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Abstract

The growth of Mobile Financial Services (MFS) is becoming more popular now as a tool for
increasing access to financial services in developing countries, including Bangladesh. This paper
evaluates the roles of MFS in empowering the unbanked, especially in rural areas, while
investigating its impact on reducing gender disparities and addressing demographic differences in
financial inclusion. Participants from both rural and urban areas were surveyed through personal
interviews from Savar Upazila, Dhaka, with a total 404 head participants. To consider hypotheses
about MFS usage and its impact on financial incorporation, one sample t-test, two-sample t-test and
chi-square test were employed. Findings reveal that MFS has enhanced the provision of financial
mobile services among rural folks. Nevertheless, the level of MFS usage is significantly higher
among people who were previously enrolled with formal banks, proving that MFS is integrated into
the conventional financial systems. While MFS has improved financial inclusion for women,
significant gender disparities persist, requiring targeted initiatives to close the gap. The study proves
that the MFS has played a vital role in enhancing financial inclusion. Further research is essential
to address the technological gaps and other demographic barriers to maximize the potential of
mobile financial services in promoting inclusive economic growth

Introduction

The modern world is increasingly recognizing the potential of safe and affordable
financial intermediation—such as credit facilities, savings services, insurance providers,
and other banking products—as vital tools for promoting development and eradicating
poverty (Demirgii¢c-Kunt et al., 2018a; Pazarbasioglu et al., 2020). Mobile Financial
Services (MFS) is the reply to the bringing about of financial inclusion, mainly in a country
where the majority of the population is rural and has no access to traditional banking
services (Donovan, 2012; Saeed & Donkoh, 2024). In many developing countries, the
financial sector has undergone a significant transformation due to the advent of Mobile
Financial Services (MFS). In Bangladesh, MFS has enabled individuals to access financial
services that were previously unavailable, thereby enhancing their ability to manage
personal finances more efficiently while ensuring greater security (Sarpong & Agbeko,
2020). MFS enabled by mobile technology has opened up access to financial systems for
those who have been excluded from formal banking (Kopala, 2010). New avenues for
financial inclusion have been made possible by using mobile devices to monitor, and
conduct financial transactions in places without banking infrastructure (Aker & Mbiti,
2010; Koffi, 2016). MFS refers to the flexibility of engaging in various financial transactions
using Mobile devices, for instance transaction of money, payment of bills, saving,
obtaining credits (Jack & Suri, 2014; Schilling & Seuring, 2023).

Bangladesh is a prime example of how MEFS affects financial inclusion. The previous
several years have seen a flourishing in mobile financial services, with over 100 million
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mobile phone users and a developing fintech industry (Dona et al., 2014; Rahman,
2021). Well-known companies like bKash, Rocket provide a variety of financial
products for different demographics to extend a convenient package of financial
services utilizing mobile technology that is safe, efficient and inexpensive (Ahmed,
2019). These services have improved social equity, overall economic development, and
transaction ease for the unbanked and underbanked population (Aziz & Naima, 2021;
Hasan, 2024). MFS has opened the door for millions of people to the services of
financial transaction, remittances and bills payments which are mainly beneficial to
the countries such as Bangladesh, where traditional banking infrastructure is mainly
missing in rural areas (Bangladesh Bank, 2017). It is even more beneficial to the settlers
in the rural areas and the low-income earners since these cannot afford to access the
conventional banking services due to distance, fee charges, and other documents they
are required to produce (Chakrobortty & Sultana, 2023; Md. M. Rahman, 2021; Sultana,
2023). In this regard, by eliminating these barriers, MFS can become a valuable tool
that can increase people’s access to finance and let them engage with the economy
more actively.

Research demonstrates that MFS reduces financial exclusion by expanding the number
of people who can use a mobile phone to save, receive credit, and conduct basic
economic transactions (Rayed et al., 2023; Zaman, 2024). Rural residents, who make
up the majority of the nation's unbanked and underbanked population, will
particularly benefit from this accessibility (Aziz & Naima, 2021; Poojar, 2020). For
example, the 2011 introduction of bKash marked the beginning of a new era in
Bangladesh's financial system. One of the biggest segments of the non-banking
financial sector today is MFS, and by 2022, bKash will have more than 60 million active
users, demonstrating its impressive success (Jamil, 2022). They found that the platform
is effective in offering affordable, easily accessible finance services that can be relevant
to a large market share of users especially the rural or barely reaching banking facilities
segment (Hossain, 2020). However, several challenges have been identified that may
hinder the successful adoption of Mobile Financial Services (MFES). These include low
literacy levels among users, a lack of necessary knowledge about financial technology,
and the absence of user-friendly interfaces on devices such as smartphones(Campbell
et al., 2017; Lakshminarayanan et al., 2015; Maketo et al., 2023). Digital literacy is one
of the main impediments, particularly the old and rural citizens, who despite its
benefits struggle to adopt MFS (Aziz & Naima, 2021). Therefore, the ability of user to
adopt and use the MFS also differs from one demography to the other. Currently, MFS
users are reckoned to be young, living in the urban areas and with higher income levels
than their counterparts in the rural and the older generations (Donovan, 2012). Beyond
this, security and privacy concern are till now top most threat for using MFS (Gazi et
al., 2024). The Bangladesh Bank has laid certain guidelines for the operation of MFS
sector and the services being offered must be secure, and fast, as well as to incorporate
people from all the layers of the society (Bangladesh Bank, 2022). The aim of the above
regulations is to safeguard consumers meanwhile encouraging development and
competition in the sector. However, balancing technological innovation and
regulatory oversight still represents a challenge for policymakers (Mazer & Rowan,
2016).

To unlock the full potential of MFS in fostering financial inclusion, we must address
these barriers. It is important to enhance digital literacy as well as trust in the platforms
for mobile financial services so that they can have a wider coverage and more people
may benefit from them (Afroze & Rista, 2022; Muchandigona & Kalema, 2023).
Bangladesh also provides facts for this demographic gap, where urban users have
embraced MFS more than the rural clients (Akhter & Khalily, 2020). So, it is essential
to extend the knowledge of demographic differences in order to construct more
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effective measures for the increase of MFS utilization among people with different
characteristics. Hearing about and understanding the particularities of other users can
assist to deepen the usage of MFS and expand the level of the financial engagement
among these communities (Mujeri & Azam, 2018).

Therefore, more research should continue where the findings have left to study the
effect of MFS on the socio-economic status of the people in Bangladesh including
young people, the elderly, the poor, and those who have poor or no access to the
internet. In that regard, this research seeks to fill the gap in understanding the extent
and impact of MFS platforms such as bKash, Nagad, Rocket and others to effectively
employ a monetary solution that cuts across densely and scarcely populated areas to
cater for the underbanked people. Most of the time conventional banking facilities
remain unattainable to many especially in rural areas and this makes MFS be a
probable remedy to acquire basic banking and financial products. This study may
contribute to resolve the limitations and challenges exits for making MFS more reliable
and accessible for the rural and remote area underbanked people in Bangladesh.

Hypothesis Development:

This research aims to examine the impact of Mobile Financial Services (MFS) on
distinct population groups by formulating three hypotheses that explore the role of
MES in promoting financial inclusion. The first hypothesis investigates whether MFS
has contributed to increased financial inclusion in rural areas, which have historically
been underserved by the traditional banking system. The second hypothesis evaluates
the extent to which MFS has been adopted by previously unbanked individuals, who
have faced barriers such as high transaction costs, limited physical access to banking
institutions, and stringent account-opening procedures. The third hypothesis focuses
on the potential of MFS to reduce the gender gap in financial inclusion by providing
women with enhanced access to financial services.

Hypothesis 1: MFS and Rural Financial Inclusion

Hypothesis: Mobile Financial Services (MFS) have significantly increased the level of
financial inclusion among rural populations in Bangladesh.

Mobile Financial Services commonly regarded as MFS is believed to have played a
huge role in the formation of financial inclusion where innovations such as MFS has
enhanced the efficiency of providing financial services where it was near impossible
to penetrate through the traditional banking methods (Saeed & Donkoh, 2024; Tang,
2024). The rural users have a unique issue with accessing the banking and financial
services for various reasons including; geographic location of the users, level of income
of the targeted group, and the availability of appropriate products in the market
(Demirgiic-Kunt et al., 2018a). A similar situation can be observed with MFS as this
technology can avoid the mentioned challenges because it does not necessarily need
block infrastructure and can be delivered via mobile phones. This hypothesis seeks to
find out if MFS have managed to extend the financial frontier of rural population,
hence increasing its inclusion in the financial market as hypothesized by (Aker &
Mbiti, 2010).

Hypothesis 2: MFS Usage Among Previously Unbanked Populations

Hypothesis: The usage of Mobile Financial Services (MFS) is higher among previously
unbanked populations compared to those who already had access to traditional
banking services.

Another idea of MFS is to help segments of the population that are not included in the
banking system. The previously excluded clients define obstacles like strict procedures
for opening the account, high charges, and low branch coverage (Jack & Suri, 2014).
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MES with their relatively easier access and entry barriers therefore are seen positioned
as more viable and easier for these unbanked persons. This hypothesis questions the
level at which MFS has gained access to banking services by persons who cannot be
said to have been part of the banking system and MFS is most likely to be a tool that
supports the financial inclusion agenda of many people (Aziz & Naima, 2021).

Hypothesis 3: MFS and Gender Gap in Financial Inclusion

Hypothesis: Mobile Financial Services (MFS) have reduced the gender gap in financial
inclusion in Bangladesh.

The topic of financial exclusion according to gender is a pandemic problem, where
women are likely to be locked out of the financial system than men. These hurdles are;
Culture, Financial literacy, and lack of formal identification (Demirgii¢-Kunt et al,,
2018a). However, MFS has the capabilities to penetrate this restrictive gap and make
female clients accessible and more convenience in, requesting for, and receiving
financial products and services. In a nutshell, this hypothesis tries to explore one of the
key propositions of this study that is- does MFS play any role to reduce gender gap in
Bangladesh and increase women borrower’s access to the financial system (Asian
Development Bank, 2022).

Methodology

Research Design

This study employs a quantitative research approach to analyze the impact of Mobile
Financial Services (MFS) on financial inclusion in Bangladesh. We considered to
analyze the growth rates of various factors associated with Mobile Financial Services
in both rural and urban areas to assess their impact on financial inclusion. Through
rigorous hypothesis testing and descriptive statistics, we will prove or disprove the
basis of some hypotheses developed throughout the research journey.

The questionnaires were mostly either

Dichotomous Questions: These are the yes/no questions. They offer two possible
responses, usually "Yes" or "No", and are used for obtaining clear, binary information
from respondents. Or

Likert Scale Questions: These questions measure the level of agreement or disagreement
with a given statement on a symmetric agree-disagree scale, typically ranging from
"Strongly Agree" to "Strongly Disagree".

Data Collection

We conducted a face-to-face survey using a structed questionnaire, where responses
are recorded electronically through Google Form, making it a quantitative, survey-
based approach. The participants in the survey were selected at random. The survey
was conducted through in-person interviews in the both rural and urban areas not
stranding far from target location Savar Upazila, Dhaka (Fig. 1). Ranging from self-
employed people businessmen or workers to aged housewives and students also. All
respondents were adult. Finally, 404 respondents were recorded as primary data for
our analysis.
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Fig 1: Location Of Data Collection, Savar Upazila, Dhaka

Sample Size Determination

To determine the sample size for our study, we have used the most commonly used
formula for estimating the sample size for a proportion.

Infinite sample size,

2.9.(1 —
gg_ 24 p-(1-p)

2
Finite sample size,
SS
n—= ———-—
55-1
]. + POp

Explanation of Terms,

e S5 : Sample Size for Infinite Population — The number of observations needed if
the population were infinite.

e /:Z-Score — Represents the confidence level (e.g., 1.96 for 95% confidence).

e P: Proportion — Estimated proportion of the population.

e C': Margin of Error — The maximum acceptable difference between the sample
proportion and the true population proportion.

. Pop. Population Size — The total number of individuals in the population.

Given Parameters,

e Population size (Pop): approximately 831,546 (The adult population of Savar
Upazilla is taken as Population size)

e Confidence level: 95% (so, Z=1.96)

e Margin of Error (C): 5% or 0.05

* Proportion (p): 0.5 (for maximum sample size)

So, the Infinite Sample size, SS would be, S.S ~ 384.16

If we adjust for our finite population size, n =~ 382.1

Analysis Strategy
Each hypothesis was analyzed using their appropriate hypothesis tests. The tests used
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descriptive analysis, cross tabulations and hypothesis testing to determine the
acceptability of each hypothesis. The tests used in this study were One Sample T-test,
Two Sample T-test, Chi-square Test and to measure effect size Cramer’s V for Chi-
Square Test and Cohen’s d for T-tests.

Technological Resources

Data were collected using Google Forms to reach a broad and diverse range of
participants. Additional data were gathered through live interviews, with the
responses subsequently integrated into the Google Forms dataset. Python was selected
for data analysis due to its extensive range of libraries and user-friendly features. For
data manipulation and transformation, Pandas and NumPy were primarily used,
providing essential functions for effective data management. Furthermore, Matplotlib
and Julius Al were employed to create advanced visualizations, enabling deeper
insights into the dataset.

Data Analysis

The primary data in this study has been gathered to be employed in hypothesis testing,
which may help to understanding the effect of Mobile Financial Services (MFS) on the
financial inclusion in Bangladesh. The research work that encompasses the survey and
interview of primary data is devoted to the study of specific hypotheses on MFS usage
issues, for instance, the impact of MFS on financial inclusions, rural areas, gender
differences, and barriers faced by users. In this case, the survey that is carried out could
compare such groups as rural vs. urban, male vs. female and so largely reveal the
existence of significant differences and trends in the study. Tools like t-tests and chi-
square tests were then made use of as a way to figure out whether the differences
observed were statistically significant which could serve as turning points by giving
or taking evidence on the formed hypotheses. The data that is presented proves that
the obstacles to MFS usage are identified and measured leading to a clearer
understanding of the deficiencies in these areas.

Hypothesis 1:

Null Hypothesis (HO): Mobile Financial Services (MFS) have not significantly
increased the level of financial inclusion among rural populations in Bangladesh.
Alternative Hypothesis (Ha): Mobile Financial Services (MFS) have significantly
increased the level of financial inclusion among rural populations in Bangladesh.

To test this hypothesis, we'll use both descriptive statistics and hypothesis testing.
We'll focus on the rural population and their use of Mobile Financial Services (MFS).

proportion
Do you use any Mobile Financial Services (e.g., bKash, Rocket, Nagad)?
No 5616438356164 384
Yes 4383561643835616

Fig 2: MFS Users in Savar.

Interestingly, about 43.84% of the rural population uses Mobile Financial Services,
while 56.16% do not.
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proportion

How has your access tofinancial services changed since you started using Mobile Financial

Services?
Significantly improved 46.875
Somewhat improved 31.25
No change 21.875

Fig 3: Changes in Access to Financial Services through Mobile Financial Services.
For rural MFS users, the change in access to financial services is quite positive:

* 46.88% reported significantly improved access
* 31.25% reported somewhat improved access

* 21.88% reported no change

Here's a visual representation of this data:

Change in Financial Services Access for Rural MFS Users

Percentage

10

& ‘dsf &5
& & *

i ra
s.«*‘y &

Level of Change

Fig 4: Change in Financial Services Access for Rural MFS Users

We conducted a one-sample t-test to determine if the proportion of rural MFS users
reporting improved access (either significantly or somewhat) is significantly different
from 50%.

One-sample t-test results:

* t-statistic: 3.787950821825889

* p-value: 0.0006561534787038849

e Effect size (Cohen's d): 0.6696214282285604

The t-test results show a statistically significant difference (p-value < 0.05), indicating
that the proportion of rural MFS users reporting improved access is significantly
higher than 50%. The effect size (Cohen's d) of 0.67 suggests a medium to large effect.
These results indicate that Mobile Financial Services have had a positive impact on
financial inclusion for the rural population in Bangladesh, with a significant majority
reporting improved access to financial services.

Hypothesis 2:

Null Hypothesis (HO0): The usage of Mobile Financial Services (MFS) is not higher
among previously unbanked populations compared to those who already had access
to traditional banking services.

Alternative Hypothesis (Ha): The usage of Mobile Financial Services (MFS) is higher
among previously unbanked populations compared to those who already had access
to traditional banking services.
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First, let's look at the MFS usage rates for previously banked and unbanked
populations:
Uses_MFS
Had_Bank_Access
0 06875

1 0.9156666566666666

Fig 5: Bank Account Access for MFS Users
These statistics show that:

* 68.75% of previously unbanked individuals use MFS
* 91.67% of previously banked individuals use MFS

MFS Usage Rates by Previous Banking Access

[iF:]

MFS Usage Rate

00

Had Previous Banking Access

Fig 6: MFS Usage Rates by Previous Banking Access

Contrary to our hypothesis, the data suggests that MFS usage is actually higher among
those who had previous access to banking services.

We used a two-sample t-test to compare the means of two independent groups
(previously banked and unbanked). This test helps us determine if there is a significant
difference in MFS usage between these groups.

Two-sample t-test Results:

* t-statistic: -6.164383698126853

* p-value: 1.7226761556239027e-09

e Effect size (Cohen's d): -0.6592054966339806

The negative t-statistic (-6.16) indicates that the mean MFS usage for the unbanked
group is lower than for the banked group. The p-value is extremely small (1.72e-09 <
0.05), suggesting strong evidence that the groups are not different, which is the null
hypothesis. The effect size (Cohen's d) of -0.66 indicates a medium to large effect, with
the negative sign confirming that the unbanked group has lower MFS usage.

We will use the chi-square test to examine the relationship between two categorical
variables (previous banking access and MFS usage). This test helps us determine if
there's a significant association between these variables.
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Chi-square test results:

* Chi-square statistic: 33.17123408414607
* p-value: 8.438976283492485e-09

e Cramer's V: 0.28654321674010624

The chi-square statistic (33.17) and very small p-value (8.44e-09 < 0.05) indicate a
significant association between previous banking access and MFS usage. Cramer's V
(0.29) suggests a moderate effect size, confirming the strength of this association.
Based on the descriptive statistics and hypothesis tests, we must reject the hypothesis
H2. The data provides strong evidence that the usage of Mobile Financial Services is
actually higher among populations who already had access to traditional banking
services compared to previously unbanked populations.

Key findings:

* MFS usage is higher among previously banked individuals (91.67%) compared to
previously unbanked individuals (68.75%).

* The difference in MFS usage between these groups is statistically significant (p <
0.05 in both t-test and chi-square test).

* The effect sizes (Cohen's d and Cramer's V) indicate a moderate to strong
relationship between previous banking access and MFS usage.

These results suggest that while MFS is contributing to financial inclusion by reaching
previously unbanked populations, it is even more widely adopted by those who
already had access to traditional banking services. This could indicate that MFS is
complementing rather than replacing traditional banking services, or that those with
previous banking experience are more likely to adopt new financial technologies.

Hypothesis 3:

Null Hypothesis (HO0): Mobile Financial Services (MFS) have not reduced the gender
gap in financial inclusion in Bangladesh

Alternative Hypothesis (H1): Mobile Financial Services (MFS) have reduced the
gender gap in financial inclusion in Bangladesh.

Let's look at the financial inclusion by gender:

Has_Bank_Account Uses_MFS

Fig 7: Gender Differences in Bank Account Ownership and MFS Usage

This data shows that:

* 72.92% of females have a bank account, compared to 83.89% of males.

* 77.60% of females use Mobile Financial Services (MFS), compared to 91.00% of
males.

We can visualize this data in the following graph:
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Financial Inclusion by Gender

W Bank Account
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Fig 8: Gender Differences in Financial Inclusion

We can see there is still a gender gap in both traditional banking and MFS usage. The
gap appears to be slightly larger for MFS usage compared to bank account ownership.
Both genders have higher participation in MFS than traditional banking.

We used Chi-square tests to check the relationship between gender and financial
inclusion:

Chi-square test results for Gender and MFS Usage:

e Chi-square statistic: 12.838033119255345

* p-value: 0.00033964444667079676

® Cramer's V: 0.1784829448049352

Chi-square test results for Gender and Bank Account Ownership:

® Chi-square statistic: 6.567609927414819

* p-value: 0.010385132431268857

e Cramer's V: 0.1276589159727281

If we analyze the perception of MFS impact on women's financial inclusion:

count
Do you think Mobile Financial Services have made financial services more accessible for
women in your community?

Agree 66.25310173697271

Strongly agree 24.56575682382134

Neutral 8.188585607940446
Strongly disagree 0.49627791563275436
Disagree 0.49627791563275436

Fig 9: Perceptions on Mobile Financial Services Accessibility for Women

We can interpret that the vast majority of respondents (90.82%) either agree or strongly
agree that MFS has made financial services more accessible for women in their
community. Only a small percentage (0.50%) disagree or strongly disagree with this
statement. This indicates a strong positive perception of MFS's impact on women's
financial inclusion.
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Perception of MFS Impact on Women's Financial Inclusion

& & & & &
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Fig 10: Perception of MFS Impact on Women's Financial Inclusion

Based on this analysis, we can conclude there is still a gender gap in both traditional
banking and MFS usage, with men having higher participation rates in both services.
and contrary to our initial hypothesis, the gender gap appears to be slightly larger for
MES usage compared to traditional banking. This is evidenced by the larger difference
in usage percentages (13.4% for MFS vs. 11% for bank accounts) and the higher Chi-
square statistic and Cramer's V value for MFS usage.

Despite the persistent gender gap, MFS has increased overall financial inclusion for
both genders. Both men and women have higher participation rates in MFS compared
to traditional banking. There is a very positive perception of MFS's impact on women's
financial inclusion, with over 90% of respondents agreeing that it has made financial
services more accessible for women. While MFS has not reduced the gender gap in
financial inclusion as hypothesized, it has significantly improved overall financial
inclusion. The strong positive perception suggests that MES is seen as a valuable tool
for improving women's access to financial services, even if it hasn't yet closed the
gender gap.

Discussion

The findings of this study indicate that Mobile Financial Services (MFS) have
significantly enhanced financial inclusion in rural areas of Bangladesh. Notably,
43.84% of rural participants acknowledged that MFS plays a role in their financial
activities. Among them, 46.88% reported experiencing significantly improved access
to financial services, while 31.25% indicated moderate improvements, suggesting a
positive shift in financial accessibility. These results are consistent with previous
research, which highlights the critical role of MFS in extending financial services to
rural populations traditionally underserved by conventional banking institutions
(Saeed & Donkoh, 2024; Tang, 2024). The findings suggest MFS has helped overcome
barriers such as geographic isolation and the lack of banking infrastructure, consistent
with the theoretical framework proposed by Aker-Mbiti (2010). In direct contrast to
the second hypothesis, MFS usage is much higher in groups that are already in the
formal banking system. 68.75% of the previously unbanked had ever used MFS
compared to 91.67% for the previously banked. Although MFS has promoted financial
inclusion, this channel is primarily adopted by users who already have knowledge of
financial products and services. This result is in line with findings by Jack and Suri
(2014), who suggest that prior exposure to banking can help in the adoption of MFS.
From the third hypothesis, the findings reveal that though MFS has promoted financial
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inclusion among females, the gap between genders is still very huge. 77.60% of females
reported using MFS, while 91.00% of males did, indicating that even now, men are
more likely to use MFS than women. These findings are therefore consistent with the
existing literature, which points to socio-cultural barriers, lower levels of financial
literacy, and limited access to mobile phones as key factors that explain the gender gap
in financial inclusion (Demirgii¢-Kunt et al., 2018). The persistent disparity suggests
that MFS has not fully succeeded in closing the gender gap, even though it has
provided women with greater access to financial services than traditional banking
methods. This finding aligns with research suggesting that technological
interventions, while important, are insufficient to fully eliminate the gender gap in
financial access (Asian Development Bank, 2022).

These results only go to demonstrate that even while MFS has tremendous potential
in empowering financial inclusion, access is usually limited in very excluded sections,
especially unbanked and female clients. These findings indicate that those who can
adapt more easily to the use of MFS services already have previous exposure to basic
concepts in financial literacy or have been clients of banking institutions through their
conventional systems; thus, strategic efforts need to be laid out in the expansion of
MES toward excluded sections.

This is a very limited study as it is focused on one geographic area, Savar Upazila, and
thus may not represent the entire rural area of Bangladesh. Also, self-reported
information may be subject to bias, and there is no deeper exploration of the
underlying socio-cultural factors. Further research is also needed on factors that
hamper the adoption of MFS among unbanked and female populations, focusing on
such aspects as digital literacy and trust in mobile financial platforms. Studies that
place the impact of MFS in the context of long-term financial inclusion, especially
beyond these areas of Bangladesh, would put the impacts of MFS into better
perspective.

Conclusion

This paper aims to examine the role of Mobile Financial Services (MFS) in enhancing
financial inclusion in Bangladesh. Findings from the empirical research suggest that
MES has played a significant role in delivering financial services to unserved and
underbanked populations, particularly in rural areas. The data indicate that
participation rates in MFS usage are higher for both men and women compared to
traditional banking services. However, the findings also reveal a degree of gender
disparity, suggesting that while MFS has broadened access, gaps in usage persist
between the sexes (Donovan, 2012; Mas & Radcliffe, 2011).

Nevertheless, the technology issues described by the users have allowed for more
extended and diverse economic participation through the provision of safe and
accessible financial services (Aziz & Naima, 2021; Sarpong & Agbeko, 2020). The
government of Bangladesh, through its central bank, Bangladesh Bank, has put in
place measures and standards that have encouraged the emergence and use of MFS
(Bangladesh Bank, 2012, 2017). To enable Mobile Financial Services (MFS) to reach
their full potential in narrowing the financial inclusion gap, targeted strategies must
be developed to enhance digital literacy, ensure security, and address gender-specific
barriers. For future research, further studies are recommended to examine the socio-
economic impacts of MFS across diverse demographic groups. Additionally, research
should aim to identify the most effective strategies for leveraging MFS to improve
financial inclusion at the national level.
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Policy Recommendation

One of the main barriers to embracing MFS is illiteracy, which is more prevalent
among users in rural areas. Some potential users have no prior experience using
mobile technology and hence do not fully comprehend the working of the MFS
platforms, particularly women and the elderly. It is suggested that the government
and the financial institutions should devise specific professional trainings that focus
on the practice on engaging mobile financial services. Such programs should ideally
be designed to fit into specific categories, such as rural people and women. The barrier
that was mentioned most frequently by the MFS users clarified that there is still the
need to refine the efficiency and usability of MFS platforms by pointing to the choice
of “Technical issues.” It is also important that financial institutions need to invest in
developing the technological strength to enable that MES platforms are well secured
and user-friendly. This involves challenges like the negative network signals,
graphical interface, and the failure of transactions. Further, there is also a need to
provide the service to the financial service providers to support their customers, where
the users are struggling and stuck with some technical issues on the platforms.
Currently, MFS has played a role in enhancing the financial rates for women but
gender disparity still persists. In this regard, female-policy makers should come up
with policies that will enhance the participation of women on MFS. This may entails
using monetary incentives to encourage women to sign up for MFS accounts,
developing financial products services for women, or launching crusade rallies that
popularize MFS among women. More information has to be collected on how to
increase the use of MFS by women since shortage of mobile phones is among the key
drivers that encourage the use of MFS. To be able to take advantage of MFS, many
people have the feeling that their transactions would not be secure and private. To
increase user trust in MFS the implementing organisations should enforce strict
security measures, including the use of passwords accompanied by other secondary
features like two step verification or encrypted user data. Also, MFS providers should
also clearly explain to the users how the data of the users will be utilized and how their
privacy will be protected. There should also be public awareness to create demand for
MES by informing the users on the secures features of the MFS platforms and those
that they may be afraid of falling victims to fraud or data theft. To encourage greater
collaboration among the key players and to boost MFS usage among the citizenry,
especially within rural areas, policymakers ought to ensure the availability of the
required physical infrastructure underlying the MFS provision. This includes
expanding accessibility and availability of mobile networks in some rural regions and
providing affordable mobile phones to the people in those regions. Also, there is a
need for the financial service providers to reduce the transaction fee for what they
charge the rural users to encourage the use of MFES in the areas.
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