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THE SURVEY



Size and ScopeSize and Scope

• Field ork A g st to October 2008• Field work August to October 2008

• 3,000 randomly selected households
O l d i l ti ith l ti l M– Over‐sampled in locations with relatively many M‐
PESA agents

– Excluded districts account for 8% of population

– Not nationally representative



Survey CoverageSurvey Coverage



THE GROWTH OF M‐PESA



Growth of M PESAGrowth of M‐PESA
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BEFORE M‐PESA



How did people send money   
within Kenya?

h lmoney transfer 
service, 9%

By cheque, 4% someone else 
account, 3%

Hand,

Direct deposit, 
11%

58%
Post office 

money order, 

b

24%

bus,
27%

Source: FinAccess 2006



Comparing M‐PESA With AlternativesComparing M PESA With Alternatives
Slower
2%

Less 
convenient

876  Bank branches
1 025 Post Office branches2%

4%
1,025  Post Office branches
1,424  ATMs
6,104  M-PESA agents

More

Speed Convenience
Quicker
98%

More 
convenient

96%Less safe
2%

More 
expensive

4%2% 4%

S f Cheaper

Safety Cost

Safer
98%

Cheaper
96%



How Easy is M PESA to Use?How Easy is M‐PESA to Use?

Quite easy

Other
4%

Quite easy
15%Share who understand

M‐PESA tariffs:  66%

Very easy
81%



How Happy Are You With M PESA?How Happy Are You With M‐PESA?
1‐4 unhappy, 2% 5, 1%6 2%

ppy, , %6, 2%

6, 7%,

8 12%

98% happy (10-6)

8, 12%

9 23%

10‐extremely 
happy, 53%

9, 23%



How Do People Send Money now?How Do People Send Money now?
Primary method of sending money

Direct 
deposit Other

Primary method of sending money

Hand
32%

deposit
7%

Other
6%

32%

BusM‐PESA Bus
9%47%



FinAccess 2009FinAccess 2009

• M‐PESA is the most popular money transfer service

• 39.9% of adults have used M‐PESA

• Remittances within Kenya more common• Remittances within Kenya more common 

• 16.5% received money in 2006

• 52.0% received money in 2009

Source: FinAccess 2009



M‐PESA USER PROFILE



User profileUser profile

UUsers
• more male

l h l ld• slightly older 
• more literate
• better educated 
• more likely to be farmers, public servants and 

b ibusinessmen
• Wealthier

lik l t b b k d• more likely to be banked
• Early adopters using  M‐PESA as a compliment



Moving downmarketMoving downmarket
Average  transaction size dropped 30% in two years
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HOW IS M‐PESA USED?



What is M PESA Used For?What is M‐PESA Used For?
Store/save  Pay bills, 2% None of these, 
money for 

emergencies, 
7%

1%

Receive 
money, 28%

Buy airtime for 
someone else, 

8%

Buy airtime for 
myself, 14%

8%

Send money

myself, 14%

Send money, 
25%

Store/save 
money for y

everyday use, 
14%



Frequency of M PESA UseFrequency of M‐PESA Use

29%Less Often

4%

M hl

Every 6 Months

7%

52%

Every 2 Weeks

Monthly

7%

7%

Weekly

Every 2 Weeks

1%

%

Daily
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Why do people send money?Why do people send money?

business, 5%

Repayment of 
debt, 2%

Extension of 
credit, 2%

Emergency
help, 9%

Regular
Other, 9%

Regular 
support to the 
recipient, 63%No reason in 

particular 10%particular, 10%



Who do people send M PESA to?Who do people send M‐PESA to?

Child (living
Other, 
7%

SACCO, 0%

Parents (living 
away from the

Child (living 
away from the 
household), 9%

Friend, 
9%

7%

away from the 
household), 49%

Spouse (living

Other relatives

Spouse (living 
away from the 
household), 10%
Other relatives 
(living away 
from the 

household), 18%household), 18%



WHAT ARE THE PROBLEMS?



Withdrawing Cash From M PESA
Why could you not 

Withdrawing Cash From M‐PESA

withdraw?
No ID
7%

Other
5%

• 20% of users report 
they could not 

Safaricom 
network 
d

7%

y
withdraw money 
from an M‐PESA  Agent 

system down

down
11%

agent

• Nearly 70% because
Agent had 
no money

system down
8%

• Nearly 70% because 
agent lacked funds

no money
69%



Retrieving Money Gone Astray

l

Retrieving Money Gone Astray……

How long to 
retrieve it?

Less then one 
hour

Half a day
6%

Never

11%Never
33%• 4.3% of users report 

that money got sent 

A few days 
or less

Never
A whole day

11%

y g
via M‐PESA to the 
wrong person

or less
• > 1/2 got it back 

within a few days
A few days

24%
A week
7%

More than a 
week• 1/3 never got it back

7%8%



ComplaintsComplaints 

• 93% users don’t know how to complain

• 25% complained when they had a problem25% complained when they had a problem

• 82% users of customer service found it helpful

• 67% of users say customer service should be 
improvedp
– Faster to answer calls

Quicker to resolve issues– Quicker to resolve issues

– More accessible



THE FUTURE



What Would be Effect of LosingM PESA?What Would be Effect of LosingM‐PESA?

Positive NonePositive
2%

None
2%

Small 
negative
12%

Large 
negative
84%



Other Services Wanted by M PESA UsersOther Services Wanted by M‐PESA Users
38%Earn Interest

21%

24%

Pay school fees

Use ATM

16%

17%

None

Link to Bank Account

12%

15%
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11%

12%

Pay bills

Pay shops
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11%
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Credit

Airtime

Pay bills
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ConclusionsConclusions

• M‐PESA: the most popular means of money transfer in Kenya

• The growth of M‐PESA: better than previous options

• Who are users: early adopters, salary workers

• How are they using it: monthly remittance to family

• What are the problems: liquidity, user error

• But this is a better option, users happy

• The future – linkages with the financial system



END



Financial AccessFinancial Access

Source: FinAccess 2009


