International Journal of Economics and Finance.

Vol. 7 Issue 2 (2018)

A FEASIBILITY STUDY OF COLLABORATION BETWEEN TRADITIONAL
BANKS AND MOBILE MONEY SERVICE PROVIDERS IN LESOTHO
Mathoka Khaile
Master of Business Administration
Management College of Southern Africa
Mkhaile2014@gmail.com

Mothepane Makhele
Management College of Southern Africa
Mothepanem362@gmail.com

CITATION: Khaile, M. & Makhele M. (2018). A Feasibility Study of Collaboration
Between Traditional Banks and Mobile Money Service Providers in Lesotho. International
Journal of Economics and Finance. Vol. 7 (2) pp 1 – 16.

ABSTRACT
Many studies have been conducted on traditional/commercial banks and on mobile money
services in different countries, including the Mountain Kingdom of Lesotho. However, there is
no study conducted on the collaboration between banks and mobile money services. Therefore,
this study determined the feasibility of collaboration between traditional banks and mobile
money service providers in Lesotho.
This study was a qualitative research with an exploratory research design which aimed at
discovering new insights which could be used to establish the feasibility of collaboration
between traditional banks and mobile money service providers. Purposive and snowball
sampling techniques were used to sample the target population of the study since they are
examples of qualitative studies. Data was collected from banks’ management staff and
registered subscribers of Econet Telkom Lesotho and Vodacom Lesotho through a one-on-one
interview, and thematic analysis was adopted to derive the results of the study.
The findings of the study indicate that it is possible for traditional banks to collaborate with
mobile money service providers. Furthermore, there are some benefits that banks would enjoy
from the collaboration. Therefore, the study shows that the use of mobile phones can enhance
the performance of banks if they collaborate with mobile money service providers. In addition
to overarching findings from this research, the findings of this study have confirmed and added
to, several elements of good business practice in financial services that have been recognised
in previous literature related to the topic investigated.
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INTRODUCTION
The development of Information Communication Technology has become an integral element
of future development of businesses in Lesotho; there is mobile banking which has
revolutionised banking through the usage of mobile money services. According to Haigh and
Murry (2012) mobile penetration has increased from 30% to 65% in Lesotho, which implies
that about two third of the population in Lesotho has access to mobile money services. Sekantsi
and Motelle (2016) assert that the number of registered mobile money customers was 57% of
Lesotho’s population in December 2015.
Lesotho’s banking system is small, shallow and dominated by foreign banks because out of
four licensed banks existing in the country, there is only one domestic bank. There is low
banking access in Lesotho (Ketly and Kasi, 2015). Therefore, mobile money service providers
have become crucial actors in offering financial services, as Sekantsi and Motelle (2016) posit
that mobile money services are becoming more because of low levels of financial inclusion.
The introduction of Ecocash and Mpesa (mobile money services) necessitates the collaboration
between mobile money service providers and traditional banks in order for commercial banks
to survive and assist consumers to have financial security even if they opt for mobile money
services. Econet Telecom Lesotho and Vodacom Lesotho render mobile money services in the
form of Ecocash and Mpesa respectively, of which Central Bank of Lesotho (2014) reports that
they have broadened financial services access, savings as well as payment of products in
Lesotho.

Research Problem
This research determined the feasibility of collaboration between traditional banks and mobile
money service providers in Lesotho. Since the introduction of Mpesa and Ecocash in Lesotho,
the market share of traditional banks has shrunk and the banks’ profitability has decreased.
Sekantsi and Motelle (2016) assert that Basotho who initially used commercial banks opt to
withdraw and use mobile money services. This situation calls for efficient use of mobile money
services by traditional banks in order to survive. Unfortunately, traditional banks do not have
their own infrastructure to fully introduce their own mobile money services which could retain
their clientele, and therefore, they need to partner with Mobile Network Operators who are
currently offering mobile money services.
Research Objectives
The five research objectives of the study are as follows:





To determine banks’ customers awareness of the usage of mobile money services.
To assess the benefits of the collaboration of commercial banks and mobile money
services providers to banking customers.
To determine the role of ICT in enhancing the performance of commercial banks in
Lesotho.
To identify the operational challenges that commercial banks may encounter after the
collaboration with mobile money service providers.
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To make recommendations to commercial banks on strategies to increase their clientele
while collaborating with mobile money service providers.
LITERATURE REVIEW

Traditional Banking
The primary business-function of traditional banks is to mobilise deposits and loans;
Damankah, Anku-Tsede and Amankwaa (2015) maintain that banks had a competitive edge
over other financial service providers in rendering financially related services, because other
financial services institutions were not able to provide their clients with services similar to or
rather better than the banks’ services. However, one may argue that nowadays traditional banks
are no longer monopolising the market because other financial institutions offer similar
services to banks. Thus, the role of traditional banks is declining in the financial sector.
Damankah et al (2015) assert that traditional banking system seems to be dying.
Banking Trends
According to Dennis (2013) the banking industry is confronted with many problems and
challenges due to tough competition in the contemporary business world. The competitive
pressures have acted as a spur to develop still more services for the banks’ future in order to
remain competitive (Dennis, 2013). Hence, there are trends which need to be explored in the
services rendered by banks. These trends keep commercial banks surviving, though one may
ask whether they are efficient and effective to create a competitive edge for traditional banks.
Definition of Mobile Money
According to Groupe Spécial Mobile Association (GSMA) (2013) and Dermish, Kneiding,
Leishman and Mas (2011) mobile money is defined differently throughout the communication
industry since it entails a broad scope of overlapping applications. However, African,
Caribbean and Pacific (ACP) report (2014) and Ernst & Young’s Advisory Services (2013)
state that generally, mobile money describes electronic financial services performed through a
cell phone. Mobile money could also be defined as mobile financial services, wallet and
payment (Ernst & Young’s Advisory Services, 2013).
Mobile Money Services in Lesotho
According to Lesotho Times (2016), Central Bank of Lesotho considers mobile money
changing the banking system, while the Post (2013) reveals that mobile money services are
rapidly increasing in Lesotho. Banked and unbanked Basotho use mobile payment and mobile
transfer services. ACP report (2014) states that mobile payment allows the unbaked to
participate in trade at a merchant store or shop using a mobile wallet.
Besides mobile payment services in Lesotho, mobile transfer services are accessible to
subscribers. This is a P2P service that facilitates sending or receipt of money among the
subscribers using any mobile phone; either being a registered subscriber or unregistered
subscriber. ACP report (2014) shows that even if the mobile phone users are subscribed to
different telephone service providers, they can still transfer money to other subscribers. This
implies that mobile money services can be accessible to any person who has a mobile phone
instead of being compelled to have a bank account which has complicated terms and conditions
before opening it.
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Mobile money services rendered in Lesotho are Ecocash and Mpesa.
Ecocash
Mago and Chitokwindo (2014) posit that Econet Wireless, which is one of the largest
Zimbabwe’s telecommunication services providers, launched Ecocash - EcoCash was launched
on the 11th October 2012 in Lesotho to allow ETL customers to make purchases without
handling money or going to the bank to withdraw money and to transfer money to another
person. Ecocash is an Econet Telecom Lesotho (ETL) Mobile Money Transfer services.
Mpesa
“Mpesa is a money transfer system operated by Safaricom, Kenya’s largest cellular phone
provider which allows users to exchange cash for ‘e-float’ on their phones, to send e-float to
other cellular phone users, and to exchange e-float back into cash.” (Mbiti and Weil, 2011).
Mpesa was launched by Vodacom Lesotho in July 2013 in Lesotho. Mpesa transfer enables the
clients to engage themselves in M-commerce.
Cooperation
According to Berg (2010) the success of business relies basically on both competition and
cooperation. This implies that as long as mobile money service providers compete against
traditional banks, they need to cooperate in order to enhance financial services for themselves
and consumers. Cooperation disseminates a pool of benefits to business and ensures business
success, (Chalotra and Andotra, 2015).
Chalotra and Andotra (2015) explain that a tinge of cooperation fosters so many advantages to
the business with regard to competitive advantage, enhancement of market share, out bursting
competition and improvement in sharing information and its appropriate dissemination,
thereby improving companies’ marketability. Thus, the business of traditional banks and
mobile money service providers would insurmountably flourish if they could cooperate, and
therefore the collaboration between traditional banks and mobile money service providers is
feasible.
Lastly, Majava, Isoherranen and Kess (2013) argue that companies cannot survive on their own
in today’s competitive business environment; they therefore need to collaborate in order to
offer attractive products. Therefore, traditional banks can benefit profitably from the
collaboration with MNO.
The Role of ICT in the Banking Sector
According to Saranya, Anitha and Vasantha (2014) the ICT is tremendously an improving
communication source in the banking sector as it effectively contributes to the distribution
channels of banks. Furthermore, Saranya, Anitha and Vasantha(2014) state that banks now
realise evolution due to ICT in their business; Aliyu and Tasmin (2012) maintain that “ICT has
become the heart of the banking sector.” This implies that ICT has identifiable impact in the
banking sector, and the traditional banks need to make a profitable use of the ICT.
Sharma and Ramandeep (2011) posit that ICT banking is a powerful edge over the competitors
since it homogenises qualitative services as well as swelling market share. In addition, Luka
and Frank (2012) substantiate that ICT strengthens banks’ competitive strength in a volatile
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business environment. Accordingly, the adoption of ICT in the banking sector could be a tactful
strategy to sustain banks’ businesses as well as enabling them flourish.
Furthermore, ICT contributes towards the profitability of the banks because it helps banks to
gain above average returns. Onay and Emre (2013) support that ICT impacts positively on the
level of profits, deposits and loans per branch. Hence, the survival of traditional banks is based
on ICT as Luka and Frank (2012) maintain that ICT is one of the yardsticks that benchmark a
modern business enterprise.
Gaps Existing in the Literature
The literature shows only the role of mobile technology in enhancing banking services; besides,
it shows the role of mobile money services in enhancing financial inclusion. Strategies of
collaboration between traditional banks and mobile money service providers are not identified
in the literature. Therefore, this gap validates the continuation of studying the feasibility of
collaboration between traditional banks and mobile money service providers.
RESEARCH DESIGN AND METHODOLOGY
The exploratory research design was adopted in this study because there are high levels of
uncertainty and ignorance about the feasibility of collaboration between traditional banks and
mobile money service providers in Lesotho. Qualitative approach was chosen.
Target Population
The target population of this study was subscribers of Econet Telecom Lesotho and subscribers
of Vodacom Lesotho, as well as management staff of the four commercial banks in Lesotho.
Sampling
The researcher would not be able to successfully collect data from the entire population target
due to time and financial constraints. Hence, it was important to select a sample which
represented the target population of the study. Successful samples are selected through
appropriate sampling techniques. Sampling techniques comprise two types: probability
sampling and non-probability sampling techniques.
Purposive Sampling
The purposive sampling was used with an intention that the selected sample would be able to
provide the researcher with needed information because they are conversant with the use of
traditional banks and mobile money services. Besides purposive sampling technique, the
snowball sampling was used to identify respondents who disclosed other informants who had
knowledge about traditional banks as well as mobile money services, and who in turn
introduced the researcher to other possible informants not known by the researcher in the study.
Sample Description
The sample was twelve (12) - four Econet subscribers, four Vodacom subscribers and four
management staff of the four commercial banks. Heterogeneous sample was used in this study
because diverse responses and experiences were needed in order to establish the feasibility of
collaboration between mobile money service providers and traditional banks. The sample
differed on the ground of gender, age, education, work record and economic background.
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Interview
Interview was used in this study for data collection. In-depth interview with open-ended
questions was used to collect data from ETL and VCL subscribers who have bank accounts
and use mobile money services; management staff of commercial banks was also interviewed
using the same tool. Interview schedule was constructed prior to undertaking the research.
In addition, one-on-one interview enabled the researcher to collect needed information in the
study because the respondents were able to ask for clarification where they did not understand
some questions. Therefore, required information was obtained since the response rate was also
high as all the informants answered questions.
Data Analysis
As qualitative data is not necessarily based on statistics, its analysis concentrates on meanings
derived from the words; the analysis was conducted through conceptualisation. For this study,
the data is structured according to themes, patterns and interrelationships which are used to
analyse the collected data – thematic analysis. The researcher transcribed pertinent sections of
interviews at this stage.
Credibility
Saunders, Lewis and Thornhill (2009) posit that qualitative studies do not consider validity and
reliability because they are complex and dynamic; rather, credibility is considered in studies of
this nature. Therefore, credibility issues were considered in this study to ensure the reliability
of data to be collected.
RESULTS AND DISCUSSION
Presentation of Results and their Discussion from the Customer Perspective
Understanding of Mobile Money Services
It was found that the interviewees understood what mobile money services mean because they
could extensively describe mobile money services and even relate their usual financial
activities to mobile money services. In contrast, other respondents argued that mobile money
services entail banking transactions which do not need a formal bank account.
Compared to literature, the respondents have the understanding of mobile money services as
ACP report (2014:6) and Ernst & Young’s Advisory Services (2013) assert that mobile money
describes electronic financial services through cell phones in the form of e-wallet and payment.
Moreover, it has been noted from the results that respondents define mobile money services
differently, as GSMA (2013) and Dermish, Kneiding, Leishman and Mas (2011) substantiate
that mobile money is defined differently due to its broad scope of overlapping applications.
Preference of Services Rendered by Mobile Money Service Providers
It was noted that the receipt and sending of money services rendered by mobile money service
providers are highly preferred by the users of mobile money services. In comparison, some
respondents ranked purchase of electricity second because this service is convenient. However,
other respondents share the same sentiments on preferring money saving option. Lastly, it was
noted that there are some people who prefer to pay school fees via mobile money service
providers due to convenience benefits they enjoy while using such services.
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Compared to literature, these findings from the informants are consistent to those of Mbogo
(2010), and Kikulwe, Fischer and Qaim (2014). As one respondent stated that she uses mobile
money services for business transactions, Mbogo (2010) found out that “micro-enterprise
operators have adopted the use of mobile payments as a way of transacting their business
because of the relative affordability of mobile phones and the mobile banking services they
offer.”
Furthermore, some respondents preferred payment of bills though it was ranked the second;
Wanyonyi and Bwisa (2013) found out in their study that consumers like mobile payments to
be used for the payment of utility bills. Lastly, Kikulwe, Fischer and Qaim (2014:2) reveal in
their research that mobile money services are mostly used by rural communities to remit
remittances home in order to avoid hefty fees at banks
Frequency of Using Mobile Money Services
It was noted that the services are used at least once in a month and nine times at most per
month.
Although the frequency of using mobile money services by the respondents differs, it is noted
that subscribers to MNOs use mobile money services. These findings substantiate the assertion
of Severino, Tonderai and Life (2015) that the use of mobile phones has enabled Africans to
access mobile financial services through mobile money services.
Benefits of Traditional Banks’ Services
It was found that banks provide their customers with loan services, which are not provided by
mobile money service providers. Moreover, it was noted that traditional banks offer investment
services to their customers. The investment benefits that customers enjoy are in a form of fixed
deposit accounts where the customers get some interest from their accounts. This study’s
findings are compatible with results from other studies; for instance, International Monetary
Report (2008) shows that nonperforming loans are moderate and well provisioned.
Benefits of Mobile Money Services
Customers are able to save their money in either Mpesa or Spachefono accounts without any
service fees while banks charge them on monthly basis for the services offered. Another
identified benefit of using mobile money services was convenience. Apart from that, customers
who use Mpesa get free calling bundles when they buy electricity through Mpesa, thereby
saving buying airtime. Lastly, it was noted that mobile money services allow customers to send
money to, and or receiving from the unbanked.
In comparison to the literature, these findings are similar to Munyanyi’s (2014:07) results
where he found out that 80% of the Zimbabwean population use mobile money services to send
and receive money. In addition, he found that convenience is the flagship benefit of mobile
money transfer.
Benefits of the Collaboration to Customers
One of the noted benefits was keeping large amounts of money in the mobile wallet for a long
time. Furthermore, it was affirmed that the clients of both banks and mobile money service
providers could increase their savings in the mobile wallet, and in turn they would be able to
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do more transactions at their own convenience when using mobile money services. Lastly, it
was believed that the collaboration would result in relatively similar financial services;
therefore, the clients would be at liberty of choosing the most preferred financial services.
In comparison to the literature, it has been noted that the findings of the study support Majava,
Isoherranen and Kess (2013) argument on the assertion that collaboration enables companies
to offer attractive products because the informants stated that they hope to have new products
which would be of great benefit to them. Accordingly, these findings also substantiate the
results of the World Economic Forum (2015:7) which indicate that collaboration enables
companies to create more competitive market positions.
Recommendations on the Implementation of Collaboration
All the respondents recommended the collaboration between banks and mobile money service
providers. They pointed out the convenience of doing transactions between the banked and
unbanked populations, affordable service fees and saving large amounts of money in either
formal bank accounts or mobile wallets. In addition, it was learned that some informants who
are employed could get their salaries through the use of mobile money service providers since
currently mobile money service providers do not offer this service due to their present terms of
reference.
These findings indicate that collaboration could yield flourishing business for mobile money
service providers and traditional banks as Berg (2010:176) states that the success of business
relies basically on cooperation.
The Role of Information Communication Technology in Banking
The respondents identified different ways in which they regarded ICT enhancing banking
services in Lesotho, such roles include internet banking, cell phone banking, ATM services
and SMS services. However, the respondents clarified that some of the services like internet
banking and cell phone banking are known by a few customers of traditional banks. The above
roles of ICT in enhancing banking services were regarded beneficial to customers because they
have reduced queues at the bank, improved convenience (internet banking) and they have
promoted financial inclusion.
In comparison to the literature, the findings of the study are validated by Saranya, Anitha and
Vasantha (2014) results on the basis that ICT has modified the banking industry to such an
extent that customers are no longer bound to approach bank branches in person. Furthermore,
the findings align with Aliyu and Tasmin (2012) results which indicate that ICT has improved
the service delivery in the banking industry.
Customers’ Recommendations to Commercial Banks
It was recommended that the commercial banks should reduce service fees, lessen the
procedures followed when opening bank accounts in order to attract more customers and retain
the existing clients as well as active engagement of mobile money service providers in order to
learn their business strategies which could help commercial banks improve their products and
increase their market share.
The Results and their Discussion from the Bank Management Perspective
Preference of Collaboration
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One respondent differed from others by stating that he would not like his bank to collaborate
with mobile money service providers; he substantiated his argument by the following reasons:





Mobile money service providers have greater probability of ‘snatching’ their customers
because banks themselves will be exposing their customers to mobile services if there
could be collaboration,
There would not be a tight competition; therefore, the quality of products provided by
both parties would degrade, and
Failure to regulate mobile money service providers as they will be partnering with
banks.

Other respondents would prefer the collaboration, and they pointed out various factors
which made them consider the collaboration being a good strategy to enhance their business
performance. Those factors include:







Many customers own mobile phones,
Banks lack infrastructures,
Reduced training costs,
Increased market share,
Financial exclusion, and
Strengthened business relationships between banks and mobile money service
providers.

All the respondents stated that since most of their customers have mobile phones, it would be
imperative to collaborate with mobile money service providers because that would be another
way of retaining their customers. Apart from that, it was indicated that banks do not have
infrastructures in place which could facilitate the running of mobile banking on their own;
therefore, banks need to collaborate with mobile money service providers because they have
experience of working with MNOs and offering mobile financial services.
Another noted factor was reduced training costs because mobile money service providers have
already trained and experienced personnel on running mobile money services. Therefore, if
banks could collaborate with mobile money service providers they would not incur training
expenses because they would be partnering with skilled partners.
In comparison to the literature, these findings affirm Chalotra and Andotra’s (2015) results
which explain that collaboration fosters enhancement of market share as well as improvement
in sharing information and its appropriate dissemination, thereby improving companies’
marketability. Moreover, the findings substantiate Majava, Isoherranen and Kess (2013) results
on the basis of arguing that companies cannot survive on their own in today’s competitive
business environment; they therefore need to collaborate in order to offer attractive products.
Benefits of Customers from the Collaboration
All the respondents said that their customers would get advanced banking services which would
result in convenience experienced by the customers. It was stated that the use of mobile devices
in accessing banking services would enable the customers to do transactions at their own
convenience and thus banks would have reduced paper work involved. Besides, the benefit of
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enjoying advanced banking services by the customers, saving travelling costs was another
indicated benefit which could be enjoyed by the customers.
The last benefit which was highlighted by all the respondents was easy monitoring of bank
accounts. For instance, customers would be in a position to check their bank statements instead
of going to bank to ask for a bank statement or going to an ATM to get a mini-statement, but
they can check balances and statements over the phone.
In comparison to the literature, the findings in this subsection affirm Nasikye (2009) assertion
that mobile banking entails undertaking financial transactions in the individual bank account
through the use of a mobile phone. Furthermore, the findings indicate some benefits identified
by Mago and Chitokwindo (2014). Such benefits are: convenience and reduced transport costs.
The Role of ICT in Enhancing the Performance of Commercial Banks
ICT has helped some banks to offer cell phone banking services in Lesotho, and these services
seemed to be liked by a certain number of customers. Most customers seem not to like such a
service.
Another way in which ICT has improved banking services is the introduction of internet
banking where customers do transactions on their own online using ipad, tablet, cell phone or
laptop. Thus, customers track and monitor their accounts without being compelled to visit
banks’ branches frequently; a number of customers registering for this service is said to be
increasing quarterly. The working class mostly opts for this service.
One respondent indicated that ICT created what she called “cashless environment” because
customers are no longer compelled to carry along hard cash when they are travelling or wanting
to perform any kind of transactions. This cashless environment is beneficial to both the service
provider and a consumer in terms of financial safety and security.
Anticipated Operational Challenges of Commercial Banks
The respondents stated different challenges, but the major one was loss of existing customers
because they will be exposed to the services offered by mobile money service providers.
Therefore, the banks will have to devise means of retaining their customers. Another
anticipated challenge was increased expenditure of the banks due to the likelihood of having
more costs if they collaborate with mobile money service providers. The findings indicate that
the afore-said challenges would result in a loss of profitability. Therefore, the banks will need
to devise customer retention strategies which will enable them overcome this problem.
Lastly, it was posited that it would be difficult for the banks to penetrate untapped markets
because potential clients might not be interested at all to have formal bank accounts because
they will be receiving services which are aligned to banks. The unbaked population would
prefer to remain unbaked.

ANALYSIS OF RESULTS
The Extent at which Customers are Aware of Mobile Money Services
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It has been found that the banks’ customers are aware of the usage of mobile money services
to a large extent because they understand the meaning of mobile money services. They are able
to define mobile money services; they know the services offered by mobile money service
providers since the respondents indicated their preference of services rendered by mobile
money service providers. These findings support the results of Sekantsi and Motelle (2016)
which indicate that the number of registered mobile money customers keeps increasing in
Lesotho as Mpesa has accumulated 745,242 customers with 1999 agents in December 2015,
while Ecocash has accumulated 318,786 customers with 1480 agents during the same period.
These results translate into 57% of the adult population using mobile money services; it should
be noted that only 38% of adult population has formal bank accounts.
The Benefits to Banking Customers
The findings indicate many benefits of collaboration between traditional banks and mobile
money service providers to banking customers. Firstly, the results show that there are identified
benefits of traditional banks which are not enjoyed while using mobile money services like
access to personal loan services. In a similar manner, there are identified benefits of mobile
money services which are not offered by traditional banks. Accordingly, there is a need for
banks and mobile money service providers to collaborate so that customers could enjoy the
benefits of using both financial service providers.
Finally, the banks identified potential benefits of which their customers would enjoy if the
banks collaborate with mobile money service providers; for instance, the customers would
access improved and convenient banking services, for mobile money services are regarded as
the most reliable, accessible and convenient financial services by poor households (Sekantsi
and Motelle, 2016).
The Role of ICT in Enhancing Banks’ Performance
The findings prove that ICT plays a great role in enhancing the performance of banks in
Lesotho. The results from the banks and customers indicate that ICT has improved the
performance of banks in different ways by improving banking services. The studies undertaken
by Severino and Tonderai (2015), Uddin and Akhi (2014), Binuyo and Aregbeshola (2014) and
Nigudge, Pathan and Nanded (2014) are substantiated by the findings of this study because
they indicate that ICT has significantly improved the performance of commercial banks in
different ways.
Operational Challenges Caused by the Collaboration
The findings reveal anticipated operational challenges that commercial banks may face if they
collaborate with mobile money service providers. The findings of this study support the results
of Dagar (2014) which indicate that “online banking provides many benefits to customers but
it also aggravates traditional banking risks.” Moreover, the findings of Dube, Chtakunye and
Chummun (2014) show that adoption of mobile money system may cause banks encounter
more operational costs and low profits, which are identified challenges of this study. Lastly,
loss of loyal customers support the findings of Sekantsi and Motelle (2016) which indicate that
some customers of banks may opt to withdraw because of lack of trust or faith in the new
banking system.
CONCLUSIONS AND RECOMMENDATIONS
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The aim of the study was to determine the feasibility of collaboration between traditional banks
and mobile money service providers in Lesotho, and this aim has been achieved because the
study succeeded to investigate how to balance the gap between traditional banks’ clientele and
mobile money service providers’ clientele by conducting in-depth interviews with selected
customers and workers of traditional banks for primary data collection. Consequently, the study
established how traditional banks and mobile money service providers can collaborate in
delivering financial services through the recommendations made to banks’ management by
customers and the identified problems of the collaboration by the management of commercial
banks.
The first objective of the study was to determine banks’ customers awareness of the usage of
mobile money services, and it has been achieved. The study was successful in indicating that
the customers are aware of the mobile money services at a large extent. This finding was
supported by the understanding of the mobile money services by customers and the frequency
at which the customers use mobile money services, and it was found that their frequency was
high.
The second objective was to assess the benefits of the collaboration of commercial banks and
mobile money service providers to banking customers. It was achieved because the customers
could enjoy improved and convenient services which could satisfy customers’ needs.
Furthermore, it was noted that the banks could benefit from this collaboration as their clientele
would increase; as a result, traditional banks would have good positioning which would
enhance their competitive edge.
The third objective was to determine the role of ICT in enhancing the performance of
commercial banks in Lesotho, and it was achieved because it was found that the adoption of
ICT by commercial banks resulted in new banking services like online banking and ATMs.
The provision of these services has improved service delivery in the banking sector. Therefore,
it was noted that ICT could facilitate the collaboration between traditional banks and mobile
money service providers.
The fourth objective which was to identify the operational challenges that commercial banks
may encounter after the collaboration with mobile money service providers achieved. The
findings of this objective indicate that the banks were able to identify anticipated operational
challenges they may face with if they would collaborate with mobile money service providers.
These findings confirm that it is possible to have the collaboration between traditional banks
and mobile money service providers since banks could be proactive to address the identified
challenges in order to successfully collaborate with mobile money service providers.
The last objective was to make recommendations to commercial banks on strategies to increase
their clientele while collaborating with mobile money service providers, and it was achieved.
These findings show that customers would like banks to collaborate with mobile money service
providers in order to enjoy benefits gained from these financial service providers as a joint
venture.
Recommendations
Besides the recommendations indicated in the findings, it is recommended that traditional
banks adopt Bank-led model while collaborating with mobile money service providers. This
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model would enable the banks to retain their customers while increasing their market share and
having control over mobile money service providers.
The recommended initial bank service during the collaboration is bank to wallet or wallet to
bank services. These services will enable customers to deposit money directly into the e-wallets
or transfer money from the e-wallet to the bank account. Therefore, this will be a one-stopshopping experience enjoyed by customers on the mobile phone.
In addition, it is highly recommended that banks provide their customers and public at large
with education on how the collaboration will work, its benefits and challenges. This will make
customers understand the collaboration better and have trust in the services offered thereafter.
As a result, the collaboration will be feasible and the banks will significantly benefit from that
collaboration.
Lastly, the banks management is advised to consider the recommendations made by the
informants. These recommendations will be helpful in making the banks meet the needs of
their customers while they are working in collaboration with mobile money service providers.
Further Research
Since this study had a limited scope, it would be fascinating for future studies to conduct a
study on the perceptions of the unbanked population towards the collaboration between
commercial banks and mobile money service providers. This study will provide the insights of
the extent at which the unbanked are prepared to be engaged in financial inclusion in Lesotho.
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