was not applied



Documentation required

More than 10 documents 

including proof or business, 

description of business, police 

certificates, and ids of 

executives.  Specific 

requirements differ 

depending on type of retail 

agents.  

Both master agents and retail 

agents need to provide 

national identification plus a 

second id. 

More than 10 accreditation 

forms required from rural 

banks that include proof of 

business and audited financial 

statements.  Different 

requirements from Central 

Bank, G-CASH, and Globe 

Telecom.  Agents acquired by 

rural banks need to present 

valid IDs and complete a 

smaller set of enrollment 

forms.

Bank statement.  If no bank 

account, agent must open and 

maintain a bank account with 

EKO's client bank.  

Reputation among customers

Trust is established not 

between the retail agent and 

the customers, but between 

the customer and Safaricom.  

This criteria is not applied. This is a key criteria for agents 

acquired by rural banks. 

Market research is conducted 

to identify merchants are 

trusted by the community.

This is a key criteria for EKO.  

Prior to accepting an agent, 

the  customer reputation and 

friendliness of staff are 

researched.

Reputation among bankers

This criteria is not applied All agents must have a bank 

account at ANZ or Acleda.  

Agents acquired by rural 

banks must be depositors of 

the bank in good standing.  

This criteria was not applied

Cash management (liquidity) 

capabilities

Retail agent liquidity is 

managed by the distribution 

partners.  The requirement 

that partners must have retail 

agents in at least 2 different 

geographies helps with the 

management of the electronic 

currency.

Moving to master agent 

model for liquidity 

management.  Master agents 

will handle m-money and cash 

liquidity issues.  

Rural banks conduct market 

research to identify 

merchants that have sufficient 

cashflow to manage cash-

in/cash-out requirements.  A 

requirment that agents 

handle their own cash 

management is part of the 

agreement between GXI and 

its retail agents. 

EKO's distribution partners 

are responsible for managing 

the liquidity needs of their 

retail agents.  In addition, the 

distribution partner takes 

their agents promotional 

materials and provides other 

services.



Number of active customer 

accounts

This criteria is not applied Seeks location that is in a 

public market or near 

shopping centers, but no 

other specific footfall 

requirements.

Location must be near a 

sufficient client base

This criteria was not applied

Other requirements 

Retail agents must be audited 

prior to commencement of 

mobile money business

Need to have a J2EE phone 

that can download the agent 

application.  Must also have 

experience using SMS.

Obvious value proposition for 

the merchant that can include 

additional walk-in business, 

increases in sales, and 

electronic purchasing

As a requirement of the 

Central Bank, EKO must have 

a contract with each retail 

agent, even though they are 

acquired by distribution 

partners.  

Overlay with intended 

market

Accepting applications for 

distribution partners in 

opportunity areas only

First focus on capital city, then 

moved to provincial towns 

(24), and third will build-out 

to district towns (185)

Location must be near a 

sufficient client base

Extensive market research is 

conducted to identify 

locations where there are 

large populations of unbanked 

and remittance customers - 

core market segments for EKO

Overlay with mobile 

infrastructure

Network coverage is not 

currently an issue.  It is 

everywhere they are ready to 

be at this point.  

Not an explicit criteria, rather 

assumed due to high level of 

mobile coverage in the 

country 

The market research also 

takes mobile penetration into 

consideration.  Overlay with 

mnobile infrastructure is a key 

criteria determining areas of 

operation.

Proximity to banking 

infrastructure

Stand-alone agents need to be 

at least 50-80 km radius from 

other M-PESA agents.

This is an important criteria.  

Master agents need to be 

within 5 km of bank or MFI 

branch.  Their retail agents 

need to be within 25 km from 

the master agent.  

This criteria has not been 

applied.  Agents are 

encouraged in areas where 

there are sufficient m-money 

clients.  This could be both 

near and far from bank 

branches.  

All agent locations are located 

within 30km of a bank branch, 

which is a mandate from 

India's Central Bank.  

Location 



Convenient for clients

The growing number of 

agents, over 14,000 across the 

country means that agents are 

increasingly convenient for 

customers.

Retail agents need to be at 

least 1 km from each other.  

Shops need to have 

permanent locations and 

meet certain levels of 

"fitness".  Must be open a 

minimum of 8 hours per day.

MABS recommends that 

agents be no more than 1 km 

from their target market.  

Desires shop size of more than 

100 sq. ft.

Level of commercial activity

This criteria is not applied Retail agents in markets 

and/or shopping areas are 

preferred.  Seeking agents 

that are "anchor" tenants, ie 

one of the most important 

shops in the area. 

Agent selection is tied to the 

purchasing patterns of the 

bank staff and the other 

employees that received their 

salaries via GCASH. 

No other agents within 2 km 

radius, and seeks customer 

footfall of at least 100-300 per 

day

Number of outlets

Minimum of 3 retail agents.  

Retail locations  must be in at 

least 2 different provinces.

No minimum requirement, 

individuals with one location 

accepted 

No minimum requirement, 

individuals with one location 

accepted 

No minimum requirement, 

individuals with one location 

accepted 

Urban/rural location

Retail locations must be 

outside Nairobi (capital city) 

with the exception of the 

Head Office

No substantial differences.  

Rural shops are performing 

better because of closer ties 

to the community.

Primary locations for MABS 

rollout are in rural locations

In urban areas, seek locations 

inhabited by migrants from 

the villages.  

Sales & Marketing 



Sales channel compensation

Initially, agents were not paid 

for acquiring customers.  Now 

they are.  This has proven to 

be a critical part of the agent's 

revenue and value 

proposition.  The switch to 

paying for customer 

acquisition as a tipping point 

in the growth of the agent and 

customers networks.  

Customer acquisition 

payments are made in two 

tranches - one part when 

clients sign up and the second 

part when clients use the 

service.  

Master agents are paid a 

monthly fee by WING as 

motivation to acquire and 

manage retail agents.  The fee 

differs depending on the 

number of agents in their 

network, but averages about 

$6.25 per agent for networks 

up to 20 agents.  Master 

agents are also paid $0.25 for 

every customer acquisition 

packet they sell to their 

retailers.  Retail agents receive 

$10/mth for placing WING's 

sign at their shop.  They also 

get $1.25 for every customer 

they acquire, and 0.05% or 

less for each transaction.

Rural bank staff are employed 

to acquire agents.  No 

additional compensation 

provided.  Some banks 

increasing staff levels from a 

part-time person (50%) to a 

full-time person.

Distributors are paid through 

transaction fees. When a new 

customer is acquired, EKO 

pays a total of 55 rupiah to 

the distribution channel to 

acauire a new customers.  25 

rupiah are paid to the 

distributor, with an 

understanding that  5 rupiah 

is paid to their sales agent.  

The remaining 30 rupiah goes 

to the retail agent. For each 

customer transaction, 0.1% of 

the fee is for the distributor 

and 0.3% for the retail agent.

Sales competency and 

willingness to engage 

customers on behalf of MFSP

Distribution partners should 

employ competent staff with 

minimum of KCSE to handle 

service.  

This criteria is not applied. This criteria has not been 

applied.  

Selection process includes 

assessment of sales 

competency in other business 

lines.  Currently this is 

qualitative in nature, but EKO 

is analyzing performance to 

create quantitative metrics.



Price integrity

Sets customer transaction 

fees, and expects agent 

adherence.  They monitor 

this, in part,  by taking the 

agent fee auomatically out of 

the transaction.

Sets customer transaction 

fees, and expects agent 

adherence.  They monitor 

this, in part, by taking the 

agent fee automatically out of 

the transaction.

Retail agents set their own 

fees, which average at 2% but 

could be as high as 4.5%

Sets customer transaction 

fees, and expects agent 

adherence.  They monitor 

this, in part, by taking the 

agent fee automatically out of 

the transaction.

Training programs

Retail agents are trained by 

the distribution partners, who 

visit the agents regularly to 

ensure compliance and 

success.

Master agents are converted 

from retail agents.  Retail 

agents get 3 hours of training 

and regular visits from master 

agents and WING agent sales 

team.

One day of compulsory 

training is required by the 

Central Bank.

Provides product and sales 

training to distribution 

partners and their business 

correspondents at launch.  

Ongoing training is also 

available on as needed basis

Inventory management 

expertise

Distribution partner's head 

office must meet minimal 

technology, internet, email, 

staffing requirements.

This criteria is not applied. This criteria has not been 

applied.  

Distribution partners must 

have a computer, internet 

service, and email account 

because EKO shares reports 

with them daily.  These 

requirements are altered in 

rural locations where such 

technology is untenable.

Desire for products 

Prospective agents now 

approach Safaricom.  No 

longer necessary for the 

company to solicit interested 

parties.  

The value proposition is still 

an issue for WING as all 

agents receive $10/mth just 

for signage and the 

commissions they receive for 

WING services are relatively 

small in comparison, unless 

they become aggressive sales 

people for the solution to new 

customers

Limited interest among 

airtime resellers due to 

relatively low income stream 

available from financial 

services.  Other agents have 

not come online quickly.  GXI 

and Rural Banks now realize 

that agent acquisition and 

retention requires more 

dedicated staff involvement.

Have found the best agents 

are small shops that want to 

be associated with the SBI 

branch because it confers and 

brings more customers.  The 

additional revenue provided 

by financial services is also 

more attractive to the 

"hungrier" shopkeepers.  

Motivation Level 



Willingness to become 

customer

In order to be an M-PESA 

agent, the retailer must also 

be an M-PESA customer.  

Retail agents must become 

WING customers, and they 

are actually some of the best 

customers.  

This criteria not applied Since EKO acquires agents for 

SBI, all agents must take an 

SBI bank account if they do 

not already have one.

Willingness to commit 

resources

Retail agents must conform to 

M-PESS branding and 

merchandising policy.

Retail agents need to have 

signage at their location.  

However the standard in 

Cambodia is that any 

company requesting signage 

needs to pay the agent to 

display the sign.  This is 

currently costing WING 

$10/mth per retail agent.

Rural banks require signage, 

adherence to mobile banking 

policies, and the maintenance 

of simple records

Requires retail agents to put 

up all EKO and bank collateral 

on their shop walls.

Willingness to undergo 

training

All retail agents reeive 

training.  

Retail agents are trained at 

their location.  Often 

interruptions during the 

course of a 2-3 hour training 

session.  Follow-up by master 

agents and WING staff 

required to monitor and 

improve performance.  

One day of compulsory 

training is required by the 

Central Bank.  Training 

generally in urban requiring 

potential agents to be away 

from their shops.  Considered 

prohibitive, these 

requirements have limited 

agent participation.

Training is compulsory to 

become an agent.  There is 

resistance from agents due to 

time constraints, however.


