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Harnessing Digital Technology to serve 
the client efficiently and at scale



The world around us is changing even faster
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Global market conditions, 
commodity prices, political 

landscape. 

MACRO ECONOMIC 
FORCES

New entrants, existing 
competition, resource sharing, 

substitute products and services

INDUSTRY FORCES

Market segments, needs and 
demands, market issues, pricing

MARKET FORCES

Consumer expectations, financial 
literacy,  regulatory, social and 

technological market influences.

KEY TRENDS

FINANCIAL SERVICE 
PROVIDER

SCALE SUSTAINABLY?

REDUCE COST?

CREATE CHOICE?

DRIVE ADOPTION?

CREATE AWARENESS?

REDUCE CHURN?



Disruption is easy to miss, or dismiss

“We’ve learned and 
struggled for a few 

years here figuring out 
how to make a decent 
phone … PC guys are 

not going to just 
figure this out. They’re 
not going to just walk 

in.”

Palm CEO Ed Colligan in 
2006, after news that Apple 

was developing a phone

“We have not seen a 
direct effect [from 

Airbnb] in any of our 
hotels … We don’t feel 
it’s having any impact 
on our results or that 
it has hit our radar as 

of yet.”

Richard Jones, SVP & COO 
of Hospitality Ventures 

Management Group, 2014

“There’s no chance 
that the iPhone is 
going to get any 

significant market 
share. No chance.”

Microsoft CEO Steve 
Ballmer in 2007

“Netflix are [not] 
even on the radar 
screen in terms of 

competition.”

Blockbuster CEO Jim 
Keyes, 2008
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We would agree that standing still is not an option…
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Radical 

innovation

Quick wins

New 

products/

services

Decline without 

any change

R
e
v
e
n
u
e

Today Time

• Create the future market

• Invest in future chances

• Create new business models

• Alliance with strategic partners

• Product modifications or additions

• New marketing approaches

• Adapt to changing environment

• Capitalize on current assets

• Create new changes in the market

• Fast implementation of innovations

• Realize renewing of the market

• Alliance with partners

Source: Software Group



Focus on the 

consumer and 

their lives 

Fall in love with 
the problem you 
want to solve for 
your consumer, 
not the solution

Adopt a beta 

mindset to test & 

learn quickly 

Recognize the 
assumptions 

around an idea, 
start small, fail fast,  

and scale only as 
uncertainty reduces

Behaviors matter 

as much as 

process

Process & tools 
are great, but how 

you & others 
behave is crucial 

for innovation

Find inspiration, 

get creative and 

think different

Challenge 
conventions and 

look for 
inspiration far 

away from your 
‘home’ industry

Source: Lumen Labs

To Be Different: Think Different and Act Different…
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The 70/20/10 Rule of Innovation
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Horizon 1:
INCREMENTAL

Horizon 2:
DIFFERENTIATING

Horizon 3:
DISRUPTIVE

DISTRIBUTION

70%

20%

10%

10%

20%

70%

Source: Lumen Labs
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Digital Technology for Financial Services
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Definitions: “Tech” vs “Fintech”
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Core Banking 
Systems

HR -
Timesheet 

Systems

Payment 
Switch 

Integration

Electronic 
Document 

Management

Internal Data 
Analysis

Credit Bureau 
Integration

Enterprise 
Mobility

Agency 
Banking

Automated 
Credit 

Approvals

Big Data (Social, 
Environmental 

Data)

Automated 
Fraud 

Monitoring

Customer 
Relationship 
Management

Mobile 
Payments

Machine 
Learning for 
Prospecting 

Digital 
Identity

Payment 
Switch 

Integration

Smart 
Contracts

Automated 
Supply Chain 

Financing

Fintech. 
Beyond Process Automation: Perhaps 
Building New Business Models?

Tech.
Process Automation: Making Existing 
Business Model More Efficient

Blockchain for 
Payments

P2P 
platforms

Accounting 
Systems

…
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Example: Digital Lending in Nigeria
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USSD or 
APP 

download

SaveBrighta: Conceptual solution architecture

10 ACCION GLOBAL ADVISORY SOLUTIONSSEPT 6 2017

Customer

Mobile 
Operator

Agent

Confirmed 
broadcast list

SMS broadcast

Geo-mapped 
database1

2

3
4

KYC6

Cash

7

Approved

5

EfficiencyIncreased 
Revenue

Benefits

Cut 
Acquisition 

Costs

Cash into 
account

8

Branch
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Example: Data Analytics in India
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By Mapping Small Business Clusters into a Data Platform…
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Cluster Ecosystem

Cluster

Support Institutions
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…we can build a Supply chain finance model
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Supplier Buyer 

Lender

Request to Pay

received
Request to Pay

confirmed

Order received

Goods received

Working Capital Loan

Ts&Cs received
Loan Ts&Cs

confirmed

Payment

received

Day 1

Day 1

Day 1

Day 1+xDay 1+x

Timing based on the 

agreed schedule of 
repayments of loan

Repayment received

Day 1

The buyer is Aye’s 
client with an 
agreed line of 
credit agreement 
under which ‘top 
ups’ can be 
provided on an 
on-going basis.

To maximize 
adoption, it is 
important to ensure 
that Payment to the 
Supplier is made at 
the same time as it 
was being paid as in 
the past.
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It is ALL about the 
customer
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Always start with the Customer’s Journey

How does 
someone 

become aware 
of your services?

HOW DO YOU 
ATTRACT THEM TO 

YOU?

Consider Apply Transact Support LoyaltyAwareness

What does the 
person do when 
considering to 

open an account 
with you?

WHAT IS YOUR KEY 
VALUE 

PROPOSITION?

How does the 
customer apply 
for an account?

HOW DO YOU 
MAKE IT SIMPLE?

How does the 
customer 

transact with 
your institution?

HOW DO YOU 
MAKE IT 
SIMPLE?

How do you 
support your 

customer if they 
have problems? 

HOW DO YOU 
MAKE IT SIMPLE?

Doing this well 
will drive 
Loyalty!
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The way Accion sees the world

Leveraging new ideas, technologies and partnerships to 
support sustainable growth

GROWTH STRATEGY & PLANNING

Designing customer centric products and services to create 
value for customers and build long-term engagement

CUSTOMER STRATEGY & PRODUCT DEVELOPMENT

Manage risk and leveraging data efficiently to increase 
profitability

RISK & CREDIT ANALYTICS

Using mobile and agent networks to increase convenience for new and existing 
customers

DIGITAL CHANNELS

Streamlining operations to reduce the cost of serving customers
BUSINESS PROCESSES & OPERATIONAL EFFICIENCY



Conclusion: Think Different, Be Different

1. Innovate: Be bold and experiment with new ideas and partnerships to make your 

customer’s life easier and simpler. 

2. Grow: New products and services will help drive growth of the business.

3. Change: It is all about change management; bring customers and staff along the 

journey.
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Finally: Go Digital, Remain Human!
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Thank you!
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