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The Internet is a tremendous, undisputed force for economic 
growth and social change. Not only has it unleashed new 
forms of connectivity, but it has also provided an outlet 
for new forms of innovation, entrepreneurship and social 
good. The Internet has also proven a dynamic tool for 
stimulating economic growth in developing countries, with 
the World Bank reporting that a 10% increase in broadband 
correlates to a 1.38% increase in GDP growth1. Beyond 
GDP growth, the Internet also provides opportunities to 
pursue social and developmental objectives. Throughout 
the developing world, the Internet is connecting remote 
populations to markets and strengthening the overall 
efficiency of service delivery in areas such as health, 
education, livelihoods and financial inclusion, as well as 
creating access to government services for the most 
marginalised populations. 

Still, the story of the Internet in developing countries is 
very much a work in progress. In particular, the Internet’s 
potential is still largely untapped in Sub-Saharan Africa, 
the focus of this report. Broadband penetration on the 
continent is low compared to regions of similar income, 
and although 15% of the world’s population lives in Sub-
Saharan Africa, only 6% of the world’s Internet users do. 
Despite widespread agreement on the web’s potential to 
transform lives and reduce poverty, there is a paucity of 
information that details how policymakers and investors 
should capitalize on this potential. 

This report intends to help policymakers capture the potential 
of the Internet for social and economic development—to 
help them understand how their constituencies already 
use the Internet, where the opportunities lie, what future 

1	 Qiang, C. Z. W. World Bank. “IC4D: Extending Reach and Increasing Impact,” Economic Impacts 
of Broadband, 2009. Chapter 3.

potential for social impact the Internet offers, and what 
their countries need to get there. Based on a survey of 
more than 1300 businesses, including nearly 1000 SMEs 
and extensive interviews with experts across Ghana, Kenya, 
Senegal and Nigeria this report arms policymakers with 
data on the social and economic benefits of broadband 
and Internet. It also uses extensive secondary research 
and qualitative and quantitative analysis to support 
policymakers in harnessing the Internet’s potential. Finally, 
it provides actionable recommendations across policy 
portfolios. 

The current state of impact
This report provides detailed assessments of the current 
and potential impact of the Internet on socioeconomic 
growth across seven sectors: agriculture, education and 
labor, energy, financial inclusion, governance, health 
and small and medium enterprise (SME) growth. It 
also examines the role that government, private sector 
and donors have played in building the ecosystem for 
Information and Communication Technology (ICT) 
innovation and driving this impact. 

Key findings concerning the Internet’s 
current and potential  impact on 
socioeconomic growth include: 

SMEs are surprisingly bullish on the Internet’s potential. 
According to Dalberg’s survey, more than 80% of SME 
owners expect that the Internet will help them grow their 
business, and 70% of those expect to hire new employees 
as a result. Historically, Internet applications have focused 
on marketing and communications, but solutions focused 
on service delivery are on the rise. A Dalberg review of 
Internet-enabled solutions across the four countries found 
that Internet-enabled solutions developed within 

Executive summary
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the past three years are increasingly focused on service 
delivery and information management. This figure has 
increased from 17% to 24% of total use cases over the past 
six years suggesting that new organisations are focusing 
on increasingly sophisticated uses for the Internet versus 
organisations that have used the Internet for a while.

SMEs report that enterprise systems have a high impact—
but they receive scant donor and policymaker investment. 
According to experts, management and operations are 
not amongst the “sexier” Internet-based applications, 
but across sectors, surveyed SMEs consistently cited the 
Internet for its usefulness in addressing management 
challenges. These include payroll, information 
management, and backend systems—where key informant 
interviews suggest a short-term prioritisation would 
unlock significant growth. More than half of firms cited in 
our survey related services in supply chain management 
as driving current impact. Cost savings from enterprise 
systems, for example, have delivered 30% savings for 
national health insurance schemes. Despite their reported 
usefulness, enterprise systems receive little attention from 
policymakers and donors who tend to focus on user facing 
solutions such as mobile phone technologies. 

While sustainability and scale is still elusive across all sectors, 
certain socioeconomic sectors have been better able to 
capitalise on the Internet’s potential. Secondary research 
and interviews with experts suggests that the majority of 
solutions remain stuck in pilot phase or lack evidence of 
impact on developmental outcomes such as better health 
care, improved educational performance or increased 
household level income. However, across all sectors, 
agriculture demonstrated solutions that have pushed 
beyond the pilot phase towards scale. This is opposed 
to areas such as health and education where questions 
around sustainability and scale remain. More than 40% of 
Internet-enabled solutions currently target the education, 
governance or health sectors, yet the majority of these 
solutions remain in pilot phase. This fact does not suggest 
that these solutions cannot be successful but it does raise 
questions as to where, how and why appropriate financing, 
measurement and innovation should be focused in order to 
ensure broader impact.

Highlights from key sectors include: 

ff Agriculture: Solutions in agriculture are demonstrating 
impact on operations, leading to direct impact on household 
incomes: Survey results of over 1 300 firms cited 
“access to information” as one of the Internet’s most 
significant benefits for their businesses—but agricultural 
firms voiced the strongest emphasis with over 70% of 
respondents ranking access to information as ‘essential’.  
SMEs within the sector have used a range of new tools, 
such as Nokia Life Agricultural Services and Ghana’s 
Esoko, to obtain information that was once difficult 
to find over long distances, such as market prices and 
weather information. In addition, Internet-enabled 

supply chain management has significantly reduced 
shrinkage and leakage—two key problems faced along 
vast, multiplayer value chains. 

ff Health: Internet-based applications—especially, eLearning 
and remote training—have begun to remedy a longstanding 
and life-threatening shortage of qualified health workers in 
Sub-Saharan Africa. By replicating one successful training 
model in Kenya, AMREF, could upskill the current 
nursing workforce nine times faster than the current 
infrastructure in Kenya, Ghana, Nigeria and Senegal. 
Concerted investments in eLearning, with matching 
government support to promote connectivity and lower 
the cost of bandwidth, can reduce the cost of health 
care work-force training down to $460 per nursing 
graduate.  
 
However, across the sector, Internet-enabled solutions 
are characterised by a plethora of pilots with few 
examples of sustainable or scaled solutions. There 
are a few examples and governments recognising 
the importance of interoperability but, on the whole, 
despite mHealth and eHealth seemingly having the 
longest track record, the industry continues to lack 
evidence and appears stuck in a start up phase.

ff Education and labour:  Survey results in the education 
sector showed that respondents tend to value the Internet 
more than other sectors because it provides access to 
information—resource centres, libraries, curricula, and facts. 
But for now, evidence of impact on outcomes remains 
low and the Internet’s greatest educational impact 
appears to be emerging outside the classroom—through 
mobile enabled solutions such as Worldreader’s use 
of the Binu app for reading. Realising the Internet’s 
potential benefits for classroom learning will require 
sustained investment in broadband infrastructure. 
Supporting learning innovation outside the classroom 
will require cheaper access to high quality, low 
bandwidth. 

ff SMEs: The Internet brings top-line growth and bottom-line 
improvement to SMEs outside of the tech space. Dalberg 
survey data suggests that SMEs expect to benefit from 
the Internet primarily as an improved platform for 
marketing, giving them better access to customers and 
improving their customer relationship management.1 It 
is clear that business growth opportunities are available 
for all companies willing to market themselves online, 
regardless of whether customers can pay for goods 
online.

ff Financial inclusion: eCommerce in Sub-Saharan Africa is still 
nascent, but at the same time, mobile money (mMoney) 
and a range of payment solutions are shaping opportunities 
for eCommerce to emerge, for example, Pesapal in Kenya 
and OzinboPay in West Africa. mMoney successes, such 

1	  Dalberg Research Survey.
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as M-Pesa in Kenya and, more recently, MTN mMoney 
in Ghana, seem to precipitate the rapid emergence 
of solutions – e.g. Nigeria’s Pagatech  - that already 
integrate online and mobile web to deliver a suite of 
payment solutions for its customers. The Internet also 
has significant potential to extend financial services 
to the unbanked, to drive eCommerce—and to grow 
markets. More than 60% of financial organisations 
surveyed view the Internet as essential, the second 
highest response out of all industries. 

Cross-cutting themes: 

Social media and social networking is proving to be a catalyst 
in driving Internet access and impact. Social networking, 
particularly through mobile Internet, is changing the 
nature of users’ first-time experiences with the Internet 
and will spur more sophisticated use going forward. 
The estimated 100 million social networking accounts 
in Africa – including mobile enabled networks such as 
Mxit, Saya, 2Go and Eskimi – signal a dynamic platform 
for marketing, communications, information sharing and 
citizen engagement. Social networks can create stronger 
links between government, educators, service providers, 
businesses and citizens. Users are already engaging 
on topics including music, dating and sport, but these 
networks are also quickly expanding to include education, 
health information and governance, and will undoubtedly 
influence how users engage in more sophisticated Internet 
use over time.

Low-bandwidth intensive Internet solutions will bring new 
users online faster. The Internet in Africa is in part a story 
of managing the challenges of limited infrastructure, 
therefore, building low bandwidth solutions can open 
up opportunities. This will change over time, but is 
fundamentally different from the bandwidth-rich content 
developed in countries where users have grown up 
accessing the Internet on desktop computers. First-time 
Internet users in Africa are no longer introduced to the 
Internet via email and software, but by mobile phones—
and often via social networks. These trends require new 
ways of thinking about the infrastructure requirements 
(high and low bandwidth access) and investments.

However, high speed broadband connections are also needed, 
particularly to allow SMEs to realise the huge gains offered by 
cloud computing. Cloud computing offers significant cost 
savings, especially for SMEs. But capturing the savings 
of cloud-hosted software will require affordable, reliable 
connectivity. Eighty percent of SMEs believe they will 
grow and create jobs with better Internet. However, price 
and quality of service pose a significant barrier to access. 
For example, the cost of a mobile-broadband plan in 
developing countries represents between 11.3-24.7% of 
monthly gross national income (GNI) per capita versus 
1.2-2.2% for developed world2. In the education sector, the 
availability of impactful solutions based on video, such as 
Khan Academies, will not be feasible unless access to high 

2	 ITU Facts and Figures 2013, ITU World Telecommunication / ICT Indicators database.

quality, uninterrupted bandwidth is available. 

Data is getting ‘bigger’. The importance of access to publicly 
held data was emphasised by a number of interviewees 
and will continue to provide an important foundation for 
the development and growth of new solutions targeting 
national level impact. Open Data Initiatives have been 
initiated by a number of countries, Kenya was the first 
country in Sub-Saharan Africa to introduce a government 
open data portal and the Ghana Open Data Initiative is 
in the process of uploading 3 000 data sets as well as 
building out 140 citizen applications that will leverage this 
information. 

Realising future impact: Conditions for 
impact
Policymakers, SMEs, and innovators are now writing the 
story of the Internet’s role in broad-based socioeconomic 
growth. Predicting how this narrative will unfold is in some 
ways a fool’s errand. For example, mobile telephony has 
changed paradigms in ways that few could have forecast 
ten years ago, and now, mobile Internet has similar 
disruptive potential. Notwithstanding these uncertainties, 
it is undisputable that policymakers have a foundational 
role to play in creating and ensuring an enabling 
environment for Internet-based solutions. In particular, 
countries that wish to reap the Internet’s potential for social 
and economic gains must continue to invest in infrastructure 
and the broader ecosystem for innovation. 

Sub-Saharan Africa appears to be on the right trajectory 
to catch up with countries that maintain a strong enabling 
environment. As illustrated in Figure 3, two key pillars 
provide the basis for a well-functioning Internet 
economy: “core infrastructure” and “conditions for 
usage.” Core infrastructure includes aspects of the 
enabling environment – both physical infrastructure and 
characteristics of the business environment, such as 
mobile and Internet coverage, electricity, availability of 
skills, education levels, and perceptions of corruption. 
Conditions for usage include those that influence access, 
awareness, availability and attractiveness. They include 
a range of drivers, from the cost of devices and price of 
packages to factors affecting citizen awareness, such as 
education levels, usage and relevance of services. 
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Figure 1: Mapping of countries based on conditions for use and core infrastructure 

Based on a mapping of these indicators across all countries in 
Sub-Saharan Africa, we see that. absent a minimum investment 
in infrastructure, policymakers face a clear ceiling to progress 
on usage conditions. Our analysis, based on nearly 60 
different indicators, shows that without a minimum 
investment in infrastructure, conditions of usage—including 
the number of Internet users—will not rise above a certain 
level. Countries in Sub-Saharan Africa, while on the right 
trajectory to build thriving ecosystems, must continue to 
invest in core infrastructure as well as usage conditions in 
order to maximise the Internet’s impact. 

Recommendations
In this ever-changing context, policymakers must continue 
to balance the challenge of enabling market conditions, 
catalysing the provision of equitable service delivery, 
protecting privacy and championing social, economic and 
job creation impacts that the Internet can help achieve. 
In recent years, Africa’s mobile and Internet markets have 
seen significant growth, particularly where public-private 
partnerships, healthy competition and open access to 
information flourish. Whether the Internet’s potential to 
drive economic growth and social outcomes is realised 

will depend largely on the ability of public, private and 
social sector actors to set policy in a way that will build an 
ecosystem for innovation.

In achieving this goal, policymakers must respond to three 
key challenges:

ff Growth: Developing appropriate policies and investment 
plans to promote growth and innovation whilst 
appropriately protecting consumers;

ff Protection: Keeping pace with the new requirements of 
digital information and the set of industries that emerge 
to take advantage of new opportunities; and

ff Inclusion: Managing digital inclusion to ensure that the 
Internet is not only made available across geographic 
and demographic boundaries but that Internet content 
also creates channels for socially and economically 
beneficial services.

Navigating the challenges will not be easy, and much 
can be learned from those who have successfully 
harnessed the Internet’s power to drive economic 
growth, job creation and social outcomes. Therefore, this 

Source: Dalberg analysis
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report provides illustrative examples of how actors in 
government, private and social sectors –through principles 
of openness and transparency – can play a catalytic role. 
Some key recommendations highlighted throughout this 
report include: 

ff Prioritise convergence across sectors and the broader 
enabling environment. Capturing the Internet’s potential 
for economic growth and social gains requires thinking 
and acting collaboratively, often across sectors. 
Harnessing ICT is an endeavor that implicates multiple 
policy actors across multiple sectors. For example, 
Kenya’s alignment of eHealth strategy and ICT policies 
has not only delivered significant cost savings but also 
resulted in interoperability standards and a national 
electronic medical records system1. These system 
innovations are foundations for scale, growth, and 
future innovation. 

ff Invest in critical infrastructure. Innovation is not enough. 
Ideas are not enough. Both require appropriate 
infrastructure to bloom. Throughout Sub-Saharan Africa, 
clear limitations to productive Internet access and use 
exist, and overcoming them will require appropriate 
investment in both infrastructure as well as demand 
side factors such as access, affordability, awareness 
and attractiveness of solutions (noted as ‘conditions 
for use’). Poor performance on these core conditions, 
comprised of indicators on physical infrastructure and 
general business environment, cannot be leapfrogged. 

ff Coordinate and partners with private sector in order to drive 
market growth. Governments can play three primary 
roles in developing their country’s Internet economy – 
leadership, governance, and promotion of eGovernment 
services. Within each role, they should consider the 
question of how best to engage with both donors and 
the private sector in order to maximise inclusive growth. 
Leadership requires setting a national ICT vision and 
creating the appropriate government implementing 
agencies to support that vision. Governance includes 
the timely creation of legislation, fair allocation of 
licenses, arbitration and resolution of disputes relating 
to all components of an Internet economy. Promotion 
of eGovernment services both helps bring new citizens 
online and boosts the attractiveness of getting online 
for the first time. 

1	 Current Status of E-Health in Kenya and Emerging Global Research Trends, International 
Journal of Information and Communication Technology Research, January 2012 available at 
http://esjournals.org/journaloftechnology/archive/vol2no1/vol2no1_7.pdf 

ff Set the vision: Strong government leadership in defining 
a national vision and strategy for the use of ICT and the 
Internet aligns a diverse set of national actors. 

ff Catalyze inclusive growth: Creating an environment 
within which actors can invest and collaborate around 
the use of the Internet is a crucial role of government. 
Finding the right balance of market forces and healthy 
competition that facilitates inclusive growth will require 
active engagement and collaboration with the private 
sector. Examples from the Kenya ICT Board and TEAMS 
cable investment illustrate this potential.

ff Act as a first adopter: The public sector is typically the 
largest consumer of Internet-enabled products and 
services, which creates an opportunity to lead by 
example and support its citizens’ entry into the digital 
era.

IMPACT OF THE INTERNET IN AFRICA 5



Profile: Agriculture – 
Strengthening value 
chains

01

I
nternet-enabled businesses within agriculture have grown to the stage where 

they can achieve scale and impact. Esoko, from Ghana, launched out of a public-

private partnership to address market price transparency and evolved its services 

beyond that. Virtual City, meanwhile, received growth capital from Nokia and 

Acumen Fund after its proof of concept in order to scale. Within agriculture, 

information  management, marketing and supply chain management solutions show 

the greatest potential for impact from Internet-enabled solutions. Such successes 

suggest that the sector is ripe for for-profit business models to flourish, particularly 

in the presence of investors looking to shift pilot projects into scalable businesses. 

Policymakers can improve the conditions for Internet-enabled agriculture businesses by 

investing in literacy and eLiteracy, public data, eliminating customs duties on Internet-

enabled devices and, in some countries, coordinating interventions involving multiple 

stakeholders.
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Virtual City has seen his supply chain management software reduce the lag between 
produce deliveries and cash collections from 8 days down to 3, freeing working capital

 

Internet-enabled businesses within agriculture have grown to a 
stage where they are both improving operational efficiencies in the 
value chain and demonstrating impact on farmer incomes.

Figure 2: Impact intensity and potential of Internet-enabled services in agriculture  

Low Med High Heat mapping based on perceived sector need, perceived 
national need and level of current activity in the country. 
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High quality, reliable internet connectivity 
is key to the success of distributed 
agricultural collections businesses which 
require syncing information between mobile 
data collection devices and a database with 
historical records

Source: Dalberg analysis and interviews
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Price transparency for local and international markets lets farmers find the best 
price for their produce, with Manobi’s Time To Market service increasing gum producer 
incomes 40-50%

$

ff Policymakers should make national public sector 
agricultural information available and useful 
digitally. 

ff Training programs should partner with private 
sector firms to create incentives for learning. 

ff A credible, comprehensive agricultural 
development strategy can help businesses 

understand where the future market 
opportunities are and create appropriate 
solutions for them.

ff Eliminating import tariffs on Internet-enabled 
devices will help decrease the cost of Internet-
enabled solutions in agriculture. 

Key assumptions
ff Farmer incomes will increase 9% based on the lower end of 

Virtual City’s 9-13% claimed range
ff Average farmer incomes in the four countries range between 

$320-$460
ff Number of farmers increases at the population growth rate
ff Businesses in Senegal, Ghana and Nigeria grow 30% slower 

than Virtual City did
ff 10% of customers use their records to secure annual input 

loans
ff Loans only cover 75% of these farmers’ total short term 

financing needs.

Enabling businesses that increase farm gate prices could shift $75M to  
those most in need within five years and generate $55M in financing
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Profile: Health – 
strengthening systems 
and striving for scale

02

I
nnovation surrounding Internet-enabled businesses in health is not lacking, 

however, most of them remain as pilots, with limited evidence of impact on health 

outcomes. However, a few examples that have transcended to a phase of growth 

suggest the potential for scale. And, while there is limited evidence of the impact 

of Internet-enabled solutions on health outcomes, governments are forging ahead 

to create enabling environments recognising the impact on operational efficiencies 

and cost savings in service delivery. By developing eHealth policies and strategies, and 

committing to interoperability, the governments of Kenya and Ghana have helped spur 

the development of applications that can be integrated onto government platforms. 

Nigeria and Senegal’s eHealth sectors have several pilots in place, but they are yet to be 

scaled. Policymakers should ensure that there is an eHealth strategy in place, coordinate 

the various ICT developers that seek to build atop those systems and continue to bring 

health care administration costs down by encouraging health care providers to adopt 

networked technology.

IMPACT OF THE INTERNET IN AFRICA8
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Despite an overwhelming number of pilots and  limited evidence 
of impact, governments are forging ahead to create enabling 
environments recognising the impact on operational efficiencies 
and cost savings in service delivery
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eLearning models such as AMREF’s in Kenya 
enable health workers to improve their skills 
without impacting health care delivery through 
taking health workers away from the job

Figure 3: Impact intensity and potential of internet-enabled services in health
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ff Develop policy and regulatory frameworks that 
promote national standards. The health sector 
requires regulatory oversight for many reasons, 
from clinical protocols to data policies to 
electronic records management. 

ff Coordinate and partner across sectors in order 
to share information, avoid duplication of 
applications and investments, and enable the 
adoption of interoperability standards. 

ff Act as a first mover by automating health 
administration and datasets. The use of 
enterprise solutions and digitization of processes 
has led to significant cost savings through 
increased operational efficiency.

Operational efficiency gains: 
2/3 attributed to the Internet
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Profile: Education – 
enabling the ecosystem

03

N
early 60% of education organisations surveyed responded that access  

to the Internet is ‘essential’ for their work. Further, the rapid reduction 

in cost of devices, increasingly affordable bandwidth and development 

of local content are indications of a positive trend towards leveraging 

technology to support educational outcomes. But despite significant 

agreement that the Internet and Internet-enabled solutions could be powerful tools for 

learning, to date, evidence of scale and impact is limited because interventions d. Yet, 

noteable examples stand out. First, in tertiary education, virtual learning universities 

are exponentially expanding learning opportunities across the continent. Second, 

the rapid growth of mobile web and social networking has enabled a surge of access 

to information outside the classroom. What’s needed now are solutions that fully 

incorporate bandwidth, hardware, software, training – both student and teacher – , 

content and policies in order to deliver both impact and scale.

IMPACT OF THE INTERNET IN AFRICA10



Binu and Worldreader have turned feature phones 
into e-readers with access to over 1 000 books
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Internet-enabled solutions are extending access to information 
but delivering an impact on universal access to education 
requires a holistic approach including bandwidth, hardware, 
content and sufficient training for both students and teachers
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Product results
Share of Binu respondents sharing their mobile phone for reading 
with…

6
1210

28

Children Parents Siblings Friends

On average 
each phone 
reaches 1.5 
readers

Figure 4: Impact intensity and potential of internet-enabled services in education

$

In July 2012, page reads per 
month totaled 1.2 million in 
Ghana, 10.1 million in Nigeria 
with over 190 000 readers 
across Africa

With 75 000 
enrolled 
students but 
physical capacity 
for just 16 000, 

Dakar University has helped 
address overcrowding by 
incorporating eLearning in 
partnership with the African 
Virtual University

ff Education leaders and policymakers must 
integrate technology projects and policy into 
the broader transformation of service delivery 
and national education strategy. 

ff Policymakers must continue to recognise 
the limitations of insufficient infrastructure 
conditions including affordable and sufficient 
quality bandwidth, electricity and ICT literacy. 

ff Innovators should seek out and emphasise local 
content. 

ff Education leaders should look outside the 
classroom for solutions that will support access 
to educational information and resources.

Source: Dalberg analysis and interviews
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Profile: Small AND 
medium enterprise 
development

04

M
ore than eight in 10 surveyed SMEs believe taking better advantage of 

the Internet would improve their businesses’ economic performance, 

and seven in ten of those expect that doing so would create new 

jobs in their organisation. They have good reason to believe this. The 

Internet is enabling both top-line growth through marketing and sales, 

as well as bottom-line growth through increased efficiency in information management. 

It is enabling entirely new classes of business to emerge, as entrepreneurs develop local 

content and applications, while helping existing businesses trim costs as information 

management becomes digitised and networked. Policymakers should boost their small 

business sectors by helping to smooth the transition from mMoney to eCommerce, 

continuing to lower bandwidth costs and improve connection quality, and improving 

business environments.

IMPACT OF THE INTERNET IN AFRICA12



Figure 5: Impact intensity and potential of Internet-enabled services for SMEs1

1	  Dalberg interviews; Balancing Act Africa “Nigeria: Google Commences Training for 500 Entrepreneurs,” August 2012. Heat mapping based on perceived sector need, perceived national 
need and level of current activity in the country
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The Internet is bringing top-line growth and bottom-line improvement 
to small and medium-sized enterprises. This can be accelerated 
through targeted investment in conditions for cloud solutions
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$

Marketing and 
awareness have 
driven significant 
business growth in 

Nigeria, where the Get 
Nigerian Business Online 
(GNBO) initiative has brought 
25 000 businesses onto the 
web since 2011

According to 
interviews in 
Ghana, online 
sales 

(ecommerce) are growing, 
but hindered by the lack of 
support services such as 
delivery systems and online 
payment platforms.

$ According to 
Kenya’s iHub 
Research, a shift 
towards mobile 

phone banking and payment 
services is the key to 
unlocking other internet 
services for SMEs

‘High or some extent’ of Internet use for business functions

Conduct 
research

Client/customer 
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Data & 
information 
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training

Provide product 
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Manage internal 
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ff Policymakers should engage with private sector as 
the eCommerce and payments ecosystem develops 
and support space for innovation as eCommerce 
business models develop. 

ff Leaders must ensure that the conditions necessary 
for cloud computing are integrated into National ICT 
Strategies in particular, promoting quality, affordable 
broadband, investing in digital skills and capabilities 
and ensuring a sound business environment. 

ff Policymakers should consider lowering bandwidth 
costs by convening large telecom companies to set 
investment strategy and provide subsidies. 

ff Governments can play a special role in increasing 
Internet awareness—and therefore, use of it across 
sectors—by migrating further toward eGovernment 
services. 

Source: Dalberg analysis and interviews; Balancing Act Africa “Nigeria: Google Commences Training for 500 Entrepreneurs,” August 2012.
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>80% of SMEs surveyed believe that improved use of 
the Internet will improve their economic performance
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Profile: Finance 
– Deepening and 
extending inclusion

05

M
obile and electronic financial solutions have begun to expand beyond 

transfers and payments to provide a suite of financial services that are 

driving financial inclusion across Sub-Saharan Africa. Although mobile 

money (mMoney) is expanding slowly, it has already created significant 

opportunities for eCommerce and other online transactions. Examples 

in Ghana and Kenya highlight the potential of the Internet to drive access to a full 

range of financial services, including insurance, credit and savings for individuals and 

businesses. Meanwhile, the growth of solutions such as Pagatech and Pesapal illustrate 

the opportunities for mMoney to drive eCommerce for a broader base of the population. 

To realise the full potential of Internet-enabled solutions that will drive financial 

inclusion, policymakers must ensure that eCommerce and mMoney policies converge 

and create enough space to allow for innovation while protecting consumers.
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Mobile and Internet-enabled solutions are driving financial 
inclusion by improving operational efficiencies and extending a full 
suite of financial services – payments, credit, savings, insurance, to 
both individuals and businesses
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Figure 6: Impact intensity and potential of internet-enabled services focused on financial inclusion

$

More than 60% of financial organisations surveyed view the internet as essential, the 
second highest response out of all industries. Digitising claims processing for Kenya’s 
National Health Insurance Fund has helped lower administrative costs by 30%

Kopo Kopo enables businesses to aggregate 
and manage transaction data from multiple 
mobile money accounts.

 With 56.3M registered accounts 
across East and West Africa, mMoney 
is starting to create opportunities 

for eCommerce through solutions such as 
PesaPal which allows merchants to receive 
payments via mobile money. OzinboPay enables 
merchants in West Africa to receive and make 
payments online and offline via mobile Money.

ff To enable the success of mMoney and 
eCommerce, governments must not only create 
legal frameworks for mobile money operators, 
but also guide banks on integrating mMoney and 
eCommerce into existing technology systems. 

ff Policymakers should promote digitisation and 
strengthening of citizen identification systems in 
order to enable the delivery of a broader range 
of social and commercial services. 

ff Public and private sector actors must 
continuously emphasise connectivity to promote 
the competitiveness of the ancillary delivery and 
transport services necessary to foster thriving 
online commerce.

Operational efficiency gains:  
2/3 attributed to the internet

Administrative 
costs as percent 

of collections

60

32

2006 2012

-47% 12

2

-83%

Weeks taken to 
pay out claims

Claims processing 6x faster

2006 2012

Source: Dalberg analysis and interviews
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Profile:  
Energy and Transport – 
Extending access 
off-grid

06

B
ased on survey data and interviews with experts, Internet solutions 

have generated little within the energy and transport sectors in our 

focus countries, but two types of solutions offer potential. Citywide 

traffic monitoring can help governments allocate traffic police. By 

easing installment payments, mMoney can ease asset financing for solar 

equipment in unelectrified rural areas. The former requires significant government 

involvement, while private sector could drive the latter, once the government has 

sufficient legal protection for mMoney.
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Figure 7: Impact intensity and future potential for Internet-enabled services in energy and transport
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By easing installment payments and monitoring usage, internet-
enabled solutions  have the potential to increase access to and 
reduce expenditure on energy
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An emerging model in Kenya, 
M-Kopa, is extending financing 
for off-grid solar 
electrification in partnership 
with SafariCom’s M-PESA and 
has shown rapid sales since 
coming to market

Socioeconomic impacts: 
Daily expenditure on power  
nearly halves, in Kenyan shillings

Cost of phone 
charging and 

kerosene to off-
grid households

70

40

Kerosene M-Kopa

-43%

$

$ Multiple mobile applications 
have emerged in Kenya and 
Nairobi that crowd source 
traffic information to 
allow individuals to select 
more efficient routes, 
systemically helping relieve 
congestion

In all four countries 
consumers can view their 
electricity bills online, in 
Senegal and Kenya customers 
can also immediately pay 
them online

ff Policymakers should ensure that mMoney can 
be used for commercial transactions rather 
than just person-to-person transactions. 
Continued use and promotion of online 
payments could both increase revenue for 
government while reducing costs (through 
convenience) for citizens.

ff By aggregating public data and making it 
widely available to developers, government 

can spur the growth of applications that 
will improve the use of public services. E.g. 
government can improve the use of existing 
roads by collecting traffic data and making it 
available to developers. 

ff Governments should use their leverage to 
engage telecom companies in the fight against 
traffic jams. 

Source: Dalberg analysis and interviews; www.businessweek.com/news/2012-10-04/kenya-s-m-kopa-offers-cheaper-solar-power-to-off-grid-villages
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Profile: Governance – 
Accountability, 
Transparency, 
Efficiency

07

E
ach of the focus countries has begun to recognise the Internet’s potential 

to reduce the cost of governance and improve transparency, accountability 

and citizen engagement. eGovernment initiatives have been funded by 

both governments and external donors, and have seen particular success in 

Kenya, through the leadership of the Permanent Secretary of the Ministry of 

Information and Communications and the Kenya ICT Board. Outsourcing eGovernment 

services to the private sector has been limited but also shows significant potential. 

eGovernment initiatives are most effective when a mandate to initiate, coordinate and 

develop eGovernment services is clearly issued to an agency with executive authority.
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Internet-enabled solutions are already improving administration 
and the promotion of open data and public private partnerships can 
accelerate and extend service delivery

Low Med High Heat mapping based on perceived sector need, perceived 
national need and level of current activity in the country. 

Information 
management

Communication, 
awareness, marketing

Supply chain 
management

Service  
delivery

R&D/ 
innovation

Training/ 
workforce 

development Financing
Leadership/ 
governance

sector






 intensity










Figure 8: Impact intensity and potential of internet-enabled services focused on governance

$

Systems can reduce administrative tasks and enable the sharing of information 
between different government agencies, as per the GAINDE 2 000 single window 
customs clearance

Total days spent clearing goodsTime required to gather customs forms
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0.5
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11

2004 2008 Imports Exports

Da
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n 2010 n 2011

The Kenya Revenue Authority requires that 
all citizens turning 18 register for a tax 
identification number online, giving them no 
option to use a paper-based system

 Open Data Initiatives enable the 
technology ecosystem to create 
local solutions to local 
development challenges

ff Leaders should seek to drive clear eGovernment 
mandates with the executive authority to speed the 
rollout of services. Initiatives appear most effective 
when implementation responsibility is assigned 
to an agency with executive authority to drive 
implementation.

ff Policymakers and other stakeholders should 
promote access to ICT education. Getting the 
population online to access government services 
requires a parallel programme of ICT education, 
both within government and for new users. 

ff Policymakers must make clear but careful decision 
about data collection and publication. Open data 
initiatives require making hard decisions about how 
much data to publish and require clear processes 
and procedures for data collection, management 
and use. But the reward is great because access 
to larger and stronger datasets can also spur 
innovation in solution development.

Source: Dalberg analysis and interviews
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