
































Figure 13: Which digital banking platforms do you use the most in Africa?

Figure 12: What is the main reason you visited a bank branch?

Digital payment platforms people use the most
In Figure 13, the majority of the participants asserted that they use mobile banking apps (73.5%). This was followed by an online 

banking portal (17.5%). Also, 8.6% of the participants use other third-party services that are linked to their bank, whereas only 

2.4% of the respondents use the USSD banking system.
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Which age group frequently uses digital platforms?
We probed further to examine whether the age of persons has a direct relationship with digital banking acceptance in Africa. 

With this, a cross-tabulation approach was used to map the age of respondents and the digital banking platforms people use 

in Africa. Interestingly, 707 and 660 participants within the age group of 26-35 and 36-45 respectively chose mobile banking 

apps. Less than one-third of 46-60 years and over 60 years indicated they mostly used digital banking apps. This asserts that 

the younger generation mostly born after 1985 are widely accepting digital payments in Africa. 

Educational level and digital payment usage
In Table 3, we highlighted educational level and digital payment usage in Africa using a simple cross-tabulation. The study 

provided evidence that persons with higher qualifications (university degree) tend to use mobile banking apps, card and web 

payment, (fintech wallet, third-party wallet system), and USSD banking. None of the respondents in this category argued for 

not using digital payment. This was followed by persons with diplomas and other pre-degree certificates.

Table 2 Age vs digital banking platform use

Table 3: Educational level and digital payment usage

Total

I do not use
any of them

Mobile
banking

apps

Online
banking 
portals

Others (fintech 
wallets, third-

party wallet 
system)

USSD
banking

Total

26-35 years

36-45 years

46-60 years

Below 25
years

Over 60
years

0

24

0

0

0

24

707

1904

0

194

343

660

24

219

25

24

48

98

101

224

0

48

26

49
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220

26

24

0
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2591

1

290

417
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Which digital banking platform do you use the most in Africa? Total
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0

0

0
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0
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services
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Which digital banking platform do you use the most in Africa?
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Others

Loan applications
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Major features and services
People have different reasons for using digital banking services 

across the African continent. The study selected key services and 

products that most digital banks provide. Figure 14 points out 

that 85.5% of the respondents make fund transfers to others via 

digital banking platforms. Also, 67% of the participants use digital 

banking platforms to pay bills, whilst 58.5% check their account 

balances and transaction histories or others only. The report found 

that 20.8% make transfers to mobile wallets through their digital 

banking platforms.
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58.5%

20.8%

use digital banking 
platforms to pay bills

check their account 
balances and transaction 
histories or others only

make transfers to 
mobile wallets through 
their digital banking 
platforms.

Figure 14: What features or services do you frequently use in digital banking?

The digital version of all traditional banking activities
It was significant to discover that 87% of the respondents want to have digital versions of all the products and services their 

banks offer them in Figure 15. This strengthens the growing governments’ agenda and consumers’ acceptance of digital 

payments in both the private and public sectors.
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Figure 15: Would you prefer your bank (financial institution) to offer digital versions of all their services?

Bank transaction charges

In the African banking landscape, the study found that banking charges on transactions are generally unfair to consumers. For 

instance, 64.3% think the banking charges are not commensurate with the services offered. On the contrary, 27.2% argued 

favorably that the fees charged on banking activities are fairly adequate. Lastly, 8.5% of the respondents remained uncertain.

Figure 16: Do you think the banking charges on the services they offer are fair?
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CBDC

Central Bank Digital 
Currency (CBDC)
In recent years, the global financial landscape has witnessed a transformative shift 

with the advent of Central Bank Digital Currencies (CBDCs). CBDCs are state-owned 

fiat money, which is digital and represents the physical cash of a country’s money. 

As nations explore the potential of digital currencies to enhance financial inclusion, 

streamline transactions, and bolster economic resilience, Africa stands at the forefront 

of this technological evolution. As of January 2024, Africa represented 8.5% of central 

banks worldwide that have announced issuing CBDC, which is in different stages. 

In the African region, 32.7% (17 countries) of the central banks have publicly announced their intention to issue CBDC, whereas 

67.3% of central banks have not shown interest or are yet to make pronouncements on their intent to explore CBDC. Currently, 

Nigeria is the first and only country that has launched its eNaira, whereas Ghana’s eCedi is at the piloting stage.  In terms of 

technology service providers (TSP), Nigeria partnered with Bitt Inc. and Ghana is working with Giesecke+Devrient (G+D). 

The Central Bank of Kenya (CBK) has deferred the decision on the adoption of CBDC intending to prioritize strengthening 

innovations around the existing payment ecosystem.

CBDC education and awareness
This report sought the perception of the general public on the adoption and use cases of CBDCs. This study indicated that 

only 24% of respondents have heard discussions on CBDCs, and 7% asserted that they have heard about CBDCs once in a 

while but do not understand it. A large proportion of the respondents (69%) expressed they have not heard about CBDCs. 

This means education and publicity on CBDCs is very low in African countries. 

Figure 17: Have you heard about Central Bank Digital Currency (CBDC) by some African Central Banks such as the eNaira or eCedi?
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Issuance of CBDCs
While one school of taught considers privacy and government 

interference as the main issues, others argue it is high time 

central banks provided a digital version of money for public 

safety as against growing cryptocurrency markets. From the 

survey, 19.8% would like their central banks to issue CBDCs, 

47.9% oppose CBDC issuance and 32.3% are doubtful. CBDC 

issuance has created hot debates among policymakers 

worldwide. 

Figure 18: Would you like your country to issue the digital currency version of its physical cash?
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CBDC issuance and usage perception
A country issuing CBDC is another case of citizen adopting it. The report enquires about the respondents’ readiness to 

transact or make payments using a CBDC wallet when a country issues one. The cross-tabulation in Table 4 reveals that 1097 

out of the 259(47.9%) were not in favour of their countries issuing CBDC and also committed to making transactions with 

it. Conversely, the study found that 13.4% were in favour of their countries issuing CBDC. Lastly, 38.7% of the participants 

remain neutral on their countries’ issuance and their commitment to use CBDCs.
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Table 4: CBDC issuance and usage perception

Making transactions with CBDC
CBDCs like e-CNY are being explored on the possibilities to pay allowances, scholarship funds and other earnings. 

Scholars have argued that in emergency cases such as natural disasters and poverty alleviation programs, CBDC would be 

best used to transfer monies to beneficiaries. This survey shows that 23% of respondents are willing to receive them (G2P, 

B2P, etc.) through central bank digital currency. Moreover, 31.1% of the respondents were not willing to accept monies through 

CBDC whereas 46% vehemently said “No”.

Figure 19: Would you be willing to receive money such as income/ business proceeds/earnings/salary via CBDC if your country 
issues it?

Maybe Yes No

Would you like your country to issue 
the digital currency version of its 

physical cash?

Total

50

172

0

122

24

343

24

295

122
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24
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1242

513

If yes, would you be willing to transact 
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CBDC wallet?
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Consumer Digital Payment 
Experience in Africa
As we embark on this journey to uncover the realities of the 

consumer digital payment experience in Africa, it becomes evident 

that the continent stands at the forefront of a digital revolution. 

Among the noteworthy developments, the surge in consumer digital 

payment methods has played a pivotal role in reshaping the financial 

landscape. This transformation has not only accelerated financial 

inclusion but has also brought about unprecedented convenience 

and accessibility for individuals across diverse socioeconomic 

backgrounds. As the traditional barriers to financial services 

begin to crumble, this research seeks to unravel the hints of the 

digital payment ecosystem in Africa, examining the myriad factors 

influencing its growth and impact on the daily lives of consumers.

Consumers’ satisfaction with digital payments in Africa
The study discovers in Figure 20 that 16.1% and 28.3% feel generally satisfied with digital payment systems or methods in 

Africa. Majority of the participants remained uncertain (45.3%). However, 4.7% and 5.6% of the respondents felt dissatisfied 

and strongly dissatisfied. 

Figure 20: Generally, do you feel satisfied with personalized digital payment in Africa?
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Consumers’ concern with digital payment system 

No payment ecosystem is without a challenge. Like in many developed nations, the payment system is a process, dynamic 

and grows with time and new societal needs. So it is in the African payment market. In Figure 21, the report established 

that the majority of the respondents (54.9%) face fraud and insecurity issues in the payment system. Besides, 15.9% of the 

respondents pointed to high transaction charges (cost of transactions) whereas 14% were very concerned about the delays 

in the transactional process. Moreover, some participants registered their displeasure with the lack of trust in some payment 

providers and the long process they passed through. 

Figure 21: Select the one that most concerns you in the digital payment system in Africa.

45.3%

majority of the respondents face fraud and 
insecurity issues

These respondents pointed to high 

transaction charges 

These respondents were concerned about 

the delays in the transactional process

54.9%

15.9%

14%

My concern is not 
listed here

Long process
(inconvinience)

Lack of trust

Insecurity or 
fraud ssues

High fees/
charges

Delay in transaction

6.6%

2.9%

5.7%

54.9%

15.9%

14.0%

25



Other Future 
Payment Trends
Today, traditional methods converge with cutting-edge technologies 

to shape the future of transactions, banking, and economic 

inclusivity. New payment and business models are being explored 

and launched every day. FinTech is at the forefront, national payment 

systems are providing unified platforms to bridge banks and non-

banks. What does Africa hold on to in the future of payments?

	■ Permission FinTech to Access Customers Data: 
h the advent of open banking, third-party PSPs would be required to access customers’ data via a permission system to 

link vital information from traditional or mother institutions. While several countries such as Nigeria, Kenya and Rwanda 

have data regulatory frameworks, the practical success factors rest on the consumers.  The report indicates that 51% of 

the respondents were not interested in allowing third parties to access their information. However, 35.9% agreed to allow 

FinTechs to access their data.

	■ WhatsApp Banking:
This is conversational banking where most instructions or communications happen on the formal payment WhatsApp 

channel. This could be enquiring, addressing small issues, checking account balances, changing account details, and 

others. About this, 22.6 % asserted they already engaged their banks through WhatsApp banking platforms. Also, 42.5% 

of the respondents asserted that banks should provide these services. 

	■ Buy Now Pay Later (BNPL): 
For banks or PSPs enabling “buy now pay later”, 55.7% of the respondents asserted that they would like their banks to 

offer these products and services, 20% were already using the BNPL whilst 24.4% said they are not interested in it.

	■ Save Now Buy Later (SNBL): 
The SNBL business model allows consumers to make specialized deposits or savings towards a product or service from 

a store or merchant business. 61.3% of the participants encouraged their banks or PSPs to link with merchant shops and 

offer this service. 24.5% were found to be already using their service. Meanwhile, 14.2% of the respondents were not 

interested in the SNBL model.

Figure 22: Would you be interested in using the following services if they were offered by your bank?
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Conclusion 
In conclusion, the research report “The State of Africa’s Digital Payment Systems & Consumers 

Experience 2023” provides a comprehensive overview of the current landscape of digital 

payment systems in Africa and the corresponding consumer experience. The findings reveal 

a remarkable evolution in digital payment adoption, driven by technological advancements, 

changing consumer behaviors, and a growing emphasis on financial inclusion through digital 

banking, Mobile Network Operators (MNOs) and Fintech third-party PSPs. African countries 

are increasingly embracing digital payment solutions over cash, and the report highlights the 

impact on education, unifying payment methods, lowering transactional costs and providing 

fast transactional services within financial transactions. 

Moreover, the consumer experience is a central theme throughout the report. As digital 

payment systems become more integrated into daily life, ensuring a seamless and user-friendly 

experience is paramount. The research identifies key areas where improvements can be made, 

including fraud in digital financial services (DFS), user education, personalized services, and 

customer support. Also, most participants were not aware of new business models such as 

central bank digital currencies (CBDCs), buy now pay later (BNPL), open banking, and tailored 

services to customers.

This report observed that building a robust digital payment landscape in Africa would require 

interlinking or unified payment systems that connect regions, countries and different customers’ 

needs as most surveyed persons agreed to have unified platforms to access their accounts. All 

stakeholders are needed to improve the consumer experience and digital payment infrastructure 

in Africa. However, the research also underscores the existing challenges and disparities that 

need attention. Issues such as cybersecurity threats, regulatory hurdles, and disparities in 

digital literacy pose potential obstacles to the widespread adoption of digital payment systems. 

Addressing these challenges will be crucial for fostering a secure and inclusive digital financial 

landscape across the continent.

Looking ahead, the report suggests that continued collaboration between stakeholders, 

including governments, financial institutions, and technology providers, will be essential for 

driving further advancements in digital payment systems. Additionally, ongoing efforts to 

enhance cybersecurity measures, streamline regulatory frameworks, and promote financial 

literacy will contribute to a more resilient and inclusive digital economy.

27



Definition of terms 

	■ Buy Now Pay 
      Later (BNPL)

BNPL is a consumer credit and an increasingly popular FinTech-enabled payment option 

that provides financial support for users to purchase products that they cannot pay for 

instantly.  Users repay in installments within a duration (usually a month) with or without 

interest

	■ Central Bank 
       Digital 
       Currencies   
       (CBDCs)

CBDCs are state-owned fiat money, which is digital and represents the physical cash of 

a country’s money

	■ Consumer 
       experience

Consumer experience refers to the overall interaction and perception that consumers 

have when engaging with a product, service, brand, or company.

	■ Digital 
       Financial 
       Services (DFS)

DFS refers to a range of financial services that are delivered through digital channels, 

such as mobile phones, the internet, and other electronic devices.

	■ Digital 
       Payment

This refers to the transfer of money or the completion of financial transactions 

electronically, without the use of physical cash.

	■ Mobile Network 
       Operators 

       (MNOs)

MNOs are companies that provide wireless communications services to consumers 

and businesses.

	■ Payment 
       Service 

       Providers

PSPs are companies that facilitate electronic payment transactions for businesses 

and consumers. They offer services such as payment processing, acquiring, gateway 

services, fraud prevention, and currency conversion.

	■ Save Now 
       buy Later 

       (SNBL)

SNBL is a financial strategy or approach where individuals prioritize saving money 

before making purchases, to accumulate enough funds to buy desired items without 

resorting to credit or loans

	■ Technology 
       Service 

       Providers (TSP)

TSPs are companies or organizations that offer various technological services and 

solutions to businesses, governments, and other entities

	■ Unstructured 
       Supplementary 

       Service Data

USSD is a communication protocol used by GSM (Global System for Mobile 

Communications) cellular phones to send text messages between a mobile device and 

an application program in the network’s servers
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