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Overview of the 
client’s needs

Objectives of the 
engagement

Benefits of the 
change

• Sustainable mobile money platform 
in Africa and a differentiated mobile 
financial service for mobile wallet users 
and merchants

• BSG engaged to create a consistent 
business process blueprint

• Integrate mobile financial services into 
a charging system

• Deploy mobile solution as a hub 
solution to operations across country 
borders to enable a continent-wide 
financial ecosystem

• Solution to be rolled out in Africa and 
Middle East

• Define consistent business processes 
• Create stronger merchant and 

customer engagement
• Support in-country implementation of 

mobile money solution
• Ensure consistent and effective 

controls
• Manage risk across all countries 

• More intuitive customer and merchant 
business processes

• Significantly reduced time to transact
• Growing the mobile financial services 

customer base by over 16 fold
• Business risk and efficiency-driven 

features and functions
• Integrated target operating model
• Standardisation of the platform across 

all operating countries 
• Increased economies-of-scale 
• Reduced operational risk and costs
• Clear roles and responsibilities

Telecommunications and Banking 

Implementing an operational platform to enable 
mobile financial services access across Africa
Partnering with one of Africa’s largest mobile network operators to implement 
a standard, multi-country, scalable platform and operating model to drive 
business efficiency, risk and control needs.

This mobile money 
platform enabled the 

client to provide many 
of their customers 

with easy access to 
financial services, 

that would otherwise be 
beyond their reach.
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  Engagement overview

In support of the growth of mobile money in Africa—an intuitive, easy to use, 
consistent and sustainable mobile money platform was required. With a large 
customer base in Africa and the Middle East, the client’s customers would greatly 
benefit from a new wallet platform to enable the introduction of differentiated 
mobile financial services for both mobile wallet users and merchants. 

BSG was engaged to create a consistent business process blueprint for all 
countries, with the repository to be implemented in an initial country and 
subsequently rolled out across all other countries 

This was the first time that a mobile financial services solutions was integrated 
into a charging system, while also being deployed as a hub solution to connect to 
operations across country borders, enabling a continent-wide financial ecosystem. 
The new mobile money platform solution would be rolled out across both Africa 
and the Middle East.

  Solution

Despite not having undertaken work for mobile network operators before, the 
client chose BSG as a partner due to BSG’s strong 15-year track record of enabling 
banking clients to introduce operational platforms. 

Through a strong customer-centric approach, a journey map could be devised 
for merchants and customers, to define business processes.  BSG ensured 
they worked with the client’s on-the-ground mobile money teams, visiting highly 
populated urban and remote areas to observe how merchants interacted with 
customers and how customers utilised the mobile money solution.

BSG designed the business processes using an iterative Agile approach, setting 
up two-week sprints and prioritising 100 to 180 processes to manage risks and 
create an effective merchant and customer experience.  This Agile delivery was 
key in building trust, quickly, with the in-country stakeholders and enabling the 
prioritisation of BSG’s requests for information and reviews.

An important element of the operational platform implementation was the 
enhancement of the stability and security of the mobile financial services offering.  
During BSG’s interactions with customers, trust was highlighted as being a key 
concern when utilising mobile financial solutions.  Through the customer and 
journey mapping undertaken by BSG, the lack of trust was clearly highlighted 
through slow follow-on interactions i.e. between opening the account and 
transacting for the first time, and time between subsequent transactions.

After initial design work was completed for the first country roll-out, BSG 
assisted with implementation in one of the largest operating countries, using the 
experiences and lessons of the initial roll-out to effectively manage this country, 
based on the consistent pack of business processes.

  Benefits

• More intuitive customer and merchant business processes, based on journeys, 
to significantly reduce average time to transact—especially for the first and 
second transactions, which historically were 60 days apart

• Growing their mobile financial services customer base from a figure of close to 
12 million at the time to closer to their total customer base of 200 million

• Business risk and efficiency-driven features and functions
• The target operating model is now integrated onto the platform
• The business processes are aligned to customer and merchant moments-of-

truth and are intended to build trust and consequently increase usage of the 
mobile financial services offering

• A standard platform across all operating countries, thereby increasing 
economies-of-scale and reducing operational risk and ongoing costs, with 
changes deviating from the core processes only permitted for regulatory 
requirements

• Clear roles and responsibilities between business, IT and operations, including 
process champions

  BSG making a difference

The deployment of this mobile money platform enabled the client to provide many 
of their customers with easy access to financial services, that would otherwise be 
too expensive or beyond the reach of their customers.  
 
Through the new platform, customers can expect faster transaction processing, 
transaction errors can be reversed quickly and easily, money transfer tokens can 
be received directly on other networks and there is the potential for easy and 
faster integration in future with third party businesses.

  Contact

Jurie Schoeman – Chief Executive Officer
Mobile:  +27 (0) 83 302 7169
jurie.schoeman@bsg.co.za


