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Kallani Sarker is a beneficiary of USAID’s 

Aquaculture for Income and Nutrition (AIN) 

project implemented by WorldFish. In addition 

to being a farmer, she has also served as an 

elected member to the local Union Parishad. 

Kallani is popular in her community, and often 

shares lifestyle information within her 

community to improve people’s living standards.  

In mid-2015, Kallani participated in a two-day 

mobile money workshop organized by 

WorldFish with support from a grant from 

USAID’s mSTAR project. From the training, she 

learned how mobile money can be used to buy 

airtime, pay and receive salaries, and make 

domestic transfers. 

Kallani found the information so useful that she 

shared it with a fifteen member women’s group 

that she heads. In particular, she shared how 

mobile money can help them to make domestic 

transfers without requiring a middleman 

anymore. She shared, for example, how she can 

now use her mobile wallet to send semester fees 

to her son and daughter who are residing in two 

different districts. Like many people in her 

community, in the past she had to pay someone 

BDT 200 – 300 to carry the money for her. Now 

she can transfer the money whenever she needs, 

at a much lower cost. Sharing her own 

experience with others, Kallani has helped over 

twenty women in her community to open mobile 

money accounts. She has also encouraged 

existing users to utilize the services offered by 

the providers.   

Recalling her first experience with mobile 

money, Kallani shared that she had difficulty 

understanding how mobile money works, even 

though she was comfortable using basic features 

on her mobile phone. However, with a little 

practice and support from her daughter, in 

addition to the knowledge she gained from 

attending mobile money workshops organized by 

WorldFish, she quickly learned how to use 

mobile money like a pro. In addition to receiving 

money from WorldFish, Kallani also receives 

money from her relatives. Now she proactively 

asks her relatives to send her money to her 

mobile money account, instead of handing her 

cash or transferring it into her bank account as 

they had previously done.  

 

Increasing financial independence through mobile 

money: Kallani’s story 

“It is my responsibility to help my community 

knowing that it will benefit them” – Kallani    

 

 

Kallani checking her mobile money balance  

Annex D: Mobile Money Experience: Kallani Sarker 
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This story is supported by USAID’s Mobile Solutions Technical Assistance and Research (mSTAR) project (Award #: AID-
OAA-A-12-00073). It was written by Kazi Amit Imran. mSTAR offers on-demand technical assistance to support USAID 

implementing partners in Bangladesh with the transition from cash to mobile and electronic payments. To learn more about 

technical assistance options, contact Jaheed Parvez, Technical Lead at jparvez@fhi360.org.   

 

Moreover, she encouraged a local retail outlet 

owner to open a mobile money account and now 

pays for purchases of household products from 

that local store using mobile money. Since the 

outlet owner only has a personal mobile money 

account, not a merchant account, Kallani needs 

to pay the payment transfer fee when making 

purchases, a cost she is happy to pay due to the 

added convenience. 

Kallani further shared how in the past she saved 

money by keeping it at home, but now she saves 

it in her mobile money account instead. She feels 

comfortable doing so, particularly since she can 

check her account balance any time and does not 

need to spend extra time counting money.  

Kallani mentioned that even though she has a 

bank account, she requires someone to 

accompany her whenever she visits the branch 

 

 

 

 

 

 

 

since it is far from her house and she does not 

feel comfortable travelling alone. With her 

mobile money account, she no longer needs to 

go to bank to withdraw money.  

Kallani sees mobile money as a tool for 

empowering community women who are 

excluded from the formal financial system. This 

is why she shares her experiences with other 

women. She feels that it much more difficult for 

women in Bangladesh to use formal banking 

services due to cultural and traditional barriers. 

She believes that women in communities like 

hers will benefit immensely by using mobile 

money, as long as they are informed about the 

different financial products offered by mobile 

financial service providers, and understand how 

to use them.  

 

 

  

 

  

 

 

 

 

DISCLAIMER  

The views expressed in this publication do not necessarily reflect the views of the U.S. Agency for International 

Development or the U.S. Government. 

 

“I feel safe keeping money in my mobile 

money account.” – Kallani    

 
“I wish I had heard about mobile money 

earlier” – Kallani    
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Mobile Money Snapshot:  

Department of Youth Development 

USAID promotes increased access to and usage of mobile financial services in order to deepen financial inclusion, accelerate broad-

based economic growth, and instill transparency into funding flows. These snapshots describe the experiences of USAID- and non-

USAID-funded organizations that have begun to replace cash with digital payments so that others can apply their lessons learned to 

their own transition to digital payments.  
 

Overview 

The Department of Youth Development (DYD) is a Department under the Ministry of Youth and Sports, 

Bangladesh. It is mandated with improving the living standard of youth by enabling them to become self-

employed, entrepreneurs and/or by providing them with job opportunities. DYD provides technical trainings and 

a two to three year loan through its designated bank branches and upazilla offices to individuals who have 

completed the trainings as start-up capital and collects loan repayments from them on a monthly basis. DYD 

also has a family based group credit program, which is designed for marginalized young people. As part of the 

program, five members from a family form a group, and seven to ten groups are constituted in a center. After 

forming a center, the members are provided ten hours of training on credit management and awareness of social 

and development issues. Once they complete the training, members are provided with loans. 
  

Types of Transactions Being Made 
 

The Department of Youth Development (DYD) typically provides loans to trained youth ranging from BDT 

30,000 to BDT 100,000 (approximately USD$390 to USD$1,300). DYD collects the loan repayments in 24 to 

36 equated monthly installments (EMI). Installment amounts for individuals range between BDT 1,250 to BDT 

2,800. Group members of the family based credit program receive loans ranging from BDT 10,000 to 20,000 

approximately (USD$128 to USD$256). DYD collects the loans repayments from this program in 50 equated 

weekly installments (EMI), with installment sizes ranging between BDT 200 to 400 per person.   
 

DYD’s Journey to Mobile Money 
 

In early 2015, DYD held discussions within the Ministry to digitize the collection process to make it simpler. 

After a few rounds of discussions with DBBL Mobile Banking, DYD decided to pilot the use of mobile money to 

collect loan installments from rural youth in four upazillas. The decision was also guided in part by its alignment 

with the government’s broader mandate to digitize government services. DYD issued a call for proposals and 

eventually selected DBBL Mobile Banking as their provider. 

 

Previously, either the borrower had to pay the loan installment amount at the designated DYD office or DYD’s 

collection officers had to collect the money from the borrower directly from their house. The cash payments 

were then later deposited into a designated bank account by DYD staff. This process was inconvenient for the 

individual, frontline collection offices, and collection staff. Additionally there were cases when the collected 

amount could not be deposited in DYD’s bank account on time.  

 

Although DYD anticipated partial resistance from local offices and beneficiaries as a result of this change, to date 

this has not yet materialized from any of its stakeholders. Seeing the benefits of mobile and its clear advantages 

Annex E: Mobile Money Snapshot: Department of Youth 

Development 
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This snapshot is supported by USAID’s Mobile Solutions Technical Assistance and Research (mSTAR) project                

(Award #: AID-OAA-A-12-00073). It was written by Kazi Amit Imran. mSTAR offers on-demand technical assistance to 
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learn more about technical assistance options, contact Jaheed Parvez, Technical Lead at jparvez@fhi360.org.   

 

DISCLAIMER  

The views expressed in this publication do not 

necessarily reflect the views of the U.S. Agency 

for International Development or the U.S. 

Government. 

in terms of transparency and ability to make instant money transfers, DYD has decided in principle to scale up 

the project across all of Bangladesh. 
 

Major Challenges Faced by DYD with Mobile Money 

DYD found that not all of their borrowers in the pilot area had a mobile financial service (MFS) account. With 

the help of DBBL Mobile Banking, most of their borrowers in the pilot area have successfully opened MFS 

accounts. The greatest hesitance came from some of the young people’s elderly family members who are also 

borrowers, although with support and training they are now also using mobile money.  

 

Key Benefits of Mobile Money for DYD 

After transitioning from cash to mobile money for making payments and collections, DYD has been able to save 

time and human resources by almost entirely eliminating the need to make collections from households in 

person. In addition, DYD is now able to collect and transfer money to accounts in real-time, which reduces the 

potential risk of theft or misuse as compared to when transporting cash. Additionally, DYD is also able to 

quickly track individuals who are defaulting on their loan repayments and initiate instant action.  

 

Moreover, DYD’s borrowers are also benefiting from their use of mobile money. They now receive SMS 

confirmation that their money has been deposited into the DYD account. In addition, they are now also able to 

take advantage of other banking facilities more easily and quickly through their phone, and can also receive 

foreign remittances directly into their account.  

 

Key Takeaways from DYD’s Experience  

The Department of Youth Development’s adoption of mobile money to collect loan installments and to disburse 

loans reflects the fact that government organizations are quite capable of moving away from cash and realizing 

the benefits of mobile financial services. DYD’s experience also reflects that using mobile money is in compliance 

with the government’s existing financial rules and regulations on disbursing and collecting money from end 

beneficiaries.  
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Focus Group 
Discussion:  

A Conversation with 
Teachers in Liberia 

 

This report is made poss ble by the generous support of the American people through the United States Agency for International 
Development (USAID). The contents are the respons bility of FHI 360 and do not necessarily reflect the views of USAID or the 
United States Government. 

 

Summary of Project 

The Mobile Solutions, Technical Assistance and 
Research project (mSTAR), implemented by FHI 
360 with support from USAID, is supporting 
USAID’s broader objective of increasing 
efficiency of government payments and 
revenue collection. The project has mapped and 
identified opportunities and potential areas for 
the Government of Liberia to use mobile money 
platforms as well as sustain ongoing progress in 
existing mobile money payments. Objectives of 
the project include: 

 Scaling-up e-payments to Ministry of 
Education teachers and staff 

 Mapping person-to-government 
payments and analyze potential areas for 
process automation and payments 
digitization to increase government 
revenue collection 

 Mapping government-to-person 
payments such as current pension 
payment streams and analyze potential 
areas for process automation and 
payments digitization 

Pertaining to objective one, the Liberia Cabinet 
recently endorsed the option of providing 
mobile money salary payments for rural  
 

 
 
teachers. This initiative stands to save the 
government considerable sums of money and  
mSTAR is supporting the Ministry of Education 
to roll out and scale up this initiative. In doing 
so, mSTAR conducted a focus group discussion 
to gather qualitative information from teachers 
on how they are currently collecting their 
payments and handling their cash, as well as 
their levels of digital literacy. This information 
will assist in designing programming and 
awareness materials as well as providing insight 
into how teachers will be able to use this 
opportunity to further financial inclusion 
objectives. 

Annex H: Focus Group Discussion Report – Liberia 
  



 
 
 
 

Introduction to Focus 
Group 

Prior to beginning the focus group discussion, 
each participant was provided some 
background on the mSTAR project and asked to 
sign a consent form which described the 
process and informed them that all information 
would be kept confidential and their names 
would not be linked to the information that 
they provided. This was to encourage free and 
open discussion. Participation was voluntary 
and no one was asked to respond to questions 
that made them feel uncomfortable.  

Participants were selected by the National 
Teachers Association of Liberia (NTAL) and were 
selected to represent a diverse geographic 
spread. The focus group participants included 
eleven public school teachers representing 
seven counties including Bong, Montserrado, 
Cape Mount, Grand Kru, River Gee, Lofa, and 
Margibi. The discussion took place on Friday, 
October 23, 2015 at the NTAL headquarters in 
Monrovia. The discussion was facilitated by 
mSTAR Project Activity Manager, Angela Jappah 
with support from mSTAR Technical Advisor, 
Carrie Hasselback. 

Summary of Findings 

The discussion took place in two parts – 
questions related to current salary payments 
and questions related to mobile phone access 
and usage. The participants were lively in their 
discussion and eager to share their thoughts.  

Part 1: Current Salary Payments 

Even prior to raising a question for discussion, 
teachers were already providing their opinions. 

It was reported that Bong County teachers can 
sometimes spend two or three weeks going to 
the bank to get their salary. However, there are 
also some concerns regarding a transition to 
mobile money payments, namely the cash out 
fees and the agent network. One participant 
noted that there are no agents in Foya so they 
would face the same issues as going to the bank 
in terms of distance and transport and that they 
would still have to travel to Voinjama to get 
their cash. On the other hand, another 
participant noted that there are actually two 
agents in Foya.   

mSTAR and NTAL informed the participants that 
we will be working on ensuring the agent 
network is ready first and that is why it is 
necessary to scale up slowly.  

Question: Do you have any options to 
receive your pay?  

The general response to this question by all 
participants was no, they have no options or 
input into how they receive their pay currently.  

There seemed to be some dissatisfaction with 
how salaries are received currently as well as a 
lack of understanding on some of the banking 
systems and policies. A common grievance was 
that the teachers are not receiving a payslip so 
they don’t know how much they are supposed 
to receive. Given various payroll deductions and 
fluctuating currencies with a dual currency 
salary, the lack of a payslip results in distrust 
among teachers. There is no understanding of 
where shortages are coming from. One 
participant noted that, “Your pay could go up or 
down and people don’t even know what they 
should be receiving.” 

”People are forced into one 
option. Everyone has to go to the 
bank. There is not even a 
payslip.” 

“You have to pay for the bank 
slip. And they will say that it’s 
finished. You are paying a bribe 
for what you are entitled to.” 



 
 
 
 

One participant noted that when people raise 
issues at the bank, they are told to go to the 
Ministry in Monrovia. The bank will only tell 
them how much money is in the account. They 
are sometimes told that they need to pay for a 
fee for a payslip and other times the bank will 
say that they are out of payslips. People feel as 
though they have to pay a bribe to get what 
they are entitled to. 

Another participant added that when he goes to 
the bank to collect his salary, they verify his 
identity, inform him how much money is in his 
account, then they tell him how much he can 
withdraw. He claims, “Then they take 1,800 
from everyone with no explanation. They are 
charging this for everyone.” While the 1,800 LD 
is likely the minimum balance required by the 
bank and thus retained in the account, this is 
not understood well by the teachers which has 
caused contention. 

There was some consensus around the higher 
level of transparency with mobile money. One 
participant said, “But with mobile money, you 
can see it right on your phone.” Participants 
were very supportive of a system that seems to 
provide greater access to information. 

The distance that people are traveling to get to 
a bank has also put a strain on teachers. 
Multiple participants noted that people are 
traveling far distances to get to a bank. It is not 
uncommon for several people to send someone 
to collect multiple paychecks, but that person is 
taking 25 percent of their check. Some teachers 
are even leaving the classrooms for five months 
to collect 7,000 LD pay and spend 4,000 LD on 
transportation. 

There are further issues once they reach the 
bank after the distance they have traveled. One 
participant noted that, “You will see that 
teachers wait in long lines and female teachers 
aren’t respected. When they open the door of 
the bank to let in a few people, female teachers 
get shoved aside.  You have to give tips to the 
security before the teller will serve you. It’s very 
insecure.” 

One participant from Bong said that they have 
to pay bank security 250 LD just to be allowed 
in. Another participant from Voinjama replied 
by saying, “if you are only paying 250 to security 
then you are blessed. In Voinjama, they are 
paying 1000 dollars. You have to bribe them 
before you even get into the bank.” 

A teacher from Cape Mount said that there is 
only one bank in Cape Mount but the closer one 
to them is in Bong . They are paying people in 
USD but when teachers come, the bank will say 
that the system is down. This will happen for 
days at a time and they will have to remain 
there for multiple days. 

In Bong, the teachers’ salary will be in the bank 
but when they go to withdraw their salary, the 
bank will say that it is not in their account yet so 
that people are forced to get a loan from a 
private loan agent. Other participants noted 
that this is happening in many counties. 
Participants noted that the bank will force you 
to wait for an additional two weeks before you 
can get your salary so you have to take these 
private loans. The banks are referring them to 
private loan agents who charge exorbitant rates 
while the banks are restricted to interest rates 
of 12.5%. One participant claimed, “We are 
cheated into getting a loan and then we are 
cheated on the loan itself.” 

One teacher said that he personally went to 
Monrovia to advocate for different payment 
options. He claimed that at banks the teachers 
are shown no respect and that banks will 
blatantly turn away teachers from withdrawing. 

“The banks lack transparency. The 
banks won’t give you anything to 
read on policies or fees. There is 
no information available.” 
 



 
 
 
 

He said, “They respect depositors, but not those 
who withdraw. It is terrible customer service.” 

He took it one step further to also claim that 
EcoBank does some skimming off the top. 
“When you get home and count your money, 
then you realize it’s short. They don’t allow you 
the opportunity to count your money while 
you’re with the teller.” 

Question: What are some of the things you 
spend your pay on? 

Participants were asked how they spend their 
salary with the ultimate objective of finding out 
how mobile money might be a good solution for 
some of their needs but also to see how mobile 
money service providers (i.e. Lonestar) could 
expand services that meet civil servants’ needs. 

Teachers were unreserved in talking about their 
spending citing school fees, medication, 
transport, and food as the top expenses. One 
participant emphasized that he is spending a lot 
on transport and has to pay for it every day to 
get to his work. He said, “Since the government 
isn’t providing housing, I have to deal with a big 
commute.” 

School fees were also mentioned as a big 
expense – not only for their children but also 
for themselves for their higher education. Many 
teachers in Monrovia receive government 
scholarships, but many in the rural areas are 
not accessing the scholarships and have to pay 
for themselves to further their education.  

The facilitator asked if participants were able to 
save any of their salary but the consensus was 
that no one was able to save. It was reported 
that they are spending all of their money and it 
is finished sometimes even by the middle of the 
month. They feel that their salary is not 
sufficient so they aren’t able to set any aside for 
emergencies or shocks.  

Following the discussion, the participants were 
each given ten beans to represent their salary. 

They were requested to allocate the 
appropriate proportion to their spending. For 
example, if you spend 20% of your pay on 
school fees then you would place two beans in 
the “school fees” pot. The figures provided in 
the pie chart have been calculated from that 
exercise. 

 

Question: How do you hear about your salary? 

Participants agreed that they mostly receive 
information about their salary (i.e. changes in 
policy, when they will receive it) through word 
of mouth, primarily through phone calls.  
People receiving pay through Ecobank get 
electronic alerts (text messages) on their 
phones. 

Part 2: Mobile Phone Access and Usage 

Participants were asked about mobile phones to 
understand better the level of digital literacy to 
determine how they might best adopt new 
digital technologies to improve their lives (i.e. 
using mobile money). 

Question: What do you do with your mobile 
phone? 



 
 
 
 

Everyone in the focus group owns a mobile 
phone and they use it mainly use it to send and 
receive calls. They use it to communicate with 
family and voice calls were more commonly 
mentioned than text messages. Very few 
people in the group mentioned that they use 
the phone for internet. More than half of the 
participants have mobile money accounts and 
are using it primarily to transfer money. 

Teachers mentioned using mobile money to pay 
school fees and LEC (electricity) bills. One 
teacher specifically also deposits money on his 
phone and uses it to buy airtime. He takes 
advantage of not having to go anywhere to 
actually buy airtime. Another teacher 
mentioned that you can use your money from 
your phone to pay for goods.  

There were a lot of questions from participants 
regarding cash out fees for mobile money. One 
participant told a story about how he had 
transferred money to his brother and paid a fee 
to an agent to cash in and then his brother had 
to pay the cash out fee too on the other end. He 
was cheated by the agent. Other participants 
who had a better understanding the system 
told him that he had been cheated by this 
agent.  

Other participants understood the cash out fee 
structure quite well. One participant noted, “If 
you want to send 2000 dollars, you have to 

actually send 2,150 so that the person on the 
other end can receive 2000. It’s a business.” 

One participant said that he recently did a 
transfer, “In just a few minutes I transferred 
2000 dollars. The tariffs are posted on the wall.” 
The fees were transparent and he was very 
pleased that before he even left the store, he 
received a call that the money was received. 

Question: How is the network coverage and 

electricity for charging phones?  

Participants agreed that sometimes the 
network coverage will occasionally go down in 
the community. It was mentioned that when 
the network is down, it can last for an hour or 
so and sometimes it will be down for a day. One 
person noted that it can be down for even 3 or 
4 days. The network fluctuates but it is not very 
common that it is down for multiple days. It 
depends where you are. When the network is 
down, if you change locations then you can get 
to a network. Sometimes you just have to wait 
until it resumes and sometimes you have to 
change locations. 

Some participants indicated that if there is no 
electricity, people still find a way to charge their 
phone. It is common to use charging booths and 
also people have mobile chargers (power banks) 
when there is no electricity. Other participants 
indicated that the lack of electricity can 
sometimes be a problem and people can’t 
charge their phones. This is more of a problem 
in the rural areas. 

 

“I like mobile money because you 
can receive money instantly. I 
don’t like that Lonestar agents 
don’t have much cash. They often 
can’t give you more than 3000. 
And in a lot of areas, there aren’t 
a lot of agents. Also the fees are 
high.” 

“I don’t have to carry large 
amounts of cash physically. So if 
an armed man comes to me, he is 
wasting his time. I can go and 
retrieve my SIM and my money 
will still be on it.” 
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Mobile Money Tipsheet:  

Potential Issues and Mitigation Approaches 
 

While mobile financial services can provide a host of benefits, as a new and growing industry there 

are still some shortcomings that you need to be aware of and plan for when transitioning payments 

to mobile money. This tipsheet outlines some of the potential issues payment recipients (also referred 
to as “employee”) may face when receiving their salary via mobile money. The tipsheet also provides 

suggested mitigation approaches to dealing with or avoiding these issues. 

Potential Issue Description Likelihood Mitigation Approach 

Employee is charged 

unauthorized fees by 

agent 

Agents may overcharge or 

charge an unauthorized 

side transaction fee. This 

is often due to insufficient 

consumer awareness of 

terms and prices.  

Medium – High 

Educate employees choosing to 

enroll in mobile money on the 

appropriate rates charged by the 

service provider. 

As part of on-going monitoring 

processes, periodically reach out to 

employees to ensure that 

transactions at agent points are in 

compliance with the provider 

agreement. 

Encourage employees to report 

misconduct by agents to the mobile 

money service provider (MMSP). 

Employee cannot  

withdraw cash due to 

limited agent 

availability 

Insufficient numbers/ 

availability of mobile 

money agents in a given 

geography can result in 

employees not being able 

to access cash or 

incurring extra travel 

costs and inconvenience. 

Medium – High 

Confirm in advance that the mobile 

money service provider you plan to 

work with has a sufficient number 

of agents conveniently located in 

the communities/ areas where 

employees will be collecting their 

pay. 

Employee is unable to 

receive adequate 

technical support for 

service 

When issues occur, 

employees may not know 

who to reach out to for a 

solution or the support 

mechanism in place is not 

accessible. 

Medium – High 

Educate employees on how to 

request and receive technical 

assistance.   

Ensure the MMSP has adequately 

trained staff and fully functional 

support services to handle employee 

queries.  

Establish a government help desk 

ready to assist with issues. 

Agents are unwilling 

or unable to perform 

transactions for 

employees 

Agents may be unwilling 

to perform a transaction 

because of liquidity 

management concerns, or 

agents may wish to 

conserve cash by only 

servicing large 

transactions. 

Medium 

Ensure that the MMSP has 

adequate systems in place to 

manage agent liquidity, including 

strong distributors or super agents 

to support agents.  

Inform the MMSP in advance of 

large transactions in each 

geography to ensure agents will 

have sufficient cash to disburse. 

Annex I: Potential Issue Mitigation – Liberia 
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Potential Issue Description Likelihood Mitigation Approach 

Employee cannot 

access his/her account 

or make transactions 

due to limited mobile 

network coverage 

Using a mobile financial 

service product requires 

access to a mobile network. 

If there is limited network 

coverage, it can impede 

seamless access. 

Low – Medium 

Receive confirmation from the 

MMSP that mobile network 

coverage exists in the areas in 

which employees will be 

enrolling in mobile money 

payments. 

Unauthorized 

transactions 

Family members, friends, or 

agents may conduct 

transactions using clients’ 

PIN without their consent.  

Low – Medium 

Educate employees on the 

importance of not disclosing 

PIN details to others. This can 

be reinforced by providing 

training to employees on PIN 

security. 

Employee’s account 

becomes suspended 

Employees may forget their 

PIN or forget how to 

properly enter it, resulting 

in account suspension from 

too many incorrect 

attempts.  

Low – Medium 

Ensure that these types of 

issues, as well as how to obtain 

help, are addressed in training 

sessions and in refresher 

sessions for employees. 

Agents pay out 

counterfeit cash 

Agents may pay out 

counterfeit currency 

without realizing it is 

counterfeit. 

Low 

Ensure that the MMSP has 

proper trainings in place for 

their mobile money agents on 

cash management and 

identifying counterfeits. 

Employee has 

insufficient forms of 

identification to open 

an account 

Individuals are required by 

Liberia’s Know Your 

Customer (KYC) 

regulations to have 

identification to open an 

account. 

Low 

To open an account, one must 

have a valid photo ID (voter ID, 

passport, driver’s license, or 

student ID). If the employee 

does not have any of these, you 

will have to speak to the MMSP 

to check if alternatives exist.  

Agents cannot execute 

transactions efficiently 

Agents may not be 

adequately trained to 

execute transactions for 

employees, which may lead 

to unnecessary delays or 

transaction failures. 

Low 

Ensure that the MMSP has 

proper trainings in place for 

mobile money agents on 

operations. Ask others using 

their service for their opinions 

on agent capacity. 

 

 

   

This tipsheet is supported by USAID’s Mobile Solutions Technical Assistance and Research (mSTAR) project (Award #: AID-OAA-A-12-00073) 
under the Financial Integration, Economic Leveraging, Broad-Based Dissemination and Support Leaders with Associates award (FIELD-Support 

LWA). mSTAR is working with the Government of Liberia to support process automation and payments digitization. To learn more about 

mSTAR, contact Angela Jappah, Project Activity Manager at ajappah@fhi360.org.   
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