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FOREWORD
Over the years, Zain has been continuously addressing the 
various developmental challenges in our regional footprint.  
It brings me tremendous pride to see how the company has 
taken concrete steps to address the various deficits as from 
a management perspective, we realize that addressing these 
challenges is a must as Zain has not only a rich history and 
strong legacy in corporate sustainability but we recognize 
the fact that the company’s growth and well-being is tightly 
linked with the communities it serves.

Today, with the regional geo-political instability, mass human 
displacement and slow economic growth, it is important 
that leading organizations that operate in the private sector 
continue to play a more active role on issues that impact our 
community’s growth.  

As an organization, we have taken concrete steps to use 
connectivity as a force for good. In the case of Iraq, we 
decided to address the lack of financial services by launching 
Zain Cash service in the country.

In a country where about 89% of the population remains 
unbanked, the service has demonstrated the various 
transformations that could occur in a community through the 
proper adoption and implementation of ICT related services.

With this report, we highlight Zain Cash’s development, 
the need for a holistic approach grounded in a strong 
stakeholder engagement approach. We also briefly touch  
on other success stories such as M-Pesa as our aim is to 
bring much needed relevance on how the mobile industry 
plays a pivotal role on the socio-economic development of nations.

We hope you enjoy reading the report and we welcome  
your comments.

Regards, 

Bader Nasser Al Kharafi 
Vice Chairman and Group CEO
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FOREWORD
With the rapid development and subsequent adoption  
of Information and communication technologies across the 
world, we are now able to witness how these developments 
are currently disrupting traditional ecosystems thus putting 
in place a new paradigm on how societies can grow and 
prosper in a more inclusive and equitable manner.

This is of importance in countries that have witnessed sustained 
conflict and political upheavals as new services could 
significantly help in the recovery and reconstruction process 
of the country itself.  For Zain, as a regional leader, we have 
taken concrete steps to play an active and decisive role in 
leading the development efforts in our various markets.

This report, highlights the efforts taken by the company  
to provide access to mobile financial services to the people 
of Iraq which after years of political upheaval and sectarian 
violence have left most of the population without access 
to banking services.  Today, 89% of the population of Iraq 
remain unbanked, which is a huge development challenge 
for the country as financial services have a direct correlation 
with economic growth.

The case of Zain Cash for Iraq is centered on a Shared Value 
approach as the growth of society means the growth of the 
business itself.  We recognize the fact that playing an active 
role in helping develop the mobile financial services has 
placed the organization on a unique playing field as it has 
led us to develop deeper ties with the communities due  
to the necessary stakeholder engagement process.  

At Zain, we remain committed in addressing the various 
developmental issues as we firmly believe in being an 
inclusive business that provides tangible value for all.   
Our goal is to foster prosperity and truly align to the 
Sustainable Development Goals (SDGs) in the hope that  
we all live prosperous lives.

We would like to thank all our partners and contributors  
to this report.  We welcome your comments and insights.  
You could contact us at cs@zain.com

Jennifer Suleiman 
Head of Corporate Sustainability 
Zain Group
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Around 89% of Iraq’s adult population don’t have bank 
accounts, but almost all these unbanked have mobile 
phones. Many of the unbanked adults have begun to 
use their phones beyond the traditional means to include 
sending, receiving, paying, and more. In Iraq, where the 
country suffered from conflicts and human disasters, 
impacted individuals’ mobile phones became also a lifeline, 
to know the safest routes, to check on family and friends  
as well as to learn about assistance.

At Zain Cash, we understood the increasing importance  
of mobile phones and insisted to play a key role in the 
rescue. Our unique value proposition consisting of agent’s 
network that extends to camp areas, mobile coverage across 
Iraq, and ability to transfer instantly to suffered individuals 
made our efforts valuable in disasters relief. Our capabilities 
have led us to join forces with key NGOs to overcome  
a shared challenge.

The report showcases the benefits of mobile technology  
to both the beneficiaries and humanitarian agencies.  
The beneficiaries have been empowered with a swift delivery  
of urgently needed cash, the speedy access to the funds, 
and independence in when and where to access it. On the 
other hand, humanitarian agencies hailed the model  
for its quick delivery, higher transparency and control,  
and cost effectiveness. 

At Zain Cash, our teams are continuing to understand 
beneficiaries and humanitarian agencies needs to develop 
new solutions. We are convinced that humanitarian 
assistance is an obligation of ours and we firmly believe  
that we have the right tools to make a positive impact.

We would like to extend appreciation to all partners  
who’ve been part of this effort.

Onwards,

Yazen Altimimi 
CEO  
Zain Cash

FOREWORD
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Over the past decades we have witnessed how technology has played an 
unprecedented role when it comes to impacting societies’ well-being. Its rapid 
evolution has led to the development and subsequent adoption of new products 
and services into the marketplace. This robust adoption has given businesses  
an opportunity for growth that over time has created tremendous value for all.  
In today’s world, businesses have come to realize the importance of having  
a strong bond with society as companies are increasingly being held accountable  
for the organization’s social, economic or environmental impacts. 

For enterprises that want to establish a legitimate base in their own communities, 
it is important that they create strong foundations of engagement with a cross  
section of relevant stakeholders. The ensuing engagement process provides 
businesses with a competitive advantage as not only raised issues get to be 
addressed but also windows of opportunity become more evident as well. 
Additionally, through engagement any gap that might exist between the corporation 
and society gets to be minimized and eventually closed, hence providing value for 
both society and business. However, it is important that community outreach 
programs and other corporate sustainability efforts must be kept at the forefront 
to ensure that businesses deliver a longstanding impact for all stakeholders. 
This of course cannot happen in the absence of a link between corporate 
sustainability and the strategy of the company.

Accordingly, the integration of the company’s economic, social and environmental 
impacts into the strategy of the organization will ensure that all resources, major 
goals, policies, and the future of the company is sustainable through time.  
In general, it is advisable for businesses to fully understand the deficits 
communities face and identify the opportunities that these challenges offer.  
The winning formula is when enterprises address the challenges through their 
core business activity. By taking this approach, the organization will witness 
financial growth while simultaneously provide immense value for society as well. 
Shared value and value creation should be at the heart of the company’s strategy  
as it will help sustain the business by creating a new way to achieve economic 
success. 

This year’s Thought Leadership Report examines how Zain Cash, a mobile banking 
service, is an example of a strong link between Zain’s core commercial activity and 
the transformational impact that this service has on people’s lives.
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INTRODUCTION COUNTRY PROFILE  
IRAQ

Financial inclusion has proven to be an integral means for reducing poverty and minimizing 
the gap between the poorest and wealthiest segments of society. An inclusive financial 
environment is key to reducing poverty and income inequality. By providing unbanked 
populations access to financial services, a social and economic transformation materializes 
in that specific society.  It is important to keep in mind that it is of the outmost importance 
that relevant players take a consolidated approach so as to demystify the access to various 
financial services. Across the globe, it is estimated that 2 billion adults do not have access 
to bank accounts with 59% of them lacking the credentials to open an account. Furthermore, 
over 200 million small and medium sized enterprises lack the funding and financing to start 
their businesses on a global scale.1

In Iraq in particular, financial exclusion is extremely prevalent with a staggering 89% of the 
population remaining unbanked. In view of this tremendous challenge, Zain Iraq made 
a strategic decision and took it upon itself to address this issue through its core business 
activity. From a shared value perspective, the company addressed a nation-wide deficit and 
viewed it as a business opportunity.

Given the sense of urgency for financial inclusion, Zain’s 2018 Thought Leadership Report 
will analyze and examine the profound impact of Zain Cash, a mobile banking service, on the 
socio-economic development of Iraq. Consequently, this paper will discuss the important 
role mobile banking plays in the adoption of an inclusive financial ecosystem, the different 
features the service entails, its impact, the challenges that arise when it comes to introducing 
the service into the market, the need for engaging with material stakeholders, and lastly how 
the service contributes to the United Nation’s Sustainable Development Goals.

Iraq is considered the third largest country in the Middle East in terms of population count 
reaching around 36 million people that currently face insurmountable challenges in-regards 
to achieving economic growth and social stability. In spite of all of its challenges, Iraq’s 
population has a high mobile penetration rate creating a window of opportunity when it 
comes to mobile banking. For Iraq in particular, access to secure, accessible and inclusive 
financial services is a must as displacement is a prevalent calamity in the country. Coupled 
with mass displacement, Iraq also faces the challenge of developing its people with 
productive capabilities and dexterous skills in order to achieve gainful employment which 
ultimately boosts income and builds resilience.

DISPLACEMENT DUE TO POLITICAL AND SOCIAL UPHEAVAL

As stated earlier, Iraq is going through  
a significant shift when it comes to dealing 
with ongoing strife that has resulted in mass 
displacement. According to UNOCHA,  
11 million people in Iraq need humanitarian 
assistance including refugees and IDPs.  
In the face of these challenges, information 
and communications technology (ICT) can 
play a critical role in assisting this calamity 
through ICT enabled services. As a responsible 
corporate citizen, Zain strategic direction was 
to leverage on its core and non-core services 
to address those challenges thus resulting in 
the establishment of Zain Cash whose main 
purpose is to serve the unbanked population 
with inclusive financial services.

1 http://www.worldbank.org/en/topic/financialinclusion/overview
2  http://uk.businessinsider.com/the-worlds-unbanked-population-in-6-charts-2017-8/#this-map-shows-the-countries-where-less-than-

15-of-the-population-has-a-bank-account-2
3 http://reliefweb.int/sites/reliefweb.int/files/resources/irq_2017_hno.pdf
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The outcome of the Iraqi conflict has left a significant number of people in need of 
humanitarian assistance raising the pressure on aid agencies, NGOs and governmental 
bodies. As such, the UNHCR’s approach shifted to cash aid as opposed to in-kind support 
(non-cash contributions) as it gives refugees and IDPs greater financial control and provides 
them with a greater sense of dignity.4 Disbursing cash empowers those in need when it 
comes to managing their money, provides them the freedom to choose how to spend their 
money, integrates them into the community and improves their banking skills. The impact of 
cash disbursements leaves a deep and long-lasting effect that helps relieve the harsh social 
and economic implications that conflict and war have caused on people’s lives.

ECONOMIC PROSPERITY AND IMPACT ON SOCIETY 

One of the simplest way to reduce economic inequality is by setting up bank accounts/quasi 
bank accounts. Such accounts serve as a base to build and manage working capital for individuals 
and SMEs. Therefore, setting up bank accounts can eventually help individuals and SME 
business owners expand their own businesses, accumulate assets, and make productive 
investments. On a broader scale, it makes it easier for governments to distribute funds and 
social security benefits to people in need. Moreover, when the majority of the population is 
banked consumption levels start to increase.

Additionally, mobile banking helps the economy prosper through job creation. In 2015,  
the mobile industry as a whole helped create 1 million jobs directly and indirectly.5 Through 
gainful employment, people’s lives will transform distinctly as it will help enhance their 
skillset thus empowering them and their dependents. Furthermore, research has shown 
that improvement of standard of living happens at an exponential rate leading to better 
socio-economic circumstaces.6 Through its value chain, Zain Cash contributes to human and 
national development as it employs a large number of agents across all of Iraq. This offers 
a perfect opportunity for individuals to gain meaningful employment providing them the 
chance to improve their quality of life. This is especially significant in a market like Iraq as 16 
percent of the population are unemployed.7

AGRICULTURE IN IRAQ

Agriculture as an industry plays an unquestionable role in Iraq’s communities as it contributes 
to the country’s GDP, attracts investments, creates numerous jobs, and produces crops and 
livestock. The ongoing crisis in Iraq left underlying impacts that made it extremely difficult for 
farmers to repair and restore lost production with devastating results that have affected the 
livelihoods of the people living in rural areas.

A number of the crisis’ negative impacts are: 

• 87 percent of the households in Iraq rely on agriculture 
• Most farmers fled their lands leaving all their possessions behind 
•  Food insecurity has increased leaving negative impacts such as switching to cheaper food 

and fewer meals – resulting in malnutrition and in some cases hunger
• Loss in job opportunities8

In view of the above circumstances and in order to revitalize the agriculture sector in Iraq 
especially with the spread of food insecurity, the Food and Agricultural Organization 
(FAO) in partnership with Zain created the Cash-for-work initiative. This program has been 
developed to provide temporary employment in agricultural projects such as rebuilding 
canals and drainage channels. It aims to ensure that families, specifically those affected by 
conflict and live in rural areas, meet their food requirements providing them with a chance  
to restart farming activities and further develop agricultural livelihood opportunities. 
Targeting households whose only source of income is from agriculture; the program provides 
cash to those who complete a certain number of hours of work in agricultural activities. Zain 
comes into the picture by creating a simple and easy payment channel that can be accessed 
by anyone who owns a mobile phone. Participants who are pre-registered in Zain Cash’s 
portal and complete a set amount of working hours receive a text where they can then 
retrieve the cash from any of Zain Cash’s point of sales.9 It is extraordinary to see how mobile 
technology can change and influence people’s lives on an individual level but also benefit the 
economy on a national level as it is also funnels cash into the local economy.10

Overall, this partnership was able to provide 12,000 displaced families across 30 villages in 
Iraq access to cash through a secure payment channel. Transformational and evolutionary, this 
initiative ensures that people living in rural areas are receiving their salaries through safe means.

4 http://www.unhcr.org/news/latest/2016/12/5853b3d24/cash-aid-empowers-refugees-boosts-lebanese-economy.html.
5 https://www.gsmaintelligence.com/research/?file=9246bbe14813f73dd85b97a90738c860&download
6 https://cardinal-management.co.uk/wp-content/uploads/2016/04/Burton-Waddell-is-work-good-for-you.pdf
7 https://tradingeconomics.com/iraq/unemployment-rate
8 http://www.fao.org/3/a-i7810e.pdf
9  https://www.reuters.com/article/us-iraq-technology-women/mobile-money-scheme-set-to-benefit-rural-iraqi-families-says-un-food-
agency-idUSKBN1AI21H

10  http://www.fao.org/iraq/programmes-and-projects/success-stories/cash-for-work/en/ http://www.un.org/sustainabledevelopment/
blog/2017/08/conflict-affected-rural-families-in-iraq-to-benefit-from-mobile-cash-transfer-technology-un/

11 http://www.fao.org/iraq/fao-in-iraq/iraq-at-a-glance/en/
12 https://reliefweb.int/report/iraq/unicef-iraq-monthly-humanitarian-situation-report-june-2017
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ZAIN CASH SERVICES  
OFFERED THROUGH 
ZAIN CASH –  
CASH DISBURSEMENT

The global spread of mobile technology has elevated society’s expectations and demands  
for an accessible, user-friendly, fast, and effective tool for conducting financial transactions.  
The absence and lack of an inclusive financial ecosystem creates a great demand and crucial  
need for an agile service that is safe and can be accessed by all. With its broad scope, rich 
portfolio and wide range of services, Zain Cash fills in this gap as it plays an instrumental role  
in empowering individuals by providing everyone with a mobile phone access to financial  
services. By tapping into the unbanked, Zain Cash shows great potential in prominently 
encouraging inclusivity within the financial sector. 

It is important for stakeholders to understand the correlation between financial inclusion and 
socio-economic development, given the various setbacks and hindrances that come with not 
being able to access financial services. With this viewpoint in mind, actively engaging with 
stakeholders will not only result in gaining accurate and meaningful feedback but encourage  
all stakeholders to work towards fostering an inclusive financial environment. As such, Zain 
created three different questionnaires; one for Refugees and IDPs, another for service and 
utility providers and the third for NGOs and Aid Agencies that use Zain Cash. The questions in 
the survey aim to grasp the impact of the service and analyze feedback to improve the service 
and further tailor it to fit stakeholders’ needs.

•  Cash Disbursement Solution provides NGOs and companies the necessary solutions that 
provide an efficient, convenient and cost-effective method to disburse funds to a large 
number of beneficiaries. The UN and the International Committee for the Red Cross use 
this feature to disburse cash to vulnerable populations throughout Iraq.

    •  Impact: This feature is most relevant to marginalized and isolated groups as it is an 
effective mean for receiving cash disbursements. Refugees, IDPs, all parties involved, 
ranging from NGOs and Aid Agencies to donors and contributors benefit from this 
feature. When it comes to NGOs and Aid Agencies, Zain Cash makes the process of 
disbursing cash faster and more efficient. Through Zain Cash, the money goes directly 
to refugees or IDPs’ Zain Cash account as opposed to traveling to the nearest center 
and waiting in long lines to receive funds. Furthermore, Zain Cash’s customer base 
system allows organizations to validate the identity and access refugees and IDPs 
providing them a legitimate data base. This will automatically eliminate many risks such 
as cases of fraud and fake identification. Another aspect aid agencies can benefit from 
by using Zain Cash is that it cuts their costs tremendously. Through Zain Cash organizations  
no longer need to hire staff who are put at risk when distributing the cash on the ground 
but now have the option to do so electronically.
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BUSINESS AND CUSTOMER SERVICE SOLUTIONS 

The simple and easy to use services offered through Zain Cash can be divided into two main 
categories: Business Services and Customer Services. The business to business (B2B) services 
offered establishes a cohesive and interconnected approach to providing financial services to 
all. Bill payment solution, cash disbursement solution, online payment solutions are examples 
of some of the services Zain Cash offers. 

BUSINESS SERVICES 

•  Bill payment solution is a platform that allows businesses to collect payments efficiently 
in a secure, fast and cost-effective way. If any given company wishes to join this platform, 
the company has to enroll with Zain Cash Merchant Services which allows customers to 
purchase products and services through the mobile platform.

    •  Impact: This feature provides individuals who do not have access to online banking 
access to products and services they were not able to purchase online thus providing 
greater accessibility and reach to previously out of reach markets/services.

•  Online Payment Solutions allows businesses to collect payments from customers through 
an electronic payment method on their company’s website or Facebook page. This option 
attracts more customers, allows companies to get paid faster, can be applied to any digital 
channel, is protected, provides detailed real-time reports, and 24/7 support is available.

    •  Impact: This feature directly impacts businesses as it improves efficiency leading to an 
increase in productivity. Enhancing productivity will eventually broaden the market by 
building capacity for more goods to be sold which benefits the economy allowing it to 
prosper and grow. 13

(Current agent locations across Iraq: $ refers to agents with over IQD 25 m in daily cash reserves)

CUSTOMER SERVICES

The second type of services offered are directly catered to the consumer and are categorized 
as Customer Services. These services include, money transfer service, cash in and cash out, 
recharge prepaid lines, online payment and others. 

•  Money Transfer Service allows customers to send and receive money to family and friends 
through their mobile lines. This could be used for individuals who want to send their 
salaries to their home towns, or to family members living in rural areas. A further 
use of this service is for parents to send funds to their children who are studying or living in 
other cities.

    •  Impact: There are many security risks when it comes to sending funds through non-
traditional banking methods. Zain Cash provides a safe mean to send money to family 
and friends that live abroad or who live in remote/rural areas. 

•  Cash In and Cash Out is basically being able to deposit or withdraw money into and from  
the mobile wallet from agents thus eliminating the need to carry cash or a physical wallet. 
Agents are selected based on key criteria such as legal qualifications, geographical 
locations, professionalism, cash reserves and liquidity, and proximity to other agents.

    •  Impact: This feature empowers individuals by providing them with a non-traditional bank 
account where they can deposit and withdraw money from. By providing more people 
with access to withdraw and deposit cash will in the long run increase money supply on 
a national level. When the money supply increases it attracts investment opportunities 
resulting in more control of money in the hands of the consumers thus financially 
stimulating the economy.14

14 https://www.investopedia.com/terms/m/moneysupply.asp13 https://www.slideshare.net/kuldeepvermaa/the-positive-effects-of-e-business-of-online-payment
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•  Recharging Prepaid lines is another option offered through Zain Cash where customers can 
recharge their lines anywhere and anytime directly through the mobile.

    •  Impact: Giving customers another channel to recharge cards increases the productivity 
of the business.

•  Online Payments is a service where customers have the option to shop online with the 
checkout option of ‘Pay with Zain Cash.’

    •  Impact: New online payment channels provides unbanked segments the possibility  
to access previously unreached markets, products and services. 

•  Through Zain Cash App customers are now able to purchase a wide range of e-cards from 
iTunes cards, to PlayStation, Google Play, eBay, Amazon and Facebook. 

    •  Impact: Zain Cash App empowers customers by giving them access to previously 
inaccessible international e-platforms with greater products and services.

•  Through Zain Cash, customers can purchase products and services with several 
denominations called E-commerce Switch MasterCard®. Through this Card, customers can 
shop online from any website or application that accepts MasterCard®.

    •  Impact: This feature provides individuals an alternative to an official bank credit card  
thus giving them access to financial services.

When it comes to rolling out and implementing a wide-spread service, it is crucial to indicate 
and identify challenges and bottlenecks from the very beginning. These challenges need to 
be addressed instantly in order to ensure that the service is inclusive in its approach. Zain 
has identified three main challenges that it is currently facing when it comes to Zain Cash. 
As such, the company has come up with precise and action-oriented solutions in order to 
effectively address those key areas of concern. 

One of the initial challenges that Zain Cash faced was getting service and utility providers on 
board to accept payments from Zain Cash users through Zain Cash’s payment channel. It was a 
struggle to convince service and utility providers to adopt this payment method into their business 
model as it was a completely new approach in the country. As such, Zain partnered with the 
Central Bank of Iraq in order to gain legitimacy and acceptability across the board. The Central 
Bank was instrumental in creating the necessary change as it played a vital role due to its ability to 
enforce several service providers to use electronic payments. Hence, leading to a ripple effect that 
led other service providers to adopt and deploy mobile banking services. 

Further to the previously stated challenge, Zain Cash also had to address rolling out the service 
in remote and risky areas of Iraq. Initially, agents and individuals were reluctant when it came to 
buying and selling the service in such areas. The company addressed this issue by working on 
establishing a strong network in those areas and did so by restoring 147 sites in 2017. Providing 
connectivity in such areas automatically resulted in a sense of security and led to improving the 
well-being of individuals; thus, demonstrating that connectivity is empowering in itself as it grants 
people access to unlimited information.15 Additionally, restoring sites encourages agents and 
potential customers to buy and sell the service in those areas thus leading to the increase of  
Zain Cash’s customer base.

CHALLENGES FACED

15 https://www.indiegogo.com/projects/empower-building-a-more-connected-world-internet-network#/

Money Transfer Online Payments Cash In & Cash Out Buy E-Cards Recharge Zain Iraq
Prepaid Lines

E-Commerce
Switch
MasterCard®
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Lastly, educating individuals and spreading awareness regarding mobile money continues to 
be another challenge that Zain Cash faces. In order to ensure the success of Zain Cash, 
the company continues to educate the public, governmental entities, service providers, and 
organizations on the mechanics of mobile money. Zain Cash ensured that it has a user-friendly 
interface in order to make it easy for customers to transition from traditional banking methods 
to mobile banking. Through widespread marketing and awareness campaigns that reaches all 
segments of society, Zain Cash has paved the path to ease the shift towards electronic banking.

CHALLENGE

APPROACH 
TAKEN TO 
ADDRESS 
CHALLENGE

Getting utility and service providers  
to use Zain Cash

Having the Central Bank of Iraq enforce 
electronic payment methods on service 
providers

Establishing a strong network in risky 
and remote areas coupled with active 
engagement with major stakholders

Launching a strong marketing campaign 
that reaches all segments of society by 
consulting stakeholders

Having agents buy and sell the service  
in risky and remote areas

Changing people’s mindests from 
traditional banking to electronic banking 

16 https://www.greenbiz.com/blog/2014/10/23/stakeholder-engagement-key-csr-online-communities
17 http://s21.q4cdn.com/589145389/files/doc_documents/EN/Stakeholder-Engagement-Plan.pdf

Stakeholder engagement is the backbone for any enterprise as it leads to sustainable 
value creation. It is important to keep in mind that to extract the potential that stakeholder 
engagement offers, companies need to have a robust and strategic engagement process.  
As such, the Zain Cash team took it upon themselves to create and send out questionnaires 
to material stakeholders so as to gather critical insights from their perspective so they could 
analyze, asses and grasp the transformational aspect that the service has provided thus far.  
To do so effectively, the team first identified key stakeholders, held consultation meetings 
with them and received feedback and notes; which resulted in the set-up of related action 
plans that address issues that were raised during the engagement process.

IDENTIFYING STAKEHOLDERS

Through lengthy discussion with top executives, the following stakeholders have been  
identified that use Zain Cash to disburse funds:

• Central Bank of Iraq 
• Local point of sales and retailers 
• Service and Utility Providers 
• NGOs and Aid Agencies 
• Refugees 
• IDPs 
• Ministries

Zain selected three material stakeholders and decided to engage with them by sending out 
tailored surveys that aimed to capture the service’s impact. The selected stakeholders were 
refugees and IDPs, service and utility providers and NGOs and aid agencies. The objective  
of this engagement was to increase Zain’s responsiveness to any rising issue or concern.16 

METHODS OF ENGAGEMENT 

Zain decided to engage with the selected stakeholders through extremely specified surveys. 
The surveys that were constructed specific to those stakeholders aim at identifying concerns 
and measure the impact that Zain Cash has on the community. This approach ensures that 
Zain is creating value for all stakeholders involved. Conducting such surveys helps the 
company gather opinions and views, accumulate and record data, and develop a baseline for 
monitoring and measuring the impact and transformational aspect of the service.17 

NEED FOR 
STAKEHOLDER 
ENGAGEMENT 
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SURVEY 2 SURVEY 3SURVEY 1

8 PROVIDERS 3 AGENCIES

ENGAGING WITH 
STAKEHOLDERS

194 REFUGEES 489 IDPs

RESULTS AND FUTURE STEPS

REFUGEES AND IDPS – SURVEY 1

The questionnaire given to refugees and IDPs 
provided meaningful insights on how Zain Cash 
could be improved when serving this segment. 
The aim of this survey was to gain a glimpse of 
the customer’s demographics, what refugees 
and IDPs spend cash disbursements on, 
and lastly how Zain Cash transformed their 
lives.  When it comes to the demographics:  
540 men and 142 women completed the 
survey. Regarding the age group of this 
selected sample, 7  Zain Cash users are in 
the range of 0-18 years old,  
210 are 18-30 years old, 349 users are 30-50 
years old, and 55 users are 50 years and above. Zain Cash users Non Zain Cash users

IDPs and Refugees (Zain Cash Users/Non Zain Cash Users)

639

44

Male Female

IDPs and Refugees Zain Cash Users (Male/Female)

540

142

0-18 Years old 18-30 Years old
30-50 Years old 50+ Years old

IDPs and Refugees Zain Cash Users (Age Group)

142
349

55
7

210

0-18 Years old 18-30 Years old
30-50 Years old 50+ Years old

IDPs and Refugees Zain Cash Users (Age Group)

142
349

55
7

210

In conclusion, with this sample being our reference point, most of the refugees and IDPs 
that use Zain Cash are male and in the age range of 30-50 years old. As this is the first survey 
edition, Zain Cash will continue to survey this particular service in order to evaluate the social 
impact and to see if the uptake of the service by women will increase.

When it comes to how refugees and IDPs spend the money, most of the refugees and 
IDPs spend it on rent, healthcare, and food. This method of aid gives refugees and IDPs the 
freedom to choose what to spend the money on. Therefore, the dignity and self-confidence 
of the individual is preserved as individuals are now able to make their own decisions when it 
comes to handling their finances. 

The transformational aspect of the service is demonstrated with refugees and IDPs who have 
been facing many difficulties when it comes to receiving cash disbursement, as they are now 
receiving cash in a matter of seconds. Through the survey, refugees and IDPs have identified 
that receiving the money any time is the most beneficial and liberating aspect of the service. 
As opposed to the traditional methods, refugees and IDPs claimed that before using the 
service they had to travel long distances, not receive the money on time, and in addition to 
dealing with the risk that the cash they receive could be stolen. Through the survey refugees 
and IDPs not only voiced the transformational aspect but also had the opportunity to voice 
their concerns. The most frequent concern mentioned in the survey was the need to increase 
the number of point of sales across Iraq.

NGOs  
AND AID 
AGENCIES

SERVICE 
AND 
UTILITY
PROVIDERS

REFUGEES 
AND IDPs
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SERVICE AND UTILITY PROVIDERS – 
SURVEY 2

The second questionnaire was handed  
to 8 well trusted partners. The partners 
that were chosen to fill in this survey come 
from varied sectors, among them are 
airlines and e-commerce business. 7 out 
of the 8 claimed that their business has 
improved after introducing Zain Cash and 2 
out of the 8 companies will be recruiting 
employees because Zain Cash led to a 
need for additional resources. This shows 
how impactful the service is to the growth 
of businesses. Furthermore, businesses are 
able to create more jobs, increase revenue 
generated, and attract more customers. 
Through the survey some issues were identified 
such as increasing the capacity of the platform 
itself, adding new technologies, partnering 
with other online payment channels and 
educating the population on how to use 
the platform. Responding to stakeholders’ 
concerns is helping Zain Cash build long-
lasting partnerships, create a positive and 
genuine impact on the community, as well as 
enhancing operational effectiveness.

NGOS AND AID AGENCIES –  
SURVEY 3

The survey created for NGOs and Aid 
Agencies were filled in by three entities.  
The questions included covered topics 
such as what obstacles do these entities 
face when it comes to providing IDPs and 
refugees with aid and how the introduction 
of Zain Cash allowed the organization to 
become more efficient. Overall, the entities 
ranked the service as semi-transformational 
due to the reluctant acceptance of mobile 
banking. Nonetheless, all agencies agree that 
cash disbursements rather than tangible 
supplies benefit the overall well-being of 
those in need by empowering them when it 
comes to money management.

FUTURE STEPS 

Regarding the feedback received from  
the three surveys, Zain has identified certain 
action points that address the concerns 
risen from stakeholders. Three main points 
of concerns have been and are being 
addressed. First, is to increase the number  
of point of sales throughout Iraq. Especially 
when it comes to remote rural areas and 
newly liberated areas. Point of sales are 
crucial as the majority of people living in such 
areas do not have the means to travel long 
distances. Another concern that has already 
been addressed is increasing the capacity 
of the platform to be able to register more 
people onto the system. Lastly, a further 
major challenge is gaining people’s trust 
when it comes to using mobile banking 
methods. As such, Zain aims to fully invest 
in educating the general public on mobile 
banking and banking in general as the 
majority of the population is unaware  
of the logistics of banking. This last point 
in particular is a challenge of immense 
proportions as not only the company has to 
educate the general public but it also needs 
to establish greater foundations grounded on 
trust and transparency.

SAFARICOM – M-PESA 

Similarly to Iraq, Kenya has a large unbanked population coupled with high mobile 
penetration. Safaricom a mobile operator under Vodafone is a mobile network operator 
in Kenya which is known for developing one of the most used mobile money services 
internationally. This specific case study shows how mobile money can play an extremely 
critical and beneficial role when it comes to economic and social development. 

Today, M-PESA has around 12,000 agents operating across Kenya allowing financial services  
to be accessed by many. Established in 2007, M-PESA is the most used mobile money in 
Kenya with 20.7 million subscriptions in 2016.18 

In Kenya, studies have shown that mobile money has lifted as many as 194,000 households 
out of poverty comprising 2% of the Kenyan population.19 With a similar business model  
to Zain Cash, Safaricom allows users to deposit and withdraw cash, send and transfer money, 
pay bills and in some cases, transfer money to and from traditional banks through mobile phones.

How it works: 

1-  Users establish an account by creating a username and password and registering their 
passport or national ID.

2-  By depositing cash, customers issue e-floats which is the commodity measured in the same 
units as local currency. E-floats are 100% backed by three different commercial banks thus 
ensuring security and steering away from any form of risk. 

3-  Customers can then start making the transaction they desire incurring various small fees 
per transaction.

EASYPASIA – TELENOR PAKISTAN IN PARTNERSHIP WITH TAMEER MICRO 
FINANCE BANK

Telenor, a mobile operator with a strong footprint across Central and Eastern Europe and Asia, 
partnered with Tameer Micro Finance Bank and together launched the service EasyPasia. This 
mobile banking service EasyPasia is based in Pakistan with 20 million active customers reported 
in 2016. By partnering Tameer Bank, EasyPasia is now able to offer a wide range of services such 
as deposits, loans, mobile accounts, peer to peer transfers, health insurance, remittances, and 
cash management services.

In 2016, EasyPasia introduced biometric verification devices to ensure real-time verification 
of customers in a timely manner. Though this form of verification, transparency, safety and ease of 
the transactions are enhanced.20 With mobile technology continuously evolving, service providers 
need to ensure that they are continuously developing their services in order to respond to market 
pressures, consumer demands, and ultimately sustain themselves as a business.

CASE STUDIES

18 https://www.mobileworldlive.com/money/analysis-money/m-pesa-continues-to-dominate-kenyan-market/ 
19 http://www.uncdf.org/financial-inclusion-and-the-sdgs
20 file:///C:/Users/Fatima/Downloads/TelenorPressRelease-1469717122464578006.pdf
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SUSTAINABLE 
DEVELOPMENT GOALS
Mobile money and digital payments methods are critical enablers in achieving some of the 
targets that fall under the Sustainable Development Goals (SDGs). The SDGs, is a global 
agenda that aims to ends poverty, address climate change and ensure peace and prosperity 
for all. Through this agenda, governments, corporations, NGOs, and civil society can all come 
together to help better and sustain the world. 11 out of the 17 goals can be linked to mobile 
money as it promotes a more inclusive financial ecosystem.21 As an industry, mobile banking 
promotes financial inclusion which contributes to economic growth, lifts undeserved groups 
out of poverty, helps establish strong financial systems, and boosts governments revenues.22 
By assessing and analyzing the goals and their targets we have chosen to discuss and relate 
Zain Cash to three of the 17 goals. 

21  https://www.gsma.com/mobilefordevelopment/wp-content/uploads/2017/03/GSMA_State-of-the-Industry-Report-on-Mobile-
Money_2016-1.pdf

22 http://www.uncdf.org/financial-inclusion-and-the-sdgs
23  https://www.gsma.com/mobilefordevelopment/wp-content/uploads/2017/03/GSMA_State-of-the-Industry-Report-on-Mobile-

Money_2016-1.pdf
24  https://www.gsma.com/mobilefordevelopment/wp-content/uploads/2017/03/GSMA_State-of-the-Industry-Report-on-Mobile-

Money_2016-1.pdf
25 https://sustainabledevelopment.un.org/sdg17

Mobile technology plays a fundamental role in facilitating the creation of a more inclusive 
and accessible financial system. The marriage between mobile technology and financial 
services opens doors to so many possibilities especially when it comes to marginalized and 
undeserved communities. Today, poverty and inequality are pressing issues that need to 
be urgently addressed in order to alleviate all forms of suffering. Therefore, leveraging on 
mobile technology to address such issues will greatly impact society and transform people’s lives.

The various features of Zain Cash such as money transfer and cash disbursement solutions 
through mobile phones empower individuals, that do not have access to traditional banking 
methods, by providing them access to receive, withdraw and transfer money through a secure 
portal. Through collective action, key stakeholders such as banks, international organizations, 
corporations, and distributors are collaborating to ensure that the service is user friendly and 
accessible to all. On a micro level, granting individuals access to financial services will further 
develop the market thus leaving a positive impact on society.

To fully foresee the benefits of the service, a comprehensive form of engagement with key 
stakeholders was done in order to extract significant data and respond to stakeholder’s 
concerns. Meaningful and consistent engagement is an enabler for maximizing the service’s 
socio-economic impact on the community. It is crucial for companies to be willing to listen to 
stakeholders as it demonstrates the company’s willingness to adapt in order to  address their 
concerns effectively. Through consistent engagement, organizations will be able to monitor, 
record, and communicate opportunities thus enhancing the business’s agility and versatility. 
Therefore, directly engaging with stakeholders allows businesses to not only better improve 
operational effectiveness and revenue streams but also leave a positive social, economic and 
environmental impact on the community which ultimately creates great value.

As a market leader and as part of Zain’s social contract and moral imperative, the company 
is dedicated to the UN Sustainable Development Goals and is working to help achieve this 
global agenda. As a transformative and empowering tool, Zain Cash contributes to some of 
the goals as it provides individuals access to financial services, reduces the inequality gap, 
creates partnerships with key players which overall contributes to sustained, inclusive and 
sustainable growth.

CONCLUSION

•  Installing a service that falls  
under mobile money 
automatically creates a large 
number of jobs in sales.  

•  Providing people access to  
financial services further 
develops local markets as  
creating a Zain Cash account 
provides individuals with a base 
to build and manage working 
capital. This helps individuals 
manage their accounts to 
ensure they are financially 
secure and are able to 
mitigate risks related to debt. 

•  Access to financial services 
can enable individuals and  
SME business owners to 
expand their own businesses 
which helps with job creation 
and improves overall GDP.23

•  Providing financial services to 
all empowers and promotes 
social and economic inclusion 
irrespective to the person’s 
age, gender, race and religion. 

•  When migrant workers send  
money through mobile 
banking back to their villages, 
counties, or rural communities 
at an affordable price, workers 
and their families are able 
to save money. As such, 
studies have shown that 
transferring money through 
mobile financial services is  
50 percent cheaper than 
traditional money transfer 
methods.24 

•  In order for Zain Cash to fully 
thrive and succeed, a strong 
commitment to establishing 
healthy partnerships is 
needed. By partnering 
government entities and 
NGOs, a facilitated approach  
to the distribution of the 
service to all segments of 
society makes it sustainable 
and inclusive. Partnering 
different entities benefits all 
as it mobilizes all available 
resources, improves revenue 
collection, and enhances the 
dissemination of knowledge 
and expertise.25 
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