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Moses 
Persona: 
Unstable MSME  

“During the lunch hour 
 rush, I get kind of hyper.” 













































AWARENESS ENGAGEMENT CONVERSION + FULFILLMENT RETENTION

Traditional MSME

UPFRONT EFFORT/
CAPITAL TO SET UP SHOP

Online MSME

FREE 
SET UP

POSTING QUALITY 
CONTENT

DAILY 
UPDATES

RESPONSIVENESS 
TO INQUIRIES

FOLLOWING 
UP WITH  

PROSPECTS

ACQUIRING 
PLEDGE TO BUY

ORDERING 
PRODUCT

UPDATING 
CUSTOMER

DELIVERING 
PRODUCT; 
SECURING 
PAYMENT

PRESENCE/RESPONSIVENESS 
TO CUSTOMERS

BARGAINING 
ON PRICE/TERMS

DELIVERING PRODUCT 
UPON SALE

RELATIONSHIP-BUILDING 
WITH EXISTING CUSTOMERS; 

RESPONDING TO SUPPORT ISSUES

ADDING 
EXISTING 

CUSTOMERS TO 
GROUPS

RELATIONSHIP- 
BUILDING; 

RESPONDING 
TO ISSUES

POSTING 
TO GROUPS

STOCK UP
INVENTORY













Personas

Stable MSMEs: already have clients; may pay for 
digital helper to assist with digital augmentation of 

core business; e.g., Demetria’s mom and Musafiri



Tech Recommendations

▼

Bundled Services 

▼

▲
Digital Helpers: 

In-Person

Onboarding Chatbot

▼

▲
Digital Helpers: 

Online Group

▲
Digital Assistant 

MORE 
FEATURE 
LEVEL

MORE 
PRODUCT/

SERVICE



Bundled Services 

Oze



Personas

Unstable MSMEs: wait and see what others have done



Smart Alerts/MSME Nudges

▼

Standardized Customer 
Service and Protections 

▼

▲
MSME-Centered 
Digital Trainings

Trust Marketplace/
Customer Reviews

▼

▲
Improved 

Professional Content

▲
Influencer Corps 

MORE 
FEATURE 
LEVEL

MORE 
PRODUCT/

SERVICE



Standardized Customer 
Service and Protections 

Lipasafe





Business M-Wallet

▼

AI-driven Tools to 
Improve MSME Activity  

▼

▲
Business Financial Training

 

One-Stop Shop for 

MSME Microservices 

▼

▲
MSME-friendly 

digital credit

▲
One-off Intermediation 

Services 

MORE 
FEATURE 
LEVEL

MORE 
PRODUCT/

SERVICE

In-Kind Credit

▼



In-Kind Credit

Sarafu (Azam Pay)Sokowatch 





Express Formalization

▼

Micro-Consulting 
Group for MSMEs  

▼

▲
Testimonials on MSME 

successes and challenges

 

Franchise Model

▼MORE 
FEATURE 
LEVEL

MORE 
PRODUCT/

SERVICE
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Image credit: TechnoServe Smart Duka program trains shopkeepers how to manage their business better









Express Formalization
Expedites  business registration and 

payment accounts for suppliers

 

https://medium.com/f4life/making-business-work-for-dukas-f30b456c48e
https://medium.com/f4life/getting-the-timing-right-the-life-cycle-of-a-small-shop-in-africa-6c10e6e9fab6
https://medium.com/f4life/getting-the-timing-right-the-life-cycle-of-a-small-shop-in-africa-6c10e6e9fab6
https://medium.com/f4life/who-are-the-small-merchants-who-make-a-real-living-instead-of-just-making-some-extra-money-ef6b7200dccf
https://medium.com/f4life/who-are-the-small-merchants-who-make-a-real-living-instead-of-just-making-some-extra-money-ef6b7200dccf
https://medium.com/f4life/who-are-the-small-merchants-who-make-a-real-living-instead-of-just-making-some-extra-money-ef6b7200dccf
https://medium.com/f4life/visiting-a-merchant-shop-in-kibera-in-vr-af784b3773eb
https://medium.com/f4life/visiting-a-merchant-shop-in-kibera-in-vr-af784b3773eb
https://www.fibrproject.org/s/FIBR-CASE-STUDY-FINAL-Oct-2018-tg3x.pdf
https://www.fibrproject.org/s/FIBR-CASE-STUDY-FINAL-Oct-2018-tg3x.pdf
https://medium.com/@ddelser/sparking-growth-in-corner-shops-4b63e415bc9d
http://www.fibrproject.org/news-events-list/2018/4/25/fibr-report-launch-artificial-intelligence-practical-superpowers
http://www.fibrproject.org/news-events-list/2018/4/25/fibr-report-launch-artificial-intelligence-practical-superpowers
https://www.fibr.ai/blog?category=MSMES
https://medium.com/f4life/https-medium-com-f4life-beyond-marketing-generating-trust-to-sell-online-superplatforms-small-merchants-d44081c4de77
https://medium.com/f4life/https-medium-com-f4life-beyond-marketing-generating-trust-to-sell-online-superplatforms-small-merchants-d44081c4de77
https://medium.com/f4life/small-merchants-whatsapp-instagram-sell-online-superplatforms-d0e6ff78837d
https://medium.com/f4life/small-merchants-whatsapp-instagram-sell-online-superplatforms-d0e6ff78837d
https://medium.com/f4life/micro-consulting-using-whatsapp-groups-to-support-agents-973ce97fd1d
https://medium.com/f4life/micro-consulting-using-whatsapp-groups-to-support-agents-973ce97fd1d
https://medium.com/f4life/what-if-we-offered-business-support-to-small-merchants-over-whatsapp-1538ebadf6a5
https://medium.com/f4life/what-if-we-offered-business-support-to-small-merchants-over-whatsapp-1538ebadf6a5
https://medium.com/f4life/what-if-we-offered-business-support-to-small-merchants-over-whatsapp-1538ebadf6a5
https://medium.com/f4life/what-happens-on-uber-should-stay-on-uber-c83c3e68920f
https://medium.com/f4life/what-happens-on-uber-should-stay-on-uber-c83c3e68920f
https://www.cgdev.org/publication/lets-be-real-informal-sector-and-gig-economy-are-future-and-present-work-africa
https://www.cgdev.org/publication/lets-be-real-informal-sector-and-gig-economy-are-future-and-present-work-africa
https://www.cgdev.org/publication/lets-be-real-informal-sector-and-gig-economy-are-future-and-present-work-africa
https://www.cgdev.org/blog/can-africa-show-how-gig-workers-get-fair-share-digital-economy?
https://www.cgdev.org/blog/can-africa-show-how-gig-workers-get-fair-share-digital-economy?
https://www.cgdev.org/blog/can-africa-show-how-gig-workers-get-fair-share-digital-economy?
https://www.weforum.org/agenda/2019/02/here-s-how-digital-commerce-could-drive-employment-in-africa
https://www.weforum.org/agenda/2019/02/here-s-how-digital-commerce-could-drive-employment-in-africa
https://bfa.works/iworker
https://bfa.works/iworker



