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SUMMARY  

 

The purpose of this study is to explore the current digital payment methods 

that are being used in the banking industry; changes in technology; financial 

education; poor infrastructure in villages; crime and how it discourages 

potential customers from opening banking accounts. To date very little 

research has been conducted into factors which influence consumer adoption 

of cashless banking and therefore there is a need for a study such as this. 

  

This study also explains the methodology used in conducting 60 interviews on 

unbanked customers, 40 banked customers and 10 project managers to obtain 

primary information for this study. This study presents both the results of the 

interviews and the analysis of these results, with graphs and figures to 

determine the extent that the factors studied influence customer adoption of 

cashless banking. The factors influencing the unbanked customers from 

owning a banking account in the South African context were identified. These 

were demographic factors such as age, income, educational level and 

occupation, all of which have an impact on a consumer’s adoption of cashless 

payment systems.  
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1 Chapter 1  Introduction 

 

1.1 Introduction  

 

The methods we use to transact in order to pay for goods and services these 

days have changed over the years to a point where we have recently seen an 

evolution of electronic payments (SwitchPay 2014). Payment methods started 

with a bartering system. The barter system is an old method of exchange. This 

system has been used for centuries and long before money was invented, 

people exchanged goods and services for other goods and services in return 

(Mint, 2015). The history of bartering dates all the way back to 6000 BC. It 

was introduced by the Mesopotamia tribes - where people exchanged goods 

and services for other goods and services in return – and no money was 

involved in those deals (Mint, 2015). 

 

Bartering had several problems, most notably that it required a coincidence of 

wants. Then commodity money started, based on the idea that the commodity 

had a specific value to it. Later coins and paper money were introduced as a 

medium of exchange to facilitate buy and sell (Singh, 2015).  The use of 

Cheque books as a form of payment grew drastically in the banking industry 

during the 1900’s to the 2000’s. Using cheques as a means of payment was 

viewed as a status symbol, however the introduction of Credit and Debit cards 

has seen a huge decline in the usage of cheques. Cheque usage by customers 

was declining by an average of 15% year-on-year as customers switched to 

alternative payment methods (Kamungha, 2012). In the year 2011 electronic 

devices such as mobile phones and tablets started to be accepted at a point-

of-sale which accelerated the quickness of innovation and this has reshaped 

the course of payments (Mint, 2015). 
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1.2 Research problem 

 

The underlying challenge in the banking industry is that, the majority of people 

in South Africa do not have banking accounts (I net bridge, 2012). According 

to I net bridge (2012) currently about 23.5% of the South African population 

do not have access to financial products. These people keep cash in a safe 

place at home and borrow from friends. There are many factors to consider 

when asking why this portion of the population continues to store their money 

under their mattresses every month. The reasons being identified on why these 

large numbers of unbanked customers do not have banking accounts are as 

follows: 

 Bank operating hours  

 FICA documentation required to open a bank account  

 Technology changes in payment systems  

 Poor infrastructure  

 Financial education  

 Crime  

South Africa currently has a population of 55 million and so far it boasts 76% 

mobile phone subscriptions (Worldometers.info, 2016). According to Strydom 

(2015) in South Africa an estimated 10 million households earn less than 

R3000 a month and of these people, 66% do not have bank accounts. Banks 

have introduced mobile apps that allow users to make money transfers from 

person to person and to purchase electricity. 

The research will focus on the issues that lead to these 66% of unbanked 

customers not opening bank accounts. 
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1.3 Research Aim and Objectives  

 

1.3.1 Research Aim  

 

This study will explore the current digital payment methods that are being used 

in the banking industry, changes in technology, financial education, FICA 

documentation, poor infrastructure in villages, crime and how it discourages 

potential customers from opening banking accounts. The research will also 

examine product development, if it can be aligned with the current technology 

used within the bank by evaluating the value it can create for the bank and 

attract unbanked customers.      

 

1.3.2 Research Objectives  

 

The following theoretical objectives were developed; 

1. To investigate how changes in technology affect unbanked customers. 

2. To explore how FNB can link new products that can meet the unbanked 

customers with technology used today. 

3. To investigate the existing payment methods that exist within the 

banking industry locally. 

4. To Investigate how FICA documentation hinder unbanked customers 

from opening banking accounts.  

5. To investigate how the influence of crime within the banking industry 

affects unbanked customers. 

6. To determine how financial education influences unbanked customers 

especially in rural areas. 
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7. To make recommendations to decision makers on how to use the latest 

technology e.g. Cellphone biometric technology offered by Visa and 

Master card to  meet unbanked customers’ needs. 

 

1.4 Assumptions made concerning the research issue 

 

There are certain fundamental or core dynamics, namely, innovation, 

consumerization of IT and managing costs, that govern progress across the 

technology industry and result in technology, product, business model shifts 

and other strategic responses for our clients. FNB refer to these core dynamics 

as the trend to effective business transformation.  

There  is a growing interest in these dynamics with innovation being recognized 

as the key element affecting the dynamics of industries and the rate of entry, 

survival and growth of firms (Malerba, 2005). 

 

A successful innovation strategy supports the company's vision and 

capabilities. It combines organic innovation with gaining and co-creation, 

resulting in a broad and deep capability (Gautam, 2001).  

This research will focus on, or target, unbanked customers and its aim is to 

link a payment method with an innovative idea that will assist in addressing 

the following: 

 

 Identify potential target market for the bank  

 Assess current innovation strategy and operating model aimed at 

a specific target market  

 Crimes that lead to potential customers not using banks to save 

their money  
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 Access to latest technology platforms for all - even non FNB 

customers 

 

1.5 Delimitations of Study 

 

The researcher chose to investigate technology trends and product 

development environment as he find it more valuable to the bank, however 

this is not popular and might be limiting in terms of literature that currently 

exists on this topic. 

Also, acquiring information about processes followed when a new product is to 

be introduced to the market.   

 

1.6 Research Question(s)  

 

What are the most common reasons for unbanked customers not to have a 

banking account?  

 What data sources and methods of data generation are potentially 

available or appropriate for payment systems? 

 What is the nature of reality and customer behaviour?  

 How do changes in technology affect unbanked customers? 

 How does poor infrastructures affect unbanked customers? 

 How does financial education influence potential customers? 

 How does the National Credit Act (NCA) and Financial Intelligence 

Center Act (FICA) affect unbanked customers? 

 How do bank operating hours affect potential unbanked 

customers?  
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1.7 Literature Review 

 

1.7.1 Technology changes  

 

Technology progress in the financial industry is changing the way consumers 

bank. Consumers demand more efficiency and a payment system that will 

continue to become simpler and more accessible, however these advances 

occur quickly (Performancesolutions, 2015). The research in technology 

changes will explore the following changes affecting unbanked customers: 

 

 Open application programming interface 

 Crowd-sourced identity schemes 

 Open source hardware and applications 

 

1.7.2  Poor infrastructure in Villages  

 

It has been said that one of the main reasons for a large unbanked population 

in Africa is geographical inaccessibility and poor infrastructure with many of 

the unbanked living in remote rural areas. This, combined with the high cost 

of banking services and a lack of financial education and understanding, 

creates very high barriers to banking for poor rural populations (Calleo, 2014). 

This research will focus on how bad and good infrastructure affects potential 

customers.    
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1.7.3 Financial Education  

 

In  view  of  the  FSC’s requirement  that  banks must  focus  on  providing 

ground-breaking and accessible means to bank the rural mass market, an 

important consideration is what  type  of interaction should take place. Personal 

interaction, remote interaction or a combination of these? (Coetzee, 2009). 

This study will focus on how financial education affects the customers, which 

leads to these people not having banking accounts.   

 

1.7.4 FICA Documentation  

 

The Financial Intelligence Centre Act (FICA) has been in operation since 2003. 

In order to open an account, buy something on credit, invest money or take 

out a life assurance policy, the consumer need to provide the Financia 

institution with identity document and proof of home address (PSG, n.d.). The 

researcher will investigate how FICA documentation impact  unbanked 

customers form opening banking accounts.  

 

1.7.5 Crime  

 

According to a World Bank paper, less than a quarter of adults in Africa have 

an account with a formal financial institution and that many adults in Africa 

use informal methods to save and borrow. Similarly, the majority of small and 

medium enterprises in Africa are unbanked and access to finance is a major 

obstacle (Nnamdi Oranye, 2014). The research will explore how cyber crime 

and bank robberies influence unbanked customers to open bank accounts. 
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Literature review will provide the audience with knowledge and understanding 

of Information Technology in terms of different systems used in the banking 

industry and different types of payment methods that are dependent on these 

systems. This research will also intensively investigate how poor infrastructure, 

crime and financial education affect unbanked customers. Lastly, the process 

followed when developing a new product within the banking industry.   
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1.8 Technology changes   

 

The rapid development of new technology and the changing landscape of the 

online world have changed the way we work and, for many, where we do our 

work from (Michael Hall, 2008).This literature review will scrutinize the current 

payment systems and technology used by the banking industry and, also, this 

part of the review will detail how payments and products have evolved 

throughout the years till the present. 

 

1.9 Product Development  

 

The literature review on product development will investigate and detail the 

current process followed in the banking industry when a new product is about 

to be introduced to the market. Intense competition in today’s retail 

marketplace means that financial institutions must seek every advantage to 

gain share. Whilst innovative products can often provide that edge, the key to 

long term success is to produce a constant stream of innovations so gains are 

consistent and repeatable (Uniglobal Research, 2006). According to PWC , it 

has acknowledged that Information Technology (IT) has become an integral 

part of doing business today, as it is fundamental to the support sustainability 

and growth of organizations (Corporate Governance - King III report - 

Introduction and overview, n.d.). IT cuts across all aspects, components and 

processes in business and is therefore not only an operational enabler for a 

company, but an important strategic asset which can be leveraged to create 

opportunities and to gain competitive advantage (Candorsolutions, 2009). This 

study will look at product development from the start of the process 

(idea/innovation, analysis, development and implementation) to the end. 
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1.10  Poor infrastructure in villages 

 

The literature review on poor infrastructure in villages will investigate to what 

extent infrastructure affects the banking industry. An established body of 

research shared their view on this issue by identifying that, in many of the 

least developed countries (LDC’s) the rural financial market is often 

fragmented and unable to meet the finance needs of the rural population 

especially on investing. (D. Pearce, 2009).  

 

1.11  Financial education  

 

Financial literacy encourages villagers to use the existing resources available 

to them and the opportunities that have not yet been exploited in the local 

market. It also aims to protect consumers from aggressive money lenders who 

may exploit the borrower’s lack of financial knowledge and literacy. 

Tabata (1980) the author of the book Education for Barbarism, shared his view 

around education especially for people who are living in villages. He stated 

that, before the introduction of Bantu education the Blacks were subjected to 

what was known as native education. This meant inferior institutions, poor 

conditions and pitifully low allocation. He further illustrated that it is important 

to bear in mind that both their opportunities in life or the sphere in which they 

live were defined by the oppressor. By defining this frame of reference, the 

oppressor made choices for the oppressed (Tabata, I, p6).  Ignacio Mas further 

states that, “The poor don’t know how to use formal financial products” and in 

most cases they end up over-borrowing (Ignacio Mas. 2013). The literature 

review on financial education will investigate how financial knowledge affects 

or influences decision making of the unbanked customers.  

http://blogs.worldbank.org/team/ignacio-mas
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1.12  Crime    

 

Lisa Steyn stated that, South African banking executives are highly concerned 

about costs of fighting fraud and economic crime (Lisa Steyn, 2012). On the 

other hand businesses within South Africa are vulnerable to encountering all 

types of crime including robbery and fraud. Due to the horrific scenario that 

South Africa is facing, many businesses fear entering the country, thereby 

preventing international business from flourishing. The high crime rate in 

South Africa is due to income inequality and reduced barriers in crime since 

the new South African democracy formed. This section of literature review will 

identify gaps that lead unbanked customers to not opening banking accounts.  

 

1.13  Research methodology (Qualitative)  

 

A research methodology is understood as a framework with a particular set of 

assumptions that is used to conduct the research. Therefore, For the purpose 

of this study the following research questions are raised and the causal 

questions methodology will be employed to answer these relevant questions:  

 What data sources and methods of data generation are potentially 

available or appropriate for payment systems? 

 What is the nature of reality and customer behaviour?  

 How do changes in technology affect unbanked customers? 

 How does poor infrastructures affect unbanked customers? 

 How does financial education influence potential customers? 

 How does the National Credit Act (NCA) and Financial Intelligence 

Center Act (FICA) affect unbanked customers? 

 How do banking operating hours affect potential unbanked 

customers?  
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The research design establishes the groundwork for the entire research. The 

design of this study is going to be qualitative in nature and explanatory 

Research method will be used. According to Kowalczyk, the explanatory 

research attempts to connect ideas to understand cause and effect, meaning 

researchers want to explain what is going on. Explanatory research looks at 

how things come together and interact (Devin Kowalczyk, 2013).  

For this research study the appropriate or “tentative” data collection method 

will be small-scale interviewing (Questionnaire), Observation, Recorded 

information and Interviews, data type being qualitative. 

The research design will discuss the following areas: 

1) Banked and unbanked customers survey questionnaires: will let the 

researcher have more knowledge and understanding of problems that 

are encounted by customers  

2) Secondary Research: reviewing all previous research and strategies’ 

studies taken and learning from their results 

3) Expert Surveys: will allow the researcher to gain information from 

specialists i.e. product development field to gain more knowledge about 

the research topic  

4) Open-Ended Questions: All open-ended questions in the survey will 

be investigative in nature 
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1.14  Proposed Structure of Study  

 

The research will be structured as follows: 

 

1.14.1 Chapter 1 

 

This chapter outlines the background, problem statement, purpose of the 

study, research questions, research aims and/or objectives.  

 

1.14.2 Chapter 2 

 

This chapter will provide an overview of the South African banking industry, IT 

systems used by banks and payment systems.    

 

1.14.3 Chapter 3 

 

This chapter will detail the research methodology 

 Small-scale interviewing (Questionnaire) 

 Observation 

 Recorded information  

 One-on-one Interviews 
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1.14.4 Chapter 4 

 

This chapter will issue the research findings and results that will be analysed 

 Data collection 

 Data analysis 

 Ensuring credibility 

 Data Presentation 

 

1.14.5 Chapter 5 

 

The final chapter will provide the summary of the findings. It will further outline 

how the findings could be addressed by providing recommendations. 

 

1.15  Chapter Summary 

 

Chapter 1 has outlined the background of the study, problem statement, 

purpose of the study, delimitations of the study, research questions, research 

aims and objectives. The chapter also has an overview of the proposed 

structure of study. 
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2 Chapter 2 Literature Review 

 

2.1 Introduction  

 

There is an extensive amount of literature on changes in technology, cyber 

crimes, regulations in the banking sector of South Africa and financial 

education. However, there is a lack of literature on poor infrastructure in 

villages and good infrastructure in terms of how it affects the banking industry.  

 

So far, there are no substantial studies that have been undertaken, which 

address the potential banking customers (unbanked) and product development 

that can satisfy and lure this target market using modern technology offered 

by banks. The reason is obvious that technology is still new in some parts of 

South Africa and also urbanisation has a huge impact in this developing 

country.  

Other researchers have written generally about mobile payment systems, 

legislations and challenges around mobile money transfers. Advancement of 

ICT’s industry has also sparked a huge demand for research on how rapid 

changes in technology affects the banking industry.  

 

This chapter will reassess the literature that is relevant to the study with the 

purpose of exploring research work and other secondary data useful to the 

study. This chapter examines what other researchers have said about 

unbanked customers. The aim is to provide an understanding of the existing 

literature on payment systems, changes in technology, cyber crimes, the 

impact of poor infrastructure in villages and financial education in order to 

answer the proposed research questions. 
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2.2 Theoretical Framework  

Literature Review Matrix 

Overview of Banking sector in South Africa 

Regulations compelling banks to serve the 

Unbanked  

Advantages and Disadvantages for serving 

the Unbanked    

Theoretical Framework  

Financial Education  

Crime 

Poor Infrastructure vs Good Infrastructure 

Technology Changes

Payment Systems
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2.3 Overview of banking sector in South Africa  

 

According to the Banking Association South Africa (BASA), South Africa has a 

well developed and proactively regulated banking system which compares 

positively with those of industrialised countries. The South African banking 

sector has, as a result, attracted a lot of interest from abroad with a number 

of foreign banks establishing offices in the country and others acquiring stakes 

in major South African banks. Currently the South African banking sector is 

comprised of 17 registered banks, two mutual banks, 14 local branches of 

foreign banks, two cooperative banks and 43 foreign banks with approved local 

representative offices (Banking.org.za, 2016). This sector represents 

approximately 10,5 % of Gross Domestic Product (GDP) with  assets to the 

value of over R6 trillion.   

Banks administer payment systems through the execution of customers’ 

payment instructions by transferring funds between accounts. There are four 

major South African banks, which are First National Bank (FNB), Standard 

Bank, Nedbank and Absa and they have produced commendable results for 

the second half of 2015 (Steyn, 2016). However, there are challenges in this 

sector in terms of catering for unbanked customers with their new innovative 

banking ideas. South African banking wealth was hit particularly hard, with tier 

1 capital dropping by 20% over the past 12 months from R27 billion in 2015 

to R21.6 billion in 2016. The reason can be summarized by the fact that these 

major four banks have suffered in the rankings largely as a result of the 

depreciating rand (Gabriel, 2016). 

Also, one interesting feature of the South African data according to World Bank 

is that relatively few firms rated the constraints as major or very severe. Only 

about 35 percent of firms rated the biggest constraint, worker skills, as a 

serious problem and less than one in five enterprises, far fewer than in most 

countries, rated most obstacles a serious concern. By comparison 85 percent 
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of firms in Brazil said that tax rates were a major problem and 74 percent of 

firms in Kenya said that corruption was a major problem. The findings suggest 

that enterprise managers in South Africa are not overly concerned about any 

area of the investment climate. However, four areas of the investment climate 

- worker skills, macroeconomic instability, labour regulations and crime - stand 

out as particular problems (Clarke, 2007).  

Access:  

The criteria set out to have a bank account and the current economic situation 

leaves a lot of the previously unbanked masses still without an account (except 

for the Mzansi account which also limits balances on the account) 

Capitec is by far more accommodating to the previously unbanked, by offering 

products that offer ease of access. 

Charges:  

Generally all SA banks charge very high debit interest charges and yet only 

afford you a non-significant interest if you leave your money with them. (This 

is the argument advanced by the public who often find Ponzi schemes that 

promise attractive interest as a viable alternative.) 

Charges are often not fully comprehensible, if at all. 

Innovation:  

FNB is seen as the bank at the cutting edge of technology, bringing more 

innovative products that are game changers in banking. As we say ‘Banking as 

unusual’. Other banks trail behind. 

Standard bank is however at the forefront of stable core banking system by 

replacing its legacy platform with the SAP for their enterprise resource planning 

(ERP). This will ensure that the bank remains relevant and in tandem with 

technological developments in the banking sector. Absa has also followed suit, 

however not to the same degree. 
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Absa’s Pebble has been viewed as the game changer for SME that required an 

innovative and easy way to make and receive payments 

Nedbank is not so visible in the consumer space and perhaps has other 

innovations that may be geared at SMEs  

Public sentiments: 

Generally South African banks can hold their own in the world and operate 

governed by sensible policy. (Please note the recent findings against Capitec, 

that has been taken to court over reckless lending) 

They are generally stable (as an example, they were not adversely affected by 

the recent global economic crisis) 

In other circles they are viewed suspiciously, as entities that hold back 

economic transformation in South Africa by their visible lack of financial 

support for SMEs.  

 

2.3.1 Crime  

 

Dr Sirohi, the author who has researched computer crime believes that 

computer crime is nothing more than ordinary crime committed by high-tech 

computers and that current criminal laws on the books should be applied to 

the various laws broken, such as trespassing, larceny and conspiracy (Sirohi, 

2015). Others view cyber crime as a new category of crime requiring a 

comprehensive new legal framework to address the unique nature of the 

emerging technologies and the unique set of challenges that traditional crimes 

do not deal with; such as jurisdiction, international cooperation, intent and the 

difficulty of identifying the perpetrator (Sinrod and Reilly, 2000). 
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Traditionally, computer crime was comprised mainly of trafficking in stolen 

equipment or falsification of records. Although certain types of computer crime 

were possible prior to the introduction of cyberspace, the marriage of computer 

and telecommunications has resulted in an explosion of the crime. Recent 

cases indicate that computer dependency and globalization of communication 

have been exploited by individual, group and government hacking entities 

(Britz, 2004). Dr Britz highlights that implications of computer crime include; 

 Financial losses 

 Personal security  

 Industrial spying 

 Public safety   

 

2.3.1.1 Financial losses  

 

In Japan, investigators have reportedly discovered that a Standard Bank South 

Africa computer system was hacked in a R300 million ATM fraud hit. The bank 

confirmed the incident with the bank having estimated that it lost about R300 

million in the crime. Standard Bank said there had been no financial loss for 

customers in the sophisticated coordinated fraud incident (Businesstech.co.za, 

2016). 

 

2.3.1.2 Personal security  

 

Card cloning is when your bank card’s magnetic strip is copied and then placed 

on a duplicate card. The cloned card can then be used to make purchases at 

point-of-sale devices and where your personal identification number (PIN) has 

also been obtained to make withdrawals from ATMs (Arde, 2015). First 
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National Bank has also been hit by the latest type of fraud scam known as 

phishing. This is a form of fraud where criminals attempt to access customer 

confidential information. This is done either by an email request for information 

or by luring a client to a fake website. In both instances, the fraudster would 

pretend to be from a legitimate company (for example the bank) and would 

ask a client to disclose confidential financial and personal information like 

passwords, credit card account numbers and ID numbers. 

 

2.3.1.3 Industrial spying 

 

According to Seth Mukwevho, industrial espionage or spying easily succeeds 

with the aid of ICT and when there are no proper security measures to prevent 

the stealing of business information. The widespread presence of industrial 

espionage in South Africa could be an indicator that domestic corporate 

security frameworks have consistently failed to neutralise the industrial 

espionage threat (Mukwevho, 2015). According to Hosken, industrial 

espionage is at an all-time high in South Africa, with recent cases in spy cases 

including the one where Al-Jazeera spy cables revealed, among other things, 

the government's concerns about Iran using official and unofficial channels, 

including front companies in South Africa, to beat sanctions. The spy cables 

revealed that blueprints for the Rooivalk helicopter had been stolen by a known 

foreign intelligence agency and there had been theft of missile systems and 

intellectual property at several state-owned enterprises (Hosken, 2015). In the 

banking industry within South Africa the most common industrial espionage is 

where an employee of the bank will obtain customer account information and 

sell it to competitors or to fraudsters. Competitors will use the information in 

"poaching" the clients.  
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2.3.1.4 Public safety   

 

Internal cyber threat is the most damaging to an organization due to the 

insider knowledge that an internal source has of an agency or company. An 

example of an internal employee who caused serious damage to an 

organization is of a police officer that used his inside knowledge of his law 

enforcement organization and its network to steal sensitive information that 

he then exchanged with a foreign power for money.  

 

Electronic Money Laundering and Tax Evasion are two most commonly noticed 

in South Africa. Electronic funds transfers have assisted in covering up and in 

moving the proceeds of crime. Emerging technologies greatly assist in 

concealing the origin of fund gains. Legitimately derived income may also be 

more easily concealed from taxation authorities. Financial institutions will no 

longer be the only ones with the ability to achieve electronic funds transfers 

transiting numerous jurisdictions at the speed of light (Das and Nayak, 2013). 

Examples of Electronic Money Laundering and Tax Evasion in South Africa are 

called Stokvel, Ponzi scheme or pyramid scheme. How these schemes work is 

that the participants derive their income or returns primarily from the 

recruitment of new members. In other words, the returns are not based on 

investments or the selling of any product but on money paid by new people 

joining. The idea is that you offer assistance by paying a joining fee. South 

African law (Consumer Protection Act) classifies any returns 20% above the 

repo rate (7%) as a Ponzi scheme (FinanceFeeds, 2016).   
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2.3.2 Payment systems  

 

In the opinion of the author, SA banks are trailing behind on this part of the 

innovation. In many parts of Africa, as an example, mobile banking is well 

entrenched but the uptake in South Africa is very low. In South Africa we still 

mainly rely on card payments in the industrialised parts of South Africa and 

cash among the unbanked and in under developed remote areas of South 

Africa. The reasonable fear of technology at the back of high incidences of 

fraud still delays technological development in this area of banking. Customers 

use various payment instruments issued by banks to do transactions. These 

transactions include, among other things, cellphone to cellphone money 

transfers and the ordinary purchase of goods and services. According to the 

latest full year results from South Africa’s banking groups, Standard Bank 

currently has the biggest total for assets under management at USD128 billion. 

Standard Bank is also the country’s biggest bank by clients, with operations in 

Africa and in the UK. In second place we have FirstRand which houses First 

National Bank, Rand Merchant Bank and WesBank, followed by Nedbank and 

Absa. 

 

2.3.2.1 Standard Bank (Instant Money and SnapScan) 

 

In 2014 Standard Bank announced the official launch of a mobile payment app 

called SnapScan. Basically, this Standard Bank’s application requires a banking 

customer to have a specific mobile type to transact i.e. the app supports 

selected smartphone users like Android. This mobile payments offering allows 

consumers to pay for their purchases with their smartphones through a 

combination of a Quick Response code and a PIN (Writer, 2014). On the other 

hand, Standard bank also has a money transfer option called “Instant Money”. 

Instant Money allows a customer to send money to anyone in South Africa by 
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just using their cellphone number. Just like buying airtime and loading it on 

your phone, a customer can buy Instant Money vouchers and send them to 

anyone in South Africa to cash them out. For this type of payment option the 

customer does not need to have a bank account and there is no need to fill in 

any forms when sending money to people.  One of Standard Bank customer 

highlighted that, this payment method can be done at some Spars, Cambridge, 

Rhino Cash and Carry stores (Tsikwe, 2016). The costs for sending Instant 

Money voucher is R9.95. There are no charges for cashing out Instant Money 

(Standardbank.co.za, 2016). 

 

2.3.2.2 FNB (eWallet and GeoPay) 

 

First National Bank sees its venture into technology as a way to gain a 

competitive advantage over its rivals. In 2012 FNB won the most Innovative 

Bank in the World award. The award also recognizes a bank that demonstrates 

an ongoing commitment to innovation and the advancement of retail banking. 

Innovation is exhibited through new-to-the-World products or services and 

channel innovations leading to customer satisfaction, loyalty, and having 

significant market and business impact (Memeburn, 2012). 

The eWallet was launched by FNB in 2009. This service offers FNB customers 

the ability to send money to a recipients’ cellphone number (Ndzamela, 2011). 

Also with this eWallet service, users are able to pay funds directly into an 

individual’s bank account at any of the major South African banks, or easily 

make a payment to one of FNB’s pre-loaded beneficiaries such as 

municipalities, Edgars etc. The recipient doesn’t need a bank account to be 

able to access the money sent to them. In addition to withdrawing cash, buying 

prepaid airtime or sending the money to another person, users can also pay 

their bills instantly.  
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The fee that is charged for sending money to someone is R9.95 and standard 

network operator rates apply when using your cellphone. This payment system 

can also be accessible using an FNB ATM, FNB application and online banking. 

 

In 2012, FNB also added a new GeoPay feature to FNB Banking App for 

smartphones. Location based services (LBS) have enabled the bank to offer 

app users the ability to locate ATMs and make cashless person-to-person 

payments. The GeoPay feature locates other active FNB Banking App users 

within a close proximity and gives them the option to make immediate cashless 

payments to each other without having to enter any banking details other than 

the app login pin of the person who is sending the money. You need not be an 

FNB customer to receive money but to make payments you have to be an 

active FNB account holder (Vermeulen, 2012).  

 

2.3.2.3 Nedbank (M-pesa and Send-iMali) 

 

Nedbank is the third largest bank in South Africa, though they are expanding 

into the rest of Africa. Outside South Africa they have a presence in six 

countries in the Southern African Development Community (SADC) and East 

Africa region where they own subsidiaries and banks in Namibia, Swaziland, 

Malawi, Mozambique, Lesotho, Zimbabwe, as well as representative offices in 

Angola and Kenya (Nedbank.co.za, 2016). In South Africa they offer a full suite 

of wholesale banking solutions including investment banking and lending, 

global markets and treasury, commercial property finance, deposit taking and 

transactional banking. In 2010, Vodacom and Nedbank introduced M-pesa 

which allows Nedbank customers to transfer money from one cellphone to 

another without the use of a bank account. They also branded the service as 

safe, fast and easy mobile money system whereby if you are a Vodacom 
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customer you can send money to any cellphone number in South Africa as well 

as receive and withdraw money (Moodley-Isaacs, 2011).  

In 2014 the bank launched Send-iMali. The bank stated that the application 

was basically a cost effective platform in which individuals can send money. 

According to Nedbank, Send-iMali is a fast, safe and easy-to-use solution for 

sending money through a cellphone, Internet or the Nedbank App Suite to any 

valid South African cellphone anytime and anywhere. The person sending 

money through Nedbank Send-iMali is charged a service fee of R9,50 for each 

transaction. If the recipient does not withdraw the money within seven days, 

the money is returned to the sender. (Nedbank.co.za, 2016). 

 

2.3.2.4 ABSA (CashSend) 

 

Amalgamated Banks of South Africa (Absa) Group Limited is one of South 

Africa's largest banks serving personal, commercial and corporate customers 

in South Africa. Absa was formed in 1991 through the merger of UBS Holdings, 

the Allied and Volkskas Groups and certain interests of the Sage Group 

(Ujdigispace.uj.ac.za, 2004). Absa provides banking and financial products and 

services to individual, retail, commercial, and corporate customers primarily in 

South Africa and Namibia. Its individual banking and financial products and 

services include transactional accounts, credit cards, saving and investment 

solutions, prepaid debit cards just to highlight a few.  

The Absa product (CashSend) was introduced in 2008. It is similar to cardless 

transaction options from other banks. This service is available to a customer 

to access via ATM, Internet or cellphone banking. The customer can either 

withdraw funds from their own bank account without using a bank card or 

transfer cash to someone else, even if he or she does not have a bank account. 

Costs: Each CashSend transaction will cost a customer R6.90 plus R1.05 per 
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R100 transferred. Only the person sending the money incurs costs. According 

to Absa, the average CashSend transaction value is R450 and the average 

charge per transaction is about R9 (Absa, 2016). 

 

2.3.2.5 Other types of money transfers  

 

In the opinion of the author, it is evidently clear that payments’ systems have 

evolved over the past few years and Mobile banking is hugely important for 

banks at this stage. Customers can still expect a major revamp in the products 

on offer and the banks are undergoing substantial internal reorganisation to 

deliver these products. In extension to traditional banking, customers have 

witnessed the launching of USSD, Online banking and Cellphone banking to 

the market from the late nineties.  

 

USSD 

 

Unstructured Supplementary Service Data (USSD) is a protocol used by global 

system for mobile communications (GSM) based mobile phones to 

communicate with the network operator’s computer (Viswanathan, 2016). 

South African banks have adopted the use of this service to make banking 

easier for customers. Customers make use of this service to check their 

account balances, do payments to beneficiaries, buy airtime etc. Each banking 

institution has its own unique sequence of short code numbers that customers 

use to access this service e.g. for FNB *120*321#.  
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Online banking  

 

In South Africa online banking has become so widespread that customers 

expect accounts to include free online banking and other international banks 

only operate on the Internet, effectively decreasing overhead costs to offer 

more competitive rates and enjoy higher profit margins (Fnb.co.za, 2016). 

Statistics released by Columinate say that of the 25 million banked South 

Africans, around 14 million have Internet access and just 2.3 million use 

Internet banking services (Fin24, 2015). Online banking is accessible 24/7 and 

customers can access broad banking services ranging from investing, insuring 

and foreign exchange to prepaid products.  

 

Cellphone banking  

 

Customers are able to register for cellphone service via Internet banking 

Automated Teller Machine (ATM) and through call centres. Once the customer 

is successfully registered they are able to make use of the service.  Cellphone 

banking includes the basic transactions: account balance, account transaction 

history, transfers (between accounts), payments to beneficiaries and prepaid 

purchases e.g. cellphone airtime vouchers. 

 

2.3.3  Technology Changes 

 

The continual improvement of technologies and the demand by consumers to 

be able to bank everywhere, anywhere and anytime has forced the banks to 

adapt rather quickly. This has come with its own set of challenges among which 

was the increase in cyber crime. The same has provided much momentum to 
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those who sought to embrace these technological developments like FNB, as 

they become industry leaders.   To fight crime banks have moved from 

magnetic strip cards to chip cards, which not only offer enhanced security by 

means of cryptographic operations among others, but can store more data 

enabling such cards to be leveraged upon for further technological 

developments. The use of biometrics is also in the pipeline, with some banks 

already using some features of this functionality (Oxford, 2016). 

 

2.3.4 Poor infrastructure in villages  

 

One of the main reasons for this large unbanked population in Africa is 

geographical isolation and poor infrastructure, with many of the unbanked 

living in remote rural areas. This, combined with the high cost of banking 

services and a lack of financial education and understanding, creates very high 

barriers to banking for poor rural populations (Paymentsafrika.com, 2014).  

Currently an estimated 45% of South African citizens reside in rural areas 

(Mpofu and Warikandwa, 2014). Most people are scared of technology and still 

trust the ancient way of doing business. This is due to lack of education and 

the infrastructure or resources needed to access such technology. For 

example, Internet Banking (a customer will need a smart phone or a PC with 

Internet connection to be able to transact); the costs of acquiring such gadgets 

make people sceptical; and not forgetting the running costs (banking fees) 

involved on those applications e.g. Data bundles.  

Areas where there's no electricity, cable or aerial network, 3G or Wi-Fi, are 

highly disadvantaged in a way that instead of transacting through the palm of 

your hand they are forced to travel distances to town to access a bank. It 

consumes time and money.  
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In areas where advanced mobile technology cannot reach e.g. Mondlo Section 

C (Vryheid), where there are no mobile communication masts, it goes without 

saying that people there will not be able to enjoy the benefits of banking that 

the Internet provides. FNB as an early adopter, is thus moving towards being 

an ISP as well and this will go a long way towards entrenching this bank in the 

market, especially because of developments in the Internet space. The 

partnership and interdependence between network providers (ISPs) and banks 

will continue, as evidenced by SIM SWAPS where fraudsters use the 

transaction notification system introduced by banks and the ability to perform 

a SIM swap via network providers to defraud a customer.  

 

2.3.5 Financial education  

 

In Africa there is a saying that ‘cash is king’ and while there have been many 

initiatives towards financial inclusion and electronic payments, it is as true now 

as it ever was (Treasurytoday.com, 2013). It is not a myth that the majority 

of South Africans do not save. It is also true that banks do not have attractive 

plans and rewards for those who save. For the past few months or so, one 

advert has been played so frequently on our TV screens and that ad is about 

getting a loan (Capfin bank). Instead of empowering the people our banking 

system provides more platforms that put a person further into debt.  

Lack of knowledge on finances makes people believe it's still safe to 'bank' 

your cash under the beds. Not knowing the benefits of banking at an institute, 

the cost involved and the simplicity in transacting or having full access/control 

of your money makes people vulnerable by always carrying cash. Crime 

(theft), natural disasters (fire, floods) can easily make your stacked hard cash 

disappear in a single incident.  
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2.4 Regulations  

 

Safeguarding of financial system stability requires sufficient information about 

the behaviour of financial market participants, regardless of the institutional 

arrangements (Resbank.co.za, 2016). It remains commendable that South 

African banks adhere and make serious efforts to comply to set regulations. 

The Reserve Bank is responsible for bank regulation and supervision in South 

Africa. The purpose is to achieve a sound, efficient banking system in the 

interest of the depositors of banks and the economy as a whole. Banks Act, 

1990 provides the regulation and supervision of the business of public 

companies taking deposits from the public. Now with SA banks also tapping 

into the mobile money transfer system, banks have to ensure that they comply 

with Electronic Communications and Transactions Act, 2002 and 

Communications Act, 2005 which promotes convergence in the broadcasting 

signal distribution and telecommunications sectors because each bank has its 

unique short codes that are controlled by ICASA. (Acts.co.za, 2016).  

Financial Intelligence Centre Act (FICA), which was spread in all financial 

institutions and whose aim was to limit money laundering remains a flagship 

of a collaborative effort between the government and labour on efforts to 

combat crime. The advent of the National Credit Act (NCA) also brought about 

many changes in the banking sector. These changes gave voice to the 

consumer and continue to ensure that banks are held accountable and are 

responsible in the way that they conduct their business (lending credit, offering 

services such as in insurance and so on).  
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2.5 Advantages and disadvantages of banking the 

unbanked  

 

2.5.1.1 Advantages:  

 

To create a credit profile and thus an ability to secure loans such as in 

purchasing property 

A credit profile is also looked at when applying for a job 

Introduction of cashless banking substantially reduces the cost of 

infrastructure and eliminates the cost of cash handling 

Staffing costs, such as employing fewer staff with lower qualifications and 

offering a lower basic and high commission remuneration structure 

 

2.5.1.2 Disadvantages: 

 

Unbanked masses often earn too little to even leave anything in the account, 

the account may even be withdrawn due to charges, which inadvertently the 

person may close as a result. 

Most of the unbanked do not have fixed residential addresses, no long term 

jobs and no regular payment and thus it is difficult to create products or 

services for them with minimal amount of risk taking 

Limited accessibility to banking if a customer is based in a rural area  
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2.6 Chapter summary  

 

This chapter has reviewed literature that is relevant to the study with the  

purpose of exploring research work and other secondary data useful to the 

study. This chapter has scrutinized what other researchers and scholars have 

said about factors that hinder unbanked customers from banking. The aim was 

to provide an understanding of the current literature on mobile money 

payment systems, cyber crimes, the impact of poor infrastructure in villages 

and financial education, in order to answer the proposed research questions. 
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3 Chapter 3: Methodology 

 

3.1 Introduction 

 

Methodology is important in research because it highlights the different 

milestones the researcher uses to get to the findings. This chapter focuses on 

the methodology used to get to the findings and conclusion of the research 

topic. The methods section describes the rationale for the application of specific 

procedures or techniques used to identify, select, and analyze information 

applied to understanding the research problem, thereby allowing the reader to 

critically evaluate a study’s overall validity and reliability (Kallet, 2004). The 

methodology section of a research paper answers two main questions: How 

was the data collected or generated? And, how was it analyzed? The writing 

should be direct and precise and always written in the past tense. Methodology 

is more simply defined as a technique or a process of doing something (Ojong, 

2005). The methodology chapter encompasses the research design, sampling 

procedure, and data collection instruments as well as data collection 

techniques. 

 

3.2 Type of research 

 

Creswell (2009) defines qualitative research as an approach for exploring and 

understanding the meaning individuals or groups assign to a social or human 

problem, also it allows new issues and concepts to be explored.  The process 

of research involves emerging questions and procedures, data typically 

collected in the participant’s setting, data analysis inductively building from 

particulars to general themes and the researcher making interpretations of the 

meaning of the data. The underlying principle for using a qualitative approach 
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in this research is to explore and express the opinion of unbanked customers 

on their view of having a bank account. A qualitative approach is appropriate 

to capture the opinions of both experts in the field of banking and unbanked 

customers regarding owning a bank account. 

Due to the nature of the research problem, it is imperative that the research 

takes a qualitative form. Qualitative research refers to any kind of research 

that produces findings not arrived at by means of statistical procedures or 

other means of quantification. Qualitative research can give intricate details of 

phenomena that are difficult to convey with quantitative methods (Strauss and 

Corbin, 1990). The qualitative approach to data collection as opposed to 

measurement of people’s views is focused on interpretation of meaning 

(Ojong, 2005). Given that the aim of the study was to explore the factors that 

hinder unbanked customers from banking, the qualitative approach is 

appropriate.  

Hammersley (1990), an advocate for qualitative research, argues that 

conceptualising the social world in terms of variables and the relationships 

among them abstracts away the character of social life and produces distorted, 

inconclusive, irrelevant, banal, or even plainly, false results. Hammersley 

suggests that if we are to understand the social world, rather than aping the 

natural sciences, we must attune our methods of inquiry to its nature. This 

necessitates the importance of qualitative research, particularly for this study 

as it is positioned in the social world and the relationships, ideas and views of 

entrepreneurial life must be given meaning so as to bring about interpretation, 

rather than quantified (Hammersley,1990). 

Although, the qualitative approach is often regarded as an easy way of carrying 

out a study, Leedy (1993) states that qualitative research is not slovenly, 

undisciplined, soft research; but creative scholarship at it best. The reason for 

this is that converting ideas and concepts to verbal forms is an exhausting 

process that demands as much intellectual ability as methods of quantification. 
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Qualitative research is significant because it attempts to uncover social reality 

that would, by no other means, be possible. Moreover qualitative research 

allows the researcher to conduct research in the natural setting of social actors. 

This allows the researcher to study their subjects in their natural setting 

without obstructing their actions and activities. Such research gives the 

researcher the opportunity to study events, actions and activities as they occur 

(Ojong, 2005). This is particularly crucial to the study on unbanked customers 

as the researcher may have the unique opportunity to witness and study some 

of the challenges of unbanked customers. Furthermore, by studying through 

the lens of the unbanked customers and project managers, the qualitative 

researcher produces findings which are relatively unbiased and truthful. This 

makes qualitative research credible in generating hypotheses and theories 

(Strauss and Corbin, 1990). One shortcoming of qualitative research, however, 

is that it makes use of a small sample, which increases the difficulty of 

generalising its results (Strauss and Corbin, 1990)  

 

3.3 Research paradigm 

 

Interpretivists avoid non flexible structural frameworks such as in positivist 

research and adopt a more personal and flexible research structure 

(Edirisingha, 2012). The interpretivist researcher enters the field with some 

sort of prior insight of the research context but assumes that this is insufficient 

in developing a fixed research design due to the complex, multiple and 

unpredictable nature of what is perceived as reality (Ozanne and Hudson, 

1988). The main goal of the interpretivist is to understand the meaning of the 

social situation  from  the  point  of  view  of  those  who  live  it.  The  inquirer  

must interpret  the  event,  understand  the  process  of  meaning  construction 

and reveal what meanings are embodied in people’s actions (Schwandt, n.d.).  
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Before research paradigms are elucidated and the study is located in a specific 

paradigm, it is beneficial to the study to explicate the terms epistemology 

ontology. 

Epistemology is the philosophy of knowledge or how we come to know 

(Trochim, 2000). Ontology, on the other hand involves the philosophy of reality 

(Krauss, 2005). The discussion can now be moved to research paradigms and 

their relationship with the above terms. 

In the positivist paradigm, the object of the study is independent of 

researchers; knowledge is discovered and verified through direct observations 

or measurements of phenomena; facts are established by taking apart a 

phenomenon to examine its component parts (Krauss, 2005). The naturalistic 

view, an alternative notion, states that knowledge is established through the 

meanings attached to the phenomena studied; researchers interact with the 

subjects of study to obtain data; inquiry changes both researcher and subject 

; and knowledge is context and time dependent (Coll and Chapman, 2000). 

Qualitative and quantitative researchers operate under different 

epistemological and ontological assumptions. Epistemologically, qualitative 

researchers believe that the best way to view any phenomenon is to view it in 

its context. Ontologically, qualitative research does not assume that there is a 

single unitary reality apart from our assumptions (Krauss, 2005). In general, 

qualitative research is based on a relativistic, constructivist ontology that 

assumes that there is no objective reality (Krauss, 2005). Therefore, since it 

has been said that this study is one of a qualitative nature, it follows that it is 

located in the naturalistic, constructivist paradigm.  
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3.4 Case study 

Shuttleworth (2016) states that the case study has been especially used in 

social science, psychology, anthropology and ecology. This method of study is 

especially useful for trying to test theoretical models by using them in real 

world situations. For example, if an anthropologist were to live amongst a 

remote tribe, whilst their observations might produce no quantitative data, 

they are still useful to science. Basically, a case study is an in depth study of 

a particular situation rather than a sweeping statistical survey. It is a method 

used to narrow down a very broad field of research into one easily researchable 

topic. Whilst it will not answer a question completely, it will give some 

indications and allow further elaboration and hypothesis creation on a subject. 

Shuttleworth (2016) further states that Some argue that because a case study 

is such a narrow field that its results cannot be extrapolated to fit an entire 

question and that they show only one narrow example. On the other hand, it 

is argued that a case study provides more realistic responses than a purely 

statistical survey. The truth probably lies between the two and it is probably 

best to try and synergize the two approaches. It is valid to conduct case studies 

but they should be tied in with more general statistical processes. For example, 

a statistical survey might show how much time people spend talking on mobile 

phones, but it is case studies of a narrow group that will determine why this is 

so.The other main thing to remember during case studies is their flexibility. 

Whilst a pure scientist is trying to prove or disprove a hypothesis, a case study 

might introduce new and unexpected results during its course, and lead to 

research taking new directions. This study specifically focused on the 

community of Emondlo Section C in KwaZulu Natal. 
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3.5 Area of the study 

 

The study was conducted in the area called Emondlo Section C (Vryheid 

district) in KwaZulu Natal.  

 

3.6 The study sample 

 

In order to gain an in-depth understanding of the challenges faced by 

unbanked customers in the rural areas, the study was conducted with 60 

unbanked customers, 44 banked customers and 10 project managers at FNB. 

One  trained field worker was utilised to collect data from the unbanked 

customers in the rural area. 

 

3.7 Research design 

 

De Vaus (2001) states that the function of a research design is to ensure that 

the evidence obtained enables the researcher to answer the initial question as 

unambiguously as possible. Each research design has to be individually tailored 

to achieve the aims and objectives of the research, paying due attention to the 

appropriate comparisons and the issues of control (Bechhofer and Paterson, 

2000). Furthermore, it is regarded as a blueprint for conducting a study with 

maximum control over factors that may interfere with the validity of the 

findings. 

The way in which researchers develop research design is fundamentally 

affected by whether the research question is descriptive or exploratory (De 

Vaus, 2001). An exploratory research design was conducted. Exploratory 
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research is conducted in an area of research where there are very few studies 

in which the researcher can infer information. The objective of exploratory 

research is to provide insights and understanding. Moreover, in exploratory 

research the information needed is only loosely defined, the research process 

is flexible and the sample is relatively small (Rofianto, 2008) 

 

3.8 Sampling Procedure 

 

Sampling is the act of drawing a sample from the population (Mason and 

Bramble, 1989). A sample is often smaller than the population, however in the 

case of a relatively small population, the sample may be nearly the same size. 

Sampling can be seen as the process of selecting a subset for observation from 

an entire population of interest so that the characteristics from the subset can 

be used to draw conclusions or make inferences about the entire population of 

interest (Ghauri and Gronhaug, 2008). 

For the purpose of this study, a non-probability judgement sample of 60 

unbanked customers, 44 banked customers and 10 project managers was 

taken. In a judgement sample, judgement is used to try and get a sample that 

is representative of the population (Ghauri and Gronhaug, 2008). Furthermore, 

the researcher actively selects the most productive sample to answer the 

research question. This can involve developing a framework of the variables 

that might influence an individual’s contribution and was based on the 

researcher’s practical knowledge of the research area, the available literature 

and evidence of the study itself (Marshall, 1996). An advantageous element of 

judgement sampling is that participants may be able to recommend other 

useful candidates for study, a sampling technique known as snowball sampling 

(Marshall, 1996; 13: 92-97). Seale (1998) defined a snowball sample as one 

that is drawn up with the interviewer asking each person they interview who 

else they know who might be willing to be interviewed about the topic. 
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Snowball sampling will also be used to identify other candidates who will be 

useful to the study. The interviews took place in the hours between 10h00 and 

12h00 so as to limit disruptions. These interviews took place over a period of 

four weeks. Furthermore, interviews for project managers will take place at 

the entrepreneurs’ place of work to minimise disturbances. To ensure the 

validity of the information, the interviews were recorded on a tape recorder 

and transcribed by the researcher. 

 

3.9 Data collection instrument 

 

Semi-structured interviews with open ended questions were administered to 

the sample. This technique is used to collect qualitative data by setting up a 

situation that allows a respondent the time and scope to talk about their 

opinions on a particular subject (Sociology.org, 2016).  In semi-structured 

interviews, the focus of the interview, topics to be covered, sample size, people 

to be interviewed as well as the questions are determined beforehand (Ghauri 

and Gronhaug, 2005). Open-ended questions allow the researcher to gain a 

clearer picture of the respondent’s behaviour or position.   

Furthermore, open-ended questions allowed the respondent to answer from 

their own thinking and as they are not constrained to a few alternatives (Ghauri 

and Gronhaug, 2005). Another element of semi-structured interviews is that 

the objective is to understand the respondent’s point of view rather than make 

generalisations about behaviour (Sociology.org, 2016). Moreover, the 

researcher aimed to build a positive rapport between the interviewer and 

interviewee and because this method facilitates in-depth responses, the 

meaning behind an action may be revealed as the interviewee is able to speak 

for themselves with minimal direction from the interviewer (Sociology.org, 

2016). This increases the validity of the data collection process. In addition the 

administration of this data collection technique will facilitate follow-up 
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questions by the researcher which will deepen understanding and knowledge 

of the subject matter.  

The interviewer was able to probe areas suggested by the respondents’ 

answers, thus picking up information that had either not occurred to the 

interviewer or of which the interviewer had no prior knowledge. Nonetheless 

this method has a few drawbacks in that it is time-consuming and the success 

of the interview depends on the skills of the interviewer (Sociology.org, 2016).  

During the interviews, specific questions were asked to participants. However 

the researcher had to be sensitive to allow participants to lead the discussion 

so as to avoid inferring answers. Moreover, because of the nature of the 

participants’ activities, the researcher took caution not to ask too many 

questions at a time when participants seemed very busy as this is believed to 

put them off the interview process. 

 

3.10  Qualitative data analysis technique 

 

The most common form of data analysis is known as coding. Miles and 

Huberman (1994) very simply defined coding as analysis. Coding involves 

taking text data or pictures gathered during data collection, segmenting 

paragraphs, sentences or images into categories and labelling those categories 

with a term (Creswell, 2009). Moreover it is concerned with the interpretation 

and representation of data (Johnston, 2004). A more specific form of coding 

known as pattern coding was used as the primary data analysis technique. 

Pattern coding is used when a segment of field notes illustrates an emergent 

leitmotiv or pattern that the researcher has discerned in local events and 

relationships (Creswell, 2009). Moreover it will be used to identify emergent 

themes, patterns or explanations within the data. This process involves the 

pooling of data into meaningful units for analysis (Miles & Huberman, 1984).  
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3.11  Interview Data (Identifying & Coding Themes) 

 

3.11.1 Open coding 

 

At this first level of coding, the researcher looks for distinct concepts and 

categories in the data, which will form the basic units of further analysis. In 

other words, the researcher is breaking down the data into first-level concepts, 

or master headings, and second-level categories, or subheadings. 

Researchers often use highlights to distinguish concepts and categories. For 

example, if interviewees consistently talk about teaching methods, each time 

an interviewee mentions access, or something related to access method, you 

would use the same color highlight. It would become a concept, and other 

things related (types, etc.) would become categories – all highlighted the same 

color. Use different colored highlights to distinguish each broad concept and 

category. What you should have at the end of this stage are transcripts with 

3-5 different colors in lots of highlighted text. Transfer these into a brief 

outline, with concepts being main headings and categories being subheadings.  
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3.11.2 Axial coding 

 

In open coding, you were focused primarily on the text to define concepts and 

categories. In axial coding, you are using your concepts and categories while 

re-reading the text. Confirm that your concepts and categories accurately 

represent interview responses. The researcher explored how the concepts and 

categories are related. To examine the latter, the researcher might ask, ‘What 

conditions caused or influenced concepts and categories?’ ‘What is/was the 

social/political context?’ or ‘What are the associated effects or consequences?’ 

 

3.11.3 Thematic coding  

 

The purpose of thematic coding is for data retrieval. It is used to classify text 

per theme so that later when the researcher does the analysis it becomes 

easier to retrieve all passages that relate to a given subject. thematic analysis 

is a method for identifying, analysing, and reporting patterns (themes) within 

data. It minimally organises and describes data set in rich detail (Braun and 

Clarke, 2008). The researcher use this approach when collecting data which is 

aimed to understand people perception and based on these perceptions 

themes are identified.  

 

3.11.4 Create a table 

 

Transfer final concepts and categories into a data table (Aulls, 2004). Note 

how the researcher listed the major categories, then explained them after the 

table. This is a very effective way to organize results and/or discussion in a 
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research paper. Here is an excellent comprehensive guide (think desk 

reference) to creating data displays for qualitative research. 

 

3.12 Triangulation  

 

A method used in qualitative research that involves cross-checking multiple 

data sources and collection procedures to evaluate the extent to which all 

evidence touches. Chako (2017) define triangulation as the process of applying 

and combining numerous research methods in the study of a certain 

phenomenon. The researcher uses questionnaires where electronic forms are 

completed and returned by respondents electronically.  In-depth interviews 

are conducted with case form utilised to record information with respondents.    

 

3.13   Validity and reliability of the study 

 

There are various overarching ethical considerations that were regarded in  

conducting this study. The researcher is responsible for ensuring that 

participants are well-informed about the purpose of the research in which they 

are being asked to participate. Moreover the risks associated with their 

participation in the research as well as the benefits that might accrue to them 

should be clarified (Fritz, 2008).  The ethical considerations are listed and 

explained below. 

Autonomy: Several authors have claimed that the protection of human rights 

is a mandate in research (Dresser, 1998). Furthermore Capron (1989) stated 

that any kind of research should be guided by the principles of respect for 

people, beneficence and justice. Beneficence is defined as doing good and 

preventing harm in the research process (Orb, et al. 2000)  

http://www.amazon.com/Qualitative-Data-Analysis-Expanded-Sourcebook/dp/0803955405
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Anonymity of respondents: The sensitivity of the subject matter required the 

confidentiality and anonymity of respondents. Moreover the protection of 

participants through the formal consent process favours interaction between 

the researcher and participant (Fritz, 2008) 

Honesty:  The honesty of participants was in question due to the sensitivity of 

the subject matter. Risk of repatriation, deportation or arrest may affect the 

honesty of the participants. 

Trustworthiness:The differences in the nature and purpose of quantitative and 

qualitative research imply that it is inappropriate to apply the same criteria of 

worthiness and merit to both types of research (Krefting, 1990). Therefore this 

imbalance necessitated the need for alternative models appropriate for 

qualitative designs that ensure rigour without sacrificing the relevance of 

qualitative research (Krefting, 1990). Guba (1981) proposed a model to assess 

the trustworthiness of qualitative data. This model is based on the 

identification of four aspects of trustworthiness that are relevant to qualitative 

studies: truth value, applicability, consistency and neutrality. 

Truth Value/Credibility: Perhaps the most important criteria for the assessment 

of qualitative research, truth value asks whether the researcher has 

established confidence in the truth of the findings for the subjects or 

informants and the context in which the study was undertaken (Lincoln and 

Guba, 1985). Also, it establishes how confident the researcher is with the truth 

of the findings based on the research design, informants and context. Truth 

value/credibility is aligned to the concept of internal validity is quantitative 

research. To ensure truth value/credibility in the research process, there are 

various provisions that have to be made by the researcher. These are: the 

adoption of well-established research methods, triangulation, iterative 

questioning and the development of an early familiarity with the culture of 

participating organisations (Shenton, 2003). In terms of the research problem 

at hand, the use of well-established research methods has been guaranteed. 

An exploratory research design was conducted entailing a judgement sample 
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of 20 entrepreneurs and semi-structured interviews as the data collection 

instrument of choice will be administered.  

Applicability/Transferability: Applicability/transferability refers to the degree to 

which the findings can be applied to other contexts and settings or with other 

groups. It is the ability to generalize from the findings to larger populations 

(Lincoln and Guba, 1985). From a quantitative perspective, 

applicability/transferability is related to the concept of external validity 

(Sandelowski, 1986). Issues that affect transferability include the number of 

participants taking part in the study, data collection methods employed, the 

time period over which data was collected and the number and length of the 

data collection sessions (Shenton, 2003). The findings from this study were 

only transferable to the extent to which the conditions were the same. More 

specifically, the area of study would have to be a city similar in demography 

and size to Johannesburg, the study population would have to display similar 

characteristics and the host country would have to boast a similar climate to 

that of Johannesburg. 

Consistency/Dependability: Consistency/dependability refers to whether the 

findings would be consistent if the inquiry were replicated with the same 

subjects or in a similar situation (Lincoln and Guba, 1985). The concept of 

consistency is related to reliability in quantitative research. In order to address 

consistency more directly, the study should contain segments concerning the 

research design and implementation, the operational detail of gathering data 

as well as the reflective appraisal of the project (Shenton, 2003). 

Neutrality/Conformability: Neutrality/conformability refers to the degree to 

which the findings are a function solely of the informants and the conditions of 

the research and not of other biases, motivations and perspectives (Guba, 

1981). Essential to the guarantee of neutrality is an audit trail which allows 

any observer to trace the course of the research step-by-step by means of the 

decisions made and procedures described (Shenton, 2003). 
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3.14   Limitations of the study 

 

This study acknowledges the existence of several limitations of applicability. 

Limitations of this study are linked to the fact that the sample will only be 

chosen from Emondlo Section C area.  Also, even though causal relationships 

are established, one cannot predict, given the responses, that unbanked 

customers will experience similar problems throughout South Africa. The 

findings and observations presented in this study do not necessarily fit similar 

cases in other parts of the world. Timing, internal and external factors and 

historical pattern may be reasons for limited generalizability.   

 

3.15   Conclusion 

 

Chapter 3 had an overview of the research methodology. The chapter 

encompassed the type of research used, research paradigm and grounded 

theory. The chapter also had a discussion on the area of study, study 

population, research design, data collection instruments, data analysis, ethical 

considerations and the limitations to the study. The following chapter, Chapter 

4 has data analysis and findings discussions.  
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4 Chapter 4: Research findings and data analysis 

 

4.1 Introduction 

 

The data from unbanked customers was collected in IsiZulu language, only the 

results quoted in the present study were translated into English. The findings 

and data analysis of this research were obtained in the course of the study 

particularly through interviews and research questionnaires. Generally, the 

purpose of collecting this information and data was in order to investigate 

attitudes, assumptions, beliefs, trends from unbanked/banked customers and 

also gather responses from project managers in different business units within 

FNB. The data collection process was conducted in order to uncover social 

reality and prove or disapprove the already identified common reasons as to 

whether technology changes in payment systems, poor infrastructure in 

villages, financial education, crime, Financial Intelligence Center Act (FICA) 

documents and bank operating hours hinder unbanked customers from having 

banking accounts.  

 

The research was conducted at Emondlo Section C where about 60 

respondents were consulted through interviews and questionnaires and 44 

banked respondents were consulted via social media (Facebook), because 

most individuals are sharing a wealth of information about themselves online, 

making it much easier for a researcher to target them (Rafferty, 2016). Lastly, 

10 project managers in four different business units were consulted and the 

one-on-one interview approach was used to gather information. Key findings 

mentioned from the interview are summarized in this chapter.  
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4.2 Unbanked  

 

The respondents are classified according to their age group which is depicted 

in Table 4.1; education level (Figure 4.1); how unbanked customers conduct 

their financial transactions (Table 4.2); and issues around owning a banking 

account (Table 4.3). After an extensive literature review, the most extracted 

obstacles leadingto the unbanked not having banking accounts are presented 

in Table 4.3. As presented in Table 4.3, unbanked customers gave other 

variables which have not been identified as a critical challenge for this study. 

 

4.2.1 Age group  

 

The figures in Table 4.1 (Unbanked customers’ age group) represent all 60 

candidates who have responded to the interview conducted. Generally, the 

figures are quite close. The major difference between the age groups appears 

to be among those between 25 – 34 years where 35% responded.  
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Table 4.1 Age of Respondents (Unbanked Customers) 

  

 

4.2.2 Education Level  

 

The Figure 4.1 (Unbanked Customers’ Education level) represents all 60 

candidates who have responded to the interview carried out, 75% of 

candidates who responded have Secondary education with 15% having a 

Primary education.  6.5% of participants do not have any form of education 

while 3.3% are graduates.  This means respondents should be knowledgeable 

about banking products.    
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Figure 4.1  Level of Education (unbanked customers) 

 

 

4.2.3 Conducting of Financial Transactions 

 

39 unemployed individuals responded to the question. 20 candidates with 

secondary level education indicated that they prefer cash-in-hand as a means 

of conducting their financial transactions. Another eight participants with 

primary education and three without education preferred cash-in-hand.  This 

section of the study also established other ways that unbanked customers 

prefer to conduct their financial transactions. One graduate preferred 

Automated Teller Machine (ATM); eight secondary education level participants 

indicated that  they use Money Market from retailer “Shoprite”; while another 

seven used cellphone banking and FNB eWallet. The results show that potential 

customers are not aware that banks do offer an option to make cash 

withdrawals at certain retailers. 
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Table 4.2 Conducting of Financial Transactions 

 

 

4.2.4 Unbanked Customers’ Issues 

 

The research revealed that the total of 46 respondents refused to give out 

further information around issues with banking. However, nine respondents 

pointed out the issues of bank charges being too high; shortage of staff 

members in banks that lead to long queues; and the most significant one was 

charges when using eWallet (purchase of airtime). It  is  therefore  obvious  

that  there  are  lots  of  untapped opportunities  in  the  economy  which  the  

banks  have  not  explored. In Figure 4.2 (Banking Services) 68% of unbanked 

customers pointed out that there are no ATM’s in their area. In “Interviews 58, 

32 and 33”, the candidates indicated that there is a shortage of ATM’s in the 

area they are living in and also made good suggestions of what can be done.  

It is evident that poor infrastructure in this area affects unbanked customers.  
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Table 4.3 Unbanked Customers’ Issues 

 

 

Figure 4.2 Banking Services 
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4.3 Banked Customers  

 

4.3.1 Introduction  

 

The research was conducted using primary data. The instrument employed in 

the research was a research survey. The research link was posted on social 

media (Facebook) and the responses were auto saved on Google forms. 

The reseacher recorded recorded 44 responses and data was classified 

according to their Gender and education level (Figure 4.3), if they have active 

banking account (Figure 4.4), how do they receive their remuneration (Figure 

4.5), banking services they have used in the past (Figure 4.4). The research 

revealed that banked customers are now getting used to other different types 

of modern payment methods. The totality of other payment systems is more 

than that of cash-in-hand. This is an indication of the acceptability of a cashless 

payment system which will soon take over the use of physical cash in the near 

future. 

 

4.3.2 Gender and Education level  

 

The Figure 4.3 (Banked customers’ gender and education level) represent all 

44 candidates who responded to the survey. The major difference between 

data recorded was, 56.8% of females responded to the question as opposed 

to 43.2% of males. Also most respondents are graduates.    
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Figure 4.3 Gender and education level (Banked customers) 
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4.3.3 Account holder   

 

The research revealed that from the different age groups the total number of 

respondents that have active bank accounts was 100%.   

 

Figure 4.4 Bank Account holder 

 

 

4.3.4 How do they receive their remuneration?  

 

44 responses were received and 50% of those indicated that money gets 

deposited to their account; 31.8% are receiving it via mobile payment 

methods; while 13.6% is cash payment and the remainder of 4.5% still accept 

cheques.  
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Figure 4.5 How do they receive remuneration? 

 

 

4.3.5 How do they conduct their financial transactions?  

 

44 responses were received. 41 respondents pointed out that they use online 

banking often. It is noted that even though 86% responded that they have 

used ATM’s, 84.1% have used cellphone banking and eWallet to transact.      
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Table 4.4 Banking services used in the past 

 

 

4.4 Project managers 

 

4.4.1 Introduction  

 

The instrument employed in this research was research interviews. Findings in 

this section of study shed some light for South African banks specifically FNB. 

Ten project managers in different business units were interviewed. To analyze 

responses the author used the process by which verbal data is converted into 

variables and categories of variables using numbers, so that the data can be 

entered into computers for analysis (Grbich, 2013). 
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4.4.2 How do you define unbanked customers?  

 

All 10 respondents replied on the question “How do you define unbanked 

customers?” by pointing out that it is all customers without a banking account. 

 

4.4.3 Does the bank have a strategy to market to the unbanked?  

 

Nine responded that the bank does have a strategy in place to market to 

unbanked customers, with only one candidate replying that the bank does not 

have a strategy because products that are being developed only cater for urban 

customers.  

 

Figure 4.6 Does the bank have a strategy to market to the unbanked? 
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4.4.4 Do you think it is viable to target the unbanked customers?  

 

Figure 4.7, reveals that all 10 candidates responded to the question. Eight 

project managers agreed that it is viable to target those potential customers 

and only two disagreed with the question. Both project managers pointed out 

the cost of marketing banking products to the unbanked customers and also 

the issue of security when a mobile branch needs to be taken to the remote 

areas.   

 

Figure 4.7 Do you think it is viable to target the unbanked customers? 

 

 

4.4.5 How big is the unbanked market? 

  

All respondents acknowledged that the market is huge, confirming the point 

raised by Strydom (2015), “in South Africa an estimated 10 million households 
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earn less than R3000 a month and these 66% people do not have bank 

accounts”.  

 

4.4.6 What are some of the challenges faced by the unbanked 

customers in terms of banking? 

 

Nine candidates who responded to the question pointed out a few challenges 

that hinder unbanked customers from having active banking accounts. The 

following are the most noted responses highlighted by the author: 

 Access to their funds (few ATM’s in remote areas)  

 Locations and banking charges 

 Banking hours and FICA documentation 

 Bank operating hours 

 Most unbanked customers are cash focused 

 Infrastructure to carry cash to remote areas could be, or is, very 

expensive 

“Respondent 1” also pointed that unbanked customers are not aware of the 

benefits of owning a bank account e.g. customers are not able to apply for a  

bank loan because the customer is required to have a banking account.  

 

4.4.7  What is the impact of FICA requirements on the unbanked 

customers? 

 

All 10 candidates responded by agreeing that laws around banking and FICA 

documentation hinder unbanked customers because most of these potential 

customers are staying in rural areas where there are not physical addresses.  
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4.4.8 What strategies are you implementing to assist rural customers? 

 

“Respondent 8” indicated that there are projects in place to try and assist 

unbanked customers. Other respondents highlighted that there are innovative 

products that have been implemented e.g. eWallet extra and Slimline atm’s.  

 

4.4.9 Communication challenges and new system, where customers 

can apply for Identity documents in the bank, can help to secure 

new unbanked customer? 

 

All respondents agreed that the banks have communication challenges to reach 

unbanked customers. “Respondent 8” indicated that when sales people are 

sent out to visit unbanked customers they only engage with customers in 

English which becomes a problem to customers to understand the products.  

Figure 4.8 reveals that all 10 responded to the question however only three 

disagreed with the question of integrating identification process with banking. 

Seven respondents agreed but also pointed out that the bank should be 

adaptable in order to meet customer expectations.  
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Figure 4.8 Do you think the new system, where customers can apply for 

Identity documents in the bank, can help to secure new unbanked customers? 

 

 

 

4.5 Conclusion 

 

The chapter presents the results of the data analysis profiling the banking 

habits of banked customers and unbanked customers and also details the 

results of the statistical analysis and establishes consumer attitudes towards 

banking. The chapter identifies factors which influence the use of banking and 

those factors which hamper unbanked customers in opening banking accounts.    
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5 Chapter 5: Limitations, Main Findings, Recommendations and 

Conclusion 

 

5.1 Introduction   

 

This chapter presents the summary of the main findings, recommendations 

based on the data analysed in the previous chapter and conclusions. Some 

limitations have been identified. Predefined factors that influence unbanked 

customers not to have banking accounts are revealed in this study, explaining 

the large number of respondents who do not use the products. There is an 

opportunity, however, for banks to build on the positive perceptions of 

customers and continue to come up with innovative products. The conclusions 

drawn about consumers’ attitudes and perceptions towards banking in this 

study are as follows: 

 

On the basis of the results of this study, in comparing banked and unbanked 

customers, banked customers believed cashless payment methods make a 

positive contribution to their finances, saving time and making communication 

with banks more comfortable. The greater the perceived advantage of using 

cashless payment methods, the more likely that cellphone banking/eWallet 

would be adopted. 

 

The study indicated that customers view factors such as telecommunication 

costs as being an important factor in motivating them to use cashless payment 

systems. However, unbanked customers perceived these costs as being higher 

and more expensive. 
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5.2 Limitations   

 

Limitations in the research could not be totally avoided. The following 

limitations are cited: 

The study may contain some information and results that are relevant only to 

the Vryheid (Emondlo Section C), which may limit the opportunities to make 

generalizations based on the findings. Thus, future studies need to have a 

wider geographical scope. One interesting area for future research could be 

comparisons of unbanked customers across different South African provinces  

In order to seek the cooperation of respondents on unbanked customers, the 

language of their choice was used and each question was adopted from the 

elicitation study and amended according to the responses in English.  

 

5.3 Summary of Key findings  

 

5.3.1 Unbanked customers  

 

The factors influencing the unbanked customers from owning a banking 

account in the South African context were identified. Poor infrastructure was 

noted as the course for the banks not to reach potential customers in rural 

area. The researcher also identified FICA documentation as the issue for 

customers not to have banking accounts because the area belongs to a chief 

and there are no residencial addresses for the community living in the area. 

The researcher also identified demographic factors such as age, income, 

educational level and occupation, which have an impact on a consumer’s 

adoption of cashless payment systems in the area and opening banking 

accounts.  
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5.3.2 Banked customers 

 

The research revealed that banked customers are now getting used to other 

types of modern payment methods. The totality of other payment systems 

used by banked customers is more than that of cash-in-hand. 

 

5.3.3 Project managers  

 

Project managers established that communication is a challenge to reach 

unbanked customers and FICA documentation is one of the main reasons why 

many unbanked customers do not have a banking account.       

 

5.4 Future Research and Recommendations  

 

5.4.1 Future research 

 

The following are areas that could be considered for future research: 

 

 The study on factors that hinder unbanked customers from banking in 

South Africa can be extended to corporate customers. Comparison can 

then be made between individual customers and corporate customers in 

terms of the factors influencing their decision 

 

 The number ofunbanked customers interviewed could be increased in a 

national study in order to extrapolate the conclusions to incorporate the 

general population 
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 When the number of unbanked customers reaches a critical mass, future 

studies may examine the factors that contributed to this decrease in 

banking accounts being opened. For example, such a study could take 

place a year from the date of this study 

 

 Sales consultants should engage with unbanked customers in the 

language they understand and banks should also vigorously market 

newly developed products targeted for unbanked customers using the 

language they understand  

 

 

5.4.2 Recommendations  

 

Companies decide to target the most profitable customers by focusing their 

communications on this audience to build stronger customer relationships 

(Davidson, Keegan and Brill, 2004). Drawing from the conclusions of this study 

the following recommendations can be made. Recommendations are made in 

line with the four P’s in marketing: product, price, promotion and place. These 

four variables will help banks in making strategic decisions necessary for the 

smooth running of any product.  

 

Product:   

 

With an increase in innovations in cashless payments’ methods, banks should 

enable a functionality or capability for a customer to withdraw cash at any ATM 

using their cellphones. This could be extended to retail stores. For example, 

Smart shopper cards can be loaded with cash via eWallet (a customer can 

choose to send money directly to the card).  
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Depending on the products, project managers can use the dimensions 

identified in this study to investigate the attitudes of the target market. For 

example, assessing whether their cashless payment system offerings are 

expensive and safe, managers can formulate strategies to accommodate these 

concerns when marketing their products. 

 

Pricing:  

 

It is said that the major consideration in pricing is the costing of the product, 

the advertising and marketing expenses, any price fluctuations in the market, 

distribution costs (Bhasin, 2016). A key factor, which will drive the use of 

cashless payments in South Africa, is cost effectiveness. Hence, a reduction in 

the cost of eWallet transactions can motivate consumers to use the service. 

Bhasin indicated that, pricing is used for sales promotions in the form of trade 

discounts, so on the case of cashless payment systems, customers who 

process large volumes of transactions via eWallet, should receive a discount 

on transaction charges. Customers could receive free statement updates via 

Short Message Services (SMS). The need for cost reductions will be a key 

driver for banks to increase the adoption rate of cashless payments.  

 

Place: 

 

Banks could penetrate the unbanked market through the use of social media 

e.g. Facebook and product sales teams to run door-to-door campaigns, 

stokvels gatherings, using the language spoken in that particular area as 

people may be encouraged to open bank accounts in order to utilize the 

cashless facilities.  
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Banks could visit government institutions like libraries and clinics and provide 

free training on the use of cashless banking products. That particular area will 

benefit from having educated the community on the use of cashless products 

and banks will also benefit from creating brand awareness.  

 

Promotion: 

 

Consumers of all ages can be targeted. The target market could also include 

pensioners. An important feature in promoting cashless payment systems is 

the emphasis on lower charges for transacting using a mobile phone as a key 

benefit. Promotions could be held at community halls, bank branches and on 

social media offering prizes to customers who sign up and use the online 

service. 

 

Banks offering cashless services should launch campaigns to direct awareness 

to potential adopters. Issues such as fear of the lack of security, together with 

relative advantages of using cashless payment methods, should be highlighted 

to ease fears and educate potential customers to the advantages. Awareness 

should be created about the differences in traditional banking and cashless 

banking charges through advertisements on social media, television and radio. 

This can also be extended to government institutions like Home Affairs.   
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FNB 

In order to increase product awareness and customer base, FNB needs to 

enable its eWallet money transfer to all ATM’s.  Also, they should increase the 

number of Slimline ATM’s in rural areas.  

They also need to extend eWallet operating model to retail stores, where a 

customer can make a withdrawal while a customer is paying for goods.   

 

5.5 Conclusion  

 

This research is especially valuable for the South African banking industry. 

Findings in this study shed some light on South Africa’s unbanked customers 

and their reasons not to open banking accounts. The recommendations drawn 

from the conclusions of this study were consistent with the four P’s in 

marketing: product, price, promotion and place. Limitations and 

recommendations for future study were made based on the findings. 
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7 Interview guide  

 

 

 

 

INTERVIEW GUIDE FOR UNBANKED and BANKED CUSTOMERS 

1. GENDER 

2. Age 

3. Education level 

4. Employment status- If employed how often do you get paid- what 

type of payment method is used? 

5. Do you have a bank account? 

6. Have you ever opened a bank account? 

7. How do you conduct your financial transactions? 

8.  What are some of the challenges that you face in conducting your 

financial transactions 

9. What can be done to solve the challenges? 

10. Are the banking services easily available in your area?  

11.  Are the costs fair/reasonable? 

12. What type of banking services have you used in the past? Eg ATM, 

e -wallet 

13. Was the service easy to use? 
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14. What can be done to improve the service? 

15. Any other issues 


