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Executive Summary 

Financial Technology is one of the most important concerns in the global economy. Almost 

every country in the world is somehow determined to introduce new technologies every 

moment to push the country’s economy even further. The banking sector is the core of every 

country’s economy. Thus, the digitalization of the banking sector is an utmost necessity. The 

discovery of the Mobile Financial Services is a result of the evolution of mobile-based 

banking or offering business services via mobile and that is called mobile-banking or M-

Banking. The basis of the M-banking has been the intention of delivering banking at the 

doorsteps of the traditional banking customer. The time to time development of the M-

banking has emerged a whole new dimension called mobile financial services. MFS is 

focused on creating a cashless payment system where a person doesn’t require carrying cash 

since he can operate the whole transacting operation over the mobile device. The more 

specific goal of mobile financial service providers is to create E-wallet containing encrypted 

money. In the economy of a developing country like Bangladesh, Mobile financial services 

have been growing significantly by focusing primarily in the delivery of the banking facility 

(Cash-In, Cash out, Bill payments etc.) to the unbanked population and this have been the key 

behind such rapid growth and magnificent customer acceptance. bKash and Rocket are the 

most influencing players of the industry among the 18 license holders. 

 

In this report, I have analyzed the industry position regarding the Life cycle stage, Industry 

structure, Competitive status (Porter’s Five-factor Model), Environmental status ( PESTLE 

analysis), Growth Analysis and Growth Forecast and Customer Perception Analysis. I also 

intend to understand the prospect of the industry in Global and Country-specific (Bangladesh) 

aspect. In the case of the life cycle, the industry is in the growth stage and the industry is an 

oligopoly industry. The threat of New Entrants is low, Bargaining Power of Suppliers is high, 

Threat of Substitute Services is moderate, bargaining power of customer is moderate and 

Competitive Rivalry is high. The political situation is positive, Economic situation is 

moderate, Social situation is positive, Technology situation is negative, Legal situation is 

positive. In case of growth analysis, the growth of Number of Transactions is 7%, Average 

Daily Transaction is 7%, number of agents is 4%, Salary disbursement is 18%, Peer to Peer 

transaction is 6%, Payment of Utility bills is 13%. From the weighted average I have 

calculated and forecasted the growth will be 87% in Active Account, 42% in Total 
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transactions, 40% in Average daily transactions, 31% in Cash-in, 40% in Cash-out and 86% 

in Utility bill payments. While analyzing the potential reasons behind or the customer 

perceptions regarding the industry, which are hindering the expected growth of the industry I 

have found that 8% people have agreed strongly and 52% have agreed about not feeling 

secure,14% people strongly agreed and 42% agreed about still finding it complex,22% 

strongly agreed and 52% agreed about getting comparatively low return, 20% strongly agreed 

and 38% agreed regarding the continuous presence of rumors , 12% strongly agreed and 52% 

strongly agreed about not feeling as the first choice and 24% strongly agreed and 56% agreed 

regarding MFS not being the universal payment system. The customers think that Expansion 

of the Merchant Payment agreement and facility, Demonstrative advertisement increasing the 

Daily Transaction limit, More bank transfer agreements, Light version of apps, Reduction of 

cost/charge, Separate Statement for separate services, Electronic KYC, Increased return on 

saving and decreased saving time requirement may attract them more to consider MFS as the 

part and parcel of the life. While comparing between two key Industry players bKash and 

Rocket on various aspects, I have found that bKash is strong considering organizational 

structure, technological alliance, designing special offer strategies, and brand recognition and 

brand image, investor portfolio, subscriber and agent availability, interest on saving and so 

on. In the case of Rocket, it has a huge ATM network, strong banking backup because of 

being a banking strategic unit, the strong loyal customer base of traditional services and so 

on. From the study, I have understood that the industry has been growing significantly in the 

last five years and has a sublime potentiality to grow in the next five years. As it is still a 

growing industry and it is launching new services every now and then, it is difficult to 

forecast the exact numbers. The industry has immensely mentioned worthy prospect and 

future waiting. The entrance of Government-backed initiative “NAGAD” can have both a 

positive and negative impact on the industry and existing players. There are some concerns 

like – Privacy violation, Continuous presence of rumors, high charges, relatively low return 

(the only bKash pays though), being the unusual option and not being available at 

everywhere and in every possible transaction (which defines the longtime goal of MFS 

industry ) should get sincere attention. 
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1. Introduction 
 

1.1 Rationale of the study 
 

Access to formal financial services is significantly low especially for those people who live in 

the remote corner of the country. These people are contributing to the rural economy by 

engaging in different financial activities. By bringing them under the formal banking 

network, we can strengthen our national economy. The percentage of people who are 

connected to the formal banking system is less than 15% whereas 68% have mobile phones 

as stated on the bKash website. The number of the total mobile subscriber in Bangladesh has 

reached 152 million at the end of July 2018 according to Bangladesh Telecommunication 

Regulatory Commission (BTRC). Undoubtedly, the number will increase in the upcoming 

days. Mobile Financial Service providers have taken the opportunity to flourish. People can 

send and receive money, recharge mobile balance, make payment and get other benefits by 

using their bKash. In our study, I intend to focus on the stage and structure of the industry. I 

have tried to find out the competitive status, environmental situation and the trend of the 

growth. I have also considered customers perception and suggestions towards the industry 

players. Comparative analysis of the two key players has helped us to understand the industry 

even broadly. 

 

1.2 Problem Statement 
 

What is the Mobile financial service industry growth in Bangladesh? What is the industry 

stage and structure? What is the current growth status and what will be its future growth like? 

Does the Industry have any prospect for the future? What are the comparative differences 

between bKash and Rocket-the two key players of the industry? 

 

1.3 Scope of the Study  
 

The study has been based on publicly available data. The purpose of the study is to focus on 

the growth of the industry and customer perception regarding the industry. The study also 

considers 
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the comparative status between the two industry player- Rocket and bKash. 

 

1.4 Objective of the study 
 

➔ Broad: To learn about the overall industry position both in macro and micro centric aspect. 

➔ Specific: To have specific knowledge regarding 

 Industry performance and the growth trend 

 Customer perception and demand from the industry 

 Company-specific differences between Rocket and bKash 

 

1.5 Methodology of the study 
 

I collected data from the various sources and those have been categorized under 

 Primary Sources 

 

1. Desk job during the internship 

2. Observing Internal procedure and policies 

3. .Interviewing and interaction with the responsible officers 

4. Survey on customer perception 

 

 Secondary Sources 

 

1. Annual Reports of bKash Limited 

2. Official Records of bKash Limited. 

3. Websites  

4. Various reports and articles related to the study. 
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1.5.3 Method of the Analysis 

 

In the case of industry analysis, I considered the publicly available data from the government 

databases and Bangladesh bank websites and publications. I analyzed the existing 

characteristics of the industry to consider the life cycle stage, industry structure, Porter’s five 

forces model and PESTLE analysis. I calculated the weighted average of the available 

properties and found the growth rate of the last five years. I then forecast the potential growth 

percentage of the 2018- 2023 interval by the formula “(Present Amount – Past Amount)/Past 

Amount”. I prepared a questionnaire and performed survey (sample size-50) to find out the 

customer perception. From the customer responses, I have found out the weight of concern 

regarding the existing issues of the Mobile Financial Service industry. I also considered the 

suggestions and demands of the customers while arriving at the conclusion. 

In order to get an in-depth understanding of the industry, I have performed a comparative 

analysis of bKash and Rocket. It helped us to gather company-specific knowledge and their 

contribution to the industry in qualitative viewpoints. 

 

1.6 Limitations of the study 
 

 Infant Industry, less structured data 

 No access to the primary data sources 

 No company-specific data available from the competitors 

 Competitors don’t even have separate financial statements. So I couldn’t comparative 

analysis from quantitative viewpoints. 
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2. Literature Review 
 

Bangladesh banking industry introduced mobile financial service (MFS) in 2011 which 

allowed a vast segment of the population, especially the underprivileged section in an urban 

area and rural people to enjoy different financial service, despite direct access to financial 

institutions, suitable financial products, and high operational costs. 

 

Globally mobile financial services have proven to be an effective and efficient way of 

providing enabling financial products and services, especially among the unbanked 

population. At present, the financial institutions are more focusing on data analytics and 

mobile technology, where the FinTech companies are focusing on developing technology to 

excel the digital customer services. Mobile financial services, cash-in, cash-out, mobile 

recharge, payment, and remittance are gaining popularity as recognized FinTech in 

Bangladesh because of the regulated environment, corporate culture and governance, USSD 

driven technology, automation, data security population demographics and attracting an 

investor. However, IT security, regulatory limitations, and the difference in culture are still 

playing the role of key challenges to sustain digital financial operation in Bangladesh. 

FinTech companies create an ecosystem that fosters the collection of vast amounts of data 

and builds trusted relationships with clientele. Financial institutions have realized the 

importance of these ecosystems and are attempting to engage with and bring innovation 

inside their companies (Global FinTech Report, 2017). 

 

The central bank issued guidelines on “Mobile Financial Services for Banks” in September 

2011 clearly stating a choice to make the market bank-led (Dona.P.D, Mouri.S.I, Hasan.M, 

Abedin.Z, Significance of Exponential uses of Mobile Financial Services (MFS) in 

Bangladesh, 2014). Since the inception of MFS in 2011, Bangladesh experienced robust 

growth in a number of account holders, volume and amount of transactions in MFS. With a 

view to providing an orderly, enabling and competitive environment for optimal utilization of 

the new windows of opportunity for extension of the traditional financial services, the Board 

of Directors of Bangladesh Bank (BB), in terms of Section 7A(e) and section 82 of the 
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Bangladesh Bank Order 1972, and in terms of Section 26 (cha) of Bank Companies Act ,1991 

(amended in 2013), has decided to issue Bangladesh MFS Regulations 2018 replacing 

theGuidelines on MFS for Banks, issued in September 2011 and its subsequent amendments 

(Rashid.L, Bangladesh Mobile Financial Service Regulations, 2018). 

 

A good number of empirical pieces of literature reveal that finance contributes to growth by 

allowing the efficient intermediation of resources among savers and investors (Beck and de la 

Torre, 2006; Beck, Demirgüç-Kunt, and Levine, 2004). However, banks are unable to include 

a great portion of our population due to lack of direct access in the product and services and 

high charges. This population, deprived of traditional banking service enjoys the benefits of 

mobile financial service the most for the absence of critical infrastructure and easy access. 

MFS has now become a strong tool for building digital Bangladesh. Since inception, the 

growth of mobile financial services (MFS) is encouraging and it now provides services 

among 41.9 million customers. However, much effort needs to expand the MFS market with 

customized services which include encouraging users to use personal account in transactions, 

concerted efforts for removing insecurity problems of agents in handling big amount, 

coordinated steps to lower transaction cost and monitoring ML and TF issues in MFS closely 

(Nabi.G, Sarder.M.R, Moula.G, Sarder.W, Do Mobile Financial Services Promote Ethical 

Banking In Bangladesh, 2016). The main issue that should be taken care of for electronic 

payments system is Authentication which identifies the buyer and also makes sure that the 

person is who he/she claims to be. Used methods are i.e. digital signature, fingerprints, two 

steps verification (like Gmail), password or smartcards etc. Data integrity which means, that 

there must be a way to verify that data is not changed during the transactions. Confidentially 

must also be preserved. 

 

bKash is the first complete and successful mobile financial service provider in Bangladesh 

affiliated with four telecom operators. The bKash mobile wallet is a VISA technology 

platform which is fully encrypted to ensure most secure transactions, will be the customer 

account into which money can be deposited and out of which money can be withdrawn or 

used for various services. Customers will be able to receive electronic money into their 

bKash accounts through salary, loan, domestic remittance, and other disbursements and 
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eventually will cash out the electronic money from bKash authorized agents/ATM 

(Uddin.M.S and Akhi.A.Y, 2014). 

The factors that have facilitated the speedy growth of bKash are- a specialized organization 

built to deliver mobile financial services; a shared vision for scale among a diverse 

investorgroup; and an enabling and flexible regulatory environment (Chen and Rasmussen, 

2014). Total registered MFS customer account is 28.64 million; the total number of the agent 

is 0.53 million, and average transaction per day is BDT 4.32 billion (BB Annual Report, 

2014-15). Although a good number of banks are operating MFS, a significant market share 

(number of customer) is captured by bKash of BRAC Bank Limited (58%), followed by 

Rocket of Dutch-Bangla Bank Limited (16.6%), UCash of United Commercial bank Limited 

(7.7%) (Parvez, et al., 2015, p.14). (Islam.R and Hossain. S.Z, 2018). 

 

2.1 Literature Gap 
 

While reviewing available pieces of literature, we didn’t found any published journal or 

articles or any relevant study regarding the Industry analysis specifically on growth analysis 

on the study. There is no study available regarding the comparative analysis of the industry 

players as well. 
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3. Industry Overview 
 

In this era of digital revolution, technology and its services have become constant companion 

in our day to day lives. In particular, invention of mobile phone made our lives easier not 

only because it brought revolutionary changes in communication system but also it offers 

various services such as online purchase, social interaction, and mobile application cloud 

storage etc. Digitalization offered telecom companies the opportunity to rebuild their market 

position and create innovative customer services among which Mobile Banking has become 

an extraordinary tool applied to connect unbanked and underprivileged population into 

formal financial services. Following that, mobile banking started more secure money 

transaction by encrypting all the information and transferring e-money through digital wallet 

or e-wallet instead of cash. As a result, mobile banking converted into mobile financial 

services (MFS) which increasingly gained popularity especially among the low-income group 

of people due to wide reach of mobile network around the country, developed IT 

infrastructure in payment system and increased mobile phone users. At present, a large 

number of total population in Bangladesh are taking Mobile Financial services as the cost is 

affordable and the transaction is hassle free. bKash and Dutch Bangla Bank Rocket are two 

leading Mobile Financial Service providers in the industry which are actively covering almost 

100% area of Bangladesh.  

 

Bangladesh has recently flourished for digital innovation in financial sector as well as for 

including remote pockets to widen the coverage all over the country. Digital financial 

services have proved to be one of the effective weapons to extract poverty and secure the 

sustainable development goals (SDGs) rescuing millions of Bangladeshis out of poverty. 

According to the World Bank Report 2015, 66% of Bangladeshis of total population living in 

rural areas do not hold any formal banking access. On the other hand, establishing bank 

branches across rural Bangladesh is not an appropriate option as Bangladesh Bank the 

Central Bank of Bangladesh only grants new branch opening licenses for a maximum number 

of 15 branches a year. As a result, the financial sector in Bangladesh is unable to reach low 

income rural as well as urban population with adequate financial service despite having a 

booming economy. To fulfill this gap, Bangladesh bank introduced Bank lead Mobile 
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Financial services (MFS) model with a supported guideline in the year 2011 with the 

intention to promote financial inclusion all around the country and to reach people deprived 

of banking services. The objectives were:  

 To allow women and poor population avail the financial services in the most 

convenient way 

 To formalize financial services by promoting the registered transaction 

 

 

Fact Description 

Inception 31st January,2011 by DBBL 

Primary Goal To reach the unbanked people 

Secondary Goal Creation of E-wallet 

 

Total licensed Banks (Active) 

18 

Subsidiary 1 

SBUs 17 

Most Popular Service 

Providers 

bKash, Rocket, mCash, Surecash, Ucash, MyCash 

Policy and Regulation Mobile Financial Services Guideline, 2018 

Policy Restriction  Mobile Network Operators are not allowed 

 

Table-1: Industry at a glance 
 

According to the Bangladesh MFS Regulations, 2018, Mobile Financial Service will be led 

by banks as a bank product or a bank may form an MFS providing subsidiary with at least 

51% of the share held by the bank with control of the board. With a view to providing an 

orderly, enabling and competitive environment for optimal utilization of the new windows of 

opportunity for extension of the traditional financial services, the Board of Directors of 

Bangladesh Bank (BB), in terms of Section 7A(e) and section 82 of the Bangladesh Bank 

Order 1972, and in terms of Section 26 (cha) of Bank Companies Act ,1991 (amended in 

2013), has decided to issue Bangladesh MFS Regulations 2018 replacing the Guidelines on 

MFS for Banks, issued in September 2011 and its subsequent amendments. The new MFS 

Regulations will be in effect along with the Bangladesh Payment and Settlement Systems 

Regulations, 2014 or any other law(s) shall come into effect regarding these regulations. 
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The purposes of these Regulations are to: 

i. Provide a regulatory framework to create an enabling and competitive environment to 

cater to cost-efficient and prompt MFS; 

ii. Promote access to formal financial services at an affordable cost, especially for the 

poor and unbanked population segments; and 

iii. Ensure compliance with Anti Money Laundering and Combating Financing of 

Terrorism (AML/CFT) standards set by AML/CFT rules, regulations, guidelines and 

instruction issued by Bangladesh Financial Intelligence Unit (BFIU).  

The journey of mobile financial service in Bangladesh started with the launching of Dutch 

Bangla Bank Mobile Banking. They got permission from Bangladesh Bank in early 2010 and 

started its operation on 31st March 2011. At that time the concept was really new but people 

embraced it quickly because of the benefits of the service. Right after Dutch Bangla Bank, 

bKash; a subsidiary of BRAC Bank started its journey with a value proposition of simple, 

safe, convenient place to store money, a safe and easy way to make payments and money 

transfers which changed the scenario of mobile financial service and helped it to establish as 

one of the biggest MFS service provider around the nation within a very short period of time. 

Bangladesh Bank issued the license to 28 commercial banks to launch mobile financial 

services in the country and later canceled the license of three of the banks. Now there are 25 

banks have the authority to provide mobile financial service among which 18 banks are active 

in providing the service in the market. 

 

Mobile Financial Service (MFS) comparative summary statement of November, 2018 

and December, 2018 

 

 

Seria

l 

 no. 

 

 

Description 

 

Amount in 

November, 

2018 

 

Amount in 

December, 

2018 

% change 

(Novemb

er, 2018 

to 

Decembe

r 2018) 

 

1 No. of Banks currently providing the Services 18 18  

2 No. of agents 879,727 886,473 0.8% 
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3 No. of registered clients in Lac 670.61 675.20 0.7% 

4 No. of active accounts in Lac* 355.73 373.13 4.9% 

5 No. of total transaction 196,134,91

0 

210,087,150 7.1% 

6 Total transaction in taka(in crore BDT) 31,527.39 32,105.57 1.8% 

7 No. of daily average transaction 6,537,830 6,777,005 3.7% 

8 Average daily transaction (in crore BDT) 1,050.91 1,035.66 -1.5% 

9 Product wise information Amount (in 

crore BDT) 

Amount (in 

crore BDT) 

 

a. Inward Remittance 78.83 63.51 -19.4% 

b. Cash In transaction 12,578.10 12,261.53 -2.5% 

c. Cash Out Transaction 11,945.93 12,213.83 2.2% 

d. P2P transaction 5,119.48 5,073.65 -0.9% 

e. Salary Disbursement (B2P) 586.60 613.19 4.5% 

f. Utility Bill Payment (P2B) 301.69 284.76 -5.6% 

g. Merchant Payment 341.54 424.90 24.4% 

h. Government Payment 88.88 657.48 639.7% 

i. Others 486.33 512.71 5.4% 

 

[1 lac = 0.10 million and 1 crore = 10 million] 

Table-2: Current overview of the industry (source: Bangladesh Bank website) 
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4. Organizational Overview 
 

4.1bKash limited 
 

bKash limited is the leading provider of Mobile Financial Services in Bangladesh holding 

23
rd

 rank in Fortune’s third annual “Change the World” list of 50 recognized companies 

which have positive social impact of their activities. Where banks failed to reach the 

unbanked population due to limitations, bKash Limited successfully took the advantage of 

drastically increased mobile subscribers to provide mobile banking services to both bank 

account holders and non-bank account holders. At present, there is almost 22% of adult 

population in Bangladesh use bKash for multiple financial purposes and the amount of daily 

transaction through bkash is more than 4.5 million.  

 

bKash limited was established on 1
st
 March 2010 and started its journey as a joint venture 

between BRAC Bank Limited, Bangladesh and Money in Motion LLC, USA in 2st July 

2011. In April 2013, the international Financial Corporation (IFC), a member of World Bank 

Group became an equity partner and in April 2014, Bill & Melinda Gates Foundation became 

the investor of the company.Recently in April 2018, Ant Financial Service Group, operator of 

Alipay became the strategic partner of bKash Limited to promote financial inclusion for both 

unbanked and underbanked communities in Bangladesh. The Mobile Network Operator 

(MNO) partners of bKash are Grameenphone, Robil, Banglalink, Airtel and Teletalk.bKash 

has launched its remittance service through Western Union on January, 2018 to receive 

money directly in receivers’ bKash account from more than 200 countries. bKash has also 

collaborated with companies like Index, Valyou, Tranglo, TransferTo, and NEC to bring 

remittance money from countries like UAE, Malaysia, Italy etc. it will enable Bangladeshi 

people living in abroad to send money to their home country which is a huge contribution to 

earning foreign exchange. Moreover, bKash has launched a mobile application in April 2018 

which enables bKash account holders to send money, buy airtime, withdraw cost, make 

payment, request for money through app except for remittance service. The company is also 

working to start e-commerce to facilitate online shopping and government bill payment 

services. Every year bKash is expanding its market leadership position by 20% and continue 
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expanding by introducing new technology developments, introducing new products and 

networking with strong and growing business partners and customers. 

 

bKash offers mobile wallet which is a VISA technology platform used as a customer’s 

financial account. Customers can deposit or withdraw cash and perform other financial 

services via the mobile wallet they register for. The transaction is safe and secure as all the 

information are fully encrypted. Moreover, management of bKash is committed to 

denouncing all sort of money laundering and terrorist financing. In addition, bKash is 

committed to announce its planning, implementation, monitoring and controlling tools in 

accordance with the prescribed rules and regulations of Bangladesh Bank and other 

regulatory bodies. 

 

Mission: 

By providing financial services that are convenient, affordable and reliable, bKash aims to 

widen the net of financial inclusion. bKash wants to provide a solution for Mobile Financial 

Services, built on a highly scalable Mobile Money platform, allowing the people of 

Bangladesh to safely send and receive money via mobile devices. 

 

Objective: 

The ultimate objective of bKash is to ensure access to a broader range of financial services 

for the people of Bangladesh. It has a special focus to serve the low-income masses of the 

country to achieve broader financial inclusion by providing services that are convenient, 

affordable and reliable. 
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Company Organogram of bKash Limited

 

 

4.2 Dutch Bangla bank Rocket 
 

Rocket is the rebranded name of Dutch Bangla Bank Mobile Banking Service taking the 

position as the second largest mobile Financial Service (MFS) in Bangladeshi Market. This 

mobile banking system of DBBL was first inaugurated on May 31, 2011. It was Bangladesh’s 

first initiative to support financial inclusion by the Government of Central Bank of 

Bangladesh. Rocket is the first banking process offering financial facilities to unbanked 

communities efficiently and at an affordable cost. Numerous charges in traditional banking 

and maintaining a minimum balance in the account tend to be difficult for rural customers. 

Moreover, most of the rural people are incapable of writing cheques or signing them. These 

barriers have been bypassed by DBBL’s Mobile Banking through which the customer can use 

their mobile phone to authenticate a transaction if the PIN and the mobile number are not 

incorrect. 
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According to Rocket there is only 24% adult population in Bangladesh hold bank accounts 

where 60% are using mobile phones. Dutch Bangla Bank Rocket is based on a Bank-led 

model to serve both account holders and not account holders using a mobile phone. 

Population holding a bank account may not need to take basic banking activities using mobile 

phones; however, it becomes more convenient for them when banks discharge conventional 

banking services using mobile phones. Therefore, Dutch Bangla Bank started its mobile 

banking service based on the bank-led model and did not consider establishing a subsidiary 

company. In addition, DBBL Rocket does not consider the customers’ deposit as electronic 

money or wallet rather all the deposits are shown as balance in the Rocket account just like 

savings or current accounts. 

 

There are four parties involved with Dutch Bangla Bank Rocket – 

 Bank 

 Mobile Network Operator (MNO) 

 Agents 

 Customers 

 

Among these four parties, customers and agents get the top priority from Rocket. It charges 

an acceptable commission to the customers and at the same time motivates the bank, MNO, 

and agents to run the business successfully. All the cash are deposited at a bank branch. 

Customers can cash-in or cash-out at agents, agents at super agents and super agents at bank 

branches. The agents and customers can also perform the transaction directly at bank 

branches/ ATM which made it more convenient for them. 

 

 

Vision: 

The vision of the Dutch-Bangla Bank Rocket is to promote Banking to the unbanked (unlike 

other models in developing countries which promote P2P or 'Send Money') and to develop 

savings habit among the unbanked. Accordingly, Dutch-Bangla Bank Rocket started with and 
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providing the highest importance to the registration with proper KYC, Cash-in and Cash-out 

activities. Other activities like P2P, disbursement of foreign remittance, salary/wages, 

government's/other allowances, air-time top-up, buying goods and services etc are considered 

as the by-product of the basic banking services. 

 

Product and Services: 

• Customer Registration 

• Cash-in 

• Cash-out 

• ATM withdrawal 

• Mobile Top-up 

• Person to Person transfer 

• Bank A/C- Mobile Bank A/C transfer 

• Foreign Remittance 

• Salary Disbursement 

• Balance inquiry 

• Bill payment 

• Merchant payment 
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5. Industry Analysis  
 

5.1 Stages in the industry life cycle 
 

 

Figure-1: Industry life cycle 

 

There are a lot of potential opportunities for the organizations of MFS industries in the 

market place which indicates that the industry is passing through the Growth stage. 

According to Bangladesh Telecommunication Regulatory commission (BTRC), there were 

total 156.989 million mobile phone subscribers and total 91.348 million internet subscribers 

at December 2018. In 2018 more than 46% of financial transactions were conducted through 

mobile banking which indicates a growth in the number of Mobile Financial Services holders 

who are using mobile banking for various financial purposes. 

 

Furthermore, in 2017 there were approximately 42 million registered and more than 16.5 

million active MFS accounts made the industry to reach a peak. Another significant source, 

inward remittance introduced by Mobile Financial Services the country is earning foreign 

exchanges from various foreign countries. Inward remittance using Mobile Financial services 

(MFS) has increased by 20.8% to BDT 6.62 crore in March from BDT 5.48 crore in February 

(Bangladesh Bank, 23
rd

 May, 2018). 
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5.2 Industry Structure 

 

Figure-2: Industry Structure 

 

Oligopoly 

 

At present we can notice that the Mobile Financial Services industry is following the 

oligopoly industry structure for- 

 Limited number of service providers 

 High entry barrier 

 Little scope of differentiation 

Bangladesh Bank is centrally controlling all the Mobile Financial Services providers and has 

limited the number by providing approval to only some of the powerful banking corporations 

with strong financial background. Besides, huge capital requirements, strict rules & 

regulations, incumbency advantage, unequal access to the distribution channel, economies of 

scale and retaliation from existing firms have made it difficult for new firms to enter the 

industry. Moreover, the insignificant scope of product differentiation for mobile financial 

services has made this industry to follow oligopoly structure recently. 

Controlling force for the profitability and industry profitability 

 

Controlling forces for profitability of the Mobile Financial Services industry in 

Bangladesh are:  

 

 Network Quality of Telecom Companies 
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 Usages of services 

 

 Efficient  Banking Service 
 

 Value added services 

 

 Customer satisfaction 

 

 Cost and time Efficient 

 

 Government  rules and regulation 
 

 

Forces for Industry profitability of Mobile Financial Services industry in Bangladesh 

are: 

 

 Customer base 

 

 Growth of the country 

 

 Customer demand and usage 

 

 Government  rules and regulations 
 

 Role of network providers (suppliers) 

 

 Advancement  of technology in the country 

 

  

5.3 Competitive Analysis  

 
Industry and competitive analysis (ICA) is a part of any strategy development in firms and other 

organizations. The purpose of ICA is to understand factors that impact on the performance of the 

industry, and as well the performance of firms within the industry. 
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Porter’s Five Forces Model   

 

Figure 3: Porter’s Five Forces Model 

 

Threat of New Entrants - Low (Positive/Favorable) 

 

The threat of new entrants for Mobile Financial Services industry is low or favorable as it is a 

newly introduced concept in the financial service system and it is passing the growing stage. 

The following reasons are minimizing the threat of New Entrants in the MFS industry. 

a)Barriers to Entry (High) 

The mobile Financial Service Industry is a part of financial system, therefore, there are plenty 

of legal and regulatory pressures which create barriers from the existing market players on 

new entrants. There are various factors that restrict or discourage others to enter the market, 

such as:  

 

I. Huge Capital Requirement: To provide mobile financing service an 

organization must maintain required capital adequacy and cash adequacy ratio and 

must be well capitalized. 
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II. Strict Conditions, Regulation, and Policies: Bangladesh Bank the Central Bank 

of Bangladesh has the sole authority to provide a license to a new company. There 

are specific conditions of Bangladesh Bank strictly needed to maintain before 

entering MFS industry. 

 

 

III. Incumbency Advantage: Existing companies in this industry enjoys incumbency 

advantage because of their experience, technology, management, agent pool, wide 

networks, favorable geographic locations, Know Your Customer (KYC) practice 

and customer base financing. It is difficult for a new company to negotiate with 

mobile network operators (MNO), IT vendors and most importantly building an 

agent pool. 

 

IV. Unequal Access to Distribution Channel: The Mobile financial service is 

provided through a sophisticated and trained agent network to successfully reach 

every corner of the country. Thus it requires a different and sophisticated 

distribution channel. 

 

 

V. Economies of Scale:  It has been noticed from researches that the economies of 

scale of Financial Service Industry remains among large financial organizations 

and these organizations are more capable to operate services more efficiently than 

small banks and financial institutions.  

 

b) Expected Retaliation (High) 

There are many strong and powerful banks involved which are continuously trying to hamper 

new entrants to enter the industry. Besides, they influence the government or regulatory 

bodies and keep increasing the expected retaliation for new companies. 

 

Bargaining Power of Suppliers - High (Unfavorable/Negative) 

In mobile financial service industry key suppliers are Mobile Network Operators (MNO) and 

IT vendors. 
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a. Bargaining Power of Mobile Network Operator (Very high): Mobile financial 

services are entirely dependent on mobile network operators as this service is unable 

to run without their partnership. The MNO industry has robust bargaining power over 

the industry as there are only six mobile network operators in Bangladesh who 

dominate the market, as there is no alternative option to this service and mobile 

network operators have many other services to perform. Therefore, MFS operators 

must involve MNO partnership to reach the target customers. 

 

b. Bargaining Power of IT vendors (Moderate): A safe, efficient and effective IT 

system is a primary requirement for mobile financial service. In the industry, there are 

both foreign and local IT vendors providing services to the mobile financial service 

providers. Since there are large numbers of vendors available, bargaining power is 

comparatively lower. However, mobile financial service is a very sophisticated 

system hence the quality of the system and security are very important factors, 

Moreover, the IT system should be designed according to MFS providers’ operation 

method and structure. Therefore well-known and experienced IT vendors have higher 

bargaining power over the industry. 

 

 

c. Bargaining Power of the Investor (High): Investor’s interest is very important in 

MFS industry as a fund is one of the major factors to sustain and compete 

successfully. As higher return drives investment decision and there are more scopes 

and opportunities available to invest in, investors of this industry have higher power 

over the MSF operators. 

 

 

Threat of Substitute Services – Moderate 

Before Mobile Financial Services, banks and other Microfinance Service providing 

institutions offered traditional payment and money transfer services, microfinance services; 

inward remittance services those stands as substitute services to Mobile Financial services.  
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a) Threat of Traditional Banking Service (High): Threat from traditional banking 

service is high because people rely on and prefer banks as a medium of transaction. 

Transaction services such as debit/credit card, checks, bank draft, money transfer, 

remittance service and services offered by banks are also strong substitute of the 

mobile financial service industry. 

 

b) Threat from Microfinance (Moderate):The core target market of Mobile Financial 

Services consist of rural population and unbanked urban population. Microfinance 

aims at providing a financial loan at a small scale to the people from remote areas 

which makes it a potential substitute for mobile financial services. 

 

 

c) Cross Boarder inward/outward Remittance Service (Moderate): Some 

organizations are proficient in cross-border transfers such as (Western Money Union). 

These organizations play vital role as potential substitute to Remittance Services of 

Mobile Financial Services Industry.  

 

Bargaining Power of Buyers – Moderate 

The primary service holders of MFS industry are general public as well as small and large 

business organizations, who use mobile financing to transfer money or make payments both 

to customers and other businesses. 

 

a) Bargaining Power of general Public (Low): The bargaining power of general 

people, especially in rural areas is not high because banks located in rural areas do not 

have the ability to facilitate cross border remittance flow and many rural area people 

only have access to bKash as other operators are yet to reach the bKash’s coverage 

level. As a result, general people, especially in remote areas are unable to bargain due 

to lack of alternate Mobile Financial Services.  

 

b) Bargaining Power of Business Organizations (Moderate): Bangladesh 

Telecommunication Regulatory Commission (BTRC) has set the charge at 2.0% for 

each transaction for ‘cash-in’ and ‘cash-out’ purposes and Tk. 5.0 for the lowest 
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amount of transactions in mobile banking. This fixed transaction cost gives mobile 

financing operators no leeway to make profit, but business organizations have great 

power over which operator to choose to do their transactions. According to the 

guidelines of Bangladesh Bank, the transaction limit for the account holders of mobile 

financial services has been fixed at a maximum amount of Tk. 10,000 on a daily basis 

and a total of Tk. 25,000 on a monthly basis. The limit is applicable to any number of 

transactions. So, any business that has monthly revenue/ costs they pay through 

mobile banking exceeding Tk. 25,000 will be required to hold multiple accounts, 

preferably with one of the 3 aforementioned operators, which will increase their 

switching costs. 

 

 

Competitive Rivalry – High 

The intensity of rivalry is influenced by the following industry characteristics: 

 

a. Number of firms (fair): There is a large number of firms involved in the mobile 

banking sector. As a result, there is a high chance in the future that the customer base 

can be divided. 

b. Market growth (High): The market growth indicators are very high which are 

around a double-digit growth rate. As result, firms are able to improve revenues 

simply because of the expanding market. So there is less fight among the competitors 

for capturing the market share 

 

c. Fixed cost (High): Capital costs in this industry are quite high because companies 

spend a great deal of money on technology to provide customers with better services. 

On the other hand, companies had to train several employees to provide customer 

services at the highest level. So overall the sunk cost is high. 

 

 

d. Switching cost (Low):The customers of this industry can easily switch from one 

company to another as the switching charge is near zero. As a result the companies 

struggle to capture and sustain permanent customers.  
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e. Product differentiation (Low): In the field of Mobile Financial Services, there is 

very liited scope for product differentiation which leads to high competitive rivalry. In 

this case, brand identification is the only effective option to constrain rivalry. 

 

 

Market Forces 

 

Degree of Threats 

 

Condition 

Threat of New Entrants High Favorable 

Bargaining Power of Suppliers Low Unfavorable 

Threat of Substitute Services Moderate Favorable 

Bargaining Power of Buyers Moderate Favorable 

Competitive Rivalry High Unfavorable 

 

Table-3: Summary of Porter’s Five Force Model 

 

 

5.4 Environmental Analysis 
 

PESTEL Analysis 

 

PESTLE stands for “Political, Economic, Social, Technological, Legal and Environmental” 

analysis and is used for business and strategic planning, market planning, organizational 

change, business and product development and research reports. By understanding these 

external environments, organizations can maximize the opportunities and minimize the 

threats of the organization. 

 

Political 

Political factors have a positive effect on the industry. Political stability is rare in Bangladesh. 

Internal disputes between political parties continuously produce pressure on the economy 

whereas halting the expansion rate in each sector of Mobile Financial Services (MFS) sector 

will never be an exception. Despite the unfortunate condition, the mobile banking system has 
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surpassed the hindrance by the political irregularities and has been ready to create its mark 

within the market by the running fourth year. Because of the pro-active and modern approach 

of the Bangladesh Bank and Government, the mobile banking system has experienced 

noteworthy progress in a few years. Bangladesh government’s motive in building a “digital” 

nation has implemented the technological advancement and so encouraging mobile banking 

system to prosper and exhibiting it as a pretty one within the market. 

 

Economic 

Economic factors have a Positive effect on the industry as the current economy of 

Bangladesh is being unstable. Despite being a country with political instability, poor 

infrastructure, corruption, insufficient power provides, and slow implementation of economic 

reforms, the economy of Bangladesh has grown within the past year for 2010 and 2011 

however followed by a declining rate in 2012 and in 2013, per Bangladesh Economy Profile 

2013. The outgoing year has been one in all the most distressing years for Bangladesh in the 

recent past in terms of domestic political instability caused by hartals, blockades, and deadly 

violence for months. As a result, the economy had up-to-date its strength in some ways. The 

planet Bank International money, Bangladesh Bank (BB) and plenty of specialists have 

projected the gross domestic product (GDP) to be under 6th that is far below the target of 

7.2% for Fiscal Year 2014. Some even apprehend it's going to be under fifth. Poor economy 

implies less employment generation and low financial gain that successively has poorness 

implications. Although the disposal financial gain reached an incomparable high of 31079.56 

BDT in 2013 if the poor economic state of affairs continues Mobile monetary Services (MFS) 

might represent a less attractive sector. 

 

 

Social 

Social factors have a positive effect on the industry. Mobile financial services’ basic qualities 

will facilitate the unbanked overcome barriers and reap the advantages of financial services. 

MFS is often utilized by nearly everybody at any time of day or night and from anywhere, 

eliminating the accessibility problems conferred by traditional banking. Additionally, MFS 

provides secure services at a low value. Through M-banking one will avail varied services 
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i.e.; utility bill payment, fund Transfer, shopping, money withdrawn from chosen ATM or 

money point and many more exciting facilities. The preference for MFS is high among 

individuals because it facilitates time-saving, low cost, security, and trustworthiness. It’s been 

elaborated that the adoption and use of MFS are embedded in social practice. These days 

millions of inhabitants of Bangladesh are transferring funds inside a network through mobile 

network coverage, therefore creating it an attractive business. Peoples’ attitude towards MFS 

is positive because of its quality and increased flexibility in operation. The society’s health, 

education, and quality are heading towards a positive direction and this features a positive 

impact on MFS as well. 

 

Technological 

Technological factors have a negative effect on the industry. Technological factors are 

relevant to innovations in technology that will have an effect on the operations of the 

business and therefore the market constructively or unconstructively. This refers to 

automation, research, and progress and therefore the amount of technological responsiveness 

that a marketplace possesses. Mobile banking technology, the latest generation of electronic 

banking transactions has become one amongst the most acquainted banking features, 

unfolded new window of chance to the present banks and financial institutions. Therefore, in 

the banking sector, m-banking technology has brought banking facilities in hand’s grip that 

has created life easier, sturdy and versatile. As all most, each bank is up to adopting m-

banking technology with the most advanced manner, in order to beat the competition it needs 

innovation. The MFS market is at an early stage of development because the newest suppliers 

are seeking to stabilize their technology. 

 

 

Legal 

Legal factors have a positive effect on the industry. These factors have each external and 

internal side. There are certain laws that have an effect on the business environment during a 

certain country whereas there are certain policies that corporations maintain for themselves. 

The legal analysis takes under consideration each of those angles and so charts out the ways 

in light of those legislations. As an example, shopper laws, safety standards, labor laws etc. 
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Factors Status 

Political Positive 

Economic Moderate 

Social Positive 

Technological Negative 

Legal Positive 

 

Table-4: Summary of PESTEL Analysis 

 

With the help of the PESTLE analysis, it is evident that the Mobile Financial Services or 

Mobile Banking industry of Bangladesh is an attractive sector. Environmental factors need 

not be considered in this industry. 

 

 

 

 

 

 

 

 

5.5 Growth Analysis 
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Figure-4: Trend of Number of transactions over the last 5 years (Appendix-A) 

It is clearly visible on the graph that the number of total transactions notably increased since 

last five years. In 2014, number total transaction was 74,473,558 and it raised to 210,087,150 

in 2018.  The weighted average of the growth (Weight given 2017-18 =.05, 2016-2017=.03, 

2016-2015=.02, 2014-2015= .01) since 2014-2018 is 7%. 

 

 

Figure-5: Trend of Average Daily Transaction volume over the last 5 years (Appendix- A) 

 

The graph shows that the average daily transaction volume increased significantly since last 

five years. In 2014, it was BDT 349.43 crore and in 2018 it increased to BDT 1035.66 crore. 
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The weighted average of the growth (Weight given 2017-18 =.05, 2016-2017=.03, 2016-

2015=.02, 2014-2015= .01) since 2014-2018 is 7%. 

 

 

Figure-6 Trend of Number of Agents over the last 5 years (Appendix-A) 

It is noticeable from the graph that the number of agents increased from 540,984 to 886,473 

within 2014-2018. The weighted average of the growth (Weight given 2017-18 =.05, 2016-

2017=.03, 2016-2015=.02, 2014-2015= .01) since 2014-2018 is 4%. 

 

 

 

Figure-7 Trend of Cash-In and Cash-Out over last 5 years (Appendix- A) 
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The industry has reached the breakeven point of cash-in and cash-out in 2018. Until 2019, the 

main focus of the industry was to increase the transaction rate and transfer volume, however, 

currently its target is to increase the cash-in rate and keep the cash-out rate stable. 

  

 

Figure-8 Trend of Inward Remittance volume over the last 5 years (Appendix- A) 

During the interval of 2017-2018 the volume of inward transaction has experienced a steep 

rise. The main reason of this rise is the mammoth array of proactive and concentrated actions 

for development of service.  
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Figure-9 Trend of Salary Disbursement volume over the last 5 years (Appendix- A) 

Starting from 64.7 crore of salary disbursement through MFS platform in 2014, it has reached 

613.19 crore in 2018. This is the highest volume in the last five years. The weighted average 

of the growth (Weight given 2017-18 =.05, 2016-2017=.03, 2016-2015=.02, 2014-2015= .01) 

since 2014-2018 is 18%. 

 

 

 

Figure-10 Trend of Merchant Payment volume over the last 5 years (Appendix- A) 

During the interval of 2014-2015 and 2015-2016, MFS industry had no Merchant payment 

services. After starting the Merchant Payment services the volume of the merchant payment was 

130.03 crore in 2017 and during the 2017-18 interval, it rose till 424.9 crore. The weighted 

average of the growth (Weight given 2017-18 =.05, 2016-2017=.03, 2016-2015=.02, 2014-2015= 

.01) since 2014-2018 is 113%. 
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Figure-11 Trend of P2P transaction volume over the last 5 years (Appendix- A) 

Peer to Peer transaction has seen a pretty notable rise since last five years. It was BDT 

1975.07 crore in 2014 and it is 5073.65 crore now. The weighted average of the growth 

(Weight given 2017-18 =.05, 2016-2017=.03, 2016-2015=.02, 2014-2015= .01) since 2014-

2018 is 6%. 

 

 

 

Figure-12 Trend of Government Payment volume over the last 5 years (Appendix- A) 

During the past two intervals before 2016, MFS industry had no Government payment 

services. After starting the Government Payment services the volume of the merchant 
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payment was 128.21 crore during the 2016-17 interval and during the 2017-18 interval, it has 

faced an acute steep rise till BDT 657.48 crore. The weighted average of the growth (Weight 

given 2017-18 =.05, 2016-2017=.03, 2016-2015=.02, 2014-2015= .01) since 2014-2018 is 

206%. 

 

 

 

Figure-13 Trend of Utility bill payment volume over the last 5 years (Appendix- A) 

 

Payment of Utility bills through MFS platform notably increased from 50.8 crore to 109.12 

crore during the 2014-2015 interval. It reached 181.34 crore in 2016 and did not increase 

significantly during the interval of 2016-2017.The utility bill payment increased 100 crore 

more on 2018. The weighted average of the growth (Weight given 2017-18 =.05, 2016-

2017=.03, 2016-2015=.02, 2014-2015= .01) since 2014-2018 is 13%. 
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Figure-14 Growth Rate (Appendix- A) 

The weighted average growth rate of the mobile financial service industry shows that the 

industry has witnessed the highest growth in Government Payments in the last five years but 

it has only been two years since Government Payments and Merchant Payment services 

started. If we consider the highest growth among the services which have been available from 

the very beginning, we find Inward remittance having the highest growth. The growth rate of 

Inward remittance is 162% and the reason behind that is foreign resident Bangladeshi 

people’s growing interest in MFS. The rise in the use of MFS platform in case of Salary 

disbursement and Utility bill payment is mention worthy as well. Their growth rate is 

consecutively 18% and 13%. 
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Figure-15 Expected Growth Rate (Appendix- B) 

Considering the growing trend from the last five years, we have prepared a forecast for the 

next five years. From the forecast, we have presumed that Salary disbursement service will 

grow the most. As MFS companies are pretty proactive in promotion and market is growing 

pretty rapidly we expect that MFS account's activity to grow by 87% along with the growth 

in new customers by 42%. We haven’t calculated the expected growth of Inward Remittance 

service, Merchant Payment service, and Government Payment service because they haven’t 

reached a stable status yet. Though the industry players are planning and putting everything 

together to slow down the Cash-out trend while pushing Cash-in rate even further, the chart 

shows that Cash-out rate may exceed the growth rate of Cash-in by 9%. 

 

5.6 Customer Perception Analysis 
 

To understand the level of customer preference of using mobile financial services, the 

potential that might hinder the progression of MFS industry and the suggestions or feedbacks 

which reflects customer demand, we have performed a survey (Appendix-C-1, C-2, C-3).In 

our survey, we have taken a sample of 50 people containing 10 people each from Labor class, 

Businessman, Remittance receiver, Student and Office staffs/Employees profession. The 

properties of the sample are shown below- 

 

Age group of MFS beneficiary- 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 18-25 14 28.0 28.0 28.0 

26-30 16 32.0 32.0 60.0 

31-35 10 20.0 20.0 80.0 

36-40 4 8.0 8.0 88.0 

41-45 3 6.0 6.0 94.0 

46-50 2 4.0 4.0 98.0 

50+ 1 2.0 2.0 100.0 
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Total 50 100.0 100.0  

 

 

Income Limit- 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid <3000 2 4.0 4.0 4.0 

3000-5000 7 14.0 14.0 18.0 

5000-10000 7 14.0 14.0 32.0 

10000-20000 11 22.0 22.0 54.0 

20000-30000 9 18.0 18.0 72.0 

30000-40000 7 14.0 14.0 86.0 

40000-50000 3 6.0 6.0 92.0 

50000+ 4 8.0 8.0 100.0 

Total 50 100.0 100.0  

 

 

 

Profession- 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Wage-earners 10 20.0 20.0 20.0 

Businessman 10 20.0 20.0 40.0 

Remittance Receiver 10 20.0 20.0 60.0 

Student 10 20.0 20.0 80.0 

Office staffs/Employee 10 20.0 20.0 100.0 

Total 50 100.0 100.0  
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During our analysis, we have found that 76% of people actually receive Mobile Financial 

Services and rest 24% is still a potential bunch (Appendix-D). 22% of people strongly agreed, 

54% of people agree, 20% of people were neutral and 4% people disagreed with the fact that 

they prefer using Mobile Financial Services (Appendix- D). From the people we took as the 

sample, 60% people think MFS is important since it provides fast and safe banking services, 

16% think for foolproof security and 24% think the ability to use frequently for business 

purpose is what makes MFS important (Appendix-D). 

 

While considering the reasons which are keeping the customers away from Mobile Financial 

Services, we have found the response graph as below- 

 

Figure -16: Response of “Do not feel Secure” (Appendix-D) 

 

According to the customer response, 8% of the participants have a strong agreement with the 

reason that they don’t feel secure while transacting through mobile financial service 

providers. 52% of people have agreed with the concern as well. The percentage of 

disagreement is nearly 20% of the responses. So, it can be said security concern is burning 

question nowadays. 
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Figure -17: Response of “Complex to Operate (Appendix-D) 

 

Around 14% of people have a strong feeling and 42% of people have a general concern 

regarding the procedural complexity. Since most of the users are not so well adept in using 

mobile-based application and keypad based transaction is also very lengthy, the concern 

regarding complexity is pretty legit in this case. 

 

 

Figure -18: Response of “Small Financial Return (Appendix-D) 
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Almost every other financial medium provides a reasonable return while the return on 

savings in MFS platforms is literally little. According to the graphical presentation, 52% has 

agreed with the concern while 22% of people are strongly bothered regarding the issue. 

 

Figure -19: Response of “Presence of Rumors” (Appendix-D) 

The continuous presence of rumors and fraudulent activities has been crucial recently. Fear of 

losing hard-fought earnings has become a critical issue. Since a huge percentage of the 

potential and existing customers are of Labor class and little income, the fear resulting from 

rumors is mention worthy. 29 people out of 50 people are seriously concern regarding the 

issue. 
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Figure -20: Response of “Unusual Option” (Appendix-D) 

12% of the responder has never considered MFS as a potential alternative of cash. 52% of 

people still feel uncomfortable while using MFS. 28% of people have said that their actions 

literally depends on the requirements. They use MFS only when it is somehow required for 

any transaction or they find any special offer prevailing. 

 

 

Figure-21: Response of Non-universal Payment System (Appendix-D) 
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Mobile Financial Services have not yet been usable in every case of life. We can solely 

depend on MFS yet now. Merchant payment is the biggest concern here. Daily transaction 

limitation is critical. People need to carry cash with them or have to transact through checks 

or other instruments. 40 people out of 50 people sample consider this issue as not motivating. 

 

The most common suggestions and unique demands from the Customer perspective are- 

 Expansion of the Merchant Payment agreement and facility 

 Demonstrative advertise will be helpful 

 Cash back on usage or offers and easy operate system. 

 Increasing the Daily Transaction limit on personal Account.  

 More bank transfer agreements 

 Giving more incentive in terms of discounts and cash back 

 Limit Extension and International payments 

 Different exciting offers for shopping online 

 Light version of apps 

 Authenticity of promotion materials  

 Reduce cost/charge 

 Voice Command system on App 

 Separate Statement for separate services 

 Electronic KYC 

 Increase return on saving and decrease the saving time requirement 

 Credit overdraft facility 

 AI based security measures 
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6.  Comparative Analysis 
 

Concentrated Role: 

 bKash strongly focuses on delivering mobile-based service to the potential market. As 

a subsidiary company, it has its own identity and a single focus on promoting and 

establishing a cashless transaction trend rather than welling off the parent bank 

services. 

 Rocket is SBU of Dutch Bangla Bank Limited. Its ultimate goal is to facilitate the 

banking services provided by the parent bank. Although it is the second largest 

position holder in the market, it does not prioritize creating a position in the Mobile 

Financial Service industry. 

 

Since bKash started its journey as an individual subsidiary company and is more 

determined to hold a prime position in the market rather than being a complimentary 

service providing unit like Rocket, it is successfully leading the industry by a huge 

margin of market share difference. 



48 

 

 

Credit Rating: 

 bKash has achieved credit rating of “AA1” for the long run operation and “ST-1” for 

the short run operation. It has a stable outlook according to the CRG rating operated 

Credit Rating Agency of Bangladesh Limited (CRAB). 

 Since Rocket is a subsidiary unit, it does not have any separate credit rating but the 

parent bank’s credit rating has certain influence on the unit. The Bank has been able 

to sustain its credit rating at ‘AA+’ in the Long Term and ‘ST-1’ in the Short Term 

for the consecutive last 6 years. 

A better credit rating entails better creditworthiness. With a better credit rating, Rocket has 

certainly better creditworthiness in the long run. 

 

 

Organogram: 

 bKash being a subsidiary company has a foolproof organizational structure starting 

with the CEO at the top  following hierarchical dropping down within the structure. 

Besides, It has its own operationally segregated divisions. 

 Rocket is a mobile financial service based segment of the Financial Inclusion Division 

of Dutch Bangla Bank Limited. The operation of Rocket is under the supervision of a 

Deputy Managing Director. 

 

bKash has a complete organizational structure and a team of dedicated employees with an 

ultimate goal to achieve the defined mission and vision of bKash Limited. On the other hand, 

Rocket is a product or service offered by the parent bank to make their core banking services 

more accessible and smooth. Though in the process of offering Mobile banking facilities it 

creates E-Money, It is not their primary concern. Rocket doesn’t have several divisions and 

dedicated employees. It is actually supervised and operated by a bunch of Dutch Bangla Bank 

Limited employees. 
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Advantages those bKash has over Rocket due to the differences in structure and primary 

concentration are: 

 It can take more favorable decisions as it has a clear objective of generating E-money 

in the market 

 It exhibits expertise for having a foolproof team of chiefs  

 It doesn’t have to face parent bank’s compliance issues since it has a completely 

segregated organization under the supervision of parent bank 

 It has its own management team to make major decisions about the organization 

whereas Rocket has to consider aspects of DBBL and other parties of Financial 

Inclusion Division of DBBL for any decision making process 

 

 

 

 

Market Share 

 

 

Figure-22 Comparison of Market Share 

 bKash has 58% of the market share considering the subscribers and 22% of market 

share considering the agent points. 
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 Rocket has 17% of market share considering both the subscribers and the agent 

points. 

 

Higher Market share in both of the cases gives bKash a competitive advantage. The 

competitive advantage is huge in the case of subscribers. 

 

Brand Image 

 bKash has already achieved a brand image by being synonymous to the name of 

the mobile financial services. Nowadays when people take any MFS services, they 

name it after bKash. Even If anyone is taking services of other service providers, 

they name it after bKash services. 

 Despite having the second highest market share and an almost similar level of 

quality and customer satisfaction, Rocket has not had a satisfactory level of 

popularity yet. 

Technology 

 bKash uses Huawei solutions 

 Rocket uses Sybase 365 solutions 

Huawei is the world’s third largest information and communications Technology (ICT) and 

smart devices providing company. Most of the telecom companies in Bangladesh uses 

Huawei solutions and bKash has selected Huawei as its core platform provider to effectively 

operate its mobile based services. In the case of Sybase, It doesn’t exist anymore. Sybase is 

now a part of SAP.SAP is pretty known software and solution based company. A notable 

amount of Bangladeshi businesses use SAP solutions but it has relatively less experience in 

Telco and mobile-based sectors. SAP doesn’t have any direct presence in Bangladesh. It 

operates in Bangladesh through some local partners whereas Huawei has an office in 

Bangladesh which helps it to more productive and efficient in offering and monitoring 

technologies, and it has great involvement with the present Government regarding 

digitalization of Bangladesh. Considering the aspects discussed above Huawei is certainly a 

better value creator. Thus, bKash possesses a better position. 
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Application 

 bKash has a fully dedicated mobile phone application. The application is capable to 

offer all the bKash services. It can capture Barcodes and automatically generate the 

necessary information. 

 Rocket doesn’t have a dedicated mobile application. It can be accessed through 

NEXUSPAY which is a mobile-based application for DBBL. It provides access to all 

the DBBL cards and accounts. 

 

Since the bKash application is totally focused on bKash, it is capable of offering all the 

bKash services efficiently. It has a pretty smooth user interface dedicated only to bKash. It 

doesn’t offer any mobile-banking facility from the Brac bank.on the other hand, Nexuspay is 

a multipurpose application. It has a separate module for Rocket but that is not well defined 

and well organized for Rocket services. It only offers basic services in a general manner. It is 

interconnected with other DBBL services. Thus, it has “All in one” advantage. Above all, the 

bKash application has more competency in case of Mobile Financial Services. 

 

Customer fee 

MBC Bank 
Involvement 

Cash In charge Cash Out Charges Send Money 
Charges 

 Apps Regular 1000 

BDT 
 % App 

(1000 

BDT) 

% App Regular 

bKash Brac Bank N/A Free 18.5 1.85 17.5 1.75 Free 5 

Rocket DBBL N/A Free 18 1.8 18 1.8 5 5 

 

 

Channel Commission Structure 
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MFS Bank 
Involvement 

Distributor Agent Send Money 
 

Provider BDT-1000 CI % CO % CI  % CO % APP/R 

bKash Brac Bank 1.45 .10 1.45 .15 4.10 .28. 4.1 .41 Free/5 

Rocket DBBL 1.45 .15 1.45 .15 1.20 .42 4.2 .42 5 

 

 

 

 

Payment Commission Structure 

MFS 
Provider 

Bank 
Involvement 

Merchant 
Settlement 

Time 

Bill 
Payment 

(BDT) 

Payment  
Collection 

School 
Fees 

Payments 

KYC 

Distributor Agent 

bKash Brac Bank 1.5% 20 0.41 0.41 15 50 

Rocket DBBL 1% 2 to 20  0.45 0.45 25 20 

 

Parent 

 bKash  

 Brac Bank Limited 

 Ant Financial 

 Bill & Melinda Gates Foundation 

 Money in Motion LLC 

 International Finance Corporation 
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 Rocket 

 DBBL 

 Sybase 365 or SAP (Strategic alliance for technology) 

 

bKash has a huge array of parents. Its parents include some internationally well-known social 

welfare foundation and Financial Institutions and this help out bKash to get more international 

exposure and create a global brand image. Strategic alliance with Alipay which is a concern of 

one the most popular company gives bKash a huge competitive edge. Diversified investors 

portfolio with diversified development focuses help bKash to grow even more rapidly than its 

nearest competitors. Rocket doesn’t have any international parent except Sybase which is only for 

technological support. DBBL is Rocket’s one and only true parent. Having quite a little 

international exposure and being under single parent somehow sidetracks Rocket from its 

potential growth. 

 

Core Competencies 

Core Competencies of bKash are - 

 Very strong brand recognition 

 Impressive bunch of investors 

 The parent organization BRAC is well reputed and recognized NGO 

 One and only foolproof MFS based separate organization 

 Strong Agent Network 
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Figure-23 Core Competency Graph 

 

 

Core competencies of Rocket- 

 Strong ATM network 

 Strong Parent Bank 

 Strong Interconnected Banking Services 

 Partnership with every mobile network operator in Bangladesh 

 Notable partnerships with insurance providers and employers to use its platform for 

distributing payments 

 

bKash has a significantly strong brand image. People subconsciously intend to name all 

the MFS services available from all the MFS provider after bKash. Having a greater agent 

network (not agent banking structure) gives it an extra edge. bKash promotes the mission 

of serving potential banking customer from the remote areas which connect social welfare 

quite well. Thus, having Brac (the largest and the best) as the parent influences its 

acceptability even more. DBBL has a greater agent banking record but hasn’t had Rocket 

agents everywhere. It has an immense advantage regarding the availability of ATMs. 

Availability of a huge number of ATMs helps Rocket’s growth. Rocket is strongly 

interconnected with other DBBL services. So, it gets enough push to grow even better. 
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Interest offers 

 Along with keeping money safe, you can also enjoy up to 4% Interest (per 

annum) on Savings on your bKash Account. Interest is offered to bKash 

Customer Accounts only. 

 

Balance/Slab       Rate p. a 

BDT 1,000 – BDT 5,000.99          1.5% 

BDT 5,001 – BDT 15,000.99            2% 

BDT 15,001 – BDT 50,000.99            3% 

BDT 50,001 and more            4% 

 

 Rocket doesn’t pay any interest on wallet based savings. 

 

Special Offers for Customers 

bKash’s special offers for customers are- 

 40% Cash back on Pathao (Present) and Sohoz (Earlier) 

 Buying Ticket and 15% instant cash back on any purchase at DITF 

 32% cash back on Ekhusey Boi Mela payments 

 Up to 30% cash back on purchase from selected 90+ Brands and 1000+ shops 

across the country. 

 100% cash back on mobile recharge 

 5% bonus on transferring remittance through bKash 

 Up to 60% cash back on Hotel, motel and resort bookings 
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 Rocket’s Special offers for customers are- 

 10 -15 % cash back on selected brands products 

 10% bonus on remittance 

 30% cash back on purchases from Agora 

 ROBI Data offer on Rocket Mobile recharge service 

 Buy 1 Get 3 dinner offer at Le Meridian 

 

 

 

If we consider both bKash and Rocket’s offer, we can see that both of them have put notable 

effort to attract people with special schemes. If we look at bKash’s offers, it has focused on 

all the possible sectors, industries and all the players within the industries. So, bKash has 

achieved all the gains one can expect from a particular industry. From transportation to food 
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to daily accommodation to sports to insurance premium, almost everything has bKash’s 

concern. Ion the other hand, Rocket’s special offers are pretty infrequent and selective. 

Rocket doesn’t focus on the industry as a whole it rather focuses on one or two industry 

players which eventually narrowed down its exposure. 

 

• SWOT Analysis 

Strengths 

 

 

 

bKash 

 

 

 Strong backup from investors 

 Strong national and global brand image 

 Train and maintain agents in every corner  

 Better Corporate Culture ( Employee Brand Award 

2017) 

 Innovative initiatives to expand business (Bangladesh 

innovation award 2018 for bkash customer app) 

 

 

Rocket 

 Strong banking backup from parent bank 

 Strong agent banking structure 

 Country’s best and the largest ATM network 

 Facilitate parent bank account holders to transfer money 

from bank account to Rocket account or Rocket account 

to bank account 

Weaknesses 

 

 

 

 

bKash 

 Comparatively high service charge 

 Weak security measures for field agents 

 Heading back in terms of differentiating itself from 

providing services at lowest cost 

 Lack in new product development 

 

 

Rocket 

 Unable to operate as a separate entity 

 Bound to compliances of parent bank 

 Does not have dedicated divisional operation 

 Conservative promotional strategies 

 No interest on savings 

Opportunities  

 

 A huge array of potential customers 

 Online shopping is growing rapidly and bkash are 

connected with most of the popular online shops or 
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bKash vendors 

 Since it has a magnificent portfolio of international 

investors, it can expand its business globally 

 

 

Rocket 

 comparatively better position and prospect to flourish in 

remittance services 

 expanding target groups 

 rapid growth of app users leads more customers 

Threats  

 

bKash 

 Most of the rumors of the industry are bKash focused 

 Rapidly growing money-laundering 

 The gap with the nearest competitors is declining 

 Entrance of government organization into the industry 

with better service offers.  

 

 

 

Rocket 

 Increasing number of inactive accounts 

 Possibility of losing existing market share if bKash 

offers even better services with the help of newly 

aligned Alipay 

 Government initiated “NAGAD” can be a potential 

threat to the existing market share.    

 

 

 

 

 

 

 

 

Chapter 7 
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Findings, Recommendations, 

and Conclusion 

 

 

 

 

 

Findings 
 

Industry Basis: While analyzing various aspects of the Mobile Financial Service Industry, we 

have found some areas of concern- both optimistic and pessimistic. The findings regarding the 

industry considering as a whole are- 

  Optimistic View Pessimistic View 

• The industry is at the Growth stage as 

it is expanding and getting more and 

more customer acceptance 

• Huge response from the inward 

remittance customer 

• More and more organizations have 

started trusting MFS platform as the 

best alternative for salary 

• Since Mobile Financial Services 

Industry is an oligopoly industry, the 

high entry barrier is resulting in 

absence of competitive pricing 

• Being an oligopoly industry there are 

very few options in differentiation 

which is hindering the development of 

living standard 
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disbursement 

• High fixed cost is actually creating 

better capabilities for the future 

• Both Government and Bangladesh 

Bank are significantly supporting and 

investing for technological 

development and digitalization. Thus 

FinTech based MFS  companies are 

getting magnificent upward push 

• With the growing economy of 

Bangladesh, innovative ideas and 

FinTech based implementation of 

MFS industryhave immense 

possibility to progress 

• The number of active accounts has 

grown up to 13% in the last five years 

and has a presumption to grow by 

87% in the next five years considering 

the immediate trend and increasing 

effort from the industry players. 

• Newly initiated services – Inward 

Remittance, Government payment, 

and Salary Disbursement have already 

created a noteworthy market and 

demand. 

• High bargaining power of the 

Suppliers- MNO and IT vendors. 

• High competitive rivalry and the 

entrance of Government-backed 

organization “NAGAD” may have a 

bad impact over existing customer 

status. 

• This industry is based on advanced 

financial technology, however, 

insufficient technological know-

howand less awareness among users 

are creating fraudulent and privacy 

crisis. 

 

Company specific basis 

bKash Rocket 

 bKash is an autonomous subsidiary 

with a single business focus which is 

creating E-money 

 It has a better organizational 

 Rocket is a Strategic Business Unit of 

Dutch Bangla Bank Limited. It is 

rebranded as a single focused E-

money creator but its core focus is 
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structure, existence of dedicated 

department and chiefs 

 It has better agent availability, brand 

recognition, and subscribers status 

 bKash has a magnificent array of 

investor portfolio which ensures 

better resource sharing, risk sharing, 

diversified fund pooling, and 

immense international exposure 

 It is failing to utilize the ATM option 

since BRAC Bank Limited has pretty 

poor ATM network 

 bKash has a significant number of 

special offers and right sharing 

agreement with the mammoth amount 

of organizations which is increasing 

its transaction volume notably 

 The most important strength for bkash 

is its brand recognition and award-

winning the corporate culture 

 bKash has a better merchant service 

position and the whole industry is 

putting more focus on merchant 

payment nowadays. So, bKash has a 

way better growth possibility in this 

regard 

 Remarkable alliance with government 

initiatives and public welfare 

 

still the same which is to deliver the 

typical banking services of DBBL to 

the regular customer and the potential 

customers from remote area. 

  In the case of creditworthiness or 

credit rating Rocket is comparatively 

in a better position 

 Rocket has the parent bank who has 

comparatively better banking brand 

image, agent banking status and 

ability to diversify the negative 

outcome and offset that by positive 

returns from other services or 

inclusions 

 It has always been shy while 

attracting customers by offering 

something new now and then 

  Rocket is the pioneer of technology-

based banking in the country. Thus, 

Rocket has better technological 

experience. The number of fraudulent 

related complains about Rocket is 

comparatively low. 

 It is stuck between being a 

complementary banking service 

facilitator and an E-wallet service 

provider 

 

Recommendations 
 

For the Industry 
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 The industry needs more and more competitors in order to ensure reasonable and 

competitive pricing. 

 Better differentiation should be on the focus to satisfy different customer needs. 

 Alliance with regular public services should be increased. 

 Remittance is one of the core influencers of the country economy and MFS has 

already experienced a significant involvement with the inward remittance in the last 

five years. So, special focus on inward remittance, frequent special offers to the 

remittance senders and separate charges for the inward remittance service users may 

prove as a jackpot. 

 Salary Disbursement through MFS increase the velocity of the money. So, it should 

get priority from both ends – Industry and Government. 

 Since the industry is marching towards maturity, company players should focus more 

on keeping customers active rather than increasing the number of registrations. 

 Supplier bargaining power should be controlled and monitored by a concerned 

authority in order to help the industry players to offer services charging lower fees. 

 The industry should push MNOs for network up gradation in order to ensure better 

service availability. 

 

For bKash 

 More focus on merchant payment agreement s is an immediate necessity. 

 ATM-based operation should get more attention 

 Since most of the rumors and fraudulent cases are about involved with bKash, it 

should focus more on user security. 

 Despite having a lot of ongoing special offers, the number of customer engagement is 

not up to the expectation. It should focus more on creating buzz rather than offering 

for everything and making the special offer a casual fact. 

 Bank transfer agreement with more and more banks is an emergency urge from the 

customer. 

 Since bKash is the market leader, it has to be the pioneer in every aspect and has to 

accept every possible chance considering the related risk up to a limit. 

 

For Rocket 
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 Rocket has to clarify its position to itself at first. Rocket has to decide whether it 

wants to smoothen up the DBBL typical banking facility by being the complementary 

facility or service or it actually wants to contribute as the E-money creator and taking 

it as the core focus. 

 It should focus better off its brand image. Even though it is offering some services 

better than the competitors, the credit still goes to bKash as Rocket has failed to create 

a noteworthy brand identity. 

 Rocket is way beyond of bKash considering the subscription rate, it should proliferate 

the number quickly by reaching the un-approached population or the customers of 

bKash by offering better charges and quality services. 

 Rocket has a competitive edge regarding the ATM network and has a huge number of 

regular customer of ATM, It should start differentiating its services and special offer 

keeping ATM usage in mind. 

 Since DBBL has already involved with insurance companies regarding some of its 

services, it can start offering insurance guarantee for Rocket fraudulent case about 

which bKash hasn’t done anything yet. 

 A dedicated Unit having dedicated divisions for diversified operations for Rocket will 

help it to grow even more. 

 Inward remittance can be a jackpot for Rocket since bKash is more concerned about 

merchant banking nowadays. 

 Offering Interest on saving with a notable number may give a huge upward push to 

the volume of rocket transactions. 

Conclusion 
 

To conclude, we must agree that Mobile Financial service is one the “Big Things” in the 

economy of an affluently developing country. It is at the growth stage and actually growing at 

a notable pace. It has been creating a mention-worthy customer base though there are not too 

many reliable options for the customers since it’s an oligopoly industry. Despite its 

continuous bloom, it has not yet reached to the level as expected and the reasons behind that 

are Privacy violation, Continuous presence of rumors, high charges, relatively low return 

(only bKash pays), being the unusual option and not being available at everywhere and in 

every possible transaction. According to customer perception, 60% of people don’t feel 

secure, 56% find MFS complex,74% is not happy with the small return,58% is frightened 
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because of continuous rumors,64% feel don’t feel MFS a usual option and 70% people may 

consider using MFs if it becomes a universal payment system. Some striking steps from the 

industry players may resolve the dilemma. Two key players’ bKash and Rocket have some 

different set of strengths and limitation in comparison to each other and they are trying hard 

to achieve their specific goals which are pushing the industry in an even better position. 

Above all, it can be said that Mobile Financial Service Industry will be one of the most 

influential sectors of the country economy rather than only being the subsidiaries or the small 

part of Financial Inclusion Division of any parent company. 
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Appendix-B: Calculation of Expected Growth 
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Appendix-C: Customer Perception Survey Questionnaire 
 

Survey on Customer Perception of the Mobile Financial Services (MFS) Industry 

 

The objective of the survey is to get the prevailing customer perception regarding usage of the MFS 

products. Customers are requested to mention their points of concern and their suggestions 

 

1. Are you a Mobile Financial Services (MSF) user? 

a) Yes 

b) No 

 

 

2. Why Mobile Financial Services are important? 

a) Provide fast and safely banking services. 

b) Inexpensive 

c) For foolproof security 

d) Business Purpose 

 

 

3. Age group of Mobile Financial Services (MFS) beneficiary- 

a) 18-25 b) 25-30 

c) 31-35 d) 36-40 

e) 41-45 f) 46-50 

g) 50 above  

 

 

4. Income limit- 

a) Below BDT 3000 b) BDT 3000-5000 
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c) BDT 5000-10000 d) BDT 10000-15000 

e) BDT 15000-20000 f) BDT 20000-25000 

g) BDT 25000-30000 h) BDT 30000-35000 

i) BDT 35000-40000 j) BDT 40000-45000 

k) BDT 45000-50000 

 

l) Above BDT 50000 

 

  

5. Profession-  

a) Wage-earners b) Student 

c) Businessman d) Office stuff member 

e) Cash receiver from Bangladeshi foreign resident  

 

 

6. “ I prefer to transact through MFS” ____ 

a) Strongly agree  b) Agree  c) Neutral  d) Disagree  e) Strongly disagree 

 

7. What is keeping you away from using Mobile Financial Service? 

Concern Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Do not feel secure      

Still find it complex to operate      

No notable financial return      

Continuous presence of rumors      

MFS feels unusual       

Still MFS is not an universal payment 

system 

     

 

 

8. What steps from the MFS institutions will make you prefer using Mobile Financial Services 

(mention the points)? 
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Appendix-D: SPSS Calculation 
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