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LET’S IMAGINE A WORLD 
WHERE WOMEN HAVE POWER 

OVER THEIR 
FINANCIAL FUTURE.
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IDEO.org aims to build gender-inclusive 
financial services based on a deep understanding 
of the access and usage barriers that women face. 

This is a multi-country and multi-year journey, 
and Indonesia is a focus.
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4 WEEKS, 
3 REGIONS, 65 PEOPLE.
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Research Locations
We conducted research in Central Sulawesi, East 
Java, and Bali. We selected these locations based 
on diversity of geographies and areas where our 
partners operated. 

Research Sample
The women in our sample ranged in age from 16 
to mid-40s. When plotted against spectrums that 
represent the ranges we would expect to see in 
Indonesia, our sample of women were at or below 
the median for digital literacy. There was a higher 
concentration of women who were low-income, 
although no one was below the poverty line. Due to 
the constraints of our remote methodology, our 
sample included both rural and peri-urban, but 
skewed slightly more peri-urban than past Women 
and Money program countries.

Low-tech High-tech

Rural Urban

Lower-income Higher-income

10 years 
old

50 years 
old

25 Women
15 Agents
6 Influencers 
4 Tech Helpers
5 Couples
3 Male Partners
2 Matriarchs

East Java
Bali
Central Sulawesi

Poverty Line

Distribution of women in our sample
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Our research took place in March 
and April of 2021, against the 
backdrop of the lingering Covid-19 
pandemic. In order to ensure 
everyone’s safety*, we opted for an 
entirely remote methodology, which 
incorporated a longitudinal diary 
study that allowed us to paint an 
immersive portrait of the lives of 
both women and agents.

Phone interviews:
Semi-structured interviews covered topics ranging 
from household dynamics and responsibilities, 
financial behaviors, and experiences with various 
financial products and services. 

Longitudinal diary study:
Over the course of six weeks, 10 women and 6 
agents were prompted every other day to share 
reflections, answer questions, or document their 
day—including key financial behaviors. 

* as an additional safety measure, all names have been 
changed or de-identified throughout this report to 
protect participant privacy and confidentiality
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We set out to explore women’s 
preferences and practices when it 
comes to money management as 
well as the variety of social, cultural, 
and technological influences that 
impact her choices and experience. 

Get to know women’s ideas, 
attitudes, opinions, preferences, 
and practices when it comes to 

managing money.

Explore the interpersonal and 
household dynamics that inform, 
influence, and impact women’s 

economic empowerment and financial 
inclusion.

Get to know women’s ideas, 
attitudes, opinions, preferences, 
and practices when it comes to 

digital technology.

Get to know the current G2P 
beneficiary experience (i.e. PKH). 
How does it interact with DFS and 
CICO,and how can G2P be an onramp 

to DFS for women?

Learn about women’s interactions 
with agents from both the customer 

and agent perspective.

Develop a deep and nuanced 
understanding of the DFS and CICO 

ecosystem in the Indonesian 
context.

Understand the social and 
cultural context of Indonesia, 
including gender norms and 

key factors influencing women’s 
economic empowerment and financial 

inclusion.
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This work was completed as part 
of an ongoing study funded by the 
Bill & Melinda Gates Foundation, 
and would not have been possible 
without the close collaboration of 
and generous support of our 
network of partners. This report was 
collaboratively authored by 
IDEO.org and Kopernik, with all 
research being led by Kopernik.

Supported by

In partnership with

An international 
non-profit design firm 
committed to creating a 
more just and inclusive 
world, by designing 
products, services, and 
experiences.

An R&D Lab that addresses 
social and environmental 
challenges by conducting lean 
experiments to find what 
works and what doesn’t.

Main Research Team
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INTRODUCTION



11Women + Money Indonesia | Introduction

There is a palpable pride in the advancement 
of women’s rights in Indonesia— 

it is part of the national narrative to celebrate the 
progress and the importance of gender equality. 

Examples

69% of
 Indonesia’s overall 

gender gap has been closed 
corresponding to a rank of 101st 
globally (out of 156 countries).

 
WEF Gender Gap Index

Ibu Kartini 
National Holiday 

A national holiday celebrates 
Ibu Kartini, a trailblazer 

in establishing women’s rights 
in Indonesia.

 

56%  of 
Indonesian women 

own a financial account
FII 2018
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Comparing Indonesia 
to other Women and Money contexts 

highlights some key differences.

Money is the domain 
of women. It is the 
expectation for women 
to be the treasurer 
of their household.

Proxies are less 
relevant. Women have 
more mobility and 
more capabilities to 
do things on their 
own. 

She is starting out at a 
higher baseline of 
empowerment due to 
being responsible for 
the money.

In motherhood, her 
workforce participation 
decreases, but her 
financial inclusion 
increases.

Inspiring women 
narratives are present 
in her community. 

Money is the domain 
of men. Society doesn’t 
view it as her role to 
earn money or her right to 
make financial decisions. 

She leverages what’s 
familiar—trusted proxies 
and workarounds—to 
access services and 
fill gaps. 

Her saving and 
budgeting does not 
translate to significant 
gains in voice, 
influence and control 
over money in her 
household.

There are key transition 
moments when gender 
norms have the 
potential to relax.

There are few 
narratives or 
examples that invite 
her to imagine her 
role as a financial 
contributor.
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Yet, there is still a gap in women’s use 
of financial services, in addition to their 

workforce participation.

There’s a gender gap 
in contributing to 
household income 

Contributing to household income is 
defined by providing half or more 

of household income.
 

FII 2018

Only 43% of women 
participate in the workforce

compared to 80% of men. 

FII 2018

There’s a usage gap 
between rural and urban women

Recent use is defined by within the last 
90 days.

FII 2018

Savings PaymentWomen Men

43% 80% 30% 37% 18% 35%

Women Men

34% 73%

Examples
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To address these gaps, we see 
opportunities in three key areas...

She has all the building 
blocks to adopt DFS.

But DFS is not yet 
relevant in her rural, 

cash-based life. 

Build Relevance Build Confidence Build Inspiration

She has confidence in her 
ability to manage money for 

her household.

But she has little confidence 
in DFS, which feels 

too complicated and 
unnecessary.

She has confidence in her 
ability to manage money for 

her household.

But what if DFS offered 
radical new pathways for her, 
supporting and inspiring her 

each step of the way?
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This report honors the unique strengths and 
resilience of Indonesian women while 

surfacing opportunities to drive financial inclusion 
and women’s economic empowerment.
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KEY
 INSIGHTS
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Putu Aryani is 35, and she lives with her 
husband, her 3 children, her parents and her 
younger sister in Sukawati, Bali. 

She teaches home economics at a nearby 
public high school, and also makes cookies to 
sell at the school canteen. After the pandemic 
caused her husband to lose his job as a driver, 
Putu Aryani had to take on additional teaching 
hours, becoming the primary breadwinner for 
her family.

Putu Aryani  manages the household money. 
When her husband was still working, he gave 
her his earnings for her to manage, mostly 
for monthly family needs i.e. for the kitchen, 
and her children’s tuition fees.
 

“I’m the treasurer. 
Anything related to money, 

I handle it.”

Although she manages the money, she still needs 
to discuss all of her decisions with her husband 
— yet sometimes she takes some liberties.

“Once, I wanted to buy a new TV for the the 
house at the village, because it was one of those 
old tube model. He didn’t agree, but I bought it 
anyway behind his back. When he found out, 
he was upset and didn’t talk to me for 2-3 days. 
But when he watched something on that new TV, 
he said he liked it.”

01
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It is well established that across 
Indonesia, it is common for women 
to be responsible for managing 
money in their households. Even 
with her role as treasurer, however, 
she is not fully economically 
empowered. Strongly held social 
norms expect that her husband is 
the head of the household, even 
among progressive families.

Women manage the money, 
but still don’t hold all of 
the power.

At home, I’m the one who manages money. 
I’m the treasurer. Anything related to 
money I handle it.

Woman, Bali

“
It is important to manage the money well, 
especially once married. The wife must be 
careful in managing money, because if not, 
it may cause issues in the family. We need 
to manage the money well and transparently… 
and classify it for our needs.

Woman, Bali

“

01
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 INFLUENCE

If you were to speak your mind on a typical decision 
regarding how to spend your household’s income, how much 
influence do you think you would have on the final 
decision?

 VOICE

If you happened to disagree with a decision about how 
your household’s income is spent, how likely would you 
be to voice disagreement?

 CONTROL

To what extent do you agree or disagree with the 
following statements regarding the money you personally 
earn or receive? You make the final decision on how your 
money is spent or saved.

I manage all the money and have more 
hand in financial decisions, but other 
things my husband decides on his own.

Woman, Bali

“Women report high levels of empowerment, which is 
strongly correlated with her management of 
household money—yet some women still lack agency 
and influence beyond day-to-day financial decision 
making. 

Economic empowerment measured by rural women’s responses to the three 
questions about Influence, Voice, and Control from FII 2018. 

63% 
of rural women 

report being empowered 

40% 
of rural men report 
being empowered 

01
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Ability to enact 
preferences

Power to 
negotiate

Financial 
independence 

Financial 
literacy

She understands the 
various financial 
products and services 
and the risks and 
benefits of using 
them 

She is able to borrow 
and repay loans

She is able to 
keep money safe 
and draw upon it 
when she needs 
to

She can decide 
whether to 
contribute or 
withold 
resources from 
the household 

She is able to 
negotiate for her 
preferred outcomes 
with other family 
members

She is 
respected 
and valued as a 
financial 
manager Her labor and effort are 

valued by her family and 
community

She is able to 
save and grow her 
money

She is able to 
exchange money and 
move it around easily

She is able to decide 
how money is spent

She is able to select 
work or business 
opportunities 

She is able to 
generate 
sustainable income 

She is able to 
plan and save 
for emergencies 
and financial 
shocks 

She can support 
herself independently 
rather than relying 
on a relationship for 
financial support

She perceives herself to 
have agency, control, 
and self-worth

She is respected and 
valued as an economic 
contributor to the 
household  

Her voice and 
opinion are 
influential 
within her 
household

She is able to 
choose whether 
to enter or 
leave a 
relationship 

She is able to 
transact without 
a lot of help 
from others

She is able to 
plan and 
budget for her 
family

Levers of Women’s Economic Empowerment
for Rural Indonesian Women*

She is able to use digital 
financial products and 
services

Perceived 
agency

We’re not there We’re there

*Adapted from Women’s World Banking 2021

01
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How might we leverage her role as 
household treasurer to further increase 
self determination and agency?

The Problem

Social norms dictate that 
the husband is still the 
ultimate decision maker.

Her Power

Through managing 
household finances, she 
has developed financial 
skills and capabilities. 

01



22Women + Money Indonesia | Key Insights

Compared with other Women and 
Money research, Indonesian women 
are supported in working outside 
of the home, however women's 
participation in the labor force still 
lags significantly behind men.

There is an even greater gap once she 
becomes a mother, as strong social 
and gender norms pressure women 
to prioritize caregiving responsibilities
at the expense of work opportunities 
outside of the home.

I wish and will try to have my own 
business from home after I get married. 
For now, I focus on my career first.

Unmarried Woman, Bali

“

Motherhood further constricts 
women's already limited 
participation in the labor force.

02

“
For my daughter, I say that a woman 
will follow her husband, so you need to 
be good in managing money. Don't waste 
money for what you want, but fulfill 
the family's needs first.

Father, East Java

“
Before I had my son, it was easier 
to make decisions about money and work. 
But after, every time I see my son 
sleeping, it was just too hard for me 
to leave him (to go to work).

Mother, Central Sulawesi



23Women + Money Indonesia | Key Insights

Employment among women is low across her life, 
but is especially pronounced after marriage— 
widowhood, however, may cause her to reenter the 
workforce, as she must provide for her family.

43%
of women were employed in the 

last year

80%
of men were employed in the 

last year

Data Source:
FII, 2018

As the percentage of married women increases, we see 
her employment flatline. This plateau persists 
throughout the bulk of her childbearing years.

As women become widowed late in life, they are more 
likely to reenter the workforce through 
self-employment, irregular or seasonal work.

Marriage and employment during 
childbearing years (all women)

Widowing and employment transitions (all 
women)

02
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How might we offer mothers support 
in building their own businesses, 
in addition to offering new paths
of employment?

The Problem

Strong gender norms around 
caregiving create barriers 
for women to fully and 
consistently participate in 
the workforce. 

Her Power

She has the 
entrepreneurial skills 
to start a business 
from home.

02
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Setiawati, a 44-year-old woman with two adult 
children and one school-aged child, has had to 
fulfill her family’s needs ever since her husband 
passed away a few years ago. She used to be a 
handbag craftswoman, but now she sells rica-rica 
mentok, a spicy duck dish specialty from East 
Java. 

Prior to the pandemic, Setiawati sold her 
cooking in a stall near the market. After teaching 
herself to use a smartphone, she also became 
a GoFood merchant by asking her Gojek driver 
friend to sign her up. Since the pandemic, 
she had to close her stall and shift her business 
entirely online, selling from home. She learned 
how to change the location of her business to her 
home by herself.

“I am the kind of person 
who can’t accept if I can’t do 

something.”

Now Setiawati has developed several creative 
techniques for getting the word out there from 
watching others online. Today she promotes 
her cooking through posts on Facebook and in 
her WhatsApp status. 

Although her younger siblings occasionally help 
her financially, she tries her best to be able to 
support her family, particularly her youngest, 
who’s still in Islamic boarding school. She 
doesn’t want her son to be seen as “fatherless” 
by other people.

03
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Despite shifting her business 
online, cash payment is preferred.

With the pandemic causing many 
lost wages and work among their 
husbands, women—now the primary 
breadwinners for their family—
had to find creative ways to earn 
extra income and continue their 
businesses, primarily using social 
media platforms like WhatsApp, 
Facebook, and Instagram to get the 
word out about their goods. Women 
have learned these new tools and 
strategies from each other and even 
from watching YouTube videos.

However, the trend of shifting to 
digital ends at payments, with both 
her customers and suppliers still 
preferring to operate in cash.

I started selling items on Facebook 
live one year ago when Covid started, 
because customers could not come to the 
shop. I go live selling on my personal 
Facebook account. I started selling 
online on Facebook after seeing other 
people selling clothes on Facebook too. 
I tried the same way. 

Woman, Central Sulawesi

“

03

Since Covid, I sell my goods via online. 
I post daily on Facebook and people can 
order via Whatsapp and Messenger. My 
daughters will deliver them to the 
customers on their motorbikes. The payment 
is cash including the delivery fee given to 
my daughters.

Woman, Central Sulawesi

“
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How might we make digital transactions 
more desirable for online business owners 
and their customers?

The Problem

In rural economies, 
cash is simply a better user 
experience— easier to 
manage, allocate, and use, 
while DFS is complicated.

Her Power

She can quickly adopt 
new digital tools by 
teaching herself and 
learning from others. 

03
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Despite having some of the 
necessary building blocks to adopt 
DFS, these are not sufficient to 
drive mass adoption, as many rural 
women still lack the confidence to 
try new DFS services. 

DFS is unfamiliar and difficult 
to learn, and the fear of making 
mistakes or getting scammed 
prevents her from trying them.

DFS feels too complicated 
and risky, even for financially 
and digitally-savvy women.

“ “
I am not interested in learning about 
digital money. Better to use cash. 
In Indomaret there is also a promo 
offer using OVO, but still I am not 
interested because the feeling of 
taking care of OVO is complicated.

Woman, East Java

I don’t use m-banking. I don't dare 
to try. I'm too worried to click 
something wrong and becomes a problem. 
I rely on my neighbor’s daughter to 
help me do things on the phone.

Woman, East Java

04
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Although DFS enablers are high for Indonesian 
women—with a high percentage of women who 
are literate, who can text, and who own a phone— 
use remains low. 

04

80% 
of rural women  
are literate

59%
of rural women 
own a phone 

46%
of rural women  

can text

(20% of the rural population 
shares a phone, 21% have no phone)(Rural men: 85%) (Rural men: 52% )

Data Source: FII, 2018

“
Nobody around me uses 
e-money, that is why 
I am unfamiliar & afraid 
to use those apps.

Woman, East Java

Less than 1% of rural 
women used a mobile 
money account within the 
last 90 days.

FII 2018
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How might we build her confidence 
and support her in advancing from 
digital literacy to digital financial literacy?

The Problem

DFS is too complicated, 
has a high barrier of entry, 
and not much support. 

Her Power

She already has many 
of the prerequisites to 
adopt DFS.

04
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E-commerce has increased access 
to goods and services in rural areas, 
enabled women to save on their 
spending, and created new business 
opportunities during the pandemic.

While rural women like the idea of 
taking advantage of discounts and 
promos available through 
e-commerce to make their money 
go farther, some expressed concerns 
over the increased temptation to 
spend her already limited resources. 

E-commerce can be an exciting 
onramp to DFS, but for the most 
vulnerable, it comes with a 
perceived temptation to spend 
and few protections. 
 

Digital wallet customers are mostly 
women because they love shopping. 
They seldom leave balance in their 
digital wallet. They only top up when 
they purchase something. 

Agent, Bali

“
I started buying things from Shopee 
for myself,but I noticed that I can sell 
this in the village offline. So I 
decided to try because its cheaper at 
Shopee and I get a good margin. I got 
into this because it is profitable. 

Small Business Owner, Central Sulawesi

“
I stopped using ShopeePay because it made 
me consumptive boros. I used to use Shopee 
to browse and buy clothes and makeup, but I 
don't have that much money anymore. There 
are more important things than those these 
days. So I no longer use Shopee.

Single Woman, Bali

“

05



32Women + Money Indonesia | Key Insights

How might we transform 
e-commerce to support and nurture 
healthy financial behaviors? 

The Problem

E-commerce is currently 
geared toward getting 
women to spend, rather 
than helping her to save or 
grow her wealth.

Her Power

She is crafty, frugal, 
and good at making 
things work for her. 

05
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The Problem

Social norms expect 
that the husband is 
still the ultimate 
decision maker.

Her Power

Through managing 
household finances, 
she has developed 
financial skills and 
capabilities. 

How might we 
leverage her role as 
household treasurer 
to further increase 
self determination 
and agency?

Summary

How might we offer 
mothers support in 
building their own 
businesses, in addition 
to offering new paths of 
employment?

The Problem

Strong gender norms 
dictate that women 
are responsible for 
all caregiving. 

Her Power

She has the 
entrepreneurial skills 
to start a business 
from home.

How might we make 
digital transactions 
more desirable for 
online business owners 
and their customers?

The Problem

In rural economies, 
cash is simply a better 
user experience— easier to 
manage, allocate, and use, 
while DFS is complicated.

Her Power

She can quickly adopt 
new digital tools by 
teaching herself and 
learning from others. 

How might we build 
her confidence and 
support her in moving 
from digital literacy 
to digital financial 
literacy?

The Problem

DFS is too complicated, 
has a high barrier of 
entry and not much 
support. 

Her Power

She already has many 
of the prerequisites to 
adopt DFS.

How might we 
transform e-commerce 
to support and nurture 
healthy financial 
behaviors? 

The Problem

E-commerce is currently 
geared toward getting 
women to spend, rather 
than helping her to save 
or grow her wealth.

Her Power

She is crafty, frugal, 
and good at making 
things work for her. 

01 02 03 04 05
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ARCHETYPES
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We noticed patterns of behavior 
across the women we met and created behavioral 
archetypes that highlight how women think about 
money management, and how they interact with 

financial services.
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Convenience
● Can check and transact 

from anywhere, anytime

Cost
● Cashbacks and promos

Where Women Access Their Money and Why

Why 
she uses it...

What makes 
it challenging 
for her… 

Use Cases

Opportunities

CICO Journeys

Financial 
Service

Independence
● DIY learning

Convenience
● Proximity
● Ease of use

Cost
● Free of charge when 

transferring within 
the same bank

Difficulty to cash in/ 
money rejected

Lack of confirmation 
receipt

Queues and waiting time

Far away for some

Cash withdrawals

Deposit money

Arisan Agent ATM Cooperative and 
Village Bank Branch/Teller Mobile/Web 

Banking
E-money/ Digital 

Wallets

Human Connection
● Personal Relationship
● Face-to-Face 

Interaction

Safe & Trusted

Inconvenient
● Long lines
● Complex security 

system (Forgetting or 
having to change the 
PIN multiple times)

● Typically located in 
urban areas

Irrelevant
● Not enough money 

leftover to justify 
opening an account

Peace of Mind
● Easy to check balance
● Easy to confirm 

receipt of money 
transfer

Cost

Need to buy Pulsa (phone 
credit)

Complicated / difficult 
to learn

Afraid of mistakes / 
need help

Not enough disposable 
income

Fear of temptation to 
spend

Complicated and 
confusing
● Steep learning curve
● Complex process to top 

up

Cash out still need to 
go to ATM

Money transfers

To verify transactions
● Check balance
● Confirm cash in
● Receive salary

How might e-commerce 
support her to save 
and not just spend?

Rural
Accessibility

Contributing to 
Community:
● Support members of the 

community, relatives

Convenience
● Proximity
● Reliability

Simplicity
● Transaction done by 

others

Safe & Trusted
● History and reputation

Deposit money

Savings

Deposit

Withdrawals

Savings

E-commerce 
purchases

Bill pay

How might DFS make it 
easy for her to know 
what is going on across 
all of her accounts?

How might DFS offer 
the same trust and 
personal relationship 
as a bank teller?

How might DFS offer 
her the sense that she 
is giving back to her 
community?

How might DFS be as 
ubiquitous and 
convenient as ATMs 
for CICO?

No good cooperative or 
village bank in area

Convenience
● Proximity
● Longer opening hours
● Reliability
● Back up when phone or 

ATM not working

Simplicity
● Transaction done by 

others

Safe & Trusted
● Protection from scams 

or fraud
● Agent is known

Contributing to 
Community:
● Support members of 

the community, 
relatives, friends

Convenience
● Proximity

Simplicity
● Weekly savings

Safe & Trusted
● She Knows the leader 

No good Arisan options 
available in area

Fees / transaction 
charges

Sometimes run out 
of cash

New users not aware that 
Laku Pandai agents are 
extensions of the bank

Transfer money 
(Remittances)

Savings

How might we leverage the 
trust in agent networks 
to introduce her to new 
DFS products? 

How might DFS feel more 
like a group of trusted 
friends that help her 
grow her skills and wealth? 
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We originally sketched 
six archetypes that were 
composite representations 
of the women we spoke 
with, representing 
different levels of 
household money 
management, and using 
different blends of cash 
and digital money.

Devi 
The Trailblazer

Mother generating 
small earnings to 
supplement the 
family

Atun
The Matriarch
Homemaker recently 
turned breadwinner

LOW HH MONEY MNGMT SHARED HH MONEY MNGMT HIGH HH MONEY MNGMT

25, Unmarried 29, Married, 
1 kid

25, Married, 
no kids

41, Married, 
3 kids

35, Married, 
2 kids

46, Married, 
2 kids

Indah
The 
Entrepreneur
Successful business 
owner supporting 
herself and saving 
for her children

Bunga
The Modern
Employed, 
digital & 
financially-
savvy household 
treasurer

Ika
The Learner

Husband manages the 
money but financial 
decisions are made 
jointly

Putri
The Dependent

Digitally-savvy 
student or young 
unmarried woman 
living with parents
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Devi 
The Trailblazer

Mother generating 
small earnings to 
supplement the 
family

Atun
The Matriarch
Homemaker recently 
turned breadwinner

LOW HH MONEY MNGMT SHARED HH MONEY MNGMT HIGH HH MONEY MNGMT

25, Unmarried 29, Married, 
1 kid

25, Married, 
no kids

41, Married, 
3 kids

35, Married, 
2 kids

46, Married, 
2 kids

Indah
The 
Entrepreneur
Successful business 
owner supporting 
herself and saving 
for her children

Bunga
The Modern
Employed, 
digital & 
financially 
savvy household 
treasurer

Ika
The Learner

husband manages the 
money but financial 
decisions are made 
jointly

Putri
The Dependent

Digitally savvy 
student or young 
unmarried woman 
living with parents

We decided to focus 
our design 
opportunities on 
these four, that have 
the biggest 
opportunity to shift 
to more digital use.
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Family
Married with children

Education
Elementary School

Share of Household Income

Digital Literacy

Financial Literacy

THE MATRIARCH ATUN 
Archetype

Meet Atun, she’s 46 years old and lives with 
her husband and two children in a village just 
south of Probolinggo, East Java. Like many 
other women her age in the village, Atun is a 
former worker abroad.  She returned home to 
start a family, with plans to sell food,  but her 
husband asked her to postpone her plans so 
she could stay home with the children. 

When her husband lost his job during 
Covid-19, Atun started selling fruits and chips 
at the market and became the primary 
breadwinner. She has to work twice as hard to 
make ends meet, but she is able to supplement
with a payment she receives from the 
government. Although she was able to save 
some money through a local Arisan (women’s 
savings group), this was not enough to sustain 
her growing family and Covid-19 shocks.

Her World 

Rural, cash-based 
economy

Her Superpower 

Anticipate and see 
her family’s needs far 
into the future

Her Pain-point 

DFS seems too 
complicated and 
unnecessary — 
all her needs are 
already met!
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Agent Networks

Her Money Journey

Trigger

She receives earnings from 
her business selling fruits 
and chips

She has run out of fruit 
and needs to buy more 
from the farmers to sell 
tomorrow

Prepare Transact Use

*since she is paying in cash, 
there is no need to cash-in 
or cash-out

She brings the money that 
she earns and uses it to buy 
directly from the farmers

She needs to pay her 
monthly arisan amount

She gathers together the 
cash that she and her 
husband have been setting 
aside in their piggy bank

She gives the cash to the 
leader at her monthly 
arisan meeting; 
occasionally she is also the 
recipient of the funds from 
this savings circle

She uses the windfall of cash 
to pay for larger expenses like 
religious ceremonies and 
special events

The Matriarch Atun

Arisan Agent Financial 
Service Usage

CICO
AccessG2P

Ca
sh
 J

ou
rn

ey
Ar
is
an
 J
ou
rn
ey
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CICO Behavior

Uses agents to send 
money to children 

living away

How might we 
make it relevant to 

her life?
How might we demystify 
DFS and help her learn?

How might we help 
her see the benefit of 

DFS?Married, with 
children

Rural, cash-based 
economy

Her Behavior & Needs

The Matriarch Atun

Financial Behavior

Earns a small income 
through necessity 

business
Financial Behavior

G2P Recipient

Financial Behavior

Saves money in 
Arisan

Her Needs
 DFS that feels useful 
and relevant to her

Digital 
Literacy

Financial Behavior

Anticipates and plans 
for family’s 

financial needs

CICO Behavior

Agent will cash out 
all of her G2P 

payments

Her Needs
DFS that’s 

approachable and 
accessible

Share of Household 
Income

Financial 
Literacy
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THE ENTREPRENEUR INDAH

Family
Married with children

Education
High School

Share of Household Income

Digital Literacy

Financial Literacy

Meet Indah,  a 41-year-old mother of three 
living in East Java. She and her husband 
both work to support their children, one of 
whom is currently studying at a university 
outside of the city and requires a money 
transfer to cover her daily needs.  She runs 
a profitable culinary business selling food 
at the market. In order to make ends meet 
during the pandemic, she moved her 
business to GoFood, where she was able to 
reach more customers. 

Every day, after her husband finishes with 
his work peddling items and snacks around 
nearby villages, he deposits most of the day’s 
income into their shared bank account 
using an ATM. They both understand 
the importance of saving up for emergency 
situations. Indah is eager to learn new 
things to improve her livelihood, because 
she believes a woman has to be able to find 
extra income if money is tight.

Her World 

Peri-urban, burgeoning 
digital economy

Her Superpower 

Despite constraints, she 
adapts and thrives

Her Pain-point 

She needs a way to 
move back and forth 
between digital and 
cash more fluidly

Archetype
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Bank Account

She receives an email from 
GoFood listing her daily 
earnings 

Gojek transfers her 
GoFood earnings directly 
to her bank account

She cashes some of the 
money out via the ATM in 
her area and leaves the rest 
in the bank as savings

She uses the cash to pay 
larger household expenses 
throughout the month, 
like utilities that are still 
collected in cash

She needs to send weekly 
pocket money to her 
daughter at a university

She asks her husband to 
take some of her cash 
earnings and combine it 
with the next time he makes 
a deposit at the ATM

She then transfers it to 
her daughter’s account 
using an m-banking app on 
her phone

She WhatsApps her daughter 
and asks her to check. Her 
daughter cashes out from 
nearby ATM

ATM M-Banking ATMFinancial 
Service Usage

CICO
Access

The Entrepreneur Indah

Her Money Journey

E-
co
mm

er
ce

 
Ca
sh
 O

ut
Di
gi
ta
l 

Tr
an
sf
er

E-money

Trigger Prepare Transact Use
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CICO Behavior

cashes out from her 
e-money accounts 
twice per month

HMW help her 
use digital 

money to make 
more payments?HMW help her 

scale and grow 
her business?

Her Needs
she needs support 
to advance from 
basic to advanced 

DFS usage

CICO Behavior

uses a bank account 
in her name she 
shares with her 

husband

Peri-urban, 
burgeoning digital 

economy

Financial Behavior

uses DFS for 
her business

Digital 
Literacy

The Entrepreneur Indah

Her Behavior & Needs

CICO Behavior

husband deposits his 
cash earning to 

their shared account 
via atm

CICO Behavior

uses bank for 
savings but 

withdraws cash via 
ATM for most 
expenses

CICO Behavior

transfers money 
to daughter via 

m-banking

Married, with 
children

Financial 
Literacy

Share of Household 
Income

Financial Behavior

strong household 
money manager

HMW make 
her CICO 

process more 
seamless and 
integrated?

Her Needs
she needs a way to 
move back and forth 
between cash more 

fluidly
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THE TRAILBLAZER DEVI

Family
Married with children

Education
University

Share of Household Income

Digital Literacy

Financial Literacy

Meet Devi,  a 35 year-old mother of two 
from Poso, Central Sulawesi. A few years 
ago, with the increasing expenses of her 
growing children, she decided to open 
a small food shop. While her husband 
decided to focus on the family farmland, he 
supported her decision to financially 
contribute to the family by taking out loans 
from Amartha and BRI to increase her 
food sales. 

When Covid-19 limited her ability to sell 
food in person, she created a menu she 
could share with customers via WhatsApp, 
and enlisted the help of her children to 
deliver the food to her customers who paid 
her using cash. Even with the setback of 
Covid-19, Devi was able to save and pay her 
loan installment. Today, she’s a leader in 
her Amartha borrower community, and 
uses her experience growing her own 
business to inspire other women to start 
their own.

Her World 

Rural, cash-based 
economy

Her Superpower 

Trying new things and 
inspiring other women

Her Pain-point 

None of her customers 
or suppliers use digital 
payments

Archetype
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Local 
Cooperative

Her Money Journey

The Trailblazer Devi

Agent Networks Cooperative 
Teller

Financial 
Service Usage

CICO
Access

She earns cash from 
selling food through her 
WhatsApp business

She uses most of the money 
to buy more ingredients to 
turn into food for the next 
day, but she is able to save a 
small amount of profit,which 
she sets aside in her piggy 
bank until the amount is big 
enough to be deposited

Once a month she will 
deposit savings at her 
local cooperative, located 
a few minutes from her 
home

She hopes to use the 
savings to expand her 
business one day

She needs to pay her 
BRI and Amartha loan 
installments

To pay her BRI loan, she 
gathers her cash savings 
from her piggy bank and 
travels by motorbike to the 
BRI Link agent she trusts in 
the neighboring village

She gives the BRI Link 
agent the money, who 
sends it directly from her 
own account, saving Devi 
the extra fees

Prior to the pandemic, she 
would pay her Amartha loan 
during the weekly meetings; 
today a field officer picks it 
up from her 

Co
op
er
at
iv
e 
De

po
si

t
Lo
an
 R
ep
ay
me
nt

Loans / 
Microfinance Agent Loan Field 

Officer

Trigger Prepare Transact Use
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HMW drive 
adoption in her 

area?

Her Needs
DFS adoption by her 

customers or 
suppliers Share of Household 

Income

Financial Behavior

selling food 
locally through 
social media

Her Needs
more relevant 

use-cases for DFS 
in her area

HMW help her use 
DFS where she lives 

and works?

Rural, cash-based 
economy

Digital 
Literacy

The Trailblazer Devi

Her Behavior & Needs

CICO Behavior

repays loan 
installments via 

agents

Married, with 
children

Financial Behavior

received 
and repaid loan

Financial 
Literacy

CICO Behavior

uses agents to send 
money to family

Financial Behavior

risk taker  and 
early adopter new 
financial tools

CICO Behavior

occasionally 
cashes out via 

teller at 
cooperative when 
she needs to dip 
into her savings

HMW help her 
do more on her 
own digitally?

CICO Behavior

cashes in to local 
cooperative for 

savings
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THE LEARNER IKA

Family
Newlywed, no children

Education
University

Share of Household Income

Digital Literacy

Financial Literacy

Meet Ika,  who is 25 years old and newly 
married. She and her family live in Central 
Sulawesi near a big local market. 

Her husband works at a bank, while Ika 
buys discounted clothes she finds online 
and sells to other women in her area at 
a profit. Her customers usually pay her in 
cash, but some use an m-banking transfer.

In addition to the small income she 
receives through selling clothes, Ika also 
gets a portion of her husband’s salary for 
household needs, and most decisions about 
spending are made as a couple. Ika and her 
husband spent almost all of their savings 
for their wedding and are struggling to add 
some spare money to their joint savings 
account to save for their future children.

Ika also loves to shop for clothes and other 
fashion and cosmetics items using Shopee 
and Instagram online shops.

Her World 

Rural, mostly cash 
economy with some 
digital

Her Superpower 

She’s young, digitally 
savvy, and a quick learner

Her Pain-point 

She needs a way to learn 
to manage money for her 
household in a way that 
feels supportive and 
empowering

Archetype
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Her Money Journey
The Learner Ika

Digital Wallet ATMFinancial 
Service Usage

CICO
Access

She has received a digital 
payment from a customer 
via bank transfer

She checks her account to 
see how much she has using 
her m-banking app

She transfers an amount 
from her bank account to 
her Shopeepay account 
using her m-banking app 

She uses the amount 
transferred to her 
ShopeePay to buy more 
clothes to sell

She needs money for 
household needs

She discusses with her 
husband and they come to 
an agreement about how the 
money should be spent

They agree upon the 
amount to be spent from 
their combined income

She uses the money for 
the agreed upon needs, and 
uses her own income for her 
personal needs

M-banking

Di
gi
ta
l 

Pa
ym
en
ts

 
Da
il
y 
Ex
pe
ns
es
 

M-Banking

Trigger Prepare Transact Use
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CICO Behavior

she will 
occasionally use 
cash to top up 

e-money accounts to 
buy discounted 
clothes for her 

business

CICO Behavior

she transfers 
this to her 

husband who will 
withdraw it from 
an ATM, and give 

to her for 
spending cash

Her Needs
 

help building 
financial skills 
in a way that 

feels supportive 
and empowering

Share of 
Household 
Income

Financial Behavior

novice in 
financial matters

Rural, mostly cash 
economy with some 

digital

The Learner Ika

Her Behavior & Needs

CICO Behavior

repays loan 
installments via 

agents

Newlywed, 
no children

Financial Behavior

struggles 
to save

Financial 
Literacy

Financial Behavior

comfortable with 
e-commerce and 
other dfs tools

Digital 
Literacy

CICO Behavior

has an account where 
sometimes customers will 
transfer her money via 
m-banking for clothes

Her Needs

a savings product 
that helps her work 
toward her goals

HMW leverage DFS to 
help her learn to manage 

money?

How can 
e-commerce 

support her to 
save, not just 

spend?
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BUILD 
HER 

CONFIDENCE

Drive adoption by 
making DFS relentlessly useful 
to her and relevant to her life.

MAKE 
IT 

RELEVANT

Expand her capacity 
by building her confidence each 

step of the way.

Transform her financial world 
by inspiring new pathways and 

unlocking her potential. 

KEEP 
HER 

INSPIRED
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MAKE 
IT 

RELEVANT
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Drive adoption by making DFS 
relentlessly useful to her and relevant to her life.

How might we make DFS 
widely available and easy 

to use where she lives, works, 
and plays? 

How might we make DFS 
the preferred tool for women 
to manage money— including 

helping her share 
responsibility and building 

more transparency?

How might we make it easier 
for women in rural areas to 

cash in and out of their DFS 
on demand?
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Digital Village
Marketplace

Women and their husbands can find jobs and 
side business opportunities to earn extra income 
based on their skills and experience. Local 
government, businesses and individuals can post 
the opportunities with the skills they need. 

The type of jobs or side businesses are not 
limited to formal jobs, but also short-term and 
micro jobs such as a day substitute for a local 
toko or restaurant when their worker is ill or 
takes leave, a substitute coach for a local high 
school, a tailor to help a family prepare for an 
upcoming wedding, etc. The app will match 
these and propose an earning that is supportive 
of the user and can be paid digitally.

Idea Worth Trying

Illustration/ Animation by Aik Pras
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Other ideas to try

Product

Program

Build Her Confidence

Radical IdeasIncremental Innovation

Product

Program Policy

Magic Piggy Banks
A roving agent service that helps 
women move from cash to digital. 
Agents sign women up for DFS accounts 
and provide them with a series of 
envelopes affiliated with different 
digital wallets or e-money accounts 
that she uses. Each week women will 
input the cash into these envelopes 
and roving agents will pick them up 
and digitize them for her.

Shopee Pop-Up 
Market
Shopee IRL pop-up market where once a 
week or month women can come and 
purchase Shopee items and receive a 
Shopee discount from a real market 
while they try out using DFS in a 
supported environment. Women mentors 
are present to help guide and teach 
women. 

Financial Pyramid
A tiered budgeting tool based on 
government recommendations for what 
percentage of the household money 
should be allocated across a variety 
of different DFS products and 
services. The pyramid’s 
recommendations are variable based on 
income and location, helping 
lower-income women understand the 
appropriate and right-size role for 
different DFS products in her life.

DFS Merchant 
Lottery
Incentivize the use of DFS in rural areas 
by getting women merchants to open 
accounts for women and incentivizing 
digital transactions in their stores. The 
more accounts opened and transactions 
conducted, the more merchant opportunities 
unlocked— like access to better products 
and prices. Once a month, merchants are 
involved in a lottery drawing for big 
prizes, like power supplies or hotspots.

Household Finance 
Concierge
A new digital platform that enables 
family members to manage their 
household finances together, while 
having a little bit of fun. This one 
stop shop shows the finances at a 
glance, allows family members to 
collectively save for big events, and 
allows her to assign tasks to other 
family members, including CICO. 
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BUILD 
HER 

CONFIDENCE
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How might we make DFS 
feel more human, easy, 

and approachable?

How might we support 
her in moving from 

digital literacy to digital 
financial literacy?

How might we help 
women identify and 

recognize potential scams 
through new tools and 
language that puts her 

in control?

Expand her capacity by building her confidence 
each step of the way.

Build Her Confidence
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My Money 
Sidekick

A new digital money management tool that is 
conversational and approachable, so managing 
your finances online feels like talking to a next 
door neighbor who gets you and is watching out for 
you. My Money Sidekick aggregates financial info 
from all of your preferred services in a one-stop 
shop. It also helps you browse additional services 
based on your profile and activities— you can even 
take a quiz! Plus, it helps you find local agents to 
cash-in and cash-out with. 

Through text-based interactions, you can quickly 
get a snapshot of your finances and activities, 
make transfers, and even troubleshoot errors or 
ask questions. You can also text a picture of your 
purchases from the warung, and the app will 
automatically estimate and record the amount as 
an outgoing activity.

Build Her Confidence

Idea Worth Trying

Illustration/ Animation by Aik Pras
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Other ideas to try

DFS One-Stop-Shop
A DFS aggregator that helps women 
manage all of their accounts in 
one dashboard and get new product 
recommendations tailored to her. 
Fun and engaging quizzes match her 
with new products and promos that 
fit her spending habits. Women can 
cash in and cash out of any of 
their connected accounts via 
one-stop-shop agent networks in 
her village. 

Mother and Daughter 
Exchange
A DFS ambassador initiative to leverage 
tech-savvy daughters to help onboard their 
mothers to DFS. The program can be run by 
local CBOs and cosponsored by tech 
companies. The program intentionally 
targets mother-daughter duos who already 
have a home business and use tech to start 
and grow their business. 

DFS Cafe
A physical location run by local agent 
networks where women can come to set up 
and learn about new DFS accounts. In 
addition to helping you set up your 
account, agents advise women on how to 
stay protected while learning how to 
use these apps. Cafe topics might 
include online privacy and security, 
how to verify transactions, and how to 
set up a budget, including spending 
limits and savings goals.

Youtube DFS 
Watch and Learn
A Youtube channel with videos showing 
step-by-step how to use or conduct 
transactions on various DFS. Users can 
filter the channel by the use-cases 
that are most relevant to them: 
payments, savings, investing, etc. The 
content is generated by women for women 
and includes reviews of different DFS 
products and features.

E-Commerce Merchant 
Verification
The Government requires all merchants to 
be verified, and for DFS and Marketplace 
to only list verified merchants. 
Marketplace applications provide only 
verified merchants. Women users can check 
whether merchants are verified as seller. 
To drive verification in rural areas, 
women small business owners can register 
and verify their businesses through agent 
networks in their villages.

ProductProduct

Policy Program

Build Her Confidence

Program

Radical IdeasIncremental Innovation
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KEEP
 HER 

INSPIRED
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Transform her financial world 
by inspiring new pathways and 

unlocking her potential. 

How might DFS 
transition with her as 
she ladders up in her 

financial journey, 
including building 

her capacity to earn 
and save? 

How might DFS help 
women small business 

owners connect with and 
learn from each other?

How might DFS better 
support mothers working 
from home or reentering 

the workforce? 
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Connected Rural 
Network

A program that targets and connects rural small 
business owners to learn from each other, grow 
their businesses, and inspire each other to try new 
services and products. 

A clever campaign leverages her existing 
platforms, like YouTube and Whatsapp, to connect 
with other local women to hear and share stories 
and advice on how DFS can help her grow and 
scale her business. Different themed events help 
women at various stages along their DFS journey, 
for instance, Try it Tuesday highlights stories from 
women about new services or products they tried 
this week. Local CBOs can sponsor or start a 
chapter in their area.

Keep Her Inspired

Idea Worth Trying

Illustration/ Animation by Aik Pras
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Mom New 
Business Box 
A business-in-a-box that specifically 
targets mothers reentering the 
workforce or transitioning to an 
at-home business. Women can access 
a few different business ideas and 
select what is best aligned to them. 
In the box, she has access to tools, 
tutorials, and simple steps to make 
her food, retail, or agent business 
a reality.

Loan and Learn

A policy to encourage banks to 
provide digital loan products for 
rural women business owners 
who are moving or scaling their 
businesses online, with low 
interest, and the borrower is 
required to share and teach other 
women about financial literacy 
or business management.

Other Ideas to Try

PolicyProgram

Keep Her Inspired

Radical Ideas

Women Business 
Accelerator
One-to-one mentoring program to connect 
successful women to those who are newly 
starting their business, with a suite of 
learning tools and curriculums. By 
participating in the program, mentors 
and mentees access new DFS products, 
services, and technologies. Different 
DFS can sponsor some of the events where 
they can share and highlight the 
features and the benefits of their 
products and services.

Program

FutureMe Saving

DFS long-term saving product with 
features that inspire and update her with 
the progress, even on small goals. Smart 
dashboards, auto deposits, and bucketed 
savings help her monitor and recalibrate 
her financial goals. To further inspire 
her, the app has a feature that provides 
estimates of prices of items related to 
the goals she listed (i.e, opening a food 
shop would include land rental, 
furniture, stove, etc.).

Product

Incremental Innovation
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DEEP DIVE 

AGENTS
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In building a DFS ecosystem that works for her, 
agents are a crucial lynchpin in helping women 

transition between cash and digital.

While agents are great at building client trust and 
confidence, they are struggling to maintain thriving 

businesses, and need our support. 
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What Agents Offer

Agents feel bound to 
honor that trust by 
protecting their 
customers from risks.

Agents believe they are the 
champions of protecting their 
customers from fraud, but at the 
same time worry about missing 
a scam or fraud.  

Trust is built by 
flexibility and reliability 
in any circumstance.

In order to acquire and retain 
customers, agents bend over 
backwards to meet their needs 
despite technical, logistical, 
and financial challenges.

One day it was raining really heavy and to prevent 
the water to come into my shop I decided to close 
down early. But a woman came knocking at my door 
asking if I could help her as she needed to transfer 
some money for her son who was stranded without 
money at the bus station on his way home. So I 
opened the shop again and helped her.

Agent, East Java

The reason I choose to use agent is time. When I’m 
off work on weekend the banks are closed. Agent 
Lasmani is really helpful. I can go to her house 
anytime [to make remittances], so it’s really helpful 
and I’m happy.

Woman, East Java

“ “
I sometimes try to ask them (customers) to whom they are 
transferring. Because some of the ladies don’t really 
understand and sometimes they buy into scams. The other day, 
one was going to transfer 5mio to buy a mobile phone. When I 
checked the seller’s message to her, it was suspicious and 
fits a well known scammer pattern. They send her a photo of 
the good already packed in the box, and ready to be shipped 
and asked her to quickly transfer the payment so they can 
ship. We’ve been warned about this.

Agent, East Java

“
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Irma is a 52 year old vegetable 
seller in Poso, Central Sulawesi. 
She started an agent service in 
2014. 

Most transactions that she handles 
are transfers. “My customers 
usually need to transfer money to 
their children who are studying 
in other cities.” Her other 
frequent customers go to her to pay 
bank loans and transfer payments 
for Shopee and Lazada, online 
marketplaces.

Most of her customers prefer to 
go to her for transactions, because 
her house is closer compared to the 
ATM or the bank.

“They are more comfortable coming 
here, because they don’t even need 
to shower and dress up first to 
come here.”

Irma prioritizes going above and 
beyond to help her customers. 
“Some customers I know sometimes 
message me in the middle of the 
night,  ‘Could you help transfer 
this to a relative, this is 
urgent.’ I transferred it that 
night and offered to pick up the 
money from her house the next 
day. She was happy and paid extra 
for the transport fee 
I added to pick up the money from 
her home. They trust me, 
I trust them.”

Meet Irma

Some customers I know sometimes 
message me in the middle of the 
night,  ‘Could you help transfer this 
to a relative, this is urgent.’”

“
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What Challenges Agents

My service will not work when the network is down. 
This happens a lot during rainy season. The EDC and 
the computers are running on electricity and I have 
no generators.

Agent, East Java

There are currently 5 agents in this village. Once 
there were 7, but 2 closed down... In the past BRI 
regulated 1 agent every 1-2 km. But not anymore. 
There is an agent every 500m. This is already not 
healthy competition.

Agent, Bali

“ “

Technical glitches 
can slow down agents and 
impact their business. 

When transactions fail due to 
connectivity issues, agents will 
sacrifice their own earnings for 
speed of resolution, which can 
hinder their ability to complete 
future transactions, especially for 
agents with limited capital.

What prevents potential customers to be regulars is the 
fact that they would have to wait when the system is 
down. One of the issues is when network is down. Some 
amount of money is already transferred, but does not 
reach designated account. I will have to wait because 
the amount have been deducted from my account. Will have 
to wait 10 days (for refund).

Agent, Bali

“

Agents are also looking to 
protect their business— they 
worry about ways to stay 
relevant as the rules change. 

As the agent network grows due to 
changes in bank policy, agents struggle 
to grow or even maintain their business 
with more agents opening new 
businesses nearby.  
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Rina is an Agent in Kediri, East 
Java. She started her agent 
service in 2011 and was one of the 
first Laku Pandai agents in her 
area. Since then her business has 
grown and now she has 3 employees 
working in shifts while she and 
her husband both work full time to 
manage their shop. She handles the 
transactions.

One of the challenges that Rina 
faces is a technical, involving 
network down time and electricity 
cutoffs. “Rainy season is 
challenging because aside from 
fewer visitors coming to the shop, 
usually whenever there is heavy 
rainstorm, there is power cut. We 
don’t have a generator and we are 
basically down. Not only does it 
affect our electricity, but also 
the bank network.”

As an agent with more than 100 
transactions a day, network 
downtime can hurt her business. 
“Downtime can last for around 2-3 
hours, and we have to turn down 
our customers. It’s worst when the 
transaction is timed out in middle 
of a transfer. Recently I had 
around 13 million stuck in the 
middle of a transfer between BNI 
and Permata Bank.” 

In such case she needs to contact 
the banks and make a report to get 
this money reimbursed. Though  
eventually the problem gets 
resolved, she feels, as an agent, 
the amount of money that was stuck 
made quite a dent to her 
day-to-day business. She shares 
that most agents with growing 
businesses like hers get stuck 
when they do not have a strong 
capital.

Meet Rina

Downtime can last for around 2-3 hours, 
and we have to turn down our customers. 
It’s worst when the transaction is timed 
out in middle of a transfer.”

“



71Women + Money Indonesia | Deep Dive: Agents Ideas to Try

Annual Retreat
Digital conference for all members of the agent network 
hosted by the bank. Banks can share their visions for 
the future and inform agents about any updates to 
existing policy and seek feedback. Agents can also form 
their own neighborhood coalitions and create local 
support systems.

Short-term Loan for Demand Spikes
Agents can apply for a short and specific capital 
loan, based on transaction analytics from previous 
months and years. Short-term loans can be issued to 
help cover the increased demand for transfers on 
pay-day at end of the month, and approaching Ramadan 
and other major holidays.

Responsive Agent Care Ecosystem
Improvement to the existing troubleshooting operations and 
mechanism that keeps the agent updated, involving real time 
response to their case reports, hourly progress updates, 
and auto escalations after a network error. Ticketing system 
for each report helps the agent follow up on a specific 
problem over the WhatsApp hotline. Reports can be reviewed 
by the local bank branch as well as the assigned regional 
coordinator to help improve the system.

Downtime Balance Backup
Instead of using their own money to replace the customer’s 
money that is stuck during network downtime and glitches, 
the agent can use a balance reserve provided by the bank 
as a backup to use. 

How might we honor those agents 
who are offering superior customer 
service by offering more opportunities 
and safeguarding their business?

How might we offer agents the same kind 
of customer service and support that they 
offer their customers?
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DEEP DIVE 

Government Assistance 
Programs 

(G2P)
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During covid, all people got support for 300K per 
month. They announced it using the village 
loudspeaker that tomorrow is the day to go to pick it 
up either at the village office or post office.

Woman, Central Sulawesi

“

Without clear guidelines, women 
are left to rely on one-way 
communication channels with 
village leaders, creating the 
perception of favoritism.

Because village leaders are often the central or 
sole source of information related to G2P, 
when there is a failure in the system or lack of 
follow-up, it is easy to assume that it is due to 
favoritism or corruption.

“

Covid has cast an added layer of 
murkiness on an already opaque 
system.

The already opaque criteria and eligibility 
requirements for G2P payments may have 
been further obscured by the recent spate of 
Covid relief programs, leaving some intended 
recipients in the dark, while those who do 
receive payments are cashing out 
immediately, leaving their accounts dormant. 

It is not clear who G2P 
payments are for— leaving many 
intended recipients in the dark 
about their eligibility and how 
to navigate the process.

Women who qualify for G2P programs based 
on their income are still not receiving it 
despite having submitted their information. 
Some assume this means they are too 
financially well-off to be eligible.

Sometimes those who received it are close with 
the village apparatus. The system is not fair.

The Pak RT doesn't know the requirement for the 
G2P. He blames the pamong-pamong cadres who were 
collecting the data at the beginning. I wonder 
if the cadres didn't like me and I ended up not 
getting any of it, not even 1%.

Woman, East Java

“
They said the recipients are the disadvantaged 
people, the widows, then the elderly. I just said 
‘oh I don’t receive it, thank god, then they 
thought I am privileged’. Maybe, someone else 
needs it more [than I do].

Woman, East Java

Deep Dive: G2P

Learnings
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G2P Concierge
Concierge service offered by DFS 
providers that automatically screens 
and enrolls eligible participants 
into the G2P programs that are the 
best fit for their needs.

G2P Promos
Program that offers discounts for 
any portion of the G2P disbursement 
that is kept in a digital wallet and 
used for qualified purchases, like 
food or other household items.

Covid <> G2P
Use the recent round of Covid relief 
payments and direct-payment programs to 
rollover eligible women to PKH and 
other G2P programs.

How might DFS make it 
easier to apply for and get 
approved for G2P?

How might DFS motivate 
G2P recipients to keep 
some of their payment in 
digital accounts?

How might we reach more 
intended G2P 
beneficiaries who are not 
being served today?
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OUR 
VISION



We envision a future where DFS 
is relevant to every rural woman 

and she has the confidence 
and capacity to unlock new 

financial pathways. 
Photography by Nyimas Laula for IDEO.org 



77Women + Money Indonesia | 

ADDENDUM
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Our Methodology

At IDEO.org, we practice Human-Centered 
Design (HCD), a unique approach that starts 
from a place of empathy and deep listening, 
and results in solutions that are relevant, 
possible, and sustainable. The first part of 
this process, called design research, is a 
qualitative approach that combines social 
sciences research methods (particularly 
ethnography) with iterative design 
techniques, such as rapid prototyping. Here 
are a few activities we did with participants.

In-depth Interviews 
1 hour long interviews, conducted by 
phone, allowed us to dig deeper into 
attitudes and behaviors of users. 

Diary Study 
Remote, longitudinal diary studies 
allowed us to follow a group of users 
over time through a series of daily 
prompts and reflection questions.

Expert Interviews 
Conversations with experts from 
financial service providers to policy 
makers, deepened our understanding of 
the DFS landscape.

Photography by Nyimas Laula for IDEO.org 
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Our Sources

WEF Gender Gap Index 2021

FII 2018

WOMEN’S ECONOMIC EMPOWERMENT 
AND FINANCIAL INCLUSION IN 
INDONESIA, WOMEN’S WORLD BANKING 
2021
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FINANCIAL 
LANDSCAPE

by



Financial behaviors

In Indonesia, financial services like savings are available across many institutions. 
Rather than taking an institutional lens that compares activity through banks vs. 
mobile money vs. formal and informal non-bank financial institutions, we look at 
rates of financial behaviors across any institution. We group financial behaviors 
into the following categories:

- Savings
- Payments (non-cash)
- Loans
- Investment
- Insurance and pension

We limit our financial behavior analysis to activities done in the last three months 
to capture active use.



Near gender parity in 
financial activity

Overall, we see similar rates of financial 
activity across men and women, with the 
largest gap in making payments (27% of 
women made a payment in the last 90 days 
compared to 35% of men).

While contributing to or receiving a payout 
from insurance and pensions is the most 
common financial activity, nearly all of this 
is due to participation in the BPJS National 
Health Insurance system.



Lower rates of financial 
activity among rural 
women
Rural women report lower levels of all types 
of financial activity compared to their urban 
counterparts. 

The biggest difference is in making a 
payment (i.e. making a purchase, paying a 
bill, or making a transfer/remittance), where 
35% of urban women have done this in the 
last 3 months compared to only 18% of rural 
women.



Urban / rural differences in rates of 
financial activity are sizable for men as well, 
with rural men reporting lower rates of all 
behaviors compared to their urban 
counterparts.

Overall, urban / rural differences are more 
sizable than gender differences.

Sizable urban / rural 
gaps for men as well



A third of all women put money in savings in the 
last 90 days. Saving at banks is much more 
common than saving with non-bank financial 
institutions (PT Pos, MFI, coop, sharia 
microfinance, informal savings groups, etc.).

Saving is most commonly through 
banks while loans are with NBFIs

A fifth of all women took a loan or made a payment on 
a loan in the last 90 days. Loans are more commonly 
taken through non-bank financial institutions 
(NBFIs) like financing companies, cooperatives, and 
pawnshops, rather than through banks.



As of 2018, use of server-based e-money (mobile 
money) is uncommon, though rates of use and 
registration are consistently higher among urban 
than rural women.

Only about 1% of rural women have used mobile 
money in the last 90 days, compared to 5.5% of 
urban women.

Of those who use mobile money, about 
two-thirds are using their registered account.

Mobile money use is uncommon, 
particularly in rural areas



Women who report high levels of 
economic empowerment—as measured 
by her voice, influence, and control— 
report higher levels of financial activity 
compared to less empowered women. 

For example, 40% of highly empowered 
women saved in the last 90 days 
compared to 27% of unempowered 
women.

Savings is the most prevalent behavior 
across all levels of empowerment, 
followed by payments, and then loans.

Highly empowered women report 
higher levels of financial activity

What percent of women at each level of empowerment have 
saved / made a payment / taken a loan in the last 90 days?

EE  index = 5 EE  index = 4-5 EE  index < 4



Savings Loans Payment Insurance Investment

Bank
- Put money in savings with 
a bank

NBFI
- Put money in savings or 
current account at PT Pos 
Indonesia

- Put money in savings or 
deposits at a MFI 
(conventional or sharia), or 
cooperative

- Saved with non-formal 
service providers (eg. 
savings group, social 
gatherings, friends & family, 
etc.)

Bank
- Took a loan or paid an 
installment on a housing, 
apartment, or vehicle loan, a 
loan with or without 
collateral, a micro loan, or a 
micro credit program (KUR) 
at a bank
- Used a fiduciary/Rahn 
from a bank

NBFI
- Took a loan or made a 
payment on a loan at a MFI 
(conventional or sharia) or 
cooperative
- Received financing or paid 
an installment for for a 
lease from a financing 
company (eg. vehicle, 
agricultural machinery, etc.)
- Used a pawnshop for a 
loan with collateral or 
fiduciary

Bank, Non-digital
- Used a debit or credit card 
to make a purchase, pay a 
bill, transfer money, or pay 
remittance

NBFI, Non-digital
- Payed a bill or remittance 
through PT Pos Indonesia

Digital
- Used card-based or 
server-based electronic 
money

- Had a transaction, such as 
paying an insurance 
premium or receiving a 
claim, with an insurance 
product (life, unit 
link/bancassurance, 
education, health, vehicle, 
accident, fire, travel, 
agricultural, fisherman, 
livestock, or micro)

- Received a payment from 
or made a contribution to a 
defined benefit pension 
program (PPMP) or defined 
contribution pension 
program (PPIP)

- Made a payment to BPJS 
health or BPJS employment 
(Social Security 
Administrator Body)

- Bought or sold 
gold/precious metals 
investment at a pawnshop

- Bought or sold shares, 
bonds, or Islamic bonds

- Bought or sold mutual 
funds from an investment 
manager or asset 
management company

- Received a dividend from 
shares or mutual funds

Definitions
Financial behaviors in the last 90 days

All quantitative data is drawn from FII 2018


