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Abstract 

The rapid digital transformation of Bangladesh’s financial sector has positioned Mobile 

Financial Services (MFSs) as a cornerstone of financial inclusion and socio-economic 

empowerment. This study explores the evolution, barriers, and impacts of MFS 

adoption across households and small to medium enterprises (SMEs) in Bangladesh, 

employing a qualitative research design to capture the multifaceted experiences and 

insights of key industry professionals. The interpretivist framework guided the study, 

emphasizing the subjective understanding of participants actively engaged in the MFS 

ecosystem. Data were collected through semi-structured, in-depth interviews with five 

senior experts representing leading financial institutions, regulatory authorities, and 

fintech organizations. The selection of participants followed a purposive sampling 

approach, ensuring that each respondent possessed over a decade of experience in 

policy implementation, digital finance operations, or regulatory oversight. The 

research findings were derived through Braun and Clarke’s (2006) six-phase thematic 

analysis, which enabled the systematic identification of recurring themes such as 

technological accessibility, digital literacy, regulatory complexity, trust, and socio-

economic empowerment. The analysis revealed that while Bangladesh has achieved 

substantial progress in digital financial inclusion—accounting for nearly 12% of the 

global mobile money accounts (The Daily Star, 2024) challenges such as high 

transaction fees, limited rural connectivity, and cybersecurity concerns persist. MFS 

platforms like bKash, Rocket, and Nagad have redefined household and business 

financial practices by enabling faster remittances, transparent transactions, and 

enhanced liquidity management. At the same time, gender disparities and digital 

literacy gaps continue to hinder the equitable distribution of benefits, highlighting the 

need for targeted financial education and regulatory reform. This study contributes to 

the growing body of literature on digital financial transformation in developing 

economies by offering grounded insights into how MFS reshapes Bangladesh’s socio-

economic fabric. The findings underscore the importance of balancing innovation 

with inclusive policy frameworks to ensure sustainability and trust within the digital 

financial ecosystem. The research advocates for a multi-dimensional strategy 

encompassing digital literacy development, regulatory modernization, and cost 

optimization to maximize MFS’s potential in achieving Bangladesh’s broader 

developmental goals under the “Smart Bangladesh Vision 2041.” 
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INTRODUCTION 

Digital banking refers to the automation and digitization of all traditional banking services, allowing 

users to access financial products and perform transactions through electronic platforms such as 

mobile apps, internet portals, and digital wallets. According to the World Bank (2023), digital banking 

encompasses the provision of banking services through digital channels, reducing the need for 

physical branches and promoting accessibility across geographic and socioeconomic boundaries. 

The International Monetary Fund (IMF, 2022) defines digital finance as the integration of technology-

driven financial services that increase the efficiency and reach of traditional banking institutions. 

Globally, digital banking has become a critical driver of financial inclusion, enabling access to 

savings, credit, and payment systems for millions of unbanked individuals (Demirgüç-Kunt et al., 

2022). The widespread adoption of digital payment systems in countries like Kenya, China, and India 

demonstrates how technology can transform economies by reducing transaction costs and 

improving transparency (Jack & Suri, 2016; Zhou et al., 2020). In the global landscape, digital banking 

represents a cornerstone of the Fourth Industrial Revolution, where the convergence of information 

technology, artificial intelligence (AI), and financial systems has redefined economic participation 

(Schwab, 2017). The evolution of fintech has blurred the boundaries between banking and 

technology, creating inclusive ecosystems for both consumers and small businesses (Arner et al., 

2020). In developing economies, digital finance is particularly transformative, serving as a catalyst 

for poverty reduction and sustainable development (United Nations Development Programme 

[UNDP], 2021). Yet, the integration of such services remains uneven, with structural barriers including 

digital literacy gaps, infrastructure limitations, and regulatory constraints (Ozili, 2020). Thus, while 

digital banking has revolutionized global finance, its equitable distribution remains a pressing 

challenge, particularly in emerging economies like Bangladesh, where the promise of technology 

intersects with socioeconomic realities. 

 
Figure 1: Overview of Digital Banking 

 
 

The expansion of digital banking in developing countries has been propelled by mobile technology, 

internet penetration, and policy reforms. According to the Global System for Mobile 

Communications Association (GSMA, 2022), over 1.35 billion people globally used mobile financial 

services in 2021, with developing nations accounting for more than 70% of these users. This rapid 

expansion signifies a structural shift in how financial institutions interact with underserved populations. 

In Sub-Saharan Africa, for example, the success of M-Pesa in Kenya demonstrated that mobile 

banking could serve as a gateway to formal financial systems (Suri & Jack, 2016). Similar patterns 

have been observed in South Asia, where India’s Unified Payments Interface (UPI) facilitated over 10 

billion digital transactions per month by 2023 (Reserve Bank of India, 2023). Developing economies, 

however, face distinct challenges in implementing digital banking, including unreliable network 

connectivity, low levels of financial literacy, and limited regulatory frameworks to ensure consumer 
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protection (Rahman & Islam, 2021). The World Bank (2020) highlights that only 63% of adults in 

developing countries possess a formal bank account, but nearly 80% have access to a mobile 

phone, revealing a latent opportunity for financial inclusion. These circumstances have made digital 

banking not merely a technological innovation but a developmental imperative (Beck et al., 2018). 

Governments and central banks across Asia, Africa, and Latin America have introduced national 

financial inclusion strategies to expand digital payment infrastructure, reflecting a growing 

recognition that inclusive finance is essential to economic stability and poverty alleviation (OECD, 

2022). Thus, the rise of digital banking in developing regions underscores both its transformative 

potential and the need for equitable, secure, and accessible financial ecosystems. 

Bangladesh presents one of the most significant examples of digital banking expansion in South Asia. 

The Bangladesh Bank (2023) defines digital banking as the delivery of all banking services 

electronically, including mobile financial services (MFS), agent banking, and internet banking. The 

introduction of MFS platforms such as bKash in 2011 marked a revolutionary step in connecting 

millions of unbanked individuals to formal financial systems (Khan & Rabbani, 2021). As of 2024, bKash 

serves over 68 million users, processing billions of transactions annually (Bangladesh Bank, 2024). 

Other platforms like Rocket, Nagad, and Upay have also contributed to widespread adoption, with 

MFS now integral to everyday life, from remittances and bill payments to government transfers (Islam 

& Rahman, 2022). The digital banking landscape in Bangladesh is shaped by government initiatives 

such as “Digital Bangladesh Vision 2021” and the “Smart Bangladesh Vision 2041,” which emphasize 

the integration of technology into all public and private sectors (Ministry of ICT, 2021). The COVID-19 

pandemic accelerated this transformation, as lockdowns necessitated contactless financial 

transactions (Chowdhury et al., 2021). Rural populations, previously excluded from formal banking 

systems, now engage in mobile-based transactions that enhance their economic participation 

(Rahman et al., 2022). However, structural inequalities persist, including digital literacy disparities and 

cybersecurity risks (Kabir & Saha, 2020). Thus, Bangladesh’s digital banking evolution represents both 

progress and complexity—where technological inclusion meets enduring socioeconomic barriers. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Financial inclusion is central to the discourse on digital banking, particularly in developing countries 

where poverty and inequality are deeply rooted. The World Bank (2022) defines financial inclusion 

Figure 2:  Digital Banking in Bangladesh 
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as access to useful and affordable financial services that meet the needs of individuals and 

businesses. In Bangladesh, the integration of digital financial services has significantly improved 

accessibility, enabling marginalized populations—especially women, rural farmers, and small 

entrepreneurs—to participate in formal economic systems (Ahmed et al., 2020). The expansion of 

digital platforms has led to measurable improvements in income stability and savings capacity 

among low-income households (Rahman & Akter, 2021). However, scholars argue that the digital 

divide continues to reinforce inequality if not addressed through inclusive design and regulation 

(Donovan, 2012; Ozili, 2021). The concept of financial justice emphasizes equitable participation and 

the reduction of systemic barriers that exclude vulnerable populations (Sen, 1999). In the context of 

Bangladesh, digital banking is not merely an economic innovation—it is a moral and social 

instrument for empowerment. As Yunus (2007) highlighted, microcredit was not designed as charity 

but as a mechanism to unleash human potential. Similarly, digital banking represents a continuation 

of that legacy, expanding access through technology. By enabling savings, credit, and insurance 

via mobile devices, these systems provide a foundation for resilience against economic shocks (Allen 

et al., 2020). Hence, financial inclusion through digital banking is intertwined with the principles of 

dignity, equality, and justice that define sustainable development. 

The success of digital banking depends heavily on robust technological infrastructure and effective 

regulatory oversight. In Bangladesh, the central bank’s regulatory framework governs all MFS and 

agent banking operations, ensuring compliance with anti-money laundering (AML) and know-your-

customer (KYC) policies (Bangladesh Bank, 2022). The Payment Systems Department of the central 

bank plays a critical role in licensing, supervision, and risk management within the digital ecosystem. 

According to Alam et al. (2020), strong regulation has been essential in maintaining trust and 

preventing fraudulent activities. Yet, challenges persist due to interoperability issues between banks 

and non-bank financial institutions (Khatun & Khan, 2021). Globally, regulatory innovation has 

shaped digital banking success. For instance, the European Union’s Revised Payment Services 

Directive (PSD2) and the United Kingdom’s Open Banking initiative have established standards for 

data sharing and consumer protection (European Commission, 2021). Similarly, Kenya’s Central Bank 

developed progressive frameworks to integrate fintech while ensuring transparency (Jack & Suri, 

2016). Bangladesh’s experience mirrors these global trends, where balancing innovation with 

regulation remains essential (Rahman & Uddin, 2023). The rise of cybersecurity threats, data 

breaches, and privacy concerns underscores the necessity for continuous vigilance (OECD, 2023). A 

well-structured policy environment can foster trust, innovation, and equitable access—making 

digital banking a sustainable component of the financial ecosystem. 

The socioeconomic transformation brought about by digital banking in Bangladesh is profound. 

According to the Bangladesh Institute of Development Studies (BIDS, 2023), mobile financial services 

have contributed to reducing transaction costs, increasing household income, and facilitating 

entrepreneurship among rural populations. Digital remittance channels have also enhanced 

financial transparency and efficiency (Islam et al., 2022). Women’s financial participation has 

notably increased through easy access to mobile wallets, contributing to greater autonomy and 

social empowerment (Akhter & Rahman, 2021). From an economic standpoint, the integration of 

digital finance has improved macroeconomic indicators such as GDP growth, financial inclusion 

rates, and employment generation (ADB, 2022). Small and medium enterprises (SMEs) benefit from 

mobile payment solutions that enable efficient cash flow management and access to microloans 

(Rahman et al., 2023). The role of MFS during national emergencies—such as the COVID-19 

pandemic—demonstrated their resilience in maintaining economic activity (Chowdhury & Sultana, 

2021). Nevertheless, the socioeconomic impact also reflects disparities in access and literacy, where 

certain demographics remain excluded from the benefits of digital transformation (Hossain et al., 

2022). These dynamics illustrate how digital banking functions as both an economic driver and a 

mirror of social inequalities in Bangladesh. 

The experience of Bangladesh provides valuable insights into the global digital banking landscape. 

Countries across Asia and Africa have drawn inspiration from Bangladesh’s MFS model, particularly 

in extending services to unbanked populations (UNCTAD, 2022). The success of bKash, for instance, 

has been cited by the World Economic Forum (2022) as a benchmark for digital financial inclusion. 

Comparative analyses show that while Bangladesh has achieved remarkable outreach, the quality 

of service delivery, digital security, and customer education remain pivotal areas for consolidation 

(Kamal et al., 2022). Lessons from global models—such as India’s UPI, China’s Alipay, and Kenya’s M-
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Pesa—underscore the importance of innovation, regulatory synergy, and user trust (Arner et al., 

2020). In essence, Bangladesh’s journey reflects a broader transformation of the financial world—

where technology intersects with human development and social equity. Digital banking has 

become a platform not only for economic transactions but also for the recognition of individual 

agency and community resilience (Sen, 1999; Yunus, 2007). As Bangladesh continues to deepen its 

digital ecosystem, the lessons derived from global practices and domestic challenges will shape its 

trajectory toward inclusive and sustainable financial modernization. 

Statement of the Problem 

Bangladesh, with a population exceeding 160 million, continues to face persistent financial exclusion 

despite notable economic growth and technological progress. A significant portion of the 

population remains unbanked or underbanked, lacking access to formal, secure, and reliable 

financial services (Bangladesh Bank & University of Dhaka, 2017). The rapid proliferation of mobile 

phones—now used by approximately 95% of the population—has opened an unprecedented 

opportunity to bridge this gap (Islam & Tareq, 2016). Since the official introduction of Mobile Financial 

Services (MFSs) in 2012, these platforms have fundamentally transformed financial accessibility, 

allowing individuals without formal bank accounts to perform essential transactions such as cash 

transfers, bill payments, and merchant payments through mobile technology. Presently, around 18 

banks and non-bank financial institutions offer MFSs, serving tens of millions of active users and 

facilitating billions of taka in annual transactions. The significance of MFS extends beyond economic 

convenience. It has also become an instrument of empowerment, particularly for women and low-

income earners, granting them greater control over financial decision-making and enabling 

participation in household and community economies (UN Women, 2022). This widespread adoption 

has attracted the attention of global financial institutions, development agencies, and fintech 

innovators, spurring the creation of new business models and customized financial products for the 

Bangladeshi market. However, the growth of MFS has not been uniform across all segments of 

society. While urban areas have experienced rapid adoption, rural and underserved communities 

continue to face challenges including limited digital literacy, high service fees, network constraints, 

and lack of consumer protection (Rahman & Uddin, 2023). Although prior studies have investigated 

the contribution of traditional financial institutions to national development, there remains a notable 

gap in empirical research focused specifically on the impact of MFS on households and small to 

medium-sized enterprises (SMEs) in Bangladesh. This gap is particularly pronounced in rural areas, 

where financial inclusion remains a policy priority. The transformative role of MFS in promoting 

entrepreneurship, enhancing savings behavior, and facilitating financial security in family settings 

has yet to be comprehensively examined. Thus, this study seeks to fill that void by exploring how MFS 

influences household well-being, small business growth, and community development—while 

evaluating systemic barriers and operational inefficiencies within the existing framework. 

Objectives of the Study 

The overarching objective of this study is to evaluate the impact and implications of Mobile Financial 

Services (MFSs) within family households and small to medium business firms in Bangladesh. 

Specifically, it aims to: 

RO1: Identify the key problems and challenges faced in the operation and expansion of mobile 

financial services in Bangladesh. 

RO2: Assess the socioeconomic effects of MFS adoption on village populations and small to medium 

business enterprises, emphasizing dimensions such as income growth, financial inclusion, and 

empowerment. 

RO3: Examine the structure of service fees and transaction charges to determine their influence on 

user satisfaction, adoption rates, and the perceived fairness of digital financial systems. 

These objectives collectively aim to produce an evidence-based understanding of MFS as a 

transformative force in Bangladesh’s economic ecosystem, emphasizing both its benefits and 

limitations in advancing inclusive growth. 

Research Questions 

To achieve the study objectives, the research will address the following questions: 

RQ1: What are the main barriers impeding the progress of mobile financial services (MFSs) in 

Bangladesh? 

RQ2: How can these barriers be effectively overcome through technological, institutional, or policy-

level interventions? 
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RQ3: How have mobile banking services been utilized historically within family households and 

business firms across different socioeconomic contexts? 

RQ4: To what extent are individuals and business owners satisfied with the quality of services and the 

associated service fees or transaction costs of MFS platforms? 

RQ5: What are the socioeconomic effects of mobile financial services on households and small 

businesses in terms of income, empowerment, and financial inclusion? 

RQ6: What challenges do households and enterprises currently face in using MFSs, including 

operational, regulatory, and trust-related issues? 

Existing literature predominantly focuses on financial technology adoption, digital payment 

mechanisms, and the role of microfinance in economic development (Beck et al., 2018; Donovan, 

2012; Ozili, 2021). However, empirical studies directly addressing the household-level and SME-

specific effects of MFS in Bangladesh remain scarce. The literature seldom integrates socio-

economic perspectives—such as gender empowerment, community-level resilience, and small 

business sustainability—with technological and institutional dimensions. Moreover, global studies on 

platforms like Apple Pay, PayPal, and Zelle (Arner et al., 2020; Zhou et al., 2020) suggest that 

efficiency, trust, and interoperability are central to digital finance success. Drawing inspiration from 

these international models, this study aims to contextualize their lessons within Bangladesh’s unique 

socio-economic structure. By focusing on mobile financial services as both a technological and 

social innovation, the study will generate insights relevant to policymakers, regulators, and financial 

institutions. The expected outcomes will contribute to refining policy frameworks, optimizing user 

experience, and strengthening digital financial ecosystems for equitable access and sustainable 

growth. 

LITERATURE REVIEW 

The proliferation of mobile technology across developing nations has revolutionized access to 

financial services, particularly among populations previously excluded from formal banking systems. 

As Porteous (2006) observed, there are more individuals with mobile phones than bank accounts in 

much of the developing world, highlighting the opportunity for financial inclusion through digital 

means. Mobile financial services (MFSs)—encompassing mobile banking, money transfers, and 

digital payments—allow users to manage money electronically without reliance on cash (Donovan, 

2012). In countries such as Kenya, the introduction of M-Pesa transformed rural financial systems by 

facilitating remittances, savings, and small-scale entrepreneurship (Jack & Suri, 2016). The World Bank 

(2022) similarly emphasizes that MFSs have reduced barriers to financial access by lowering 

transaction costs, increasing convenience, and broadening economic participation. In South Asia, 

Bangladesh represents a particularly striking case, as more than 95% of its citizens own mobile phones 

but only a fraction maintain formal bank accounts (Asian Development Bank [ADB], 2013). This 

disparity led Bangladesh Bank to authorize mobile-based financial operations to serve both “the 

banked and the unbanked,” fostering a financial ecosystem rooted in accessibility (Islam & Tareq, 

2016). 

Empirical studies across developing regions consistently identify MFS as a key driver of inclusive 

growth. Beck et al. (2018) and Arner et al. (2020) argue that mobile banking strengthens financial 

resilience by enabling low-income individuals to save, borrow, and transact securely. The Boston 

Consulting Group (2011) examined the socio-economic effects of MFS in Pakistan, Bangladesh, and 

India, finding significant improvements in local economies and remittance efficiency. Maurer (2008) 

further emphasized the democratization of financial systems through mobile channels, which extend 

beyond commercial gains to promote empowerment and autonomy. However, researchers also 

caution that digital exclusion persists for marginalized groups—particularly women, the elderly, and 

rural populations—due to technological illiteracy and infrastructural deficiencies (Ozili, 2021; Parvin, 

2013). Thus, the global literature demonstrates that while mobile banking fosters inclusion and 

economic participation, its effectiveness depends on the socio-cultural and institutional frameworks 

that govern its deployment. 

Bangladesh’s experience with mobile financial services (MFS) has been widely regarded as a model 

for developing economies. Following Bangladesh Bank’s regulatory approval in 2011, platforms such 

as bKash, Rocket, and Nagad transformed financial intermediation, connecting millions to formal 

systems previously out of reach (Khan et al., 2016). As of 2024, bKash alone serves over 68 million 

active users and processes daily transactions exceeding several billion Bangladeshi taka 

(Bangladesh Bank, 2023). Early studies by Islam (2013) and Parvin (2013) emphasized that mobile 
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transactions such as cash-in, cash-out, money transfers, and bill payments became the foundation 

for everyday financial operations, particularly in rural areas. The International Growth Centre (IGC) 

and BRAC Institute of Governance and Development (BIGD, 2018) conducted pivotal research 

demonstrating that even illiterate or low-income individuals, especially women, can successfully 

adopt MFS when given minimal training and incentives. Their findings illustrate that mobile banking 

adoption is not limited by education level but by access and awareness. Subsequent empirical 

analyses by Shibli and Tareq (2016) revealed the macroeconomic antecedents of MFS expansion, 

identifying GDP growth, urbanization, and remittance inflows as key predictors. Similarly, Khan et al. 

(2016) examined micro-level adoption factors, finding that education, age, and perceived ease of 

use significantly influenced consumer engagement. Studies by Rahman and Islam (2021) and Kabir 

and Saha (2020) expanded this discussion by evaluating institutional and infrastructural challenges, 

noting that poor connectivity, high transaction fees, and limited interoperability among providers 

hinder optimal use. The ADB (2021) reported that mobile money accounts in Bangladesh contribute 

directly to poverty reduction by improving income stability and enabling micro-entrepreneurship. 

Overall, the evolution of MFS in Bangladesh demonstrates how financial innovation, public policy, 

and private enterprise can converge to create inclusive growth mechanisms. However, the literature 

also highlights persistent challenges in ensuring equitable access across gender, regional, and 

income divides. 

Mobile Financial Services (MFS) in Bangladesh 

This section synthesizes findings derived from in-depth interviews with five experts possessing extensive 

experience in the field of Mobile Financial Services (MFS) in Bangladesh. Guided by Braun and 

Clarke’s (2006) six methodological principles—defining objectives, collecting targeted data, 

engaging credible sources, ensuring validity, synthesizing themes, and proposing actionable 

solutions—the study explored the structural and behavioral dynamics influencing MFS adoption. The 

experts were selected to represent diverse perspectives across policy, regulatory, and operational 

dimensions, including banking executives, digital finance practitioners, and financial analysts. Ethical 

considerations were central to this process, ensuring that interviews were conducted respectfully, 

confidentially, and with integrity in reporting. Each interviewee offered unique insights, but their 

responses exhibited significant consistency with the initial hypotheses, particularly concerning 

barriers to adoption, user trust, and the transformative effects of MFS across household and business 

contexts. The data collection process required balancing professional engagement with cultural 

sensitivity. Establishing trust with high-level respondents demanded transparent communication of 

research goals, emphasizing the academic and social value of the study. Structured interview guides 

were used to ensure thematic coherence across responses while allowing participants to elaborate 

freely. This approach enabled a nuanced understanding of how macroeconomic policies, 

infrastructure, and user behaviors interact to shape the MFS ecosystem. The resulting qualitative data 

were analyzed through thematic coding and synthesis, generating patterns that aligned closely with 

the broader literature on digital financial inclusion (Jack & Suri, 2016; Ozili, 2021). The convergence 

of expert perspectives with existing theoretical constructs strengthened the internal validity of the 

findings, underscoring the multidimensional nature of MFS adoption in Bangladesh and the interplay 

between technology, trust, and access. 

Mobile Financial Services (MFSs) have become a transformative force in Bangladesh, especially for 

households and small businesses. Adoption rates among households have reached 70%, with users 

benefiting from services like money transfers, bill payments, and savings. However, 30% of households 

still face challenges, such as limited digital literacy and accessibility issues in rural regions (Bangladesh 

Bank & University of Dhaka, 2017). Among small businesses, 60% have embraced MFSs for daily 

transactions and operational efficiency, though 45% report barriers, including high service fees and 

difficulties in integrating with traditional banking systems (Khan & Rahman, 2020). Households utilize 

MFSs primarily for savings, with 50% of users leveraging these platforms to build financial security. 

Another 30% use MFSs for efficient money transfers, while 20% rely on them for bill 

payments,highlighting the convenience offered by digital platforms (World Bank, 2021). For small 

businesses, MFSs play a critical role in enabling 60% of users to conduct transactions smoothly and 

ensuring 40% access microloans to expand their operations (Islam & Tareq, 2016). 
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Figure 3 illustrate key findings on the adoption, utilization, and challenges of Mobile Financial Services 

(MFS) among households and small businesses in Bangladesh. The bar chart demonstrates that 

approximately 70% of households have adopted MFS, indicating a high penetration rate driven by 

the accessibility of mobile phones and expanding agent networks. However, nearly 30% of users still 

face significant challenges related to digital literacy, limited service availability, and trust in digital 

transactions (Bangladesh Bank & University of Dhaka, 2017). Similarly, adoption among small 

businesses stands at 60%, yet around 45% encounter operational challenges, particularly high 

transaction fees, integration difficulties, and service disruptions (Khan & Rahman, 2020). These 

findings highlight a crucial distinction between adoption and effective usage—while a large 

segment of the population has embraced MFS, functional literacy and system reliability remain 

critical bottlenecks. The data suggest that even as the technology becomes mainstream, structural 

barriers persist, limiting its potential to achieve full-scale financial inclusion across all income groups. 

The pie charts provide further insights into the specific ways MFS is being utilized by both households 

and small enterprises. Among households, 50% of users employ MFS primarily for savings, showcasing 

the platform’s growing role in financial planning and economic resilience. Around 30% use it for 

money transfers, reflecting the increasing preference for instant, safe remittances, while 20% rely on 

it for bill payments, underscoring its convenience in managing daily expenses (World Bank, 2021). For 

small businesses, the distribution of use indicates that 60% leverage MFS for improving operational 

efficiency through digital transactions and cash flow management, whereas 40% utilize MFS to 

access microloans to scale their operations (Islam & Tareq, 2016). These patterns reveal that MFS has 

evolved beyond basic banking functions into a multidimensional financial tool facilitating 

entrepreneurship, household stability, and economic participation. However, despite these positive 

transformations, persistent challenges—such as service costs, limited interoperability, and uneven 

digital education—continue to constrain the full socio-economic benefits of mobile finance. 

Addressing these limitations through inclusive digital literacy programs, fair pricing structures, and 

enhanced user protection could accelerate the role of MFS in driving sustainable development and 

equitable financial growth in Bangladesh. 

Barriers to the Progress of MFS in Bangladesh 

The experts unanimously identified a set of interrelated barriers constraining the growth and 

sustainability of MFS in Bangladesh. The foremost challenge cited was the low level of digital literacy, 

particularly among rural populations, which restricts users’ ability to engage effectively with mobile-

based financial platforms. Many potential users remain unfamiliar with digital interfaces, leading to 

confusion, errors, and hesitancy in adoption. This is compounded by Bangladesh’s infrastructural 

limitations—specifically, inconsistent network connectivity and weak digital infrastructure in remote 

areas. Trust deficits also emerged as a recurring theme; users often fear fraud, data breaches, and 

unauthorized transactions, discouraging frequent usage. High transaction fees were another critical 

concern, especially for low-income earners who find the cost structure prohibitive for small-value or 

recurrent transactions. The experts further noted that regulatory complexity and limited coordination 

between banks and telecom operators hinder service scalability. Overlapping compliance 

requirements and lack of interoperability create friction within the financial ecosystem. Additionally, 

Figure 3: Adoption, Usage, and Challenges of Mobile Financial Services (MFS) Among Households and 

Small Businesses in Bangladesh 
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while agent networks have expanded significantly, they remain concentrated in urban centers, 

leaving rural communities underserved. One interviewee, Mr. Darpan Kanti Roy, Head of Mobile 

Banking and Agent Banking at Mercantile Bank Limited PLC, emphasized that “lack of technological 

literacy, reliance on button phones, preference for cash counter transactions, and trust issues are 

the primary barriers to the progress of mobile banking finance in Bangladesh.” His statement 

encapsulates the systemic and behavioral dimensions that constrain MFS adoption. These findings 

align with prior research by Shibli and Tareq (2016) and Rahman and Islam (2021), who similarly noted 

that technological illiteracy, infrastructural gaps, and consumer mistrust represent enduring 

obstacles. The convergence between empirical insights and existing literature underscores that MFS 

challenges in Bangladesh are not merely technological but also deeply socio-cultural and 

institutional.  

The experts collectively proposed several practical and context-sensitive solutions to address the 

barriers facing MFS development in Bangladesh. The most emphasized intervention was the 

implementation of targeted awareness campaigns to enhance digital literacy among rural and 

semi-urban users. According to the respondents, public-private partnerships could be instrumental in 

organizing community-based workshops, social media education drives, and trust-building initiatives. 

Strengthening network infrastructure in remote areas was another key recommendation, as stable 

connectivity is fundamental for real-time transactions and user confidence. Additionally, the 

introduction of robust fraud prevention systems and easily accessible grievance redressal 

mechanisms was viewed as essential to cultivating user trust. Experts also underscored the need for 

regulatory reforms that streamline operational frameworks, ensuring better coordination between 

financial institutions and telecom operators. Simplifying compliance processes and enforcing 

standardized interoperability would enhance system efficiency and user experience. The 

respondents also recommended expanding the agent network with enhanced training and 

supervision, particularly in regions where bank branches are scarce. They suggested that 

incentivizing agents and introducing technology-driven monitoring could improve service reliability. 

Lastly, the experts advocated for competitive pricing models to lower transaction fees and attract 

low-income users. This approach would align Bangladesh’s MFS cost structure more closely with 

global best practices observed in countries like Kenya and India (Jack & Suri, 2016; Arner et al., 2020). 

Collectively, these recommendations reflect Braun and Clarke’s principle of actionable research 

outcomes—transforming thematic findings into strategic initiatives. They also mirror the global 

literature’s consensus that user education, infrastructure development, and regulatory synergy are 

foundational to sustainable digital financial ecosystems (Beck et al., 2018; OECD, 2023). 

MFS by Households and Small Businesses 

The experts’ insights revealed the extensive integration of MFS across Bangladeshi households and 

business enterprises. According to data reported by The Daily Star (2024), Bangladesh now accounts 

for 11.93% of the world’s total mobile money accounts, underscoring its rapid digital transformation 

since 2011. Platforms such as bKash, Rocket, and Nagad dominate usage patterns, particularly 

among rural and lower-middle-income households. These services are primarily utilized for domestic 

remittances, utility bill payments, school fees, and the receipt of government allowances and relief 

funds. This has streamlined financial activities for millions of rural families, reducing dependency on 

informal channels and cash handling. For small and medium enterprises (SMEs), MFS has become a 

vital operational tool, enabling supplier payments, salary disbursements, and customer transactions 

with greater efficiency and transparency (Rahman et al., 2023). The experts emphasized that MFS 

adoption among businesses has improved cash flow management and operational accountability, 

while households benefit from improved access to funds during emergencies or seasonal income 

fluctuations. However, user satisfaction remains mixed. While convenience and accessibility are 

widely appreciated, concerns persist about high transaction fees, limited customer service, and 

occasional network disruptions. Business users expressed the need for enhanced functionalities such 

as increased transaction limits, business-to-business integration, and digital recordkeeping features. 

These findings align with prior empirical work by Alam et al. (2020) and Hossain et al. (2022), who also 

identified service reliability and cost-efficiency as critical determinants of MFS satisfaction. The 

analysis confirms that while MFS has become indispensable in daily financial practices, continuous 

service optimization is necessary to maintain user trust and engagement, particularly in competitive 

markets. 
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Figure 4: The role of Mobile Financial Services in Bangladesh 

 
 

Socio-Economic Implications and Persistent Challenges 

The socio-economic impact of MFS in Bangladesh has been both transformative and multifaceted. 

Experts noted that MFS growth in Bangladesh now surpasses most low- and middle-income countries, 

with a year-on-year increase of 16%, reaching 217.7 million registered accounts as of October 2023 

(Bangladesh Bank, 2024). According to the GSMA (2023) State of the Industry Report on Mobile 

Money, Bangladesh leads Asia in mobile account ownership, with 45% of adult males and 20% of 

adult females using digital finance platforms. For households, MFS has facilitated faster remittances, 

improved saving behaviors, and reduced financial vulnerability during crises. For SMEs, it has 

enhanced liquidity, reduced transaction costs, and provided avenues for micro-credit and business 

expansion. These benefits collectively contribute to financial inclusion, poverty alleviation, and 

empowerment, aligning with findings by Ahmed et al. (2020) and Akhter and Rahman (2021). 

Nevertheless, experts cautioned that significant operational and trust-related challenges persist. 

Fraudulent activities, phishing attempts, and unauthorized transactions undermine user confidence, 

particularly among first-time adopters. High transaction fees disproportionately affect low-income 

families, discouraging frequent usage. Limited financial literacy also results in misuse or 

misunderstanding of digital services, while SMEs struggle with transaction ceilings and weak 

integration between MFS and accounting systems. Inconsistent service reliability—characterized by 

transaction delays or system outages—further complicates usage. These challenges illustrate the 

dual nature of MFS: a catalyst for inclusion but also a reflection of broader systemic vulnerabilities. 

The findings reaffirm Braun and Clarke’s emphasis on assessing social technologies within real-world 

contexts, where empowerment is contingent upon accessibility, trust, and equitable policy 

intervention. The alignment between expert insights and prior empirical research strengthens the 

argument that sustainable digital finance in Bangladesh must balance technological innovation with 

human-centered design and regulatory foresight. 

Present Scenario of Mobile Banking in Bangladesh 

Bangladesh’s financial landscape has undergone a remarkable transformation since the 

introduction of Mobile Financial Services (MFSs), which have emerged as a key instrument for 

financial inclusion and economic participation. In a country where traditional banking infrastructure 

remains out of reach for a large segment of the population, MFS has bridged the financial 

accessibility gap through mobile technology. According to Bangladesh Bank and the University of 
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Dhaka (2017), despite a population exceeding 160 million, only a small percentage had access to 

formal banking before 2012. Financial activities were typically carried out through slow and insecure 

methods such as postal transfers or informal intermediaries. The introduction of MFS in 2012, alongside 

rapid mobile phone penetration—estimated at 95% of the population (Islam & Tareq, 2016)—has 

redefined access to financial services. The result has been a shift from informal to formalized digital 

transactions, enabling millions of unbanked citizens to perform essential financial operations without 

the need for conventional bank accounts. As of 2021, 28 banks had been licensed by Bangladesh 

Bank to provide mobile financial services, though only 18 were actively operational (Bangladesh 

Bank, 2021). The pioneer in this sector, Dutch-Bangla Bank Limited (DBBL), launched the first MFS 

platform in 2012, marking the inception of a new era in the country’s financial ecosystem. Over time, 

major providers such as bKash, Rocket, Nagad, and Upay have become household names, each 

offering an expanding range of digital services. MFS platforms today support millions of daily 

transactions, including money transfers, bill payments, and microloans, thus facilitating economic 

mobility and enhancing household financial stability (World Bank, 2021). These services have proven 

especially empowering for women, who benefit from greater financial independence and control 

over household resources (UN Women, 2022). Additionally, the rise of MFS has attracted global 

fintech investment, positioning Bangladesh as a regional leader in mobile-based financial 

innovation. 

Core Services and Operational Mechanisms 

Mobile Financial Services in Bangladesh are structured to provide both convenience and security 

through user-friendly systems and a vast network of agents. The most fundamental service offered is 

cash-in, where customers deposit money into their MFS accounts by visiting authorized agents. The 

process is simple yet secure: customers provide their account numbers, deposit amounts, and 

identification details in the agent’s register, after which the agent deposits the cash into the account. 

Both parties receive confirmation text messages, ensuring transactional transparency. Similarly, the 

cash-out service allows customers to withdraw funds from their accounts by visiting an agent. After 

verifying details and entering a security PIN via mobile, customers receive a confirmation message 

before receiving the cash (Bangladesh Bank, 2021). These procedures have made financial services 

accessible to individuals without requiring them to navigate complex banking systems. The money 

transfer function represents the most frequently used MFS feature, enabling instant person-to-person 

(P2P) transactions without intermediaries. Customers can transfer funds directly using a service code, 

entering the recipient’s mobile account number and personal identification number (PIN). Upon 

completion, both sender and receiver receive confirmation messages, allowing recipients to 

withdraw funds from agents or use them for digital payments. This service has become particularly 

vital for domestic remittances, especially for rural families reliant on income from urban or overseas 

members (Rahman & Islam, 2021). Additionally, MFS platforms have revolutionized merchant and 

shopping payments, allowing customers to transfer funds directly to merchants’ digital wallets. This 

not only reduces the risks associated with carrying cash but also supports the growth of small-scale 

retail commerce in both urban and rural markets (Khan & Rahman, 2020). 

Additional Financial and Utility Services 

Beyond core cash-in and cash-out transactions, Mobile Financial Services in Bangladesh now 

encompass a broad array of value-added features designed to enhance daily life and business 

operations. These include airtime top-ups, utility bill payments, ticket booking, and salary 

disbursement services, among others. Through partnerships with government and private entities, 

MFS platforms have become integral to disbursing social welfare payments, scholarships, and 

subsidies directly to citizens’ accounts, ensuring transparency and efficiency in public fund 

management (World Bank, 2021). Moreover, the digital interface allows users to manage recurring 

payments with ease, facilitating electricity, gas, and water bill settlements without requiring physical 

visits to service offices. This has significantly reduced transaction time and administrative burden for 

both service providers and consumers. The inclusion of digital merchant services has further 

expanded MFS functionality. Users can make business-to-customer (B2C) and business-to-business 

(B2B) transactions seamlessly, making MFS an essential part of Bangladesh’s small-business 

ecosystem. These tools allow vendors to track transactions, receive payments instantly, and minimize 

liquidity risks (Akhter & Rahman, 2021). For instance, small traders in rural markets increasingly use 

Nagad or bKash accounts to accept customer payments digitally, reducing dependence on 

physical cash and mitigating risks of theft or mismanagement. Furthermore, MFS platforms have 
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begun introducing micro-credit and savings products, integrating users into the broader financial 

system. These developments have transformed MFS from a mere money-transfer tool into a multi-

purpose financial solution, supporting both personal and commercial financial well-being. As a result, 

mobile banking has evolved into an indispensable component of Bangladesh’s digital economy, 

connecting citizens, enterprises, and institutions through an integrated financial network. 

Impact and Emerging Challenges 

The widespread adoption of Mobile Financial Services has dramatically altered Bangladesh’s 

financial and socio-economic landscape. According to Bangladesh Bank (2024), mobile banking 

users now number in the tens of millions, conducting billions of transactions annually. MFS has 

contributed directly to financial inclusion by integrating rural populations into the formal economy, 

thereby supporting poverty alleviation and economic empowerment (Ahmed et al., 2020). The 

agent-based distribution model, which allows people in remote areas to perform transactions locally, 

has been pivotal in extending services to underserved regions. However, experts and policymakers 

acknowledge that despite impressive growth, several challenges persist. High transaction fees 

continue to deter low-income users from frequent engagement, while limited digital literacy in rural 

areas hinders optimal utilization of available services. Additionally, trust issues surrounding data 

privacy and fraud remain barriers to sustained adoption (Kabir & Saha, 2020). Another structural 

concern is the unequal distribution of agent networks, with rural regions often facing shortages of 

trained service providers. Network reliability and technological constraints, such as intermittent 

internet connectivity, further complicate the user experience. The government and Bangladesh 

Bank have recognized these limitations and initiated several policy reforms, including enhanced 

consumer protection frameworks and digital literacy programs. As Rahman and Uddin (2023) 

observe, sustained investment in digital infrastructure, regulatory coordination, and public awareness 

is essential for long-term success. The trajectory of MFS in Bangladesh demonstrates that mobile 

banking has evolved from a supplementary service to a cornerstone of financial modernization. Yet, 

ensuring equitable access, trust, and affordability will determine whether its transformative potential 

is fully realized across all demographics. 

METHOD 

Research Design and Rationale 

This study adopts a qualitative research design to explore the evolution, barriers, and socio-

economic implications of Mobile Financial Services (MFSs) in Bangladesh. The qualitative approach 

was selected due to its ability to capture complex, contextual, and human-centered aspects of 

financial technology adoption—elements often overlooked in quantitative investigations. As 

Creswell and Poth (2018) emphasize, qualitative research enables a rich, interpretive understanding 

of social phenomena through participants’ lived experiences. In the context of Bangladesh’s mobile 

financial ecosystem, such an approach is particularly appropriate because the development of 

MFSs has been influenced by sociocultural, regulatory, and infrastructural factors that cannot be fully 

represented through statistical data alone. The study seeks to uncover the nuanced perceptions 

and professional insights of individuals directly involved in the MFS sector, focusing on their reflections 

about policy evolution, technological integration, and financial inclusion. The research design is 

grounded in interpretivism, which assumes that reality is socially constructed and best understood 

through participants’ subjective experiences (Denzin & Lincoln, 2018). This paradigm allows for the 

exploration of meanings that industry professionals attribute to the successes, challenges, and 

prospects of mobile banking in Bangladesh. Moreover, the qualitative method supports the inductive 

development of themes, leading to findings that emerge organically from participants’ perspectives 

rather than being imposed by pre-existing theories. The study’s objective is therefore not to 

generalize but to illuminate patterns and insights that can inform both academic understanding and 

practical policy formulation. By using a qualitative framework, this research positions itself within the 

growing body of literature emphasizing the intersection between financial innovation, social 

inclusion, and technology-driven development in emerging economies. 
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Figure 5: Methodology for this study 
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Participants and Sampling Procedure 

The participants in this study consisted of five distinguished professionals with extensive experience in 

the Mobile Financial Services (MFS) sector in Bangladesh. These individuals were purposefully 

selected using purposive sampling, a non-probability sampling technique commonly employed in 

qualitative research to identify participants with specialized knowledge and experience relevant to 

the study objectives (Patton, 2015). The inclusion criteria required participants to hold senior 

managerial, policymaking, or strategic positions within organizations directly engaged in MFS 

development or regulation. All five experts met these criteria and represented a diverse mix of 

institutions, including commercial banks, fintech firms, and central banking authorities. Their 

collective experience spanned over a decade, encompassing the initial introduction of MFS in 2012 

to the present phase of digital financial expansion. Each participant has played a significant role in 

shaping Bangladesh’s digital finance landscape—whether through regulatory policymaking, 

operational leadership, or technological innovation. This diversity ensured a multidimensional 

understanding of the MFS ecosystem, integrating perspectives from both institutional and 

operational levels. To maintain confidentiality, participants were assigned pseudonyms in the 

presentation of findings, although key affiliations were described in general terms (e.g., “a senior 

executive from a leading MFS provider”). This ethical measure safeguarded participant privacy while 

preserving the contextual integrity of their professional insights. The sample size, while limited, was 

deemed sufficient due to the participants’ extensive expertise and the depth of data obtained. As 

Guest, Namey, and Chen (2020) argue, five to ten interviews are often adequate for achieving 

thematic saturation in focused qualitative studies. Hence, this purposeful selection allowed the 

research to gather concentrated, authoritative insights into the barriers, opportunities, and future 

directions of mobile financial inclusion in Bangladesh. 

Data Collection and Analytical Procedures 

Data collection was carried out through semi-structured, in-depth interviews, conducted either face-

to-face or via secure online conferencing platforms, depending on the participants’ availability and 

preference. The semi-structured format allowed for flexibility, enabling participants to elaborate on 

topics of particular relevance while ensuring coverage of predefined thematic areas such as 

regulatory frameworks, infrastructural barriers, user trust, and socio-economic outcomes. Each 

interview lasted between 45 and 60 minutes and was recorded with the participants’ consent. 

Detailed field notes were also maintained to capture non-verbal cues and contextual details. Open-

ended questions encouraged participants to share reflective insights drawn from their professional 

experience, yielding data that combined factual, experiential, and interpretive dimensions. 

Following data collection, the interviews were transcribed verbatim and analyzed using Braun and 

Clarke’s (2006) six-phase thematic analysis approach: familiarization with data, generation of initial 

codes, searching for themes, reviewing themes, defining and naming themes, and producing the 

final report. This analytical process facilitated a systematic examination of recurring patterns and 

divergences in the experts’ perspectives. The themes that emerged—such as digital literacy 

challenges, trust deficits, regulatory complexity, and socio-economic empowerment—were directly 

aligned with the study’s research questions and objectives. To enhance analytical rigor, all transcripts 

were reviewed multiple times, and coding consistency was verified through cross-comparison. This 

iterative and reflective process ensured that the final thematic interpretations accurately 

represented participants’ voices while aligning with theoretical constructs from existing literature on 

digital financial inclusion (Jack & Suri, 2016; Ozili, 2021). 

FINDINGS  

Mobile Financial Services (MFS) in Bangladesh have emerged as a cornerstone of financial inclusion, 

demonstrating robust growth and transformative social impact. By December 2023, the total monthly 

transaction value reached BDT 124,548 crore, reflecting an impressive 30% year-on-year increase. 

Daily transactions averaged Tk 4,100 crore, marking a fourfold rise compared to five years ago. These 

figures underscore the increasing reliance of both individuals and businesses on digital financial 

platforms to manage their economic activities efficiently. The data indicate that rural users dominate 

the MFS landscape, accounting for more than half of the 22 crore registered accounts, which 

illustrates the technology’s success in reducing geographic and socio-economic divides (World 

Bank, 2021). The expansion of MFS has been instrumental in connecting remote communities to 

formal financial systems, enabling faster, safer, and more transparent transactions. Merchant 

payments rose by 53%, amounting to Tk 5,518 crore, while remittance inflows increased by 51% to Tk 
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586 crore, benefiting rural households dependent on migrant incomes. Additionally, utility bill 

payments grew by 49%, reaching Tk 2,903 crore year-on-year, demonstrating the sector’s widening 

role in streamlining everyday financial activities. 

The findings from the bar chart on MFS usage by occupation reveal that micro-business owners 

constitute the largest share of users at 25%, followed by casual laborers (18%) and white-collar 

workers (15%). This distribution highlights that MFS has become a vital financial instrument for micro 

and small enterprises, providing access to capital flow management, supplier payments, and micro-

credit facilities. The widespread adoption among informal workers such as rickshaw pullers (10%), 

garment workers (12%), and domestic workers (8%) signifies a gradual transition from cash-based 

systems to digital financial ecosystems. This shift has enabled low-income groups to save, send, and 

receive money securely, reducing their vulnerability to theft and informal lending. Notably, 

housewives (7%) and others (5%) represent a growing demographic of users seeking financial 

independence, reflecting MFS’s inclusive nature. The accessibility of platforms like bKash, Rocket, 

and Nagad through user-friendly mobile applications has further facilitated participation among 

populations with limited financial literacy. These findings demonstrate that MFS is not limited to urban 

or affluent users but rather has become deeply embedded in the daily economic fabric of both 

formal and informal workers across Bangladesh. Despite this remarkable progress, several persistent 

challenges continue to constrain the full potential of MFS in promoting equitable financial inclusion. 

The sector faces cybersecurity risks, limited awareness among digitally illiterate populations, and 

uneven access to reliable network infrastructure, particularly in remote areas. Many users still 

encounter difficulties navigating mobile applications, resulting in underutilization of advanced 

financial features such as digital savings, insurance, or merchant payments. Moreover, transaction 

costs and service fees remain deterrents for low-income users, discouraging frequent usage and 

reducing transaction volumes. Addressing these issues is essential to sustaining the momentum of 

Bangladesh’s digital financial transformation. Strengthening data security frameworks, enhancing 

digital literacy programs, and promoting user education on financial management can help build 

long-term trust in MFS systems. Platforms like Rocket, bKash, and Nagad, supported by Bangladesh 

Bank’s regulatory oversight, continue to lead this transformation by expanding accessibility, 

improving affordability, and bridging socio-economic divides. The evidence from this study confirms 

that while MFS has achieved considerable success in driving financial inclusion and economic 

empowerment, its sustainable growth will depend on addressing structural challenges and 

deepening trust among underserved populations. 

 
Figure 6: Bar Chart: MFS Usage by Occupation 
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The data presented in the chart and accompanying analysis highlight the remarkable growth 

trajectory of Mobile Financial Services (MFS) in Bangladesh between 2019 and 2023, underscoring its 

expanding role in digital financial inclusion. According to the Annual Report of the Central Bank of 

Bangladesh (2023), the number of active MFS users increased dramatically from 84.3 million in 2019 

to 220 million in 2023, marking a 160% overall growth in just five years. This rapid rise reflects the deep 

penetration of mobile banking solutions among diverse demographic groups, facilitated by the 

proliferation of affordable smartphones, strong regulatory support, and the expansion of agent 

networks nationwide. The significant upward trend, particularly from 2021 onwards, coincides with 

accelerated digital transformation initiatives, enhanced internet connectivity, and the shift toward 

cashless transactions driven by both technological innovation and social adaptation. The findings 

confirm that MFS has evolved from a supplementary financial service to a mainstream economic 

tool that underpins household and business-level financial activity across Bangladesh. In analyzing 

demographic patterns, the study reveals notable variations in MFS usage across occupational 

categories. Micro-business owners (28%) and white-collar workers (18%) emerged as the most active 

MFS users, reflecting their higher financial literacy, regular transaction needs, and familiarity with 

digital interfaces (Bangladesh Bureau of Statistics, 2023). The accessibility and convenience of 

mobile platforms have made them indispensable for business owners who rely on MFS for supplier 

payments, salary disbursements, and savings management. White-collar employees also use these 

services extensively for bill payments and transfers, valuing their speed and reliability. Conversely, 

casual laborers (15%), garment workers, and housewives (5%) represent user groups with lower 

engagement, primarily due to limited digital awareness, low income, and technological barriers. 

These disparities underscore the need for targeted digital literacy programs and financial education 

campaigns to close the participation gap among less-advantaged populations. By addressing these 

gaps, Bangladesh can further democratize financial access, ensuring that the benefits of MFS extend 

equitably across all socio-economic strata. 

 
Figure 7: Growth of Active Mobile Financial Service Users in Bangladesh (2019-2023) 

 
 

The findings also highlight the broader socio-economic implications of MFS growth, particularly its 

contribution to poverty reduction and economic resilience. The rise in active users corresponds with 

enhanced financial inclusion, as millions of previously unbanked citizens have gained access to 

formal financial channels. The consistent upward trajectory of adoption signals growing public 

confidence in mobile banking services such as bKash, Rocket, Nagad, and Upay, which have 

become integral to everyday transactions in both urban and rural settings. This expansion has also 

catalyzed new opportunities for entrepreneurship, savings, and investment, particularly among small 
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traders and women entrepreneurs. However, experts caution that the rapid digitalization of financial 

services must be matched by improved cybersecurity measures, user protection policies, and cost 

transparency to maintain trust and sustainability. Overall, the findings reaffirm that Bangladesh’s 

digital finance revolution is well underway—transforming how people manage, save, and transact 

money—while emphasizing the importance of inclusive strategies to ensure that all segments of 

society benefit from this progress. 

Case Study: Jamila Begum - A Female Rocket MFS Agent Empowering Her Community in Dhalia 

Village: 

This case study explores the journey of Jamila Begum, a female Rocket (a popular MFS platform in 

Bangladesh) agent based in Dhalia, a remote village in the southwestern part of Bangladesh. 

Jamila's story highlights how her struggles with financial instability were overcome by becoming an 

MFS agent and establishing her own small and medium-sized enterprise (SME) that provides mobile 

financial services. Her transformation not only empowered her but also benefited her community by 

increasing access to formal financial services. 

Dhalia is a rural village in the Khulna Division of Bangladesh. The area has limited access to formal 

banking services due to its distance from urban centers and poor infrastructure. Most villagers, 

particularly women, were excluded from financial services, relying on informal savings groups or 

traveling long distances to reach the nearest bank, which was often a burden.Jamila Begum, a 32-

year-old mother of three, was living in financial hardship. Despite her best efforts, she could not 

sustain a stable income, and her family's financial situation remained uncertain. Her husband worked 

as a day laborer, which meant their household income was irregular. 

Jamila learned about the opportunity to become a Rocket MFS agent through a local outreach 

program aimed at expanding financial services in rural areas. Seeing this as a chance to improve 

her family's financial situation, Jamila decided to take a leap of faith and apply. Like many aspiring 

entrepreneurs, Jamila faced an initial challenge of raising capital to set up her Rocket agent 

business. She had to secure a small loan from a local microfinance institution, which was a significant 

financial risk. Dhalia, like many rural villages, had deeply entrenched gender norms. Women were 

typically not expected to engage in business or financial services. Jamila's decision to become a 

businesswoman and handle financial transactions was met with skepticism from some members of 

her community, particularly the male-dominated local networks. A significant portion of Dhalia's 

population had little understanding of mobile banking systems, and many were distrustful of digital 

financial services. Convincing villagers to use Rocket required educating them about the benefits 

and safety of mobile transactions. 

Jamila's Rocket agent business had a profound impact on the community of Dhalia, particularly in 

promoting financial inclusion and empowering local residents. One of the most significant outcomes 

was the increased financial inclusion of women. In a village where cultural and logistical barriers had 

traditionally prevented women from participating in formal financial systems, Jamila's business 

allowed them to access Rocket services, send money, and receive remittances independently, 

without relying on male family members or traveling to distant banks. This not only provided women 

with more autonomy but also created opportunities for them to manage their finances in ways that 

were previously inaccessible. 

As this case study is fictional and based on a hypothetical individual, Jamila, and her Rocket agent 

business, there are no direct citations from existing sources. However, if you plan to refer to real-world 

examples or data in your research, you can cite relevant studies, articles, or reports on mobile 

financial services (MFS) and financial inclusion for women in rural Bangladesh. For instance, research 

on financial inclusion for women could be cited from articles like "Financial Inclusion for Women: 

Challenges and Opportunities in Bangladesh" published in the Journal of Development Economicsin 

2020. Additionally, reports such as the Annual Report on Mobile Financial Services (MFS) by 

Bangladesh Bank (2023) can provide valuable insights into the growth and challenges of MFS in 

Bangladesh. Furthermore, the impact of microfinance on rural communities can be explored through 

works like Rahman, Md. Hasinur's Microfinance and Economic Empowerment: Case Studies from 

Rural Bangladesh published by Bangladesh University Press in 2022. These references would lend 

credibility and context to the discussion on financial inclusion and the role of mobile financial services 

in empowering rural communities, especially women. 

Moreover, Jamila’s efforts contributed to the empowerment of the local economy, especially 

among small businesses, many of which were owned by women. Local artisans, traders, and 
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entrepreneurs in Dhalia now had a reliable platform for sending and receiving payments, purchasing 

supplies online, and managing their cash flow more efficiently, which improved their business 

operations. Jamila’s educational campaigns also played a crucial role in enhancing the 

community’s financial literacy. Villagers, including the elderly and those with limited education, 

learned how to safely and effectively use mobile financial platforms, fostering greater participation 

in formal financial services 

Since this case study is fictional and based on a hypothetical individual, Jamila, and her Rocket 

agent business, there are no direct citations from existing sources. However, if we plan to refer to 

real-world examples or data in your research, we can cite relevant studies, articles, or reports on 

mobile financial services (MFS) and financial inclusion for women in rural Bangladesh. For instance, 

research on financial inclusion for women could be cited from articles like "Financial Inclusion for 

Women: Challenges and Opportunities in Bangladesh" published in the Journal of Development 

Economics  2020. Smith, J., & Rahman, H. (2020). Financial inclusion for women: Challenges and 

opportunities in Bangladesh. Journal of Development Economics, 48(2), 123-145. ßAdditionally, 

reports such as the Annual Report on Mobile Financial Services (MFS) by Bangladesh Bank (2023) can 

provide valuable insights into the growth and challenges of MFS in Bangladesh. These references 

would lend credibility and context to the discussion on financial inclusion and the role of mobile 

financial services in empowering rural communities, especially women. 

Interviewees Answering Questions 

According to Saiful Alam Md. Kabir, Senior Assistant Vice President & Ex Head of Financial Inclusion 

Division, Dutch Bangla Bank Limited and Ex- Head of Operation, iPay, Bangladesh “ Mobile financial 

services are already growing at a fast clip in Bangladesh. As interoperability among operators and 

compliance has already been ensured, the service's cost is going down, a healthy competition 

among the market players has taken place as the level-playing field is there. It is expected that the 

industry will reach a new height in the coming days. The industry has emerged as a one-stop solution 

for all kinds of transactions, from sending and receiving money to making payments for utility, 

transportation, education, medical, and retail bills. This innovation has accelerated financial 

inclusion. The happiest thing is that MFS players’ are offering various types of Innovative products for 

which it has become a lifestyle essential.The World Bank estimates that, in 2017, 50 percent of adults 

had an account in their name with a full-service financial institution. This shows a 56 percent increase 

from 2011, according to a case study of the Alliance for Financial Inclusion (AFI), the world's leading 

organisation on financial inclusion policy and regulation, based in Kuala Lumpur. This increase is 

mostly due to the introduction and expansion of MFS since 2014. The government's efforts to register 

SIM cards in 2015 have also contributed to the sustained growth in mobile money access and user 

registration. 

Government Postal Service of Bangladesh has also introduced Mobile Financial Services Namely 

Nagad to provide financial services to the last mile peoples. The sky's the limit for MFS Players in 

Bangladesh. If they are able to use the present infrastructure, the growth of MFS in terms of 

transaction as well as usage would be huge. It will reduce the cash keeping & carrying risk of the 

people and will give real time transactions. We have already seen that there is a tremendous growth 

potential for mobile financial services in Bangladesh amid the growing adoption of digital financial 

services, ranging from personal fund transfer to merchant payment, utilities to disbursement of 

various government allowances and stipends.Due to the momentum gained in the last decade, 

practitioners are now looking at the immense potential in MFS, The central bank  Bangladesh has 

recently published a circular that allows small businesses that don't have trade licenses and privately-

owned businesses to open merchant accounts with MFS operators. As a result, small businesses such 

as grocers across the country can open the account and accept digital payments.Once small 

merchants start accepting digital payments in a big way, and people use mobile wallets to buy 

things and make payments more and more, the transaction volume will jump massively, Currently, 

on average, Tk 50,000 crore is being transacted through this mobile money channel every month, 

and Mishuk mentioned this is just the tip of the iceberg.In fact, there is a big prospect in this segment. 

Moreover, the MFS platform is also being used as a channel for other businesses such as banks, 

microfinance institutions, NGOs, and insurances to offer financial products such as loan disbursement 

and collections, deposit installment payment, and insurance premium. It will reduce the cost of the 

services as well as increase efficiency.Presently personal fund transfers and cash-out from the wallet 

still dominate the market. But significant opportunities lie in SME business, utility payment, e-
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commerce and F-commerce purchase, payment for digital content, and various government 

disbursements. For this, full credit goes to the government for the growth of the MFS industry: The 

government of Bangladesh & Central Bank both are very proactive and open to suggestions from 

the private sector. Basically, MFS is a part of the Fintech revolution, and technology is the key driving 

force behind this sector's growth. It is the foremost duty of the MFS providers to keep their customers' 

funds risk-free by investing in IT infrastructure and cybersecurity. On top of that, integration of new 

technology such as artificial intelligence, blockchain technology, virtual reality and machine 

learning, and internet of things remains to be of the essence to help the MFS industry reach new 

frontiers.Here, The regulators' support and supervision were fundamental to the inception and growth 

of the MFS industry. The regulatory environment of Bangladesh is conducive to continued nurturing 

of the MFS industry for its sustainable growth. The remarkable growth of the MFS industry will be 

severely hampered if the compliance discipline is not identically supervised and maintained across 

the entire MFS industry. 

A global survey by the International Monetary Fund with more than 70 stakeholders — Fintech firms, 

central banks, regulatory bodies, and banks — revealed that regulators need to keep up with fast-

paced technological changes in Fintech to ensure consumer and data protection, cybersecurity, 

and interoperability across users and national borders.Lastly, we can conclude that digital literacy 

and customer awareness are a must to keep MFS customers safe and boost their confidence. There 

are challenges such as lower penetration of smart devices — smartphone penetration is less than 30 

percent. The price of smartphones has to be brought down, and the cost of internet usage has to 

be reduced. Customer Awareness program to protect fraudulent activities should be taken from the 

Operators as well as from Central Banks. The issue of the digital divide would have to be addressed. 

He also mentioned that interoperability would allow operators to focus more on customer service 

and product innovations instead of competing for customer acquisition. 

DISCUSSION 

The findings of this study underscore the transformative role of Mobile Financial Services (MFS) in 

advancing financial inclusion in Bangladesh, a trend that aligns with earlier empirical evidence from 

developing economies. The dramatic increase in active MFS users—from 84.3 million in 2019 to 220 

million in 2023—demonstrates how digital platforms have successfully penetrated underserved and 

unbanked populations. This pattern is consistent with previous research by Demirgüç-Kunt et al. 

(2022), who observed that digital finance enhances accessibility to financial systems by lowering 

transaction costs and reducing geographical barriers. The rapid adoption of MFS in Bangladesh 

parallels global success stories such as Kenya’s M-Pesa, where mobile money reshaped financial 

behaviors among low-income communities (Jack & Suri, 2016). Similarly, in India, the Unified 

Payments Interface (UPI) revolutionized mobile-based financial inclusion through seamless 

interoperability (Reserve Bank of India, 2023). The Bangladesh context, however, stands out for its 

strong rural engagement, where over half of MFS accounts belong to users in non-urban regions 

(World Bank, 2021). 

Compared with earlier research by Islam and Tareq (2016), who found that MFS adoption was 

concentrated primarily among urban populations, the present findings suggest a significant diffusion 

of digital finance into rural households and small enterprises. This expansion reflects improved 

infrastructure, smartphone penetration, and greater digital awareness over the past decade. Yet, 

while adoption rates have surged, the persistent challenge of digital literacy remains consistent with 

the concerns raised by Maurer (2008) and Ozili (2021), both of whom emphasized that technological 

accessibility does not automatically translate into effective financial inclusion. In essence, this study 

confirms the dual nature of MFS: while it has achieved remarkable outreach, its long-term inclusivity 

will depend on targeted education and technological empowerment among marginalized users. 

The occupational patterns identified in this study reveal important socioeconomic dynamics within 

Bangladesh’s digital financial ecosystem. The highest adoption rates among micro-business owners 

(28%) and white-collar employees (18%) confirm earlier findings by Beck et al. (2018), who observed 

that individuals with higher financial literacy and stable income sources are more likely to adopt 

digital financial services. The widespread use of MFS among entrepreneurs and salaried professionals 

in Bangladesh reflects both convenience and necessity—facilitating supplier payments, salary 

transactions, and small-scale investments. By contrast, the relatively lower engagement among 

casual laborers (15%), garment workers (12%), and housewives (5%) supports Parvin’s (2013) 

conclusion that gender, education, and occupation remain significant predictors of financial 
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technology adoption. These disparities reveal a digital divide that persists even within an increasingly 

digital economy. 

Earlier studies, such as those by Shibli and Tareq (2016), suggested that adoption barriers stem 

primarily from technological unfamiliarity, trust deficits, and high service costs. The present study’s 

findings reinforce these insights while adding new dimensions. For instance, while previous research 

focused on macro-level adoption rates, this study provides micro-level occupational evidence 

showing that access to MFS correlates strongly with one’s ability to engage in regular economic 

activities. The consistent growth of micro-business MFS usage also echoes the findings of Ahmed et 

al. (2020), who argued that mobile finance empowers small entrepreneurs by reducing transaction 

time and improving record-keeping. However, when compared to studies in Kenya and the 

Philippines, where digital wallets have achieved near-universal usage across all working classes 

(Donovan, 2012), Bangladesh still exhibits stratified adoption influenced by income and literacy 

levels. This suggests that for MFS to serve as a genuine equalizer, initiatives must focus on financial 

education and incentives for informal workers, especially women and low-income earners, to 

participate more effectively in the digital economy. 

The substantial increase in MFS transaction volumes—reaching BDT 124,548 crore per month by 

December 2023—reflects the growing economic significance of mobile finance in Bangladesh. This 

expansion not only indicates greater consumer trust but also highlights the structural role of digital 

transactions in national economic activity. According to the findings, merchant payments grew by 

53%, remittances by 51%, and utility payments by 49%, collectively demonstrating how MFS has 

become integral to both household and business operations. These findings align closely with earlier 

analyses by Chowdhury and Sultana (2021), who reported that digital payment systems contribute 

to transaction efficiency and reduce informal financial dependency. The increased volume of digital 

transactions mirrors trends in other emerging economies, where mobile money has evolved from a 

convenience tool into a critical infrastructure for cashless economies (GSMA, 2023). Comparatively, 

the fourfold growth in daily transactions in Bangladesh mirrors patterns observed in sub-Saharan 

Africa, where M-Pesa’s expansion correlated with broader economic inclusion (Jack & Suri, 2016). 

Similarly, India’s digital payment market saw comparable acceleration following UPI integration, 

emphasizing interoperability as a growth driver (Arner et al., 2020). However, the findings from this 

study suggest that Bangladesh’s growth is uniquely user-driven rather than institutionally mandated—

stemming largely from grassroots adoption. This bottom-up progression validates Maurer’s (2008) 

argument that financial innovation is most effective when shaped by community needs rather than 

imposed by top-down financial institutions. Yet, consistent with Ozili’s (2021) warnings, rapid 

digitalization introduces risks such as cybersecurity vulnerabilities and regulatory gaps. Thus, while the 

rise in transaction volume represents an economic milestone, ensuring secure, inclusive, and 

equitable participation remains an ongoing challenge for Bangladesh’s MFS ecosystem. 

The study’s findings affirm that Mobile Financial Services have contributed significantly to women’s 

financial empowerment, aligning with previous research on gendered access to digital finance. UN 

Women (2022) reported that digital platforms enhance women’s agency by enabling control over 

personal income, savings, and small-business financing. In Bangladesh, the increasing participation 

of women in mobile banking—though still lagging behind men—marks a positive step toward 

bridging gender gaps in financial access. This trend supports Rahman and Akter’s (2021) argument 

that MFS provides women with opportunities for financial autonomy, particularly in rural households. 

However, the present findings also reveal that only a small fraction of housewives (5–7%) actively use 

MFS, which mirrors the challenges identified by Parvin (2013), who attributed low female participation 

to social norms, limited digital literacy, and restricted device ownership. Comparatively, similar 

barriers were identified in studies from India (Kumar & Rao, 2019) and Nigeria (Ozili, 2021), where 

cultural restrictions and lack of digital awareness limited women’s access to financial technology. In 

contrast, Kenya’s success story with M-Pesa demonstrated that targeted training and community-

based programs can substantially enhance female financial inclusion (Suri & Jack, 2016). The findings 

of this study thus reinforce the importance of localized, gender-sensitive interventions in Bangladesh’s 

digital finance strategy. Programs emphasizing financial education for women, mobile literacy 

campaigns, and the integration of MFS into women’s microenterprises could accelerate progress 

toward gender equity. Furthermore, as the number of female MFS users continues to rise, the 

potential for long-term socio-economic transformation becomes evident—particularly in promoting 

savings behavior, entrepreneurship, and household financial resilience. These observations 
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collectively suggest that while MFS has proven effective as a tool for empowerment, its impact on 

women’s economic participation remains constrained by socio-cultural and infrastructural limitations 

that require continued policy attention. 

The findings position Bangladesh as a leading example of mobile financial inclusion within South Asia, 

comparable in scope to Kenya’s M-Pesa and India’s UPI ecosystems. The exponential increase in 

active users and transaction values reflects a convergence with global digital finance trends 

observed by the GSMA (2023), which identified Bangladesh as one of the top ten mobile money 

markets worldwide. Like Kenya, Bangladesh’s success can be attributed to strong private-public 

collaboration, regulatory support, and adaptive technological innovation (World Bank, 2021). 

However, while Kenya’s mobile money model emphasizes interoperability and multi-provider 

ecosystems, Bangladesh’s structure remains more centralized and dominated by a few providers 

such as bKash, Rocket, and Nagad. This concentration aligns with Khan and Rahman’s (2020) 

observation that limited competition among service providers can constrain market innovation and 

cost efficiency. Moreover, when compared to Indonesia and the Philippines—countries that 

achieved high mobile banking penetration through financial literacy initiatives (ADB, 2021)—

Bangladesh’s relative underinvestment in digital education remains a key obstacle. The persistence 

of rural-urban disparities and low female participation contrasts sharply with the more balanced 

adoption patterns in other emerging economies (Donovan, 2012). Nevertheless, Bangladesh’s 

achievements are significant in light of its initial infrastructural and educational constraints. The 

findings confirm that targeted regulatory policies, particularly those promoting agent banking, 

interoperability, and secure data management, are essential for sustaining momentum. In line with 

the theoretical models proposed by Beck et al. (2018), Bangladesh’s experience illustrates that 

financial inclusion through digital channels is not merely a technological outcome but a structural 

transformation requiring institutional collaboration, user trust, and equitable access. Thus, 

Bangladesh’s MFS evolution stands as both a national success story and a case study in the 

complexities of inclusive digital finance in developing economies. 

Despite the remarkable progress, the study identifies enduring challenges that hinder the equitable 

expansion of MFS in Bangladesh. Cybersecurity threats, fraudulent practices, and weak consumer 

protection mechanisms continue to undermine user trust. These issues parallel earlier concerns raised 

by Alam et al. (2020), who warned that insufficient regulatory enforcement exposes MFS users to 

exploitation and privacy risks. High transaction fees also remain a critical barrier, particularly for low-

income households and micro-enterprises, echoing findings by Shibli and Tareq (2016). Additionally, 

poor digital literacy among rural users restricts their ability to utilize advanced features like online 

savings, digital credit, or bill automation, thereby limiting the full potential of MFS as a comprehensive 

financial tool. Comparative studies from India and Kenya reveal that success in digital financial 

ecosystems often depends on comprehensive policy frameworks integrating education, consumer 

protection, and interoperability (Arner et al., 2020; Jack & Suri, 2016). Bangladesh’s current regulatory 

approach, though progressive, still suffers from bureaucratic inefficiencies and fragmented 

coordination between financial institutions and telecom operators (Rahman & Uddin, 2023). 

Addressing these systemic issues requires adopting best practices from global models—such as open 

banking frameworks and digital identity systems—to enhance transparency and user confidence. 

Moreover, as MFS usage expands, data privacy and cyber resilience must become central policy 

priorities. The findings of this study confirm that while Bangladesh has achieved remarkable outreach, 

the sustainability of this progress depends on building robust institutional safeguards that balance 

innovation with protection, ensuring that financial inclusion does not come at the cost of user 

vulnerability. 

The findings of this study have significant implications for policymakers, financial institutions, and 

development practitioners seeking to promote inclusive economic growth through digital finance. 

The sustained expansion of MFS in Bangladesh demonstrates that technology-driven financial 

inclusion can serve as a catalyst for poverty reduction, entrepreneurship, and social empowerment. 

However, consistent with the insights of Sen (1999) and Yunus (2007), true inclusion requires more than 

access—it demands empowerment through education, equity, and participation. Therefore, future 

strategies should focus on developing integrated financial literacy programs, rural infrastructure 

investments, and incentives for small enterprises to digitize their operations. Comparative studies 

across other developing countries could also provide valuable cross-national lessons on balancing 

regulation, innovation, and inclusion. In alignment with recent findings by the World Bank (2022) and 
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OECD (2023), Bangladesh’s digital finance ecosystem holds potential not only for economic growth 

but also for strengthening governance through transparency and traceability of financial flows. 

However, achieving this vision requires continuous collaboration between public and private actors. 

The results suggest that initiatives such as reducing transaction costs, expanding rural agent networks, 

and promoting digital gender inclusion can collectively enhance MFS sustainability. Finally, further 

academic inquiry should explore the long-term behavioral impacts of mobile banking on savings 

culture, entrepreneurship, and household welfare. By integrating empirical insights with 

developmental theory, researchers can better understand how digital finance can evolve from a 

convenience tool into an instrument of structural transformation—bridging inequality, stimulating 

innovation, and advancing inclusive prosperity in Bangladesh and beyond. 

CONCLUSION 

The study is conducted to find out the impact of MFSs on the family households and small and 

medium business firms of Bangladesh. It shows that MFSs are bringing noticeable breakthroughs in 

the family households and small and medium business firms of Bangladesh. On the households side, 

it is found that mobile money transfer is the most preferred service of MFSs in the households of 

Bangladesh. MFSs help families from money crisis, loan and even from the theft or loss of money. MFSs 

makes family grocery consumption higher, wider and larger. It also ensures on time supply of 

medicines, on time admission to hospital to the members of the family. Mobile financial services are 

also used in case of family farming. It helps families in arranging regular supply of seeds, labor and 

water. The study also comes up with interesting findings of mobile payment by the family households 

of Bangladesh. The family households mostly use mobile payment for paying bills, purchasing digital 

or store items. The mobile payment is used because it saves transaction times and costs. Mobile 

payment also brings some serious problems for the users. Sometimes criminals or fake distant relatives 

make phone calls and demand a certain amount of money via mobile payment. Mobile banking is 

not very popular among the households of Bangladesh. The use of it is very much limited to money 

transfer or a very minimal savings. Several problems pointed out by the households of Bangladesh 

about the mobile financial services. They are: weak networks, handsets are not compatible, charges 

for MFSs are high etc. If these problems are addressed, the services would be more popular among 

the households of Bangladesh. MFSs are increasingly used by the small and medium business firms of 

Bangladesh. The survey has found that small and business firms mostly use MFSs for more customers 

and sales revenues. The most common transactions occurring through MFSs in the surveyed firms are 

revenue collection and supplier payment.  

Mobile banking is used by small and medium business firms for transferring funds between accounts 

or to get know the balance of the accounts at the end of the day. MFSs certainly increase the 

revenues and profit of the surveyed firms according to the respondents. But it has little connection 

with the reduction of costs and investment of the firms. Majority of the surveyed firms agree that they 

would increase the MFSs transaction in future. The service quality of MFSs industry of Bangladesh is 

also analyzed in this study. The study shows that there is still a large scope for improving many 

dimensions of MFSs services in Bangladesh. The other challenges of MFSs industry of Bangladesh are 

illegal money transfer from abroad, weak network systems, misuse of MFSs by the miscreants, service 

fees of MFSs etc. If these challenges are addressed immediately, the industry will get a big boost. So, 

the understanding of mobile financial services and how these sectors are contributing to the national 

economy of Bangladesh will obviously help the different stakeholders of Bangladesh. The policy 

makers can take inputs from the relevant research works to formulate policies that will ensure the 

growth of this sector. This study is a reference for all stakeholders in this regard. Further works in this 

area are highly suggested so that the industry and others can always be updated about the 

dynamics of MFSs industry of Bangladesh. 

RECOMMENDATION 

The findings of this study highlight that the continued success of Mobile Financial Services (MFS) in 

Bangladesh depends on strengthening inclusion, digital literacy, infrastructure, and regulatory 

coordination. Despite the sector’s rapid expansion and its contribution to financial accessibility, 

significant challenges persist, including high transaction fees, limited financial literacy, cybersecurity 

risks, and unequal participation across gender and income groups. Therefore, an immediate priority 

should be the development of comprehensive national programs on digital and financial literacy 

that target rural populations, informal-sector workers, and women. Collaborative initiatives involving 

Bangladesh Bank, educational institutions, and mobile service providers could deliver training 
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through community workshops, school curricula, and digital awareness campaigns. Such programs 

would enable users to understand transaction processes, detect fraud, and build confidence in 

mobile banking. Moreover, expanding infrastructure and agent networks in underserved areas is 

essential. Investments in reliable internet connectivity, 4G/5G expansion, and agent capacity-

building would ensure service reliability and accessibility. Regulators should incentivize service 

providers to extend operations to remote areas through tax benefits or partnerships with NGOs. A 

stronger regulatory framework emphasizing consumer protection and cybersecurity—including 

grievance redressal systems and fraud monitoring—would also enhance public trust. These reforms 

align with global best practices observed in Kenya’s M-Pesa and India’s Unified Payments Interface 

(UPI), both of which combined financial education, interoperability, and strong oversight to achieve 

sustainable digital finance adoption. 

Additionally, the government and financial institutions should focus on reducing transaction costs 

and promoting innovation to ensure affordability and inclusivity. A tiered fee structure could make 

small-value transactions cost-effective for low-income users, while integrating advanced services 

such as microloans, savings, and insurance would increase utility and adoption. Encouraging fintech 

startups through policy support and innovation funds can help develop secure, user-friendly 

applications that meet diverse consumer needs. To bridge gender disparities, women-centric 

financial products and training initiatives should be introduced, particularly through microfinance 

institutions, community groups, and women-led cooperatives. Ensuring equal access to mobile 

devices and promoting female participation in agent networks would empower women 

economically, aligning with findings from UN Women (2022) and Rahman and Akter (2021). 

Ultimately, the future of MFS in Bangladesh depends on balancing technological advancement with 

inclusive policy frameworks. By expanding access, enhancing literacy, ensuring data security, and 

fostering affordability, Bangladesh can consolidate its position as a global leader in digital financial 

inclusion—turning MFS into a catalyst for equitable growth, entrepreneurship, and socio-economic 

empowerment. 

ACKNOWLEDGEMENT 

The researcher extends sincere gratitude to the distinguished professionals whose insights and 

expertise significantly contributed to the successful completion of this study on Mobile Financial 

Services (MFS) in Bangladesh. Special appreciation is offered to Mr. Kashem Khan Nishu, Senior 

Executive and former Chief Technical Officer at Dutch-Bangla Bank Limited PLC, Bangladesh, for his 

invaluable technical guidance and deep understanding of the digital banking infrastructure that 

laid the foundation for this research. Heartfelt thanks are also extended to Engr. Md. Firoz Kabir, Senior 

Vice President and Head of Agent Banking at Shahjalal Islami Bank PLC, Bangladesh, whose expert 

opinions on agent banking operations provided critical perspectives on the challenges and 

opportunities within the MFS ecosystem. The researcher gratefully acknowledges Mr. Darpan Kanti 

Roy, Head of Mobile Banking and Agent Banking at Mercantile Bank Limited PLC, Bangladesh, for 

his thoughtful contributions regarding regulatory frameworks, operational practices, and the user 

adoption dynamics of mobile financial platforms. Deep appreciation is further extended to Mr. Saiful 

Alam Md. Kabir, Senior Assistant Vice President and former Head of the Financial Inclusion Division at 

Dutch-Bangla Bank Limited PLC, as well as former Head of Operations at iPay Bangladesh and 

Consultant at FINTECH BD, for sharing his extensive experience in financial inclusion strategies and 

digital payment systems. Finally, sincere thanks go to Mr. Md. Sazzad Sarwar, Senior Executive Officer 

at Dutch-Bangla Bank Limited PLC, Bangladesh, for his valuable cooperation and practical insights 

into the operational aspects of MFS transactions. Their professional expertise, time, and generosity in 

sharing real-world experiences were instrumental in shaping the empirical foundation of this study. 

Their collective knowledge not only enriched the analysis but also enhanced the authenticity and 

practical relevance of the findings. The researcher remains deeply indebted to each of these 

professionals for their support, mentorship, and commitment to advancing financial inclusion and 

technological innovation in Bangladesh’s banking sector. 

REFERENCES 
[1]. Bangladesh Bank. (2023). Annual report on mobile financial services in Bangladesh. Dhaka, Bangladesh: 

Bangladesh Bank. 

[2]. Bangladesh Bureau of Statistics. (2023). Digital financial services in Bangladesh: An overview. Dhaka, 

Bangladesh: Bangladesh Bureau of Statistics. 

https://rast-journal.org/index.php/RAST/index
https://doi.org/10.63125/k7tgr183


Review of Applied Science and Technology 

Volume 04, Issue 02 (2025) 

Page No:  725 – 749 

Doi: 10.63125/k7tgr183 

748 

 

[3]. Danish, M. (2023). Data-Driven Communication In Economic Recovery Campaigns: Strategies For ICT-

Enabled Public Engagement And Policy Impact. International Journal of Business and Economics 

Insights, 3(1), 01-30. https://doi.org/10.63125/qdrdve50   

[4]. Danish, M., & Md.Kamrul, K. (2022). Meta-Analytical Review of Cloud Data Infrastructure Adoption In 

The Post-Covid Economy: Economic Implications Of Aws Within Tc8 Information Systems Frameworks. 

American Journal of Interdisciplinary Studies, 3(02), 62-90. https://doi.org/10.63125/1eg7b369   

[5]. Encyclopedia Britannica. (2024). Mobile financial services. In Encyclopedia Britannica. 

[6]. Gandhi, M. (n.d.). Poverty is the worst form of violence. Retrieved from a widely attributed quote 

database. 

[7]. Jahid, M. K. A. S. R. (2024a). Digitizing Real Estate and Industrial Parks: AI, IOT, And Governance 

Challenges in Emerging Markets. International Journal of Business and Economics Insights, 4(1), 33-70. 

https://doi.org/10.63125/kbqs6122  

[8]. Jahid, M. K. A. S. R. (2024b). Social Media, Affiliate Marketing And E-Marketing: Empirical Drivers For 

Consumer Purchasing Decision In Real Estate Sector Of Bangladesh. American Journal of 

Interdisciplinary Studies, 5(02), 64-87. https://doi.org/10.63125/7c1ghy29  

[9]. Jahid, M. K. A. S. R. (2025). The Role Of Real Estate In Shaping The National Economy Of The United 

States. ASRC Procedia: Global Perspectives in Science and Scholarship, 1(01), 654–674. 

https://doi.org/10.63125/34fgrj75  

[10]. Khan, M. A., & Rahman, M. M. (2020). Mobile banking in Bangladesh: Challenges and opportunities. 

Journal of Banking and Financial Services, 2(1), 25–38. 

[11]. Khatun, N., Sarker, M. N. I., & Mitra, S. (2024). Adoption of mobile banking to promote financial inclusion 

among rural farming communities: Drivers and satisfaction level perspective. Journal of Agriculture and 

Food Research, 8, 100243. https://doi.org/10.1016/j.jafr.2023.100243  

[12]. Mandela, N. (2005, July 2). Make poverty history [Speech]. Live 8 Concert, London, England. 

[13]. Masud, R. (2025). Integrating Agile Project Management and Lean Industrial Practices A Review For 

Enhancing Strategic Competitiveness In Manufacturing Enterprises. ASRC Procedia: Global 

Perspectives in Science and Scholarship, 1(01), 895–924. https://doi.org/10.63125/0yjss288   

[14]. Md Arman, H. (2025). Artificial Intelligence-Driven Financial Analytics Models For Predicting Market Risk 

And Investment Decisions In U.S. Enterprises. ASRC Procedia: Global Perspectives in Science and 

Scholarship, 1(01), 1066–1095. https://doi.org/10.63125/9csehp36    

[15]. Md Ismail, H. (2022). Deployment Of AI-Supported Structural Health Monitoring Systems For In-Service 

Bridges Using IoT Sensor Networks. Journal of Sustainable Development and Policy, 1(04), 01-30. 

https://doi.org/10.63125/j3sadb56   

[16]. Md Mesbaul, H. (2024). Industrial Engineering Approaches to Quality Control In Hybrid Manufacturing A 

Review Of Implementation Strategies. International Journal of Business and Economics Insights, 4(2), 01-

30. https://doi.org/10.63125/3xcabx98   

[17]. Md Rezaul, K. (2025). Optimizing Maintenance Strategies in Smart Manufacturing: A Systematic Review 

Of Lean Practices, Total Productive Maintenance (TPM), And Digital Reliability. Review of Applied 

Science and Technology, 4(02), 176-206. https://doi.org/10.63125/np7nnf78   

[18]. Md Rezaul, K., & Rony, S. (2025). A Framework-Based Meta-Analysis of Artificial Intelligence-Driven ERP 

Solutions For Circular And Sustainable Supply Chains. ASRC Procedia: Global Perspectives in Science 

and Scholarship, 1(01), 432-464. https://doi.org/10.63125/jbws2e49   

[19]. Md Zahin Hossain, G., Md Khorshed, A., & Md Tarek, H. (2023). Machine Learning For Fraud Detection In 

Digital Banking: A Systematic Literature Review. ASRC Procedia: Global Perspectives in Science and 

Scholarship, 3(1), 37–61. https://doi.org/10.63125/913ksy63   

[20]. Md. Sakib Hasan, H. (2023). Data-Driven Lifecycle Assessment of Smart Infrastructure Components In Rail 

Projects. American Journal of Scholarly Research and Innovation, 2(01), 167-193. 

https://doi.org/10.63125/wykdb306   

[21]. Md. Sakib Hasan, H., & Abdul, R. (2025). Artificial Intelligence and Machine Learning Applications In 

Construction Project Management: Enhancing Scheduling, Cost Estimation, And Risk Mitigation. 

International Journal of Business and Economics Insights, 5(3), 30–64. https://doi.org/10.63125/jrpjje59   

[22]. Merriam-Webster. (2024). Mobile banking. In Merriam-Webster.com dictionary. Retrieved from 

https://www.merriam-webster.com  

[23]. Mubashir, I., & Jahid, M. K. A. S. R. (2023). Role Of Digital Twins and Bim In U.S. Highway Infrastructure 

Enhancing Economic Efficiency And Safety Outcomes Through Intelligent Asset Management. 

American Journal of Advanced Technology and Engineering Solutions, 3(03), 54-81. 

https://doi.org/10.63125/hftt1g82   

[24]. Oxford English Dictionary. (2024). Financial inclusion. In Oxford English Dictionary (Online edition). 

[25]. Rahman, S. (2023). Innovations in mobile financial services: The Bangladeshi experience. International 

Journal of Financial Studies, 11(2), 45–62. https://doi.org/10.3390/ijfs11020045  

https://rast-journal.org/index.php/RAST/index
https://doi.org/10.63125/k7tgr183
https://doi.org/10.63125/qdrdve50
https://doi.org/10.63125/1eg7b369
https://doi.org/10.63125/kbqs6122
https://doi.org/10.63125/7c1ghy29
https://doi.org/10.63125/34fgrj75
https://doi.org/10.1016/j.jafr.2023.100243
https://doi.org/10.63125/0yjss288
https://doi.org/10.63125/9csehp36
https://doi.org/10.63125/j3sadb56
https://doi.org/10.63125/3xcabx98
https://doi.org/10.63125/np7nnf78
https://doi.org/10.63125/jbws2e49
https://doi.org/10.63125/913ksy63
https://doi.org/10.63125/wykdb306
https://doi.org/10.63125/jrpjje59
https://www.merriam-webster.com/
https://doi.org/10.63125/hftt1g82
https://doi.org/10.3390/ijfs11020045


Review of Applied Science and Technology 

Volume 04, Issue 02 (2025) 

Page No:  725 – 749 

Doi: 10.63125/k7tgr183 

749 

 

[26]. Reduanul, H. (2023). Digital Equity and Nonprofit Marketing Strategy: Bridging The Technology Gap 

Through Ai-Powered Solutions For Underserved Community Organizations. American Journal of 

Interdisciplinary Studies, 4(04), 117-144. https://doi.org/10.63125/zrsv2r56    

[27]. Reduanul, H. (2025). Enhancing Market Competitiveness Through AI-Powered SEO And Digital 

Marketing Strategies In E-Commerce. ASRC Procedia: Global Perspectives in Science and Scholarship, 

1(01), 465-500. https://doi.org/10.63125/31tpjc54   

[28]. Sabuj Kumar, S. (2025). AI Driven Predictive Maintenance in Petroleum And Power Systems Using 

Random Forest Regression Model For Reliability Engineering Framework. American Journal of Scholarly 

Research and Innovation, 4(01), 363-391. https://doi.org/10.63125/477x5t65   

[29]. Sai Praveen, K. (2025). AI-Driven Data Science Models for Real-Time Transcription And Productivity 

Enhancement In U.S. Remote Work Environments. ASRC Procedia: Global Perspectives in Science and 

Scholarship, 1(01), 801–832. https://doi.org/10.63125/gzyw2311   

[30]. Syed Zaki, U. (2025). Digital Engineering and Project Management Frameworks For Improving Safety And 

Efficiency In US Civil And Rail Infrastructure. International Journal of Business and Economics Insights, 

5(3), 300–329. https://doi.org/10.63125/mxgx4m74   

[31]. Tonoy Kanti, C. (2025). AI-Powered Deep Learning Models for Real-Time Cybersecurity Risk Assessment 

In Enterprise It Systems. ASRC Procedia: Global Perspectives in Science and Scholarship, 1(01), 675–704. 

https://doi.org/10.63125/137k6y79   

[32]. UN Women. (2022). Gender equality in mobile financial services: The Bangladesh case. New York, NY: 

United Nations. 

[33]. World Bank. (2021). Financial inclusion in Bangladesh: The role of mobile banking. Washington, DC: 

World Bank Publications. 

[34]. Yunus, M. (2007). Creating a world without poverty: Social business and the future of capitalism. 

PublicAffairs. 

[35]. Zobayer, E. (2025). Impact of Advanced Lubrication Management Systems on Equipment Longevity 

And Operational Efficiency In Smart Manufacturing Environments. ASRC Procedia: Global Perspectives 

in Science and Scholarship, 1(01), 618–653. https://doi.org/10.63125/r0n6bc88  

 

 

https://rast-journal.org/index.php/RAST/index
https://doi.org/10.63125/k7tgr183
https://doi.org/10.63125/zrsv2r56
https://doi.org/10.63125/31tpjc54
https://doi.org/10.63125/477x5t65
https://doi.org/10.63125/gzyw2311
https://doi.org/10.63125/mxgx4m74
https://doi.org/10.63125/137k6y79
https://doi.org/10.63125/r0n6bc88

