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We completed a pilot project to determine what can be achieved with users 

utilizing Juntosô iterative process.
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Using the iterative process, this pilot focused on responding to three user-related questions 

and three agent-related questions:

ÅQuestion 1: Can we establish effective 

communication with users via text 

message?

ÅQuestion 2: Can we increase menu 

activity using text message 

communication? 

ÅQuestion 3: Can we promote 

registrations for Tigo Money using text 

message communication? 

ÅQuestion 1: Can we establish two-way 

communication with agents via test 

message? 

ÅQuestion 2: Can we learn about 

agentsô experiences and realities via 

text message? 

ÅQuestion 3: Can we promote KYC 

registration by communicating about it 

with agents? 
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Throughout the project, we developed metrics to track our progress in answering these 

questions and to document relevant learnings:

ÅQuestion 1:

ÅResponse rate

ÅEnrollment rate

ÅQuestion 2:

ÅAverage number of menu 

transactions 

ÅActivation rate 

ÅRetention rate

ÅQuestion 3:

ÅNumber of KYC registrations

ÅNumber of wallet activations

ÅQuestion 1:

ÅResponse rate

ÅEnrollment rate

ÅQuestion 2:

ÅLearnings shared by the agents

ÅQuestion 3:

ÅNumber of KYC registrations

Users Agents



We were able to respond to all questions, develop an optimized strategy, 

and obtain valuable learnings about users and agents.

Operations

V 2,920 agents V 54,649 users V 121 tests

Results

VWe achieved up to a 32% response rate 

with users and 29% with agents.

V The optimized strategy for users achieved 

a 21% increase in the average number of 

menu transactions.

V The optimized strategy for agents 

achieved a 12% increase in KYC 

registrations.

Learnings

V Users are interested in learning more 

about Tigo Money.

V Agents do respond to text message and 

desire a relationship of strong 

collaboration with Tigo Money. 

V It is more effective to first converse about 

usersô and agentsô realities, with the goal 

of building a relationship, before focusing 

on promoting the desire financial behavior. 

V V V
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Users
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We quickly learning how to establish relationships with users via text 

message communication.

6

11%
15%

19%
23%

18%

16% 11%

19%
19%

21%
20%

27% 29%
27%

20%
21%

32%

29%

0%

5%

10%

15%

20%

25%

30%

35%

Average Highest rates

Response rate: Averages and highest rates throughout the project

YOUR TIGO: To continue receiving free 

messages about the benefits of your 

mobile wallet send CONTINUE. To leave, 

send LEAVE. 

Continue

YOUR TIGO: Thank you for being part of 

the Tigo community. We appreciate your 

loyalty and congratulate you on your 

financial efforts! 

Metric definition: The response rate represents the percentage of users that received Juntos

messages and responded back with a text message. 

Translated from Spanish



Throughout the project we maintained a high level of quality while 

communicating with users. 
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Enrollment Rate: Averages throughout the project

YOUR TIGO: A. I very much like 

receiving these message or B. I do not 

like receiving these messages. Please 

send A or B.  

I very much like 

receiving these 

messages

YOUR TIGO: Thank you for your 

response. By By knowing more about you 

we can better help you. Have a good day. 

Metric definition: The Enrollment Rate represents the percentage of users that received Juntos

messages and did not ask to leave the conversation. 

Translated from Spanish



Users shared informationw ith us and participated in developing a 

relationship with Tigo Money through Juntos. 
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YOUR TIGO: There are many 

free activities that you can do to 

have fun, such as going to the 

park, exercising, or spending 

time with your family. 

What nice words 

what Encouragement 

Thank you

YOUR TIGO: Turn off the TV 

before sleeping going to sleep 

and disconnect chargers when 

they are not in use. Many 

chargers use energy when 

connected.

YOUR TIGO: To continue 

receiving free messages about 

the benefits of your mobile wallet 

send CONTINUE. To leave, send 

LEAVE. 

Continue

YOUR TIGO: Thank you for 

being part of the Tigo

community. We appreciate your 

loyalty and congratulate you on 

your financial efforts! 

What Tigo offers is 

great

As a user, I am grateful 

for the concept

YOUR TIGO: Have you used 

the Tigo Money menu? We 

would love to know what you 

thought of the experience. 

Share your comments with us 

via SMS. 

I love using tigo

money. It makes a 

lot of things easier 

for me

YOUR TIGO: Thank you! We 

look forward to knowing more 

about your experience. 

Translated from Spanish



Users:  Optimized Strategy
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