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Money and 
Stores of 
Value

Receiving and spending money has become a norm 
for everyone. It is a ubiquitous part of living, and 
something we do multiple times per day sometimes. 
Little thought is put towards the myriad of stores 
of value, transaction types, and the inherent trust 
needed to keep the system working, and economy 
cycling effectively.

CHAPTER 1
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In the modern era, transaction types have become 
more complex and nuanced. When bartering, there 
would be an in-person exchange of goods in real-time. 
In the digital world, we may be paying or receiving 
funds, in-person or remotely, locally or globally.

The many combinations of stores of value and transaction types make payments a challenging and interesting problem 
to explore for financial services organisations that want to remain competitive.

A store of value is a physical or virtual structure which 
is trusted, can be linked to an owner, and can hold a 
value of some sort. When we barter, the store of value 
might be a sack of rice, but in the modern day, a typical 
store of value could be a bank account, a credit card, a 
digital wallet, or even a crypto wallet.

Gold and silver coins 
were seen to be 
valuable due the rarity 
of the metals, so coins 
became the medium 
used for comparable 
exchanges.

Gold officially became the 
standard of value in England 
and enabled Europe to move 
forward with banknotes based 
on the gold standard. This 
meant that paper currency 
is backed by actual real-
world gold reserves. The 
gold standard was ultimately 
abandoned to curb inflation 
and prevent mass redemption 
of gold for notes from some 
countries treasuries.

With the rise of the internet, digital 
payments became prevalent. 
Although mostly relying on card 
information, people can pay for 
goods online without needing to 
swipe at a terminal. Further advances 
such as digital wallets allow for other 
stores of value. However, this requires 
different banks and financial systems 
to communicate with each other 
while each use different propocols. 

People used to, and still 
continue to, exchange 
goods directly without 
any intermediary medium 
of exchange. Livestock 
and food were most 
common in the past.

Fiat currency was first 
issued by the bank of 
Stockholm in Sweden. 
The bank would 
guarantee the value 
of notes printed - this 
is an evolution of IOU 
notes used somewhat 
informally in the past.

Bank accounts storing 
value backed by gold 
reserves allowed for 
people to exchange cash 
using unique identifiers of 
themselves and their store 
of value. This identifier 
can be a unique card. 
And is usually tied to a 
single provider and bank. 
Cards were popularised by 
providing credit to people. 

Unified payments platforms 
around the globe allow for fast, 
interoperable infrastructure to make 
payments. The rails aim to eliminate 
variance in protocols, clearance 
times, and information required 
to successfully make a payment. 
Something as simple as a phone 
number can be used as a unique 
identifier for a store of value and 
instant payments across institutions.

STORES OF VALUE

The evolution of money

TRANSACTIONS

BARTER TRADE PAPER CASH CARDS RAPID PAYMENTS 
PLATFORM

COIN GOLD DIGITAL PAYMENTS
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Cash and 
digital 
payment 
mechanisms

ALMOST EVERYONE HAS HEARD THE 
PHRASE, “CASH IS KING”

Cash, when compared to its modern counterparts, retains 
that sentiment, especially in developing countries, with 
large unbanked and underbanked markets.

Various studies and overall cash flow analysis have found 
that the prevalence of cash has a number of disadvantages 
for the country’s people, government, and economy. 
These topics are explored further in chapter 3, 4, and 5. 
The overall intention is to move more cash flow into digital 
ecosystems to give citizens more financial options by 
gaining a financial history, allow more accurate taxation, 
and improve financial responsibility and education more 
holistically.

CHAPTER 2

           CASH AND DIGITAL PAYMENT MECHANISMS     |     CHAPTER 2 CHAPTER 2     |     CASH AND DIGITAL PAYMENT MECHANISMS
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Digital Payment 
Mechanisms

A compelling 
alternative to cash

CATEGORY DESCRIPTION CASH EFT CARD
INSTANT 
PAYMENT RPP CRYPTO

Digital options include electronic fund 
transfers, credit and debit cards, and 
“instant payments” between banks. 
These mechanisms rely on a multitude 
of complex systems for banks and other 
financial institutes to communicate 
with each other. This has made many 
payment mechanisms expensive, slow, 
and fragile. Crypto currency in the 
form of blockchain has emerged as a 
contender. However, its infancy, barrier 
to entry, and the magnitude of what it 
tries to achieve makes it an unrealistic 
option for the average person, let 
alone the unbanked and underbanked 
communities.

This will allow for instant clearing, 
settling, and interoperability between 
institutions at a low cost, which makes 
digital solutions that leverage it a 
compelling alternative to cash, while 
opening unseen opportunities for 
competitive differentiators from banks, 
financial institutes, and FinTechs.

The rapid payment programme (RPP) 
is a government, SARB (South African 
Reserve Bank), and PASA (Payment 
Association of South Africa) initiative 
to create a common infrastructure for 
instant payments via simple identifiers. 
Banks and financial institutions can 
leverage this for instant cross-institution 
payments, and a myriad of compelling 
differentiated products and offerings.

          CASH AND DIGITAL PAYMENT MECHANISMS     |     DIGITAL PAYMENT MECHANISMS A COMPELLING ALTERNATIVE TO CASH     |     CASH AND DIGITAL PAYMENT MECHANISMS

The rapid payments 
programme aims to address 
this by creating a single 
shared core infrastructure 
for payments within South 
Africa. 

Affordable and accessible

Can be setteled instantly

Easy to obtain

Accepted everywhere

Makes it more difficult to become 
a victim of crime and fraud

Untraceable and allows for tax avoidance

Continiously evolving and adapting

Is easy to understand and budget

No electricity, phone or data 
connectivity required

Provides certainty of payment

LOW-COST

REAL-TIME

AVAILABILITY

INTEROPERABLE

SAFETY
AND SECURITY

ANONYMITY
AND TAX

INNOVATION

SIMPLISTIC

USABILITY

TRUSTED
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The 
case for 
financial 
inclusion 

The underbanked have formal 
bank accounts but do not use 
the full spectrum of offerings 
and opportunities that come 
with having a bank account.

Bank accounts are typically 
used to receive funds, which 
are then withdrawn to cash and 
little to no financial services 
are leveraged – we refer to 
this persona as underbanked 
individuals. 

CHAPTER 3 IN SOUTH AFRICA, AN 
ESTIMATED 23.5% OF 
THE POPULATION ARE 
UNDERBANKED. 

           THE CASE FOR FINANCIAL INCLUSION     |     CHAPTER 3 CHAPTER 3     |     THE CASE FOR FINANCIAL INCLUSION
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The behaviour of primarily using cash 
widens the gap between the banked 
and underbanked. A few likely reasons 
for this phenomenon is a lack of 
financial literacy, lack of understanding 
of technology, and individuals with 
poor access to affordable connectivity 
infrastructure. 

This means that fundamental 
infrastructure for individuals is 
available, but needs to be leveraged 
in creative and potentially unorthodox 
ways, compared to first-world markets.

This is where financial inclusion comes 
in. Financial inclusion is the equality of 
access to affordable financial services 
and products for everyone. 

It is important to acquire and keep 
individuals in the financial ecosystem 
to stimulate the economy among 
other benefits, which would in turn 
directly benefit the greater population. 

If a disadvantaged individual gains access to a 
transactional account, it will operate as a steppingstone 
for them to get a short-term loan in order to further 
their education. The individual will then have better 
opportunities in getting a job and in return a reliable 
salary. This makes it easier for them to spend money within 
the banked ecosystem, earn interest, and build a financial 
profile for further financial products. Individuals that can 
participate practically become more knowledgeable and 
experienced in handling their money better. 

Currently the underbanked 
and unemployed economy 
accounts for R12bn in cash 
being held outside of the 
financial ecosystem, having 
the impact of cash costing the 
South African economy R88bn 
per year.

In trying to find a solution to 
decrease this number, we can 
look at where the majority of 
cash is spent. 

Small and medium enterprises 
make up 32% of the country’s 
turnover and employ millions of 
South Africans across sectors. 
 

However, the cost for SMEs to 
do this is high as they operate 
with low margins and turnover. 
Banks and government need 
to make offering non-cash 
payment options appealing 
and easily adaptable for SMEs. 
In essence, equipping SMEs 
will help South Africa transition 
into a more banked financial 
ecosystem.

the underbanked

It is estimated that 
just over 90% of South 
Africans have mobile 
phones and of that 41% 
have smartphones. 

Financial inclusion is 
identified as an enabler 
to solving 7 of the 17 
Sustainable Development 
Goals set by the United 
Nations.

If informal traders 
started to adopt digital 
payment acceptance 
options, it would be the 
fastest and easiest way 
to gain buy-in from the 
majority of cash-first 
users.

           THE CASE FOR FINANCIAL INCLUSION     |     THE UNDERBANKED THE UNDERBANKED     |     THE CASE FOR FINANCIAL INCLUSION

Financial
Inclusion

Infrastructure

Access

Usage

Quality

Education

Social

Miss     JACOBS2613    5064    2806    9018
12/24

An anecdotal example
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What consumers 
and merchants 
need and expect 

A customer-centric design places the 
customer at the centre of the solution. All 
decisions must deeply consider how to 
addresses customer needs, frustrations 
and motivators if a truly successful 
solution is to be designed. 

Journey maps and personas generated 
from research and insights help to distil 
customer needs and pain points. They 
help rationalise behaviour and perception 
towards cash, payment mechanisms and 
service providers. 

CHAPTER 4

THERE IS AN INHERENT NEED 
TO UNDERSTAND THE PEOPLE 
AND MARKETS ADDRESSED IN 
THE PAYMENTS ECOSYSTEM.

           WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT     |     CHAPTER 4 CHAPTER 4     |     WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT
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There has been a greater shift towards 
people gaining access to financial 
services and becoming formally banked. 
However, 80% of transactions below 
R3 000 still occur in cash, and although 
people are banked their use of financial 
services is limited, giving rise to the 
underbanked market.

Within the lower LSM (Living Standards 
Measure) population, cash is still king. 
Cash is instant, accepted everywhere 
and has no hidden costs. For digital 
payments to become a compelling 
replacement for cash, it needs to 
outshine the properties of cash. 

It is here where digital payments become 
more favourable to consumers who may 
prefer digital payment methods like card 
or EFT. Carrying cash makes consumers 
feel unsafe, and targets of crime. Some 
don’t have any other option but to 
carry cash because of the ecosystems 
within which they transact. For example, 
informal merchants such as small spaza 

shops and taxi drivers only operate in 
cash, and thus dictate the payment 
method for the consumer. 

Most consumers feel that the 
information around transaction fees 
is hidden and expensive, leading to 
mistrusted banks and the perception 
that financial institutions do not have 
their best interests at heart. 

If we look at the evolution of money and 
transacting, we humans are adaptable 
when processes are simple, easy and 
frictionless. Add to this, the rise of 
technology and rapid innovation, we 
need to ensure that lower LSM groups 
are able to keep up and that solutions 
are inclusive of their particular needs. 

There is one aspect 
where cash falls short: 
safety and security.

Most frustration for 
consumers considering 
digital payment methods 
comes from fees, and 
transparency behind them. 

The Consumer

           WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT     |     CONSUMER PERSONA CONSUMER PERSONA     |     WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT

Stella
Nanny

& Informal Trader

46 Years Old

Bio
Stella is a 46-year-old single parent 
living in Soweto. She currently works 
as a nanny during the week, and 
sells hand-made goods in her 
community over weekends. 

She gets paid into her bank account, 
but usually withdraws the all the 
cash. 

She mainly uses her phone to stay in 
contact with her children via 
WhatsApp.

Goals
Ensure my kids finish school and 
help them go to university.

Purchase a car in the next 2 years.

Retire comfortably in the next 
10-15 years.

Values

Personality

Hands on

Family Oriented

Cash is king

Tech savvy

Community involvment

Cash is King#1

Fee Transparency#2

Affordability#3

Trust#4

Frustrations
Carrying cash around makes her 
feel unsafe.

Being a single parent is emotionally 
and financially strenuous.

Not knowing bank fees and unknown 
charges on bank statements.

Needs Analysis

Low Priority High Priority
Purchasing airtime, 
data and electricity

Trusted Bank

Transparent 
transaction fees

Reliable service 
experience

Incentives to saveLoyalty Rewards
Intuitive app 
experience Low banking fees

Access to 
affordable loans

Digital payment 
ecosystem
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If de-cashing the ecosystem is to be 
addressed effectively, the types and 
variety of merchants dictating payment 
methods need to be clearly understood, 
particularly within the informal sector.

There are varying degrees of formal 
and informal traders. Informal traders 
are the drivers in keeping the cash 
ecosystem alive because there is a 
perception that their small businesses 
do not warrant a bank account at the 
risk of bank fees and tax obligations, 
among others. 

Traditionally payment acceptance 
devices have only been available via 
banks, in recent years the emergence 
of FinTechs, smaller, leaner, more 
“innovative” organisations that solve a 
niche financial need, has helped bridge 
this gap by introducing more affordable 
Point of Sale (POS) devices. While 
this still comes at a cost, these low-
cost payment offerings have been an 

enabler in allowing smaller merchants 
to start accepting digital payments 
and contributing to inclusion on the 
consumer side. 

After surveying a group of formal 
merchants, we found that their number 
one priority was minimising costs in the 
form of fees per transaction on POS 
devices, closely followed by customer 
experience and reliability. It is obvious 
that any merchant is cognizant of costs 
eating away at their profits. 

As a bold idea, no fees on transactions 
in the short-term might yield better 
results in the longer-term pursuit of de-
cashing the ecosystem and circulating 
more money via the digital ecosystem.

There is a perception amongst 
merchants that FinTechs offer a superior 
service experience for the most part, 
yet banks are still more trustworthy in 
keeping their money and data safe.

Access to affordable 
payment acceptance 
points has also been 
limited.

Lowering fees or making 
them nearly invisible, is 
the most attractive value 
proposition to merchants.

The Merchant

           WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT     |     MERCHANT PERSONA MERCHANT PERSONA     |     WHAT CONSUMERS AND MERCHANTS NEED AND EXPECT

Simon
Market Stall Owner

33 Years Old

Bio
Simon runs a food market stall every 
weekend. He makes use of one 
payment system, as he likes to keep 
things as simple and as stream-lined 
as possible.

Simon oversees the business, while his 
staff are responsible for dealing 
with the customers and their 
payments. Simon’s future goals 
involve once-off events, as well as 
expanding to other local markets.

Goals
Simple and quick setup, and 
registration.

A user-friendly app. 

Not locked-in to any monthly 
contracts.

Easily purchase devices at a store. 

Ease of mobility makes the 
end-customer experience better.

Personality

Hands on

Decision making power

Cash is king

Tech savvy

Problem solver

Frustrations
I get worried that there is no one to 
help after hours.

I get frustrated with unstable 
internet as it is a massive blocker to 
revenue.

I get frustrated when the delivery 
of devices is longer than 1-2 days.

I get frustrated with the short 
battery-life of the device

Needs Analysis

Low Priority High Priority

Additional payment 
device features 

Variety in 
payment channels

Contracting 
Commitments

Hardware/service 
reliability

POS integration

Bundled service 
offering Settlement Time

End customer 
experience Fees

1 2 3 4 5

FinTech over big bank

1 2 3 4 5

All-in-one solution (once-off)

1 2 3 4 5

3rd party integrations

1 2 3 4 5

Printed receipts
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The payment 
landscape
The payments landscape is made up of a 
combination of entities which interact with 
each of these during the payment transaction 
process. All of these entities play specific 
roles in the payment processing cycle. 

CHAPTER 5

           THE PAYMENT LANDSCAPE     |     CHAPTER 5 CHAPTER 5     |     THE PAYMENT LANDSCAPE
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Users have ever-increasing ways to pay. 
From EFTs to sending money directly 
to someone’s cell phone number (like 
eWallets). Technology and internal 
teams are needed to support a diversity 
of types of exchanges. 

The landscape is constantly changing 
and adapting to new consumer needs 
and behaviours, technology changes, 
regulatory pressures and industry 

trends - making the landscape complex 
to understand even to users familiar 
with the ecosystem.
 
Complexity creates fear and the feeling 
of risk to users as they aren’t able to 
understand every single mechanism 
and path available to them. There are 
costs associated with these new ways of 
paying, along with the risk of fraud and 
cybercrime.

As depicted, the current landscape is 
chaotic and there is no standardised 
path of processing a payment. 

how do we 
get there? 

These relationships 
create a plethora 
of ways to pay and 
receive money. 

Can we prevent all 
these risks while still 
making payments as 
painless as possible?

           CHAPTER NAME     |     CHAPTER SECTION HOW DO WE GET THERE?     |     THE PAYMENT LANDSCAPE

The goal is to achieve an 
interoperable, uniformed 
experience and payment 
mechanism that covers 
most exchanges.

Users
Corporates
Small merchants
Informal traders
Unbanked users
School children
Non-tech savvy users
Working professionals

Enabling
Functions
Digital
Payments
Merchant solutions
Behavioural science
IT security
Fraud systems
Experience Design
Sales and Marketing
Risk and Compliance

Exchanges
Geopayments
Payment request
Person to person
Person to business
Business to person
Business to merchant
Corporate to wallets
Person to eCommerce
Payment to non-banking mechanism

Technology and
Digital Channels
NPS
Settlement systems
Devices
Physical cards
Stokvels
Government
Point of sales
Fraud rules and systems
BankServe Africa
Location services
eCommerce websites

Payment
Mechanisms
EFT
Tap to pay
USSD
Username / unique IDs
Vouchers
Instant messaging
Debit order
Banking app
Digital wallet
Cellphone number

           THE PAYMENT LANDSCAPE     |     CONSIDERATIONS OF THE PAYMENT LANDSCAPE 22
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The evolution 
of digital 
payments 
beyond
cash 

CHAPTER 6

           THE EVOLUTION OF DIGITAL PAYMENTS BEYOND CASH     |     CHAPTER 6 CHAPTER 6     |     THE EVOLUTION OF DIGITAL PATMENTS BEYOND CASH

Cash remains king in many economies such as 
South Africa’s for many reasons, including that it is 
easy to understand, trusted, convenient, and free 
of transaction fees. There are of course many other 
systemic issues that fuel corruption, bribery and tax 
avoidance.

For these very reasons governments around the world 
are incentivised to promote a cashless economy 
while promoting financial inclusion at the same time. 

CASH IS EXPENSIVE TO PRODUCE, 
AND LESS CASH IN CIRCULATION 
REDUCES CRIME AND TAX AVOIDANCE, 
STIMULATING THE ECONOMY.

10

10
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           CHAPTER NAME     |     CHAPTER SECTION A LOOK AT SOUTH AFRICA     |     THE EVOLUTION OF DIGITAL PAYMENTS BEYOND CASH

South Africa has a variety of first-world attributes, and 
the payments eco-system is one that has traditionally 
kept up with industry leaders and remained 
highly innovative relative to global peers. As big 
international players launch new technologies such as 
Apple Pay and Google Pay, the South African banked 
market has proven to be quick to adapt or adopt. 

The real problem is that only a small percentage of 
the population leverages these first-world solutions 
to participate in the financial ecosystem, while the 
majority remain using cash day-to-day. While we 
surge ahead in the digital payments space, we only 
create a larger gap between cash and digital. There 
are some positives and we have seen the gradual 
adoption of digital payment mechanisms, but not 
nearly fast enough. There are many considerations 
that need to be addressed to close the gap.

A look at 
South Africa

The competitive landscape in 
South Africa has fertilised the 
digital progression of payments 
but has left the majority of the 
population behind.

Although cash has evolved into digital forms with faster and 
more convenient payment mechanisms, adoption is slow, 
and the use of cash is still on the rise. The biggest barrier 
for wide scale adoption, is the lack of infrastructure such 
as network connectivity and merchant Point of Sale (POS) 
devices, and poor financial education, in informal and rural 
areas. Until the fundamental underlying appeal of cash is 
changed, it will remain as the preferred option for most.

There is still a lot of room for innovation as 
technology improves. One idea is to move 
away from physical POS devices, especially for 
merchants, to collect payments. Smart phones 
as an alternative could help address the lack 
of infrastructure and access to affordable 
payment devices in informal sectors. 

Instant payments has emerged as a solution 
in facilitating digital payments and clearing 
it immediately. This is the start of how digital 
payments can begin mimicking the properties 
of cash. 

Cash Economy

Digital Payment Gap

Address the Gap

Digital Economy
Rural areas
Illegal businesses
Lower income sector
Informal communities

Address the 
fundamentals of why 

people favour cash

Government 
mandated and 
subsidies

Corporates
Private businesses
Higher income sector
Formal merchants

Case study

26
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Rapid 
payments 
infrastructure

Around the world, we are seeing the 
adoption of new payment ecosys-
tems which can shift the focus away 
from innovating for the financially 
included, to addressing the needs of 
the masses, with the goal of moving 
away from cash and towards digital.

CHAPTER 7

for financial inclusion 
and a cashless economy 

          RAPID PAYMENTS INFRASTRUCTURE     |     CHAPTER 7 CHAPTER 7     |     RAPID PAYMENT INFRASTRUCTURE
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Global Adoption of 
Rapid Payments Cash vs digital payments
The concept of Rapid Payments 
which allows for the instant clearing 
of low-value transactions via a unique 
identifier (proxy) is gaining global 
adoption and awareness by addressing 
the needs and concerns of the 
unbanked and underbanked market. 

Solutions that empathise with end 
users that are not tech-savvy and 
have an extremely low financial 
bottom line are most effective.

South Africa has also initiated a 
regulatory push and launched RPP 

(Rapid Payments Program) to move 
away from cash in the long-term. 
Looking at international adoption of 
rapid payment solutions, it is not a 
silver bullet, it provides a platform 
that addresses some fundamental 
needs to open the door for a more 
inclusive ecosystem. Micro ecosystems, 
such as informal traders, can be 
targeted as they potentially have a 
large unbanked and underbanked 
audience, and logistical issues that 
digital transactions would solve for.  

Trust, cost transparency, 
and ease of use are some 
of the themes driving 
global adoption.

For RPP to become 
successful, it requires a 
significant investment 
in financial education to 
alleviate the inherent trust 
and transparency issues.

           RAPID PAYMENT INFRASTRUCTURE     |     GLOBAL ADOPTION OF RAPID PAYMENTS CASH VS. DIGITAL PAYMENTS     |     RAPID PAYMENT INFRASTRUCTURE
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Digital

Cash

Visa / Mastercard

Apple Pay
Samsung Pay

Google Pay

2020 Future

Financial Education = Trust
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Benefits:
Save on printing money
Curb corruption
Ease of tax collection

RPP

Low fees
Transparent
Easy to understand
Interoperable
Innovation

30

DIGITAL PAYMENTS IN SOUTH AFRICA     |     OPPORTUNITIES AND CHALLENGES

29



Learning from instant 
payment initiatives

globally There are several considerations when 
drawing correlations to other countries that 
are leading the way in solving this issue. 
Considerations such as emerging markets, 
social economic status, tech infrastructure, 
tech literacy, social inequality, cultural 
variances and partnerships (open banking).

CHAPTER 8

SOUTH AFRICA HAS MANY 
SIMILARITIES WITH COUNTRIES 
AROUND THE WORLD FACING 
PAYMENT GAPS AND AN URGENT 
NEED FOR FINANCIAL INCLUSION.

CHAPTER 8     |     LEARNING FROM INSTANT PAYMENT INITIATIVES GLOBALLLY
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China lost confidence in cash due to the 
circulation of counterfeit money. This 
drove the migration away from cash with 
support from the government, and the 
involvement of tech giants Tencent and 
Alibaba. China now has a highly robust 
digital payment eco-system.

Brazil is arguably the closest in similarity to 
South Africa, with a large socioeconomic 
gap and inequality. Its Pix platform is free 
and facilitates instant payments between 
banks, FinTechs and credit unions. Pix has 
the fastest adoption rate with 750 firms 
signed up to accept instant payments.

Thailand is a nation which has suffered 
geographical and cultural issues when 
it comes to paying friends, family and 
salaries. PrompPay has connected a nation 
with free digital and contactless payments 
for everyone, transforming how the country 
makes payments.

These use cases are a decent spread of 
economies with a proven track record 
that should inspire confidence in the 
South African landscape.

South Africa also has the advantage of 
learning from the mistakes of others 
and leveraging the best features. We are 
also seeing the collaboration for global 
interoperability of these payment 
platforms to enable cross-border 
transactions and internationalisation. 
UPI, PrompPay and PayNow are an 
example of this and are collectively 
driving innovation to foster multi-
currency cross-border payments.

India serves as a great comparable 
example, and is leading the way in 
adoption with its RPP platform known as 
UPI (Universal Payment Interface)  - initiated 
in early 2016. Fuelled by a de-cashing goal 
to curb corruption, India has remained 
focused on the target users’ needs. Cheap 
connectivity and data, high smartphone 
penetration and India’s biometric identity 
card helped the rapid scale-up of online 
payment systems on mobile platforms. 
The interoperability of the UPI platform 
and the simplicity of its design makes it 
stand out.

India’s rapid payment programme gained 
real traction and adoption once it was 
used to enable payments within a range 
of third-party social apps such as PayTM, 
Google Pay, and WhatsApp Pay.

Singapore in contrast to South Africa is 
a wealthy nation with digitally confident 
consumers and a government that actively 
supports e-commerce. In this instance, the 
barriers to adoption were relatively low 
for their PayNow platform, a high level 
of digital literacy combined with COVID 
created a perfect storm for adoption with 
the need for less contact.
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Succeeding 
with Rapid 
Payments 
Programmes

Each country has its nuances and 
incentives for pursuing a digital cashless 
economy, however there are some 
clear parallels to kick-start adoption 
and maximise the chance of success. 
Government mandates and low 
transparent fees are the primary catalysts 
to create inertia, followed by creating 
an open eco-system, refining merchant 
experiences, and enabling proxies such 
as your mobile number  as  store of value 
identifiers.

CHAPTER 9
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Elements for 
RPP success

Innovation

A good example during the height of 
the COVID pandemic was the need for 
contactless environments. While this 
may have been easier for digitally savvy 
economies, it is still a good piggyback 
mechanism for less digitally mature 
communities. 

For the most part, we can’t control 
market conditions, however there 
are ways to influence them such as 
providing cheap data and cheap 
capable smartphones.

Technology infrastructure influences 
market conditions in some obvious 
ways and helps adoption. 

There has been a clear strategy, a focus 
on interoperability, transparent pricing 
and a set of operating rules to create a 
ubiquitous ecosystem.

Looking beyond the early adoption 
and traction, one needs to consider the 
continuous improvements in key areas 
to foster the longevity of solutions and 
adapt during the journey to bank the 
majority. 

Uniformity in the pricing between banks 
will help build trust and confidence in a 
sceptical user base.

Market conditions also 
play a critical role, it is 
worthwhile leveraging 
aspects of them in your 
favour.

Innovation beyond just payments to 
widen the ecosystem and bring new 
products and solutions creates the 
robustness needed. 

The inclusion of FinTechs and telecoms 
will also drive more innovation and 
diversity in the marketplace. Layered 
services on top of RPP for merchants 
and businesses to help them scale and 
manage their businesses will be key 
areas for innovation.

The interconnectivity and data 
collected should be leveraged to guide 
innovation and product development 
to create confidence in the direction. 

Leveraging this connected data to 
guide products and features for both 
individuals and merchants will ensure 
the right products are built and add 
value. Products to help merchants 
with inventory management and gain 
insights into customer trends are some 
obvious ones that have made an impact 
in other rapid payment eco-systems. 
These features and products could be 
offered within the ecosystem or upsold 
as add-ons, either way, data should be 
the driving force behind offerings that 
would make a difference and add value. 

Network availability in 
informal and rural areas is 
a common issue limiting 
the ability to transact 
without cash.

A successful platform will 
need to ensure its easily 
accessible and accepted, 
reduce cash withdrawal, 
increase digital transactions 
and provide an enhanced 
customer experience. 

Things like paying with 
proxies, or request to pay, 
and and other functionality 
which would make daily 
transacting easier are good 
entry innovations.

And lastly, financial 
education should be 
at the heart of any 
initiative to accelerate 
adoption and remove the 
fundamental fears the 
average person may have.
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Creating a 
Strategic 
Approach 

CHAPTER 10
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What you have

What product offering, channels and 
enablers do you currently have?

What you need
What do you need to solve the target audience’s problems, 
and how would you evolve your business, technology, and 
processes to achieve it?

Target audience

What market are you targeting, and what 
burning problems are you solving for them?
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Without understanding who is being 
served, a targeted solution will likely be 
too general, and aim to be everything to 
everyone. When innovating (invention + 
distribution), the more you understand the 
market, the more likely you are to succeed. 
In the case of RPP, the underbanked 
market are the people who are being 
served, so deeply uncovering their daily 
routines, concerns, goals, and practical 
activities inform how revolutionary 
payment innovation can be leveraged to 
address the actual needs.

WHO

The landscape, interactions, and interplay 
of the ecosystem between the people 
you’re serving, your business, and all 
influencing actors and factors must be 
considered to highlight areas where 
there are a concentration of problems 
to solve, hurdles to overcome, or gaps 
in understanding. For financial inclusion, 
a variety of SME environments, and the 
economic landscape must be understood 
to determine how people interface while 
providing value to all parties.

Where

Deeply understanding the 
people who are being served 
by the solution is critical 
in developing empathy for 
their goals, challenges, 
constraints, and mental 
models.

Choosing a small subset of problems to 
solve is key to learn as much as possible 
and iterate on any solution. There may 
be many consumer types, use cases, and 
diversity in payment exchange types. By 
focusing on core use cases, solutions can 
be built to test hypotheses, and iterated 
to be refined before embarking on further 
problems to solve and use cases.

Examples
• Making payments for commuters 

faster and safer.
• Making peer-to-peer payments 

easy and instant regardless of the 
individual’s bank.

Problems 
solved

Solutions come in a variety of shapes, 
with their own strengths, constraints, 
and approaches. A solution might entail 
a mix of digital experiences, technical 
integrations, business process changes, 
a change in sales and distribution 
efforts, marketing tactics, and more. 
Furthermore, a solution might consist 
of the how. How does the problem 
get solved and measured in the way 
envisioned

Solutions
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What you have

What product offering, channels and 
enablers do you currently have?

What you need
What do you need to solve the target audience’s problems, 
and how would you evolve your business, technology, and 
processes to achieve it?

Target audience

What market are you targeting, and what 
burning problems are you solving for them?
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Piecing 
the puzzle 
together 

CHAPTER 11
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CHOOSING PRODUCT-
MARKET FIT 
EXPERIMENTS

By analysing the market being served, 
the business’ offering, channels, and 
enablers, a minimal viable product 
can be conceived and validated. This 
should entail a few sensible areas 
in each of those dimensions. For 
example, there might be an untapped 
niche where personal micro-loans are 
provided via WhatsApp as a channel.

DEFINING HOW 
TECHNOLOGY AND 
OPERATIONS WORK 
TOGETHER, AND HOW 
SUCCESS IS MEASURED

CREATING AN ACTION 
PLAN AND ROADMAP 
FOR CONTINUOUS 
IMPROVEMENT AND 
INNOVATION

By leveraging this “experiment - 
validate - productionise” approach, 
enterprise organisations can test 
solutions fast, evaluate ROI, and 
be more informed before investing 
heavily; making them challenging 
competitors to the ever-thriving 
start up and FinTech world.

In established large enterprises, 
the technology landscape can 
be a significant blocker to lean 
experiments. By understanding 
the existing technical landscape, 
comparable alternatives, and 
compliance constraints, we can ideate 
solutions that can be cheap and 
fast to validate, but scale within the 
organisation’s environment if deemed 
viable. Following on the example, if we 
want to use WhatsApp as a channel, 
how do authentication, fraud, and 
repayments get enabled within the 
existing or new technical systems.

1 2

3
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*99#

Banking

Investments

Loans

Insurance

eCommerce

The product and service 
offerings that might serve 
one or many personas, 
facilitate transactions 
between them, or augment 
their own offering and 
services.

The mechanisms available 
to communicate and 
manage products with 
personas.

The enabling technologies, 
systems, and platforms for 
channels and 
interoperability.

Mobile apps

USSD

Chat platforms

Online portals

Integration APIs

Physical branches

RPP infratructure

SWIFT

Core systems
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Channels Enablers
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How we think about money and value 
has evolved over hundreds of years, many 
innovations, and dynamics in social structures. 
The rapid advancement of the internet and 
technology has made technology part of 
everyone’s lives, with almost immediate access 

to stores of value like electronic wallets, bank 
accounts, and more. We transact at a greater 
volume than ever before and paying and 
receiving funds has become easier than ever 
before.

Financial inclusion is good for the people and economy. In developing 
countries, inclusivity in the financial ecosystem benefits the masses in 
gradually having people manage money better, and get access to financial 
services through diligent spending habits. The economy benefits through 
more stimulation and “trackable” cashflow – with an additional benefit to 
tax collection. And by leveraging digital channels, we can reduce the costs 
associated with printing and minting cash. 

Understanding people and their needs is critical to solve the right problems. 
By deeply analysing the target market, and empathising with their day-to-
day lives, goals, challenges, and mental models, we can develop solutions 
that leverage digital payments technologies that actually address real-world 
problems and benefit the end-user, and businesses alike.

The interconnected landscape is complex and nuanced, and RPP aims to 
be the bridge for interoperability. This allows for a pseudo public payment rail 
where every individual with basic infrastructure can participate in the financial 
ecosystem, and every financial institution, big or small, can be innovative with 
the products and services they provide to the masses.

Financial organisations that leverage RPP will be winners going forward. 
By leveraging the new payment rails infrastructure in non-traditional and 
innovative ways, organisations can develop differentiated experiences and 
solve niche problems in markets that they were unable to tap historically. To 
do this well, a disciplined and collaborative approach is needed – more on 
this in the next section. 

In conclusion
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How we work with you

Business strategy 

Short-term intention

Long-term vision

Market and competition

Industry domain

Customer needsHistory and learnings

1

3

2 4 LearnBuild

Ideas

Understand

Materialise

Explore

Launch

People and politics

Esta
blish

ed norm
s

Technology possib
iliti

es

Technology ecosyste
m

Budgets and timing

Business m
odel

Most of solving a problem is deeply 
understanding it.

We believe in spending time and 
energy thoroughly exploring the 
problem and gathering real-world 
data points prior to committing to 
solutions.

Involving the right people is 
imperative in tackling a wicked 
problem and collaboratively creating 
a shared brain of the problem space.

Create a shared 
brain towards and 
objective, with input 
from subject matter 
experts.

Showcase the 
existing apps and 
experiences that 
you love to inspire 
ideas and direction 
for possible game-
changing solutions.

Improve processes, 
team collaboration, 
and ways of working 
within and among 
different teams. 

Map existing 
technical landscapes, 
and find opportunity 
for improvements 
and digital evolution 
to support business 
goals.

Make important 
decisions that 
will influence the 
solutions and how 
success is measured.

Receive practical, 
tangible, co-created 
prototypes that are 
validated and refined 
based on real-worlds 
user feedback 
before investing in 
development. solutions@entelect.co.za

We co-create a diversity of practical 
solutions tailored to your problem, 
fast.

These solutions are rapidly prototyped 
and validated. Critical requirements 
are defined, and complexities are 
surfaced early. This creates a well-
defined strategy by outlining the 
needs from every dimension in a 
way that results in better long-term 
investments.

EXPLORE THE 
PROBLEM SPACE

DECIDE
& STORYBOARD

PROTOTYPING 
& ANALYSIS

We help decision-makers build 
better software, run better teams 
and make better investments.

WAYS OF 
WORKING

ARCHITECTURE 
DESIGN

MAPPING

LIGHTNING
DEMOS

DESIGN AND 
VALIDATE SOLUTIONS
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