
Making Money from Mobile Banking, 

M-Payments and M-Commerce: 

Winning Strategies for Banks

Agenda

1. Introducing M-Com

2. Context and Key Issues in Mobile Financial Services 

3. What Winning Looks Like for Financial Institutions

4. What Winning Solutions and Services Look Like

5. Questions and Discussions
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Introducing M -Comé
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Poll 1
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Context and Key Issues Facing Financial Institutions
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Confusion Reigns Supreme
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International Distinctions and Similarities

Slide 6© Mobile Commerce Limited / M -Com IncCommercial in Confidence



Opportunity for Banks ðHigh Channel Costs
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Opportunity for Banks ðStagnating Online Adoption
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Source: Netbanker



Opportunity for Banks ðDeposit and Product Growth
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Source: òThe e-Bill Effect,ó a study 

commissioned by CheckFree / Fiserv 

and conducted by Aspen Marketing 

Services (October 2007). 

Based on SunTrust bank data.



Opportunity for Banks ðCustomer Satisfaction
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Opinion of SwiftPay at POS
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Opportunity for Banks ðNew Customer Segments
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Mobile Banking 

means different 

things to different 

people



Risk for Banks ðLow Consumer Adoption
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Risk for Banks ðMobile Operator Customer Ownership
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Average Txns >40 per month

16% Used to be Banked

90% Now Feel Safe

72% Find It Easy to Use

>$0.20 per Txn (Average Revenue)



Risk for Banks ðMobile Operator Innovation Leadership
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Risk for Banks ðFurther Brand Erosion
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Risk for Banks ðCompetition from Low -Cost Providers
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Poll 2

Commercial in Confidence © Mobile Commerce Limited / M -Com Inc Slide 17



What Winning Looks Like
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Creating Sustainable Revenue Streams
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Sustainably Reducing Channel Costs
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Increased Customer Ownership and Retention

Slide 21© Mobile Commerce Limited / M -Com IncCommercial in Confidence

Reducing Churn by 30 -55%
(e.g. Gen Y ð15% > 7%)



Existing Channel 

Costs

30% of 

Mobile Txns

Migrated

$30-40 Saving 
(annual)

Migrate 

Offline 

Customers

Costs of Customer 

Churn

Costs of 

Acquisition

$10-15 Saving 
(annual)

Per-

Customer 

Profitability

ROI* = 

Profit Impact $30 -47
Per Customer Per Annum

LESS Costs of 

Mobile Banking
[$8-10 per annum]

Offline Segments Deliver Real Financial Returns

*Based on M-Com 

Live Customer Data
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Increasing Automation and Self -Service
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Differentiating and Competitive Advantage
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Poll 3
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Winning Service and Solution Attributes
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Losing is Not Much Fun
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City and State fields 

jumbled incoherently

Three buttons NOT 

rendered

BAD WAP!!!



SMS
Mobile 

Browser
Downloaded 
Application

BlackBerry iPhone
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Universal Reach Maximizes Adoption



Universal Access ðReaching All Customer Segments
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Í

ÅMajority of Bank Customers

ÅMarginally Profitable / Most Expensive

ÅSimpler Banking Requirements

ÅLower Retention / Satisfaction

ÅMore Susceptible to 3rd Party Brands

ÅLess Consolidation of Services

ÅPay More Fees

Over 40 percent of 

Mobile 

Banking Users 

Will NOT be 

Online Bankers*

Offline Segments are Paramount

*Based on M-Com 

Live Customer Data
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Below the Waterline is Where it Matters

Enrolment and Activation

Customer Care and Support

Reporting and Analytics

Diagnostics and Performance

Service Configuration

Risk and Security

Sooner or Later, 

the Risk and Audit 

Committee 

WILL CARE!



Avoiding Fragmentation (or Spaghetti)
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Integrated Mobile Payment Services
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Mobile Banking is the DOORWAY to mobile payments. It is 

the place consumers will enrol for, gain comfort with and 

integrate their user experience for mobile payments.
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A Consistent and Seamless User Experience
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Delivering a Single View of the Bank

$
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Delivering a Single View of the Customer


