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Foreword

Her Royal Highness Princess Máxima 
of the Netherlands
The United Nations Secretary-General’s Special 
Advocate for Inclusive Finance for Development

Global Panorama on Postal Financial Inclusion: 
Business Models and Key Issues
Universal Postal Union

As UN Special Advocate, I am especially pleased that 
the Universal Postal Union is so actively exploring how 
RQUVCN�U[UVGOU�ECP�EQPVTKDWVG�VQ�ƂPCPEKCN�CPF�UQEKCN�
KPENWUKQP��2QUV�QHƂEGU�JCXG�DGGP�CP�KPVGITCN�RCTV�QH�VJG�
infrastructure in many countries, contributing to the 
prosperity of communities through reliable communica-
VKQPU��+PENWUKXG�ƂPCPEKCN�U[UVGOU�CTG�CNUQ�CP�KORQTVCPV�
part of a given country’s infrastructure. They enable and 
accelerate economic growth and social development by 
helping people and businesses generate income, create 
jobs and protect themselves from unforeseen risks—and 
achieve their full potential.

Why Financial Inclusion Matters

The challenge is that today 2.5 billion adults—more 
than a third of the world’s population—are not part of 
VJG�HQTOCN�ƂPCPEKCN�UGEVQT��6JKU�KU�OQUV�CEWVG�COQPI�
low-income populations and in emerging and devel-
oping economies; globally, about 75% of the world’s 
poor are excluded1. And about 200 million small and 
medium-sized enterprises (SMEs) in emerging markets 
NCEM�CFGSWCVG�ƂPCPEKPI��#U�C�TGUWNV��RGQRNG�LWIING�EQUVN[�
CPF�KPGHƂEKGPV�KPHQTOCN�ƂPCPEKCN�OGEJCPKUOU�KP�QTFGT�VQ�
make sure they have cash when they need it—whether 
it be to buy equipment to expand a bakery or machine 
shop, to pay the children’s doctor’s fees and school 
tuition, or to provide daily necessities such as food. Or, 
they just do without. For business owners, this means 
cutting back on growth and productivity potential. 
 Financial services can make a big difference. They 
reduce and even remove the many fees and hidden 
EQUVU�QH�WUKPI�KPHQTOCN�ƂPCPEKCN�RTQFWEVU��KPENWFKPI�D[�

reducing the time spent juggling cash, informal loans 
and other products. For a poor family, even several per-
cent of its total income can be the difference between 
more schooling for the children, more nutritious food, or 
basic health care. And for business owners and farmers, 
NKPGU�QH�ETGFKV�� NQPI�VGTO�ƂPCPEG�CV�CHHQTFCDNG�TCVGU�
and reliable payment methods can quickly contribute 
VQ�JKIJGT�RTQƂV�OCTIKPU�CPF�VQ�ECRKVCN�KPXGUVOGPVU�KP�
capital equipment, inventory and other inputs to grow 
VJG�DWUKPGUU��6JKU�KU�GURGEKCNN[�VJG�ECUG�YJGP�ƂPCPEKCN�
RTQFWEVU�CTG�FGUKIPGF�VQ�JGNR�ENKGPVU�CEJKGXG�URGEKƂE�
needs. For example, savings, insurance and loans with 
the right features can each help boost agricultural pro-
ductivity and rural incomes. Research among farmers 
in Malawi has shown how improved savings options, 
including commitment savings accounts in which clients 
restrict access to their own funds until a future date of 
VJGKT�EJQQUKPI�CPF�QHVGP�HQT�C�URGEKƂE�WUG��NGF�VQ�OWEJ�
greater savings and subsequently greater investments in 
farm inputs like seeds and fertilizer and higher harvest 
proceeds2. In India, crop insurance is helping farmers 
UJKHV�VQ�TKUMKGT�DWV�OQTG�RTQƂVCDNG�ETQRU��CPF�VQ�KPXGUV�
more in them. And pilot projects in Africa suggest 
that having crop insurance increases farmer’s access to 
formal loans as it reduces the risks. It also can reduce 
VJG�EQUV�QH�ƂPCPEG��
 It is unlikely that a single type of institution can 
RTQXKFG� CNN� VJG� ƂPCPEKCN� RTQFWEVU� VJCV� RQQT� RGQRNG�
and small enterprises need. Good products require 
understanding of local needs, context and markets. 
Different products also present different risks and deliv-
GT[�EJCNNGPIGU��#FFTGUUKPI�VJGUG�CNUQ�TGSWKTGU�URGEKƂE�
knowledge, and often partnerships among different 
KPUVKVWVKQPU�� 5Q�� DGECWUG� YG� YCPV� FKXGTUG� ƂPCPEKCN�
products, we will then most likely have diverse providers 
QH�ƂPCPEKCN�RTQFWEVU�HQT�KPFKXKFWCNU�CPF�5/'U�

The Ecosystem to Realize Financial Inclusion

Global discourse has evolved in recent years from 
pOKETQETGFKVq�VQ�pOKETQƂPCPEG�q�CPF�PQY�VQ�pƂPCPEKCN�
inclusion” in recognition of this situation. With this 
evolution, we are seeing more attention to the broader 
GPCDNKPI�GPXKTQPOGPV�VJCV�HQUVGTU�ƂPCPEKCN�KPENWUKQP��
and to the resulting impact on lives, welfare and 
development. 
 One of the most important roles for government 
is to create the connected ecosystem that encourages 
C�XKDTCPV�ƂPCPEKCN�UGTXKEGU�OCTMGV��YKVJ�FKXGTUG�CPF�
responsible providers. This involves infrastructure, regu-
NCVKQP�CPF�UWRGTXKUKQP��CU�YGNN�CU�GHƂEKGPE[��EQORGVKVKQP�
and consumer protection. It also involves promoting 
continued innovation to reach excluded households 
CPF�GPVGTRTKUGU�YKVJ�ƂPCPEKCN�RTQFWEVU�VJCV�CTG�PGGFGF��
useful and affordable. Communications technology is at 

1 Global Findex Database 2012, The World Bank Group

2 Kendall, Jake, Giving Farmers in Malawi a Better Way to Saving Their 
Harvest Proceeds, Bill & Melinda Gates Foundation publication, November 
2010.
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examples of what can happen without proper manage-
ment and supervision. Or when credit is promoted too 
heavily or at exorbitant rates. So, in all aspects, a postal 
bank must be responsible, sustainable and independ-
ent. This also extends to how deposits are used and 
reinvested. Examples, including those in this Panorama, 
of postal networks that create legally independent 
CPF�TGIWNCVGF�ƂPCPEKCN�UGTXKEG�GPVKVKGU�CTG�VJWU�XGT[�
welcome. And they are very important to inform best 
practices and sustainable business models. 
 This scenario of a postal bank is not going to be 
right for all posts in all countries, however. In some 
KPUVCPEGU��UGTXKPI�CU�C�TGVCKN�RCTVPGT�HQT�ƂPCPEKCN�UGTXKEG�
institutions and mobile phone companies may make 
more sense. With the rise of digital communications 
and lost revenue from mail, posts all over the world are 
ƂPFKPI�KV�EJCNNGPIKPI�VQ�OCKPVCKP�GZVGPUKXG�KPHTCUVTWE-
ture and staff. Many posts are developing additional 
RTQFWEVU�CPF�UGTXKEG�UVTGCOU��2CTVPGTKPI�YKVJ�ƂPCPEKCN�
service institutions provides potential revenue through 
agent banking or hall rental fees, while recognizing 
the comparative advantage of the post. It avoids some 
big challenges like regulation, management capac-
ity, and separating operations, and allows the post 
to concentrate on its strengths, while partners bring 
ƂPCPEKCN�GZRGTVKUG�CPF�TGURQPUKDKNKV[��+V�ECP�CNUQ�RTQOQVG�
EQORGVKVKQP�KP�VJG�ƂPCPEKCN�UGEVQT��#PF�EQORGVKVKQP��
we know, drives innovation and lowers prices, which 
is good for clients, businesses and the market overall. 
It is, however, up to the postal networks to become 
VJG�RCTVPGTU�QH�EJQKEG�HQT�ƂPCPEKCN�UGTXKEG�CPF�OQDKNG�
money operators. This could be transformative in many 
countries.

Financial Services for Social Outcomes

(KPCPEKCN�KPENWUKQP�KU�PQV�QPN[�CDQWV�RTQXKFKPI�ƂPCPEKCN�
services, but equally about the resulting impact on lives, 
welfare and development. One of the most exciting 
conversations I have when I visit clients, families, store 
owners, policy makers and national leaders is what they 
have been able to achieve with access to a bank account, 
NQCP�QT�KPUWTCPEG�RTQFWEV��CPF�JQY�ƂPCPEKCN�UGTXKEGU�CTG�
being effectively twinned with needs-related social and 
development services. Today, postal networks have the 
potential to work even better for the poor by doing so. 
And there are exciting examples to follow. In Botswana, 
the Kitsong communication centers provide access to 
government forms and agricultural information. Other 
countries use posts to send school equipment. Brazil 
has even used them to raise awareness on HIV/AIDS. 
 How can we build on this? Perhaps this will 
mean partnering with pharmacies to deliver medicines. 
Working with social welfare and health ministries to 
deliver conditional cash transfers. Or with agricultural 
companies to send a farmer’s crop directly to the buyer. 
The payment could be deposited directly into a sav-
ings account. The next season, this account could be 
automatically debited and the post delivers new seeds 

the forefront of so much innovation. Mobile phones are 
transforming how we do business, interact with social 
networks, share information and solve urgent problems. 
They are also changing how we pay for things and how 
we bank. In particular, mobile phones are drastically 
lowering costs and increasing access, as they make it 
RQUUKDNG�VQ�FGNKXGT�UWUVCKPCDNG�ƂPCPEKCN�UGTXKEGU�KP�VJG�
places where poor people live and work. Leveraging 
these and other innovations, however, requires partner-
ship and coordination across many sectors—from com-
munications ministries to central banks, mobile phone 
companies to social welfare agencies, commercial banks 
to retail stores. The leadership of communications min-
istries and their active coordination across government 
CPF�YKVJ�VJG�ƂPCPEKCN�UGEVQT�KU�VJWU�UQ�YGNEQOG�CPF�
so very important. And we are seeing great examples 
from diverse countries including Brazil, Kenya, India, the 
Philippines and Tanzania, which are among a growing 
PWODGT�QH�EQWPVTKGU�EQOOKVVGF� VQ�RWVVKPI�ƂPCPEKCN�
inclusion to the service of the poor. 

The Role of Postal Networks in Financial 
Inclusion

2QUVCN�PGVYQTMU�JCXG�OWEJ�VQ�QHHGT�HQT�ƂPCPEKCN�KPENW-
sion. Around the world, there are exciting examples 
YJGTG�VJG�RQUV�JCU�DWKNV�QP�KVU�RTGUGPEG�VQ�RTQXKFG�ƂPCP-
EKCN�UGTXKEGU��2QUV�QHƂEGU�HTGSWGPVN[�QHHGT�TGOKVVCPEGU��
money transfers and bill payments. Some provide sav-
ings accounts or even full banking services. And at least 
one postal network offers a mobile wallet. Posts can 
CNUQ�ƂIWTG�KP�IQXGTPOGPV�RNCPU�VQ�UYKVEJ�UCNCT[��YGNHCTG�
and other payments from cash to electronic delivery, 
DTKPIKPI�GHƂEKGPE[��EQUV�UCXKPIU�CPF�VTCPURCTGPE[��+P�
these scenarios, there are good examples where posts 
are using their nation-wide infrastructure to maximum 
advantage, for example through business models that 
rely on low-fees and high-volumes. Posts can also offer 
access and affordability, including because the criteria 
to open and maintain a post account are typically less 
than for a normal bank account. And in many places, 
RQUV�QHƂEGU�CTG�CNTGCF[�CV�VJG�EGPVGT�QH�EQOOWPKV[�NKHG�
 All these factors can enable and encourage poor 
RGQRNG�VQ�WUG�HQTOCN�ƂPCPEKCN�UGTXKEGU��CPF�ECP�OCMG�
a huge impact on lives and livelihoods. As a result, an 
estimated 1 billion people in more than 50 countries 
are banked through postal systems, according to the 
Universal Postal Union. 
� 9JGTG�RQUV�QHƂEGU�CTG�UVTQPI�VJKU�KU�XGT[�RQUKVKXG��
It is incumbent on postal network executives, policy 
OCMGTU��ƂPCPEKCN�UGTXKEG�RTQXKFGTU�CPF�FQPQTU��JQYGXGT��
to be realistic about the role and business approach of 
C�RCTVKEWNCT�RQUV�QHƂEG�VQ�RTQXKFG�ƂPCPEKCN�UGTXKEGU��(QT�
GZCORNG��ENKGPV�VTWUV�KU�ETWEKCN�KP�ƂPCPEKCN�UGTXKEGU��+P�
VJG�ECUG�QH�VJG�RQUV��VTWUV�KU�KPƃWGPEGF�D[�VJG�RQUVoU�
core functions, including mail and package delivery. If 
this is lacking, it will be hard for clients to trust the post 
YKVJ�VJGKT�OQPG[��/QTGQXGT��YJGP�KV�EQOGU�VQ�ƂPCPEKCN�
institutions and products, we have unfortunately seen 
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UGV�URGEKƂE�VCTIGVU�CPF�KOOGFKCVG�CEVKQPU�VQ�CFXCPEG�
ƂPCPEKCN�KPENWUKQP�CU�RCTV�QH�VJG�/C[C�&GENCTCVKQP��CPF�
those countries that pledged to move government pay-
ments to electronic means as part of the new Better 
than Cash Alliance, among others. 
 In all these efforts, it is equally valuable to consider 
what has worked and also what has not worked, how 
successes can be taken to scale sustainably, and how 
experiences can be adapted to different local contexts. 
To this end, this Panorama and the related work of the 
Universal Postal Union is so valuable to help advance 
VJG�ƂPCPEKCN�KPENWUKQP�CIGPFC��+�GZVGPF�O[�EQPITCVWNC-
tions to the Universal Postal Union for this very good 
effort. I hope this publication will serve as the basis for 
many conversations on business models, partnership 
CRRTQCEJGU��FKXGTUG�ƂPCPEKCN�RTQFWEVU��CPF�CRRTQRTK-
CVG�TGIWNCVKQP�HQT�KPENWUKXG�ƂPCPEKCN�UGTXKEGU�RTQXKFGF�
D[�RQUV�QHƂEGUtCPF�QVJGT� KPUVKVWVKQPU��#PF�� +�JQRG�
that the Panorama will spark even more and continued 
efforts to share lessons learned and best practices to 
DTKPI�ƂPCPEKCN�UGTXKEGU�VQ�CP[QPG�YJQ�PGGFU�VJGO�CPF�
HQT�VJG�DGPGƂV�QH�OCP[��

and fertilizer. The opportunities are endless and I hope 
that posts will work with social sector ministries, private 
company innovators and others to develop them. The 
Universal Postal Union can play a big facilitation role, 
for example by collaborating with other UN agencies 
CPF�VJGKT�IQXGTPOGPV�EQWPVGTRCTVU�KP�URGEKƂE�EQWPVTKGU�
to identify if there is an appropriate partnership role 
HQT�VJG�RQUVCN�PGVYQTM�VQ�FGNKXGT�ƂPCPEKCN�UGTXKEGU�VJCV�
CFXCPEG�URGEKƂE�FGXGNQROGPV�IQCNU��6JGTG�KU�TGCNN[�PQ�
limit to what can be achieved. 

Sharing Knowledge

There is such exciting progress and even more potential 
VQ�OCMG�ƂPCPEKCN�KPENWUKQP�C�TGCNKV[��0QPG�QH�VJKU�YKNN�
happen overnight, or without concerted effort, leader-
ship and support. For these reasons, I encourage the 
Universal Postal Union and other partners to give their 
attention especially to countries where there are com-
OKVOGPVU�VQ�ƂPCPEKCN�KPENWUKQP�QT�EQQTFKPCVKQP�RTQEGUUGU�
already in place. This includes those countries that com-
mitted to create national strategies and coordination 
platforms as part of the G20 Financial Inclusion Peer 
.GCTPKPI�2TQITCO��VJQUG�YJGTG�ƂPCPEKCN�TGIWNCVQTU�JCXG�
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