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Case Studies on Breaking Down 
Barriers to Payments: The Evolution of
Regulation and Winning Solutions in the Digital Age

Over the last decade, countries in the ESCAP region have 
witnessed significant progress in the development and 
adoption of digital payments. This was further accelerated 
due to the COVID-19 pandemic, with MSMEs, particularly 
small retail merchants, who were largely cash-based having 
to adopt digital payments to ensure their survival. While most 
policymakers had already introduced policies to facilitate 
development of the digital payments industry, it has become 
vital to collaborate the private sector to further drive the 
uptake of digital payment solutions by all types of end-users. 
Focusing on capacity building, technical assistance and 
lowering digital and financial literacy barriers are the keys to 
successful digital finance adoption in developing countries. 

With a host of regulatory actions empowered by increased 
service offerings from digital payments providers, a vast 
majority of countries in the ESCAP region saw a large jump in 
digital payment transactions since the start of the COVID-19 
pandemic in early 2020. For example, the Southeast Asia 
region added over 60 million new digital users1 in the first 
year of the pandemic, with QR code-based payments gaining 
significant traction. The largest country in the region, Indonesia, 
saw over 15.6 million MSMEs signing up for the country’s QR 
code program (QRIS) since its inception in 20192. The impact 
was even more significant in Philippines, where the number 
of P2P QR code-based payment transactions increased by 
more than 5,000% 3in the first year of launch, with P2M QR 
code based retail transactions representing 50% of the total 
transactions. On the other hand, real-time payments also 
gained large scale transaction, as demonstrated in India and 
Thailand. In Thailand, the average daily transactions on the 
PromptPay real-time payments system jumped from 7 million 
in 2019 to 39.6 million in February 2022, with number of 
registered PromptPay IDs reaching 69.6 million4.  In India, 
the number of UPI based real-time e-payment transactions 
scaled from 1.1 billion in March 2020 to 5.5 billion in March 
2022, with value of transactions going up nearly 5x to a 
monthly value of US $130 billion5. 

1 https://blog.google/around-the-globe/google-asia/sea-digital-decade/ 
2 https://www.microsave.net/2021/07/05/strengthening-the-digital-ecosystem-expanding-the-adoption-of-quick-response-code-indonesian-standard-qris-among-

msmes-in-indonesia/ 
3 https://business.inquirer.net/316989/digital-payments-surged-by-over-5000-percent-amid-pandemic-says-bsp-chief#ixzz7U4b5FPYV 
4 https://newsbeezer.com/thailandeng/bot-shows-the-amount-of-remittances-from-promptpay-39-6-million-times-day-an-increase-of-77-3-online-loans-of-57-million/ 
5 https://www.npci.org.in/what-we-do/upi/product-statistics 
6 https://www.worldbank.org/en/topic/smefinance 

While most countries have taken different approaches to 
driving digital finance adoption, many lessons can be learnt 
from the success stories of the digital transformation of 
MSMEs in the region. These MSMEs typically make up over 
90% of all businesses and employ over 50% of the working 
population6. Therefore, empowering MSMEs to adopt digital 
solutions is crucial for moving from cash to digital and 
ensuring their success in the digital age. We have showcased 
below a set of eight case studies from different jurisdictions 
in the ESCAP region on best practices and lessons learnt 
on MSME digital payments. These case studies are prime 
examples of how Fintech companies have driven the adoption 
of digital payments to support sustainable development in the 
ESCAP region while leveraging enabling policy action. 

The case studies cover a broad spectrum of economies, both 
large and small, while also showcasing examples of digital 
finance transformation in economies already having relatively 
high adoption of digital payments. For instance, we look at 
how companies such as DANA in Indonesia and PayPay in 
Japan collaborated with the governments to run successful 
digital adoption campaigns in different settings. On the other 
hand, we discuss the importance of providing supporting 
tools such as CRM tools and transactional data analysis from 
360 DigitalTech in China and True Money Wallet in Thailand. 

The case studies from Kaspi in Kazakhstan and 360 
DigitalTech highlight the importance of alternative digital data 
in providing lower-cost credit for MSMEs, while GCash in the 
Philippines, along with DANA and Kaspi, are good examples 
of the need to develop mobile commerce (m-commerce) 
solutions for the MSMEs in countries with lower levels 
of banking penetration but high levels of social media 
penetration. Furthermore, PhonePe in India showcases the 
success of targeting non-urban regions and smaller cities, 
while leveraging interoperable payment infrastructure that 
allows for rapid scaling. Lastly, the case study on bKash in 
Bangladesh highlights the critical role of physical agents in 
influencing users in emerging markets to move from cash to 
digital finance through a trust-based process.

https://blog.google/around-the-globe/google-asia/sea-digital-decade/
https://www.microsave.net/2021/07/05/strengthening-the-digital-ecosystem-expanding-the-adoption-of-quick-response-code-indonesian-standard-qris-among-msmes-in-indonesia/
https://www.microsave.net/2021/07/05/strengthening-the-digital-ecosystem-expanding-the-adoption-of-quick-response-code-indonesian-standard-qris-among-msmes-in-indonesia/
https://business.inquirer.net/316989/digital-payments-surged-by-over-5000-percent-amid-pandemic-says-bsp-chief#ixzz7U4b5FPYV
https://newsbeezer.com/thailandeng/bot-shows-the-amount-of-remittances-from-promptpay-39-6-million-times-day-an-increase-of-77-3-online-loans-of-57-million/
https://www.npci.org.in/what-we-do/upi/product-statistics
https://www.worldbank.org/en/topic/smefinance
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DANA: Success in expanding financial services
to street vendors and the informal economy
Case Study: Indonesia

Many developing economies often face a challenge 
in incorporating the informal economy, which in 
Indonesia is predominantly made up of over 64 
million MSMEs. These MSMEs contribute over 60% 
of the GDP and employ 97% of Indonesia’s total 
workforce.1 The challenge of incorporating these 
MSMEs is particularly notable in small-scale food 
sellers and vendors, the ‘warung’, who operate 
typically with a tarp or a tent. These warung are 
among the many unbanked Indonesians (66% of 
the population2) and rely on in-person transactions. 
Getting these small businesses to engage with 
the formal economy and modernise payments 
as economies become increasingly cashless is 
essential in ensuring that economic development is 
inclusive.

DANA is a popular payment wallet mobile application, 
enabling fast and cheap offline and online payments, 
ranging from small money transfers to barcode-
based payments for in-store purchases. With Covid 
severely impacting these vendors, DANA started 
offering a cash collection solution for the warung 
and other MSMEs. Additionally, DANA ran digital 
literacy campaigns and simplified the onboarding 
requirements to increase warung participation. 

1 https://www.weforum.org/agenda/2022/05/digitalization-growth-indonesia-msmes/#:~:text=There%20are%2064.2%20million%20MSMEs,help%20build%20
a%20sustainable%20economy

2 https://www.thejakartapost.com/life/2021/04/15/grassroot-strategy-to-realize-financial-inclusion-in-indonesia.html 
3 https://www.microsave.net/2021/07/05/strengthening-the-digital-ecosystem-expanding-the-adoption-of-quick-response-code-indonesian-standard-qris-

among-msmes-in-indonesia/

They also ran the #BelanjadiWarungTetangga 
movement and the Daftarkan Warung Sekitar Kamu 
program in collaboration with the Government, 
which helped users register the details of a warung 
in their neighbourhood using the DANA app. This 
resulted in more warung being listed on the App 
and enabled other users to find these warung in 
their neighbourhoods and pay them digitally. 

This campaign went hand in hand with the launch 
of the unified QR code, the QRI in August of 2019. 
Forming a core pillar of The Bank Indonesia’s 
Indonesian Payment System Vision for 2025, QRI 
allows for secure and interoperable real-time 
payments for firms of all sizes, allowing merchants 
to use this single code instead of a disparate 
number of QR codes for each payment provider. 
The QRIS saw a strong response, with 5.3 million 
merchants signing up within the first year of launch, 
with MSMEs consisting 80%3 of these sign-ups. The 
number of merchants using QRIS reached 15.67 
million in February of 2022, seeing an increase of 
over 300% in the value of QRIS transactions YoY and 
with transaction volumes growing by over 260% 
(YoY) to 54.91 million in February 2022. 



2

Lessons Learned:

 https://www.dana.id/en

DANA: Success in expanding financial services
to street vendors and the informal economy

Getting buy-in for digital finance applications 
from the informal sector is crucial to ensuring 
inclusive economic growth.

Focusing on capacity building, technical 
assistance and lowering digital literacy barriers 
are keys to successful digital finance adoption in 
developing countries.

Cooperation with the government, in this case, with 
the Bank Indonesia’s QR codes, can provide a greater 
incentive for users to join digital finance platforms, 
especially if concerns around interoperability and 
security are addressed.

https://www.dana.id/en
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TrueMoney Wallet: Modernizing MSME
business through integrated financial services and 
CRM tools
Case Study: Thailand 

SMEs form an integral part of the Thai economy, and 
at the height of the pandemic, around 61.6% of the 
SMEs experienced a drop in business income as a 
direct result of Covid-19. To sustain themselves, these 
SMEs needed support to digitalise their processes 
and payment receivables. One of the main fintech 
firms enabling this digitalisation of the MSMEs is 
TrueMoney Wallet - the flagship digital payments and 
lending product of Ascend Money, part of the CP Group 
conglomerate. Moreover, with CP Group also owning 
the popular convenience store chain, 7-Eleven, many 
users were added to TrueMoney, with the store owners 
offering easy onboarding and incentives to users on 
using the wallet. As a result, it is estimated that nearly 
20% of current 7-Eleven customers use TrueMoney 
wallet, up from 1% in 20181.

TrueMoney launched two key initiatives, firstly the 
“True Smart Merchant” product through which 
MSMEs could execute B2B payments, both online and 
offline and accept instant payments via QR Code with 
TrueMoney Wallet and PromptPay, or via the payment 
link of TrueMoney Wallet for online stores. As more 
MSMEs came on board, TrueMoney experienced a 
growth of over 75% growth in transaction volumes 
over 2021.  Additionally, with a low fee of 1%, 
compared to up to 2.8% for credit cards, smaller-scale 
merchants found TrueMoney services to be typically 
cheaper and more beneficial than card transactions2. 

1  https://www.bangkokpost.com/business/2306174/financial-unicorn-takes-flight-in-asean 
2  https://www.rapyd.net/blog/the-most-popular-thailand-payment-methods/#Keeping_Up_With_Thailands_Rapidly_Moving_eCommerce_Market 
3  https://www.ryt9.com/en/prg/249548 

The second was the “Membership Mini Program” 
in 2021, a fully integrated CRM platform that allows 
for one-click subscription, discount coupons and 
automatic point collection while enabling merchants 
to collect user data and transaction data for analytics.3 
While most small businesses typically do not use CRM 
tools, this integrated program helped them to become 
more efficient while facilitating them to expand their 
digital offerings. Furthermore, to provide credit to 
support these MSMEs, TrueMoney offered integrated 
digital credit for MSMEs and also to the over 88,000 
TrueMoney agents, who are typically excluded from 
traditional finance owing to a lack of formal credit 
score. 

With the use of QR code payments via PromptPay, 
MSMEs have been able to easily accept e-payments, 
making Thailand the fourth largest real-time payments 
market globally, with over $9.7 billion transactions 
in 2021. Since the pandemic, the average daily 
transactions on PromptPay jumped from 7 million 
in 2019 to 39.6 million in February 2022, with 69.6 
million registered IDs. PromptPay, the real-time 
unified payment system launched in 2016 by the Bank 
of Thailand, leverages a unique recipient identifier for 
bank account details such as phone number, Citizen 
ID, email address, and QR code. 

https://www.bangkokpost.com/business/2306174/financial-unicorn-takes-flight-in-asean
https://www.ryt9.com/en/prg/249548
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TrueMoney Wallet: Modernizing MSME business
through integrated financial services and CRM tools

Lessons Learned:
To enable the complete digitalisation of MSMEs, one 
needs to take an integrated approach across the 
value chain going beyond QR code-based payments.

CRM tools for brick-and-mortar businesses are 
essential to sustain longer-term digitalisation while 
bringing additional support to business owners in 
better analysis of their transactions and enhancing 
digital literacy for MSMEs.

A structured regulatory plan for digital adoption, 
coupled with enabling real-time payment systems 
can be a major enabler for businesses who are used 
to the instant nature of cash transactions.

https://www.truemoney.com/
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GCash: Integrating the remittance value chain
with e-commerce to accelerate financial inclusion
Case Study: Philippines
The Philippines has high levels of digital literacy, with 
people spending on average over 10 hours online 
daily, including over 4 hours on social media – the 
highest in the world1. This time spent online, however, 
reveals a divergence, given that 70% of people in the 
Philippines have access to social media, but less 
than 30 per cent own a bank account.2 During the 
COVID-19 Pandemic, the high social media usage has 
been a catalyst for bringing offline merchants, such 
as the sari-sari, local convenience stores selling 
snacks and necessities in the rural areas, online 
through the usage of URL links for their customers to 
pay online. This went hand in hand with the in-store 
QR code-based payments, which users can pay via 
their mobile phones. 

One of the significant enablers in helping the 
Philippines population digitalise their payments is 
the Fintech, GCash, which has a substantial retail 
payments service catering to a vast network of 
MSMEs, including in the rural parts of the Philippines. 
Founded in 2004, GCash has its origins as a telecom 
based mobile payments service. GCash’s money-
transferring function facilitates the integration of 
many mobile-based applications with a range of 
lifestyle and financial services, including P2P money 
transfers, remittances, bill payments, online shopping 
and a host of lending services. 

The integrated services across the value chain 
proved beneficial to help the millions of Overseas 
Foreign Workers (OFW), who contribute up to 10% 
of the Philippines’ GDP3, in making purchases online 
for their families based in the Philippines. This was 
1  https://www.sortlist.com/blog/your-digital-year/ 
2  https://www.scmp.com/comment/opinion/asia/article/3162604/covid-19-has-turbocharged-digital-banking-philippines-now 
3  https://www.compareremit.com/money-transfer-guide/ofw-remittances-see-an-increase-as-travel-and-employment-improves/ 
4  https://www.bloomberg.com/news/articles/2022-03-29/ant-backed-philippine-unicorn-weighs-growing-fintech-before-ip o
5  https://business.inquirer.net/316989/digital-payments-surged-by-over-5000-percent-amid-pandemic-says-bsp-chief#ixzz7U4b5FPYV

facilitated through the online payment systems, which 
brick-and-mortar MSMEs used to enable “GCash QR 
on Demand” by creating a personalised QR code. 
Furthermore, the Payment Links service offers a 
dashboard for merchants to track transactions and 
payments in real-time. 

These services were a key factor in the firm achieving 
over $73 billion in gross transactions in 2021, 12 times 
the number, pre-pandemic.4 In addition, their traction 
during the pandemic led to a multi-fold increase in 
users from the 20 million users and 63,000 partner 
merchants they had in 2019 to over 55 million active 
users and over 4.5 million merchants currently. 
GCash also worked with the Filipino government 
during the pandemic to supplement these services to 
disburse financial aid amounting to over $300 billion 
to more than 2 million Filipinos, further enhancing 
their footprint. 

The Bangko Sentral ng Pilipinas (BSP) witnessed 
a rise in the number of transactions of the P2P QR 
payments by more than 5,000% in the first year of 
launch in 2019-205. The introduction of P2M QR 
codes for merchant payments soon followed and 
played a vital role in the BSP’s push to increase 
retail transactions via electronic means to 50% of 
the total transactions. Furthermore, in recent times, 
the government has issued an order to adopt digital 
payments by all government departments and related 
agencies for disbursement and collections, thereby 
increasing the efficiencies of such payments while 
driving financial inclusion across the country. 

https://www.sortlist.com/blog/your-digital-year/
https://www.scmp.com/comment/opinion/asia/article/3162604/covid-19-has-turbocharged-digital-banking-philippines-now
https://www.compareremit.com/money-transfer-guide/ofw-remittances-see-an-increase-as-travel-and-employment-improves/
https://www.bloomberg.com/news/articles/2022-03-29/ant-backed-philippine-unicorn-weighs-growing-fintech-before-ip
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Lessons Learned:

Digital literacy from social media usage can be leveraged to 
enhance financial inclusion with the use of digital finance and 
fintech services, alongside proper programs to support adoption.

For the successful achievement of digitalisation targets, 
policymakers need to not only introduce enabling regulations but 
also need to lead by example by adopting the said digital services 
for government-related disbursement and collections. 

www.gcash.com

GCash: Integrating the remittance value chain
with e-commerce to accelerate financial inclusion
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360 DigitalTech: Increasing financial
inclusion for rural MSMEs through data analytics
Case Study: China, People’s Republic of 

Even in countries with a significant uptick in digital 
financial services, there is a variance in the focus and 
adoption of digital services in rural regions, compared 
to urban areas. SMEs in such regions typically operate 
through cash-based transactions. The FinTech arm of 
the Chinese cybersecurity company 360 Group, 360 
DigitalTech was established in 2016 and is among 
the significant players that works to enable financial 
inclusion for SMEs in rural China through digital 
microfinance. 

The digital lending platform played an essential role 
in bringing greater accessibility to businesses in 
rural areas, ranging from poultry farms to family-run 
restaurants. The speedy approval of credit was critical 
to the businesses that have a strong reliance on cash 
flows. In 2020, 360 DigitalTech granted credit to over 
7.3 million applicants in fields that were affected by 
the pandemic: micro-and small business, agricultural 
sector, and sole proprietorship1. In addition, since 
January 2020, the company waived interest payments 
and gave coupons to support working capital uses to 
to help micro- to small-sized businesses manage 
the pandemic effects on businesses. They also 
have launched unique products such as commercial 
supermarket loans, supply loans, and logistics loans 
that were tailored for these MSMEs.

1  Corporate Social Responsibility Report 2020 published by 360 DigitalTech in 2021 
2  https://ir.360shuke.com/static-files/c61baaac-cd26-4bd5-a079-ae2f3ecbbaf3
3  Ibid 
4  https://www.adb.org/sites/default/files/publication/726171/adbi-wp1276.pdf 
5 Ibid

As of December 2021, the firm’s cumulative 
origination/facilitation volume reached RMB930 
billion ($138 billion), with 119 financial institution 
partners and 188 million total cumulative registered 
users.2 To target different segments of clients, the 
company introduced three significant products in 
the market: 360 Jietiao (Buy Now Pay Later finance 
product), 360 Xiaoweidai (microfinance), and 360 
Fenqi (instalment loans). 360 Xiaoweidai was a 
key product that provided working capital loans to 
small and micro-sized businesses through its web-
based lending platform. SME loans accounted for 
approximately 13% of the total loan balance for the 
firm at the end of 2021.3

360 DigitalTech proprietary risk management Argus 
and credit pricing tool Cosmic Cube are the critical 
robust infrastructure used to carry out lending based 
on a robust risk management mechanism. The 
360 dual-core risk management model evaluates 
the creditworthiness of both the SME owner and 
the enterprise lender based on alternative data to 
overcome data asymmetry and measure default risk 
more accurately. MSMEs that used predominantly 
online sales platforms had lower losses and could 
recover faster than those who did not have an online 
sales option4. Companies that leveraged credit 
from Fintechs, such as those offered through 360 
DigitalTech, also had higher recovery rates than 
others5. 

https://www.globenewswire.com/news-release/2022/03/10/2401464/0/en/360-DigiTech-Announces-Fourth-Quarter-2021-and-Full-Year-2021-Unaudited-Financial-Results-and-Declares-Quarterly-Dividend.html
https://www.adb.org/sites/default/files/publication/726171/adbi-wp1276.pdf
https://www.globenewswire.com/news-release/2022/03/10/2401464/0/en/360-DigiTech-Announces-Fourth-Quarter-2021-and-Full-Year-2021-Unaudited-Financial-Results-and-Declares-Quarterly-Dividend.html
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Lessons Learned:
Rural areas have unique needs from urban centres 
in digital finance and should be prioritised to ensure 
financial inclusion.

Alternative data is an innovative way to bridge the 
information asymmetry gap, which can help to provide 
credit scoring to such businesses. 

Specially tailored products for MSMEs can lead to 
more effective utilisation of the credit on offer while 
enabling matching with the right lenders based on 
their risk appetite.

https://www.360shuke.com/index.html

360 DigitalTech: Increasing financial
inclusion for rural MSMEs through data analytics
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PhonePe: Interoperability success of a
harmonised real-time payments network
Case Study: India 

The Indian payments ecosystem has seen rapid 
growth since the launch of the Unified Payments 
Interface (UPI) in 2016, under the framework of the 
National Payments Corporation of India. UPI is an 
open, interoperable ID base standard adopted by more 
than 200 Indian banks. It allows merchants various 
payment methods, with QR code-based payments 
being the most popular. Moreover, UPI proved to be 
a key enabler for MSMEs to receive payments during 
the COVID-19 pandemic and the platform processed 
over 9 billion contactless merchant transactions with 
a total value of over INR 6 trillion ($80 billion) in the 
between 2020 to 2021, the period most impacted by 
the pandemic.

In the crowded payment landscape in India, with a 
user base of over 370 million individuals and over 
30 million small merchants and kirana, small 
family-owned stores selling groceries and household 
products, PhonePe has emerged with the largest 
market share on UPI1 - underpinned by over two billion 
monthly transactions conducted in October 2021. Due 
to the pandemic, many people switched to mobile 
payments and contactless purchasing methods. At the 
back of this, PhonePe aimed to digitalise 25 million 
merchants through UPI payments, with a major focus 
on Tier-2, Tier-3 and Tier-4 cities. 

Businesses can come onboard to list their store on 
the PhonePe and receive online UPI payments, while 
also being able to enable PhonePe ATM (for in-store 

1  https://timesofindia.indiatimes.com/business/india-business/upi-emerges-king-of-digital-payments-phonepe-google-pay-biggest-players/
articleshow/88136978.cms 

2  www.phonepe.com/pulse-static-api/v1/static/docs/Pulse_Report_Q4_2021_M_B.pdf 
3  https://www.thehindubusinessline.com/money-and-banking/phonepe-records-100-million-transactions-in-a-single-day/article65317414.ece 
4  https://www.timesnownews.com/business-economy/economy/indias-real-time-transactions-highest-in-the-world-article-91075976 

cash withdrawals) and accept offline QR code-based 
UPI payments. Furthermore, PhonePe allowed the 
MSMEs’ consumers to sample their products and 
services via ‘reward coupons’ distributed on PhonePe 
or advertised within the PhonePe mobile application. 
Merchants could also integrate POS-based solutions 
to track their transactions and easy record keeping.  

Through the approach of targeting MSMEs and 
regions outside major cities, PhonePe now has 
about 80% of transactions from these regions with a 
merchant network across 15,700 towns and villages. 
In Q4 2021, the merchant category was the highest 
transaction driver, with 36% QoQ growth, clocking 
3.2 billion transactions (of the overall 6.6 billion).2 The 
firm also witnessed 32% QoQ growth for the online 
merchant transactions category which hit 655 million 
transactions in the same period while crossing the 
milestone of 100 million transactions in a single day.3

Driven by players like PhonePe and others, the 
transactions on UPI scaled-up further reaching a 
value of over INR 83 trillion between 2021 and 2022, 
while also crossing 5 billion monthly transactions in 
March 2022. This growth has led India to become 
the4 world’s largest real-time payments market. The 
rise of UPI has been supported and underpinned by 
enabling regulations and policies from the Reserve 
Bank of India and the Indian Government, which 
includes the Digital India campaign intending to make 
the economy “Faceless, Paperless, Cashless”. 

https://timesofindia.indiatimes.com/business/india-business/upi-emerges-king-of-digital-payments-phonepe-google-pay-biggest-players/articleshow/88136978.cms
https://timesofindia.indiatimes.com/business/india-business/upi-emerges-king-of-digital-payments-phonepe-google-pay-biggest-players/articleshow/88136978.cms
http://www.phonepe.com/pulse-static-api/v1/static/docs/Pulse_Report_Q4_2021_M_B.pdf
https://www.thehindubusinessline.com/money-and-banking/phonepe-records-100-million-transactions-in-a-single-day/article65317414.ece
https://www.timesnownews.com/business-economy/economy/indias-real-time-transactions-highest-in-the-world-article-91075976
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Lessons Learned: 
Building a national-level digital ID-based infrastructure, which is 
developed at low cost and is easy to deploy has a positive effect 
on the adoption of digital payments.

There is an inherent link between digital financial literacy and 
digital identification. Policymakers should consider promoting the 
adoption of digital IDs to all citizens, so they may access digital 
services and participate in the formal economy.

The development of interoperable rails, coupled with enabling 
regulations for low-value payments allows ecosystem players to 
build products that can be scaled rapidly.

www.phonepe.com

PhonePe: Interoperability success of a
harmonised real-time payments network

http://www.phonepe.com
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Kaspi Fintech: Leveraging existing data sets
to reduce information asymmetry in assessing 
MSME creditworthiness
Case Study: Kazakhstan 

Kaspi SuperApp is part of Kaspi Bank in Kazakhstan 
and has a variety of fintech-related platforms, 
including a payments platform, a merchant platform 
and a fintech lending platform. The Kaspi SuperApp is 
a two-sided model, one for consumers and the other 
for merchants. Kaspi also provides point-of-sale (POS) 
terminals integrated with the Kaspi Business Mobile 
app. As the country transitions towards digitalisation, 
underpinned by a high mobile penetration rate of 
over 90%, compared to a banking penetration rate 
of 60%, Kaspi has gained significant traction and is 
the leading Fintech and payments player. The Kaspi 
SuperApp has over 11.4 million monthly active users 
(out of a population of 19 million), with over 290,000 
merchants - up 250% year-over-year for Q1 20221. 
Kaspi Pay’s POS solutions also doubled to 303,000 
active devices, with QR codes accounting for 86% of 
transactions in Q4 2021. During the pandemic, the 
App was a key enabler in delivering over 60% of the 
government COVID-19 relief payments to eligible 
residents2.

Besides offering payment solutions to merchants, 
Kaspi has an m-commerce solution, the Kaspi 
Marketplace. The Marketplace saw a 346% YoY 
increase of merchants to 163,000, with consumers 
increasing 50% YoY to reach 5.0 million. The 
Marketplace offers over 5000 services and 1.2 million 
products. Providing a unified shopping experience to 

1  All numbers from Kaspi’s annual report: https://ir.kaspi.kz/financial-information/ 
2  https://www.france24.com/en/live-news/20201122-kazakh-fintech-star-kaspi-a-pandemic-bright-spot 
3  ibid
4  https://astanatimes.com/2021/11/national-payment-system-to-foster-easier-access-to-financial-markets-pave-way-for-digital-tenge/ 

consumers, on the one hand, the Marketplace offers 
Kaspi the required transactional data to provide 
financing for MSMEs. On the other hand, merchants 
can avail of instant business credit without collateral 
and documents, with a credit line of up to 20% of 
sales with Kaspi Pay. In addition, the App provides for 
automatic loan repayment from the merchant’s sales 
through Kaspi. This has led to a significant increase 
in merchant and micro-business finance products, 
which now account for 10% of the Total Financed 
Value (TFV) of the platform.3 

This growth of Kaspi occurred as the country 
transitioned from a cash-based society to having 
a sizeable digital payment footprint. As per the 
National Bank of Kazakhstan, the volume of non-cash 
payments increased by 5 times in the last five years, 
with internet and mobile payments constituting 83% 
of all payments, up from 22%  in the same period. 
As a result, the government is driving the Digital 
Kazakhstan program to digitalise the economy. This 
has been supported by the launch of Sunqar real-time 
ID-based payments in 2019 by the National Bank of 
Kazakhstan. Although the uptick for this program 
has been low, the National Bank of Kazakhstan is 
developing a national payment system that will 
provide accessible digital finance infrastructure to 
make the services and payments faster and cheaper4. 

https://ir.kaspi.kz/financial-information/
https://www.france24.com/en/live-news/20201122-kazakh-fintech-star-kaspi-a-pandemic-bright-spot
https://astanatimes.com/2021/11/national-payment-system-to-foster-easier-access-to-financial-markets-pave-way-for-digital-tenge/
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Lessons Learned: 

www.kaspi.kz

Kaspi Fintech: Leveraging existing data sets
to reduce information asymmetry in assessing 
MSME creditworthiness

MSME-focused online marketplaces enable MSMEs to 
transition to digital transactions by providing channels for both 
marketing and sales.

M-commerce marketplaces can serve as unconventional
sources of data to provide information to lenders to reduce
information asymmetry in assessing MSME creditworthiness.

Policymakers should be consider encouraging lenders and 
local credit ratings services to expand the criteria for assessing 
creditworthiness of MSMEs in an effort to support lending at 
practical costs to support the growth of the MSME sector. 

http://www.kaspi.kz
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bKash: The importance of a physical network
and infrastructure to support digital finance 
activities
Case Study: Bangladesh 

While the Bangladeshi economy is still predominantly 
cash-based, bKash is one of the significant Fintech 
players aiming to support the digitalisation of 
payments and beyond. As Bangladesh’s largest 
mobile financial services provider, bKash added 
mobile merchant payments to its service offerings 
in 2014. It now has more than 260,000 merchant 
accounts and over 50 million users. It excelled during 
the COVID-19 Pandemic and onboarded 5.3 million 
new customers in 2020, while the rest of the Mobile 
Financial Services players saw a decline of 7% over 
the same period. A vital reason for this uptake was 
the deep network of agents who physically assist 
in onboarding customers, especially in rural areas, 
to easily open accounts while also allowing them to 
withdraw cash through the bKash agents. Users can 
conduct bKash payments at no charge using either a 
feature phone or smartphone. 

Despite the MSME sector accounting for over 25% 
of the GDP, only 28% of the 8.1 million MSMEs 
have access to formal banking through 64 of the 
759 licensed institutions1. bKash is filling this gap 
for the MSMEs, including several franchises and 
microenterprises. In June 2016, bKash introduced the 
Personal Retail Account (PRA) to support this segment 
further. The PRA is a business account for MSMEs, 

1  https://www.lightcastlebd.com/insights/2021/06/digital-financial-services-in-agriculture-and-msme-sectors/ 
2  https://www.bkash.com/node/5190 

enabling them to collect bKash payments from bKash 
customers.  A bKash customer can make payments 
by scanning their PRA QR code via bKash Payment 
Gateway or manually typing their PRA number. In 
addition, the PRA holder can make and receive 
payments with other merchants and cash out through 
any bKash agent or ATMs. 

Recently, bKash has launched a payroll solution to allow 
factories to disburse payments to their employees 
and workers. More than 800 apparel manufacturing 
factories and leading conglomerates in Bangladesh 
pay wages to their employees and workers through 
bKash2. During the pandemic, bKash facilitated the 
payment of salaries and festival bonuses to over one 
million workers in the garment sector and various 
MSMEs during the lockdown period. It also helped 
disburse the government’s stimulus package for the 
export-oriented industries.  

The physical network of agents assisting those with 
low levels of digital and financial literacy is important 
to the adoption of digital finance technologies. 
Especially for countries with larger non-urban 
populations, where going to physical bank branches 
may be more burdensome, a physical network of 
agents to serve the underbanked is critical.

https://www.lightcastlebd.com/insights/2021/06/digital-financial-services-in-agriculture-and-msme-sectors/
https://www.bkash.com/node/5190
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Lessons Learned:
For many developing economies, a network of physical agents is 
critical to bringing digital finance to the real world and allowing 
the agents to influence the users to move from cash to digital 
through a trust-based process. 

Incorporating digital solutions in everyday life, such as payroll 
to workers, can also facilitate the acceleration of digital finance 
technologies. 

www.bkash.com

bKash: The importance of a physical network and
infrastructure to support digital finance activities

PAYSLIP

http://www.bkash.com
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PayPay: Working with government (and
utilities) to enhance digital finance adoption, 
offering a one-stop solution
Case study: Japan 

In advanced economies with high banking penetration, 
the pandemic proved to be a catalyst for driving the 
adoption of digital finance solutions to maintain social 
distancing or switch to e-commerce. Additionally, 
Fintechs such as PayPay in Japan played a vital role 
in enabling the government to drive the adoption of 
digital payments for a variety of use-cases. 

Launched in 2018, PayPay is one of Japan’s 
prominent cashless payment services where users 
can pay for various online and offline services 
ranging from utilities, remittances, P2P payments, 
municipal payments and taxes. Online payments can 
be conducted with the use QR codes and barcodes to 
make offline payments at major chain stores, small 
and medium-sized retailers, vending machines, taxis, 
and public transportation. With the pandemic, there 
was a need to transform the country’s merchants 
to cashless, given the acute labour shortage and 
need for social distancing to protect the large elderly 
population.  

Partnering with various municipal governments over 
the last two years, such as the Higashi-Hiroshima City 
government, PayPay has driven the adoption of digital 
payments and cashless payments, underpinned by 
cashback and reward coupons. Through PayPay, 
municipalities can eliminate the need for physical 
issuance and redemption of promotional coupons 

1  https://www.reuters.com/business/finance/softbanks-paypay-surges-ahead-japans-digital-payments-race-2021-06-11/ 
2  https://about.paypay.ne.jp/pr/20220425/01/ 

and gift certificates, while also removing the need for 
users to visit a venue to receive these vouchers in 
person – a big help for the elderly to maintain social 
distancing during the pandemic.  

The PayPay “Bill Payment” function enables 
users to pay for nearly 1,900 local governments 
and businesses to purchase goods and services, 
e-commerce, and broadband and mobile subscription
fees. As of April 2022, approximately two-thirds of all
municipalities in Japan have adopted Bill Payment. In
addition, to alleviate the impact of the pandemic on
local economies, PayPay launched the Support Your
Town Project jointly with local governments, where
users are encouraged to take up digital payments.
Over the last two years, the firm has run over 490
campaigns in over 3,000 municipalities across 45
prefectures. As a result, they have facilitated over
2 billion transactions in 2020-211, which further
increased to over 3.6 billion transactions from April
2021 to March 2022.2

Merchants on PayPay can issue coupons to their 
customers while also offering users an option to order 
takeaways by ordering via the App. In addition, the firm 
provides merchants with an integrated dashboard and 
analytical tool, PayPay My Store Analysis, enabling 
them to review the transactions that occur on their 
platform and manage functions such as refunds. 

https://www.reuters.com/business/finance/softbanks-paypay-surges-ahead-japans-digital-payments-race-2021-06-11/
https://about.paypay.ne.jp/pr/20220425/01/
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Lessons Learned:

https://paypay.ne.jp/

PayPay: Working with government (and
utilities) to enhance digital finance adoption, 
offering a one-stop solution

Even in highly developed and banked markets, there can 
be significant gaps in digital adoption which showed up 
starkly during the pandemic.

Government functions can leverage digital finance 
solutions to help support the digital finance ecosystem 
through a network effect that inherently makes these 
technologies more attractive, as more functions increase 
convenience for consumers.

Interoperability is important to the successful adoption 
and use of digital payment portals. Setting regulations to 
promote open platforms and widespread usage is a key 
element of a healthy digital finance ecosystem. 
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Conclusion
The ESCAP region has seen a range of innovative digital 
finance solutions and regulatory frameworks put in 
place to support both financial inclusion and MSME 
growth. This Regional Workshop on Breaking Down 
Barriers to Payments: The Evolution of Regulation and 
Winning Solutions in the Digital Age was organized as 
part of the United Nations’ Global Initiative towards 
post-Covid-19 Resurgence of the MSME sector. The 
workshop sought to draw upon the progress member 
States have made to present viable solutions and 
regulatory frameworks to support the development of 
successful payment systems, making economic and 
business transactions easier, safer, and more efficient, 
with the goal of balancing the needs for innovation 
and regulation. These case studies were developed 
in conjunction with the training workshop to highlight 
the best practices from across the region and open a 
channel of dialogue between stakeholders.

The workshop was divided into three main sessions. 
Session 1 set the context and showcased case studies 
from the region. Session 2 brought representatives from 
the payments industry and regulators from the region 
to discuss the evolution of payments solutions while 
discussing how the regulatory and policy frameworks 
are evolving to facilitate an enabling environment for 
the industry. Finally, Session 3 brought together leading 
industry experts from payments platforms, across 
remittance, retail and B2B segments to discuss the key 
digital infrastructure enablers in the region, while also 
discussing how each of these platforms has supported 
the increase in adoption of digital finance services (DFS).

In the workshop, the panellists first discussed how 
Covid-19 has transformed the digital finance ecosystem. 
For India, Myanmar, and Thailand, the pandemic 
incentivized the adoption of digital finance solutions. In 
Myanmar, there has been a shift from traditional over-
the-counter money transfers to app-based transfers. 
In India, new ways of doing Know-Your-Customer 
processes (KYC) were implemented building on the 
existing India Stack infrastructure, and in Thailand, a 
government e-wallet was launched to facilitate the 
economic stimulus programs.

The sessions also discussed how government policies 
have shaped the digital payments landscape. India’s 
policy and infrastructure framework has been a 
significant enabler, especially digital identity, digital 
payments, tech stacking, open networks for digital 
commerce and the account aggregator framework. 
Also, significant progress has been achieved in India’s 
regulatory space, particularly the development of KYC 
and e-KYC procedures. Policies to standardize payment 
systems have also underpinned the growth of digital 
payments in the country. For example, the Unified 
Payments Interface (UPI), which is a real-time account-
to-account transfer system that can be embedded in 
third-party applications, brings real-time settlement into 
bank accounts. UPI not only facilitates digital payments 
but promotes further innovation, as companies are now 
building business cases leveraging UPI to find ways to 
make money with these transactions. In addition, UPI’s 
broad applications also hold further financing potential, 
with a potential expansion to IPO financing. Recently, 
regulators also allowed credit products and credit card 
partners to be linked to UPI, further expanding the reach 
of the system. 

Other good policy examples can be seen in Myanmar, 
Malaysia and Thailand. In Myanmar, the scarcity of cash 
caused by the pandemic has accelerated the use of QR 
codes by both customers and merchants. To standardize 
this process and promote digital payments even further, 
a collaborative effort with regulators, the Bank of 
Thailand (BoT) and the IMF released the Myanmar QR, 
which is working to improve the digital payments in 
the country. In Malaysia, the government is developing 
a new framework to consolidate the DFS industry. 
The consolidation will optimize resources, capabilities 
and suitability of how the government approaches the 
domestic DFS market. In Thailand, Promptpay was 
a game-changer that led to a substantial shift in Thai 
payment behaviour. Now, the BoT is leveraging its 
success with PromptPay to build a financial and payment 
system infrastructure for businesses which will facilitate 
digital B2B financial transactions, focusing on the trade 
and the supply chain finance systems and simplifying 
invoicing and receipt generation procedures. 



Key Policy Recommendations
• Promote capacity building and inclusion for customers and merchants. Digital and financial literacy programs

and campaigns can help customers and merchants, especially among demographics with low knowledge or
confidence in technology, to use digital payments wisely. Digital infrastructure development strategies play an
important role in supporting digital inclusion, particularly digital identification for individuals and interoperability
of digital payments.

• Design and implement privacy regulations. Regulators need to ensure that customers’ data (both transfer
and storage) is protected. Data privacy regulations are useful to set clear guidelines for sharing data safely and
promote trust in DFS.

• Improve dialogue between Fintech, policymakers, and other stakeholders. By communicating and assessing
the needs of governments and other stakeholders, Fintech can bring innovative solutions to tackle general and
country-specific challenges. Better government-to-government interaction and cross-border fintech collaboration 
can support cross-border digital payments for remittances and trade.

• Promote sandbox and innovation labs. Providing a regulated environment where Fintech operators may test
their innovation within the financial services sector is a way to assess risks, ensure regulatory certainty and
promote knowledge sharing in a changing digital environment. This helps to balance innovation and regulation.

• Enhance infrastructure for digital finance. Effective infrastructure provides a model where digital ecosystems
work in union to accommodate several players at one time. Effective infrastructure can help to lower the costs of
transactions, thereby encouraging its use across borders and populations and maximizing broad-based benefits. 
Particularly important are digital wallets, accounts or mobile money, digital ID, and interoperability of payments.
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Finally, the workshop discussed barriers to the adoption 
of digital payments and some recommendations to 
tackle these constraints. The key challenges mentioned 
were i) financial and digital literacy, ii) data privacy, iii) 
digital infrastructure and iv) balance between innovation 
and regulation. Besides those, countries also have 
several specific challenges. For example, in Myanmar, 
the real challenge has been the challenge of inclusion, 
with 30% of the population not having a national identity 
card, which makes expanding formal financial inclusion 
difficult. For Thailand, a major concern is how to keep 
the digital momentum, as one survey found out that once 
the government cut incentives, 65% of the population 
has reverted to using cash. 

The recommendations to address these issues highlighted 
in the workshop were: i) providing education and training 
programs to increase digital and financial literacy, ii) 
designing and implementing regulations around data 
usage and privacy, iii) using sandboxes and innovation 
labs to balance innovation and regulation, iv) improving 
dialogue between DFS providers and policymakers, v) 
increasing government-to-government interaction to 
foster cross-border cooperation, vi) providing the right 
incentives to change people’s payment behaviour, vii) 
improving the digital infrastructure, particularly digital 
ID for individuals and interoperability network for 
digital payments, and viii) having a comprehensive and 
inclusive strategy to support digital finance. Looking 
forward, digital identity for businesses will need to be an 
important target.
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