
Inability to recall and 
correctly enter PIN 

Providers and/or 
development organizations 
can offer trainings focused 
on memory association 
and pattern recognition

Limited merchant points reduce ability 
to make purchases using MFS account

Bangladesh Bank should reduce the KYC 
requirements to sign up small transaction 
value merchants

Use of generic PIN (e.g. 1234) and sharing 
PIN with others, including agents, can 
increase potential risk of theft

Providers and/or development 
organizations can run campaigns to 
encourage customers to create unique 
PINs and to not share it with anyone

Some people find the current customer service processes, 
which requires calling a call center, difficult and expensive 

Providers can increase customer support via agent points, 
perhaps supported by an app to guide agents

Less than half of rural Bangladeshis have access to a mobile 
phone, and most of those are basic or feature phones.

BTRC should consider MFS transactions as SIM card activity, so 
that individuals can purchase a SIM to open an MFS account 
for use in someone else’s phone without having it disabled due 
to inactivity 

Bangladesh Bank can explore allowing card-based or biometric 
options tied to MFS accounts so phones are not always 
required for transactions 

For women, fear that male agents 
will use their numbers to call after 
transactions and harass them

Providers should institute zero 
tolerance policies on harassment 
and invest in more female agents

For women, going to a crowded 
market, where agents are often 
located can be challenging

Providers should look to open 
agent points in areas that are 
more convenient to women

MFS account activation can 
sometimes take more than a 
week, which can reduce customer 
interest in the account

Bangladesh Bank can explore 
tiered KYC to address these 
issues. Guidelines should also be 
clarified to allow for small value 
customers  to immediately make 
limited transactions without cash 
out while waiting for activation

Need to travel to have photos taken 
to submit when opening account

Bangladesh Bank can allow agents 
to take photos of customers via 
smartphone, ideally via secured app

Although Bangladesh is one of the world’s largest markets in terms of active 
mobile financial services (MFS) users (with more than 25 million active 
accounts as of April 2017), accessing those services is still a challenge for 
many Bangladeshis, particularly in rural areas. This infographic shows some of 
the many challenges that rural Bangladeshis face with using MFS and some 
potential solutions.
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Most USSD menus 
are in English

Providers can invest in Bangla USSD menus and 
voice-based access channels, such as IVR, for illiterate users

Lack of photocopiers in villages, which are 
needed to make ID copy to open an account

Bangladesh Bank can allow for photographs of IDs 
instead, ideally through a secured app at agent point 
tied to a one-time password on the customer’s phone 
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https://www.bb.org.bd/fnansys/paymentsys/mfsdata.php

