Scoping Study on Agent Network/Banking Ecosystem in Ethiopia

Survey Instrument 

Introduction

This survey seeks to delve into the details of the agent networking ecosystem in Ethiopia. Your valuable insights will help us gain a comprehensive understanding of the market structure, regulatory framework, agent incentives, key facts, performance metrics, digital payments landscape, customer segmentation, transaction volume, and service offerings within this ecosystem.

By participating in this survey, you are contributing to a deeper understanding of the agent networking ecosystem and helping to identify areas for improvement and growth. Your responses will be treated with the utmost confidentiality. 

Thank you for your time and cooperation.

Please select the most appropriate answer for each question.

Respondent Type: Banks/financial institutions
Section 1: Respondent Information

1. Do you consent to participate in this survey? Please select one: 

A. Yes

B. No

2. Please provide your address: 

A. Region/City_____________
B. Zone/sub-city______________
C. Woreda ____________
D. Kebele ____________
3. How many branches does your Institution have? ____________
Agent Network

If you are not aware of the question or do not want to respond to it, please choose ‘Do not know’ as appropriate
4. Do you use agent networking in your institution?

A. Yes,      

B. No     

C. Do not know 

5. How many agent outlets are registered with the Institution? [Note: Agent outlets are shops that provide agent banking services]. Please specify the number:______________
6. What percentage of agent outlets are active (30-day basis)?

A. below 10%
B. 11-20%
C. 20-40%

D. 40-60%
E. 60-80%
F. over 80%

7. What percentage of agent outlets are active daily?

A. below 10%
B. 11-20%
C. 20-40%
D. 40-60%
E. 60-80%
F. over 80%

8. On average, how many agent operators are employed by one agent outlet? Please specify the number_______________

9. How many women-owned agent outlets are registered with the Institution? Please specify the number_______________

10. What percentage of women-owned agent outlets are active (30-day basis)?

A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80%)

11. What is the geographical coverage of the Institution’s agents?

A. Evenly distributed

B. Concentrated in urban areas

C. Concentrated in remittance corridors

D. Other, specify________________

12. What percentage of the active agent outlets are within Addis Ababa?

A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80%
13. What percentage of the active agent outlets are outside the major urban areas?  (Note: Major urban areas included Addis Ababa,  Hawassa, Dire Dawa, Harar, Adama, Bishoftu, Modjo, Aleta Chuko, butajira, Hosana, etc.)
A. Below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80%

14. What percentage of the active agent outlets conduct at least five transactions per day?  

A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80%
15. What percentage of the agent outlets outside major urban areas conduct at least five transactions a day?

A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80% 

16. What services do the Institution's agents offer? (Multiple answers possible)
A. Customer Registration

B. Cash In - Cash Out mobile money account 

C. Cash Out - Bulk payments - G2P, B2P, G2B, B2B

D. Cash Out - Social cash transfer payments 
E. Airtime top-up

F. International remittances – send and/or receive 

G. Bank/MFI deposit and/or withdrawal

H. Loan disbursement/repayment

I. Group savings collection/disbursement

J. Bill/Utility payments

K. Traffic penalty payments
L. OTC remittance service
M. Other – Specify ____________________________
17. Please share the total value of agent transactions during the past three months:

A. First month ____________
B. Second month _____________
C. Third month ____________
18. Please share the total volume of agent transactions during the past three months:

A. First month ____________

B. Second month ____________

C. Third month ______________
19. Please share the total value of commissions paid out to agents during the past three months:

A. First month ___________
B. Second month ____________
C. Third month _____________
20. How often does the Institution payout agent commissions?

A. Daily

B. Weekly

C. Monthly

D. Infrequent

E. Other, specify ______________
21. How many master agents does the Institution have? __________(Please write -99 if the Institution does not have master agents)
22. Does the Institution have shared agents with other similar financial service providers?

A. Yes (à SKIP TO QUESTION 24)

B. No
23. Why does your Institution have no shared agents? Please state the reasons____
24. Does your Institution have a customer care strategy/complaint mechanism?

A. Yes

B. No

Agent Network Management

25. Who manages the Institution’s agent network? (Multiple answers possible)
A. Institution itself

B. Master agents

C. Third-party providers

D. Other, specify __________

26. What tool does the Institution use to collect data from agents?

A. Paper-based forms

B. Excel

C. Dedicated agent management CRM

D. Other specify ______________

27. What data does the Institution look at to monitor its agent network? (Multiple answers possible)
A. Agent dormancy

B. Number of transactions

C. Value of transactions

D. Type of transactions

E. Number of new customers onboarded

F. Revenue generated

G. Agent density

H. Level of e-float

I. Trends in activity 

J. Other, specify _________________

28. At what level is the agent's operation data analyzed and monitored? (Multiple answers possible)
A. Total numbers

B. By geography, specify: _______

C. Highest/lowest performing agents, specify: _______

D. By gender
E. Other, specify ______________
29. What actions do the agents' operation data inform? (Multiple answers possible)
A. Onboarding strategy of agents' new agents in specific areas

B. Campaigns for reactivation of dormant agents 

C. Campaigns for increasing agent activity

D. Directions to the sales team to engage with specific agents 

E. Identify training needs of agents

F. Identify liquidity needs of agents

G. Other, specify __________

H. None
30. Does the Institution conduct analysis on the P2P corridors?

A. Yes

B. No à SKIP TO QUESTION 33
31. Do the findings inform the Institution’s go-to-market/agent expansion strategy?

A. Yes

B. No

C. Not clear

32. Does the Institution conduct other analyses to inform its expansion strategy?

A. Yes, please specify:

B. No

C. Do not know
33. How are your agents managing their liquidity? (Multiple answers possible)
A. Travel to a branch office

B. Sales team replenishment

C. Motorized cash replenishment support provided by the Institution

D. Replenishment by master agent

E. Replenishment from another agent

F. Overdraft/credit line 

G. Other, specify ____________

34. Liquidity management: Does the Institution face more challenges with managing agents’ level of e-float or cash?

A. E-float

B. Cash

C. Liquidity is not a challenge

D. Both cash and e-float liquidity management are equally challenging

E. No clear

Agent Onboarding and Training

35. Who will board new agents for the Institution? (Multiple answers possible)
A. Headquarter staff

B. Branch staff

C. Field-based sales team

D. Master agents

E. Third-party providers

F. By partnering with large FMCG and distribution companies

G. Other specify _________

36. What tool does the Institution use to onboard new agents?

A. Paper-based forms

B. Excel

C. Dedicated agent management CRM

D. Other specify __________

37. What criteria are considered in agent onboarding? (Multiple answers possible)
A. Age

B. Sex

C. Education level

D. Location in an underserved area

E. Proximity to economic centers

F. Other, specify _______________

38. What percentage of new onboarded agents is still active after 6 months? (Please write -99 if the Institution does not collect or monitor this information.)
A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80% 

39. What percentage of new onboarded agents remain active after 12 months? (Please write -99 if the Institution does not collect or monitor this information.)
A. below 10%

B. 11-20%

C. 20-40%

D. 40-60

E. 60-80%

F. over 80% 

40. Who trains the agents? (Multiple answers possible)
A. Headquarter staff

B. Branch staff

C. Field-based sales team

D. Third-party providers

41. How are agents trained? 
A. Virtually – IVR, call center, SMS, etc.

B. In person - On-site 

C. In person - Off site

D. Other specify ____________

42. When are agents trained? (Multiple answers possible)
A. When they are onboarded

B. With the release of a new product

C. When they request new training

D. When they are not performing well

E. With regular intervals – once a year or more

F. Irregular, random

G. Other, specify __________

43. Does the Institution provide refresher training for agents?

A. Yes – regular

B. Yes – sporadic 

C. No

44. Who is responsible for branding the Institution’s agents? (Multiple answers possible)
A. The Institution

B. Agent

C. Master agent

D. Do not know

E. Other specify _____________

45. How does your Institution promote the agents to increase footfall and revenues? 

A. Advertisement campaign at agent location

B. Roadshows including agents

C. Local TV and radio advertisements

D. None

E. Other specify ____________

Agent management strategy

46. Within your Institution, how many people are dedicated to agent network management? 

A. Headquarter: _________

B. District: _____________

C. Branches: ___________

D. Field-based sales team: _____________

47. Would you consider the digital financial services you offer currently to be commercially sustainable? (i.e. generating enough revenue to cover the operating costs)

A. Yes

B. No
C. Do not know
48. Does the institution face challenges in implementing agent banking?

A. Yes

B. No

49. If yes to Q 48, what challenges does your Institution face in expanding or improving its agent network? Please rank them 1-5 in order of importance.

	Rank
	Challenge
	

	
	None
	

	
	Lack of financial resources
	

	
	Limited MNO network coverage in rural areas
	

	
	Lack of access to electricity in rural areas
	

	
	Low financial and/or digital literacy
	

	
	Security concerns
	

	
	Insufficient tools to monitor agent performance
	

	
	No viable business model to expand to rural areas
	

	
	 Limited technical and organization capacity at the Institution
	

	
	 Agent liquidity management
	

	
	High agent dormancy
	

	
	Identifying new agents that match the regulatory requirements
	

	
	Other, specify
	


50. What are your Institution’s strategic priorities related to agent network management? (Max. 3. Please list in order of importance.)
A. None

B. Design and roll out new agent management structure

C. Establish partnerships with third-party agent management firms

D. New agent acquisition

E. Increase agent activity

F. Expansion to specific geographies – specify: 

G. Increase agent profitability

H. Add new products and services for agents

I. Other, specify ________

51. In your opinion, what are the areas the Institution needs training or support on to strengthen its agent network? Please rank in order of importance.
A. No need for training/support

B. Agent selection & contracting

C. Agent training & business advice

D. Liquidity management

E. Branding and service monitoring

F. Commissions and reconciliations 

G. Customer care

H. Other, specify

Market Structure of Retail Digital Finance 

Section 1: Agent Banking Models

52. What is the primary model of agent banking in your organization? 

A. Bank-led

B. MFI-led

C. FinTech-led
D. MNO-led
E. Other (please specify) ________

53. What factors influenced your organization's choice of agent banking model?

A. Regulatory requirements

B. Existing infrastructure

C. Technological capabilities

D. Partnership opportunities

E. Cost-effectiveness

F. Other (specify) _______________________________

Section 2: Agent Network Landscape

54. What is the approximate size of your agent network in Ethiopia?

A. Less than 100 agents

B. 100-500 agents

C. 500-1000 agents

D. More than 1000 agents

E. Specify the exact number__________

55. How is your agent network distributed geographically? 

A. Primarily urban

B. Primarily rural

C. Balanced distribution (urban and rural)

D. Other (please specify) _______________

56. What is the ownership structure of your agent network?

A. Solely owned by your organization

B. Joint venture with other financial institutions

C. Franchises or partnerships

D. Other (please specify) ________________

57. What factors have influenced your organization's decision to expand or contract its agent network?

A. Market demand

B. Regulatory changes

C. Profitability

D. Competition

E. Technological advancements

F. Other (specify) ____________

Section 3: Financial Services Offered and Consumer Choice

58. Which of the following financial services are offered through your agent banking channels?  (Multiple answers possible)
A. Deposits

B. Withdrawals

C. Money transfers

D. Bill payments

E. Loans

F. Insurance

G. Other (please specify) __________________

59. What factors do consumers consider when choosing an agent banking service provider? 

A. Convenience of location

B. Fees and charges

C. Reputation and trust

D. Range of services offered

E. Technological capabilities

F. Customer service

G. Other (please specify) _______________

60. How do you measure the satisfaction of your agent banking customers? 

A. Customer surveys

B. Complaint tracking

C. Net Promoter Score (NPS)

D. Do not know

E. Other (please specify) ________________

Section 4: Market Structure and Competition

61. How would you describe the competitive landscape of agent banking in Ethiopia?

A. Highly competitive

B. Moderately competitive

C. Low competition

D. Monopolistic

E. Do not know

F. Other (specify) ____________________

62. What are the major factors driving competition in the agent banking market?

A. Price competition

B. Product innovation

C. Geographic expansion

D. Customer service

E. Do not know

F. Other (Please specify) _________________

63. How has the entry of new players (e.g., fintech companies/MNO) impacted the agent banking market?

A. Increased competition

B. Led to product innovation

C. Increased consumer choice

D. Had little impact

E. Do not know

F. Other (Please specify) __________

Management Incentives and Agent Sustainability 

Section 1: Agent Incentives

64. How long has your organization been involved in agent banking in Ethiopia?

A. ________years

B. Less than 1 year

C. 1-2 years

D. 2-5 years

E. More than 5 years

65. What is the primary incentive structure for agents in your institution?

A. Fixed salary

B. Commission-based
C. Fixed salary with commission
D. Bonuses
E. Training and support
F. Other (please specify) _____________

66. How effective are these incentives in motivating agents to perform well?

A. Very effective

B. Somewhat effective

C. Neutral

D. Somewhat ineffective

E. Very ineffective

F. Do not know

67. How frequently are agent commissions paid?

A. Monthly

B. Quarterly

C. Annually
D. Other (please specify) __________

68. Are there any performance-based incentives in addition to base commissions? 

A. Yes
B. No
C. Do not know

69. If yes, please describe the performance-based incentives.

70. How do the average agent banking incentives vary based on the type of product or service sold in Ethiopia, specifically for the following products and services:

A. Financial services: Savings, deposits, loans, remittances, insurance

B. Utility payments: Electricity, water, telecom

C. Government services: Taxes, fees, permits

D. Merchant payments: Point-of-sale transactions

E. Other services: Mobile money transfers, airtime top-ups, bill payments
71. Are there any regional or geographic variations in agent incentives within your institution? 

A. Yes

B. No

C. Do not know

If yes, please explain.

Section 2: Agent Sustainability

72. What are the primary challenges faced by agents in terms of profitability?

A. High operating costs
B. Low transaction volumes
C. Inefficient product offerings
D. Lack of training and support
E. Do not know
F. Other (please specify) _____________

73. How does your institution address the challenges faced by agents?

A. Providing financial assistance
B. Offering training and development programs
C. Implementing cost-reduction measures
D. Expanding product offerings
E. Do not know
F. Other (please specify) ____________________

74. How do you measure the sustainability of your agent network?

A. Agent retention rate
B. Transaction volume growth
C. Profitability of agents
D. Network expansion
E. Do not know
F. Other (please specify) _______________

75. Are there any specific initiatives in place to ensure the long-term sustainability of your agent network? 

A. Yes

B. No

C. Don't know

76. If yes to Q 75, please describe

Stylized Facts of the Agent Networking Ecosystem in Ethiopia 

This section aims to gather information about the agent networking ecosystem in Ethiopia. Your responses will help us understand the performance metrics, digital payments landscape, customer segmentation, transaction volume, service offerings, and agent incentives within this ecosystem.

Section 1: Agent Network Performance

77. How would you rate the overall performance of agent networks in Ethiopia?

A. Excellent

B. Good

C. Average

D. Poor

E. Very Poor

F. Do not know

78. What is the average transaction volume per agent per day?
A. Less than 10

B. 10-20

C. 21-30

D. 31-50

E. More than 50

F. Do not know
G. Average value_____
79. What is the average transaction value per agent per day?

A. Less than $10

B. $10-$20

C. $21-$30

D. $31-$50

E. More than $50

F. Average value_____

G. Do not know

80. What is the average agent activation/dormancy rate per month?

A. Less than 5%

B. 5-10%

C. 11-15%

D. 16-20%

E. More than 20%
F. Average value______
G. Do not know

Section 2: Digital Payments Landscape

81. What is the estimated mobile money penetration rate in Ethiopia? (to be estimated from secondary data)
A. Less than 50%

B. 50-60%

C. 61-70%

D. 71-80%

E. More than 80%
F. Average value______-
G. Do not know

82. How would you rate the acceptance of digital payments by merchants in Ethiopia?

A. High

B. Moderate

C. Low

D. Very Low

E. Do not know

Section 3: Customer Segmentation

83. Which of the following segments are the primary users of agent banking services in Ethiopia?

A. Rural population

B. Unbanked adults

C. Women

D. Urban population

E. Businesses

F. Do not know

Section 4: Transaction Volume and Services

84. Which of the following services are most frequently offered by agents (multiple answers possible)?

A. Cash-in

B. Cash-out

C. Bill payments

D. Remittances

E. Mobile money transfers

F. Do not know

G. Others (please specify) ___________

85. What are the average customer fees for the most common agent banking services in Ethiopia?

For cash withdrawals: 

A. 1-3% of the withdrawal amount

B. 5-7% of the withdrawal amount

C. 10-15% of the withdrawal amount

D. Other, specify_____

Cash deposits: 

A. No fee

B. 1-2% of the deposit amount

C. 3-5% of the deposit amount

D. Other, specify_____

Bill payments: 

A. 1-2% of the bill amount

B. 3-5% of the bill amount

C. 5-10% of the bill amount
D. Other, specify_____
Money transfers: 

A. 1-2% of the transfer amount

B. 3-5% of the transfer amount

C. 5-10% of the transfer amount
D. Other, specify_____
Mobile money transfers: 

A. 1-2% of the transfer amount
B. 3-5% of the transfer amount
C. 5-10% of the transfer amount
D. Other, specify_____

Section 5: Agent Incentives

86. How would you rate the level of variation in agent incentives across different financial institutions?

A. High

B. Moderate

C. Low

D. Very Low

E. Do not know
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