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		Abstract

		M-PESA, a mobile-phone based electronic payments system, has been adopted by 8.5 million Kenyans in the relatively short span of 2½ years. Surveys of users show it is a highly valued service, and Safaricom continues to expand the range of applications it can be used for. This paper explores how Safaricom, the mobile operator that commercializes M-PESA, managed to create enough traction with both customers and retail stores, building trust and overcoming the adverse network effects that afflict new payments systems. We focus on three key aspects of M-PESA’s success: (i) creating awareness and building trust through branding; (ii) creating a consistent user experience while building an extensive channel of retail agents offering cash in/cash out services; and (iii) a customer pricing and agent commission structure that focus on key drivers of customer willingness to pay and incentivized early adoption. 


	

	

	
		
		


	

	
	

		
		

	
	


	

	
	
	
		
	
	
	

	
	
		
		
			
				
			
		
		Keywords: mobile banking, electronic payments, micro-savings, microfinance

	
	

	
    

    
	

	
	
	

	
	

























    	
	
	
	
   	
	
	
	
	
	            
	















	











    
    










    
    
    
    
















	



    




	
		Suggested Citation:
		Suggested Citation
	

	
		
			Mas,  Ignacio and Ng'weno,  Amolo, Three Keys to M-PESA’s Success: Branding, Channel Management and Pricing (July 1, 2010). Journal of Payments Strategy and Systems, Vol. 4, No. 4, December 2010,  Available at SSRN: https://ssrn.com/abstract=1593387 or http://dx.doi.org/10.2139/ssrn.1593387 
		
	

	

	
	
	

	
		
	

	

	
	
		

	










    
    










    
    
    
    





















	

	


	























	
	

		

		

		
		
		

		
		
			
				
					
						Ignacio Mas (Contact Author)

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				
				
				


				Tufts University  ( email )

			

			
			
				
				
				
					Medford, MA  02155
United States

				

				
			

			

		

		
	

	

	
	

		

		

		
		
		

		
		
			
				
					
						Amolo Ng'weno

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				
				
				


				affiliation not provided to SSRN  ( email )

			

			
			

			

		

		
	

	





	

	

	
	
		
	

	

	
	




				
				
				









	
	    












    
    






    







    









        
         Not Available for Download
        




















	














	
	    







 



	




	







	







































				

				

				
					
						

						
						

						

						
						

					
				

			


			
				
					
						
						
	










	
	    














	
	    














	
	    







	
		Do you have negative results from your research you’d like to share?

		
			

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit Negative Results
                    
                
            

        
    
        
    
		

	



					

				
				
					
					


	



















	
		
			Paper statistics

		

	


	
		
		
		
		
			Abstract Views

			    4,707

		

		
		
	


	

	



	
		PlumX Metrics

		
			
		

		
			
		

	





				


				
				
				
					

    
        
            Related eJournals

        	
                    Economics of Networks eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Economics of Networks eJournal

                                
                                    Subscribe to this free journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                            2,705

                                    

                                    
                                        PAPERS

                                           14,735

                                    

                                

                                
                                    
                                        This Journal is curated by:

                                        Nicholas Economides at New York University - Leonard N. Stern School of Business - Department of Economics 

                                    

                                
                            

                        

                    

                
	
                    IO: Empirical Studies of Firms & Markets eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                IO: Empirical Studies of Firms & Markets eJournal

                                
                                    Subscribe to this fee journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                            1,175

                                    

                                    
                                        PAPERS

                                           14,581

                                    

                                

                                
                            

                        

                    

                


            

            
                
                

                	
                    Institutions & Transition Economics: Microeconomic Issues eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Institutions & Transition Economics: Microeconomic Issues eJournal

                                
                                    Subscribe to this fee journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                              562

                                    

                                    
                                        PAPERS

                                            5,946

                                    

                                

                                
                                    
                                        This Journal is curated by:

                                        Erik Berglöf at Institute of Global Affairs, London School of Economics and Political Science

                                    

                                
                            

                        

                    

                



                
            

            
        
        
        
                 
        
        

    


				


				
					
					

















    
        
            Recommended Papers

            	
                        
                        

                        
                        
                        Mobile Money: The Economics of M-Pesa

                        
                            By
                                
                                
                                    
                                    William Jack
                                     and 
                                
                                    
                                    Tavneet Suri
                                    
                                
                            

                        
                        
                    
	
                        
                        

                        
                        
                        Designing Mobile Money Services: Lessons from M-PESA

                        
                            By
                                
                                
                                    
                                    Ignacio Mas
                                     and 
                                
                                    
                                    Olga Morawczynski
                                    
                                
                            

                        
                        
                    
	
                        
                        

                        
                        
                        Mobile Payments Go Viral: M-PESA in Kenya

                        
                            By
                                
                                
                                    
                                    Ignacio Mas
                                     and 
                                
                                    
                                    Daniel Radcliffe
                                    
                                
                            

                        
                        
                    


                    
                        	
                            
                            

                            
                            
                            The Economics of Branchless Banking

                            
                                By
                                    
                                    
                                        
                                        Ignacio Mas
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            Fertile Grounds for Mobile Money: Towards a Framework for Analyzing Enabling Environments

                            
                                By
                                    
                                    
                                        
                                        Amrik Heyer
                                         and 
                                    
                                        
                                        Ignacio Mas
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            Savings for the Poor: Banking on Mobile Phones

                            
                                By
                                    
                                    
                                        
                                        Ignacio Mas
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            A Financial Analysis of Mobile Money Services

                            
                                By
                                    
                                    
                                        
                                        Peter Lyons
                                        
                                    
                                

                            

                            
                            
                        
	
                            
                            

                            
                            
                            Mobile Phones, Rent-to-Own Payments & Water Filters: Evidence from Kenya

                            
                                By
                                    
                                    
                                        
                                        Jill Luoto
                                         and 
                                    
                                        
                                        David I. Levine
                                        
                                    
                                

                            

                            
                            
                        



            
            
                 
            
        

    

				

			

		


		
				
					Feedback
					
				

			

			


	
		
		Feedback to SSRN

		
			
				
					Feedback
					 (required)
				
				
			

			
				
					Email
					 (required)
				
				
			

			
				Submit
				
			
		

		

		If you need immediate assistance, call 877-SSRNHelp (877 777 6435) in the United States, or +1 212 448 2500 outside of the United States, 8:30AM to 6:00PM U.S. Eastern, Monday - Friday.

	







	

	
	
		
		

	




	
	
	
	
	


		
		














	
		
			
				
                    

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit a Paper
                    
                        
                    
                
            

        
    
        
    
					Section 508 Text Only Pages
				

			
			
				SSRN Quick Links 

					SSRN Solutions
	Research Paper Series
	Conference Papers
	Partners in Publishing
	Jobs & Announcements
	Special Topic Hubs


			

			
				SSRN Rankings 

					Top Papers
	Top Authors
	Top Organizations


			

			
				About SSRN 

					Network Directors
	Announcements
	Contact us
	FAQs


			

			
		

			
	
	


		
			
				
			

			
				
					Copyright
					Terms and Conditions
					Privacy Policy
				

				
					All content on this site: Copyright © 2023 Elsevier Inc., its licensors, and contributors. All rights are reserved, including those for text and data mining, AI training, and similar technologies. For all open access content, the Creative Commons licensing terms apply.

					We use cookies to help provide and enhance our service and tailor content.

					To learn more, visit
					Cookie Settings.
					
						
							
							This page was processed by aws-apollo-l100 in   0.094 seconds 
						
					
					

				

			

			
				
			

		

	









	
		
		
		
		


    
        
        
        

        
        
                
                
                    
                
            
    

    

    


		






    























    




    








	


		[image:  ]

		
		
		
		
		
		
		
		
		
		
	
