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Product & Service Quality
Reliability of payments
system and network

This barrier refers to the reality of limited
connectivity and data in many parts of the world. At
times, data networks shut down which can delay
transactions from going through. This can cause
distrust and fear about loss of funds. Weakened
network performance, or the perception of
unreliable payment systems and networks, can also
discourage customer and potential customer’s
adoption and use of DFS.

Why is this barrier important?

Women's lower levels of trust in DFS are highly
linked to unreliable payments system and network
issues. Research shows that this barrier impacts
women with and without financial accounts. Women
without accounts may limit uptake when they hear
about problems from others (since reliance on
informal networks is so strong), and women with
accounts limit activity because of fear of issues and
distrust in the network.
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Key evidence relevant to this barrier

“In Cote d'lvoire, female respondents
[participating in focus group discussions]
voiced greater concerns over network issues
and worries that transactions were not being
completed, contributing to their lower levels of
trust in digital finance overall.” (Caribou, 2021).

Just over 72% of mobile banking users
surveyed in Kenya as part of FSD Kenya's
FinAccess Household Survey (2021) cited the
"inability to access account through
mobile/internet banking/ATM/system downtime
as a challenge.
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“Network quality and provider reputation matter
most for choosing a mobile money provider.
Almost 45% of survey respondents (these are
users of DFS) in Kenya choose a mobile money
provider based on having a better network

quality/coverage.” (IPA, 2021).

“"Women in low and middle income countries
cite service delivery issues (network quality and
coverage and agent or operator trust) and
technical literacy and confidence as key
barriers to access and using mobile

technology.” (K4D, 2017).
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The inability to transact due to network
downtime is a top consumer concern in multiple
countries studied by CGAP including
Bangladesh, Nigeria, Tanzania, Colombia, Haiti,
India, and Kenya. “Network unreliability both
erodes trust in the service and can result in
harm or risky customer behaviors. Users in
multiple countries say they are afraid to conduct
transactions because of the possibility of a
network failure. Unreliability affects both
nonusers (those who may limit uptake when
they hear of problems from others) and users
(some of whom report limiting their activity as a

result).” (CGAP, 2015).

One of the biggest impacts of the government
shutdown of mobile money in 2016 is that
customers “"may have lost faith in a system that
can be turned off and on at the whim of the
government regulator. The result of this distrust
was visible for everyone, especially mobile
network operators, as many users emptied out
their mobile wallets as soon as platforms went
live." Mobile money users in Uganda have been
used to network outages and waiting to make
transactions, but the complete shutdown
proved to be a different experience (CGAP,

2016).


https://www.leveloneproject.org/wp-content/uploads/2021/01/Payment_System_Design_and_the_Financial_Inclusion_Gender_Gap.pdf
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https://www.poverty-action.org/sites/default/files/Kenya-Consumer-Survey-Report.pdf
https://assets.publishing.service.gov.uk/media/5a5f228f40f0b652634c6f4a/249-Digital-development-and-the-digital-gender-gap.pdf
https://www.cgap.org/sites/default/files/Focus-Note-Doing-Digital-Finance-Right-Jun-2015.pdf
https://www.cgap.org/blog/impact-shutting-down-mobile-money-uganda
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