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Success story

Innovative customer acquisition for MTN’s recently
launched Mobile Money (MoMo) Service

Introduction
MTN is always moving at top speed to deliver great innovations. Its innovation
objectives are to ensure accessibility and seamless customer experiences.
MoMo is MTN's newest innovation, a groundbreaking Mobile Money Service. This service
enables customers to store, send, and receive money using a mobile phone. It has the
added benefit of being connected to multiple providers and suppliers. As a result, it is
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super easy for customers to manage daily and monthly transactions, such as paying
bills, buying airtime, and purchasing groceries from local stores.
As an alternative to setting up a bank account, MTN MoMo enables more people to
digitally manage their money in a safer and more convenient way.

The innovative customer acquisition strategy
The MTN team needed to ensure that the registration process for MoMo met its
innovation objectives. Thus it set up three important criteria for the registration
technology.
●

Firstly, it should offer customers more information about MoMo and how to
register.

●

Secondly, it must ensure a quick, easy and overall positive customer experience.

●

Finally, it needs to align to all security protocols to ensure that registration is 100%
secure.

MTN MoMo decided on multiple options for customers to sign up, two of which included
USSD technology and conversational AI.
MTN partnered with FinChatBot to create a conversational AI solution for MoMo
customer acquisition. The solution enables customers to sign up for a MoMo account in
just a few minutes from their mobile phone.

Conversational AI for customer acquisition
FinChatBot created a persona for the registration solution called Siza. Siza adds
something special to the experience in terms of memorability and an overall more
enjoyable experience for customers.
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“Siza is our automated MoMo expert, always ready to serve
multiple customers all at the same time, 24/7. We chose Siza,
which means helpful, as our conversational AI persona to
brighten up our customers’ experience, while ensuring we
stay aligned with our core objective - helping customers
simply manage and keep their money safe."
Felix Kamenga, Chief Officer of Digital Financial Services at MTN South Africa

Potential customers can access the conversational solution on the MTM MoMo website,
or through a link shared by MTN MoMo. They can register in less than five minutes in a
fun, seamless and almost effortless way. The solution also offers information on MTN
MoMo and provides helpful hints and tips along the way to ensure customers are never
left in the dark.
Through FinChatBot’s real time reporting, coupled with analytics, tone and flow
optimisation and intelligence-powered insight, MTN MoMo can continue to ensure a
bright and enjoyable experience for all its customers.

FinChatBot | Page 3

hello@finchatbot.com | https://finchatbot.com/

About FinChatBot
FinChatBot is the South African leader and expert in conversational AI solutions for the financial
services industry. Founded to address the increasing inefficiency, saturation and expense of call
centers, its vision is to positively transform people's lives by ingeniously digitalising and guiding
customer experiences.
Currently serving some of the largest financial services businesses in South Africa, its
customer-centric conversational AI solutions help clients generate revenue and drive business
growth.
FinChatBot's custom-built technology enables fast development and seamless integration with
various operating systems, third party providers, and messaging channels (e.g. websites, In-App,
Facebook, WhatsApp, Twitter, and more). FinChatBot helps digitalise, guide and continually
optimise important customer interactions including customer acquisition and customer care.
If you’re interested in exploring conversational AI for your business, click here to request a demo.
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