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SECTION 1: INTRODUCTION

In March 2017, the USAID/Ghana Sustainable Fisheries Management Project (SFMP)
partnered with Tigo (now Airtel-Tigo) and the Fisheries Commission of Ghana to launch the
Tigo Fishers’ Network (TFN). The TFN is a fisheries management platform that is designed
to allow the Fisheries Commission to send fisheries information (fish policies, fisheries
regulations, marine weather, fish prices, etc.) to fisherfolk on their mobile phones. The
platform will provide fisherfolk with information on fisheries laws (to aid in increasing
understanding of and voluntary compliance with such laws); as well as on fishing best
practices (to support fishermen in their fishing expeditions and aid women fish processors
and traders in their fish smoking trade). Aside from fisheries management services, the TFN
allows subscribers on the network to call each other for free, offers reduced data and SMS
charges, and also provides Tigo insurance and Tigo Cash for fisherfolk.

The partners launched TFN pilot activities in September 2017, with a strategy of running the
pilot for a maximum of six months before a coastwide scale-up. Communities chosen for the
TFN pilot included Elmina (Central Region) and Axim (Western Region). To maximize
enrollment, TFN was introduced to fisherfolk within the catchment area of each pilot
community.

To date, however, pilot implementation activities have been limited, in large part due to a
merger between Airtel and Tigo during the pilot period, which led to significant turnover and
changes to the TFN team. This unanticipated setback also delayed the operationalization and
piloting of the technology platform that would allow the Fisheries Commission to send
fisheries information to TFN users.

Fortunately, a new team is currently being formed at Airtel-Tigo to take over the
management of the TFN. The findings and focus groups described below are intended to
summarize lessons learned and customer insights from TFN activity to date in order to allow
the new TFN team to learn from initial customer feedback and challenges, as well as to
devise a strategy for moving the initiative forward.

To this end, SFMP (led by Resonance) conducted a study to explore TFN performance from
customers’ perspectives and Airtel-Tigo general services among fisherfolk (TFN customers
and non-customers).

SECTION 2: METHODOLOGY

SFMP, led by Resonance, conducted research in the TFN pilot areas of EImina and Axim
catchment communities from June 4" through June 8", 2018. A focus group discussion
approach was used for the research. A check-list of questions was developed to guide the
discussion and illicit appropriate responses.

A total of 90 participants (45 males and 45 females) were involved in the focus groups across
the two study areas. Specifically, 33 TFN customers and 57 non-TFN customers participated.
The 57 non-TFN customer all use other Airtel-Tigo services. The focus groups were led by
Resonance/SFMP with support from fisherfolk associations, namely the Ghana National
Canoe Fishermen Council (GNCFC) and the National Fish Processors and Traders
Association (NAFPTA).



SECTION 3: RESULTS

3.1 Customer Reactions to the TFN Product
3.1.1 Why did you sign up for the product?

Reasons ascribed by fisherfolk for enrolling in the TFN were mixed. Nonetheless, almost all
the 33 respondents who are TFN customers indicated that the Closed User Group (CUG) that
allows them to call each other for free was a primary reason for joining the TFN. A minority
of TEN customer respondents believed that the TFN would bring cohesion among fisherfolk.
Others stated that Tigo’s service (call network) is generally stable in the study areas as such
there is no risk in subscribing to the product as it has been tried and tested. This assertion was
made by those who were already using the Tigo SIM card.

3.1.2 What do you like about the product?

During the period in which the TFN was operational, a majority of respondents viewed the
TFN as cost-effective — the benefits outweigh the cost. A minority of TEN customers
indicated that they hoped to receive weather information. This statement was from the
fishermen. A majority of the women respondents wanted the TFN because of the promise of
dissemination of fish market price information.

3.1.3 What do you dislike about the product?

Virtually all TEN customers are unhappy with the current state of the TFN. Respondents
indicated that the TFN SIM card functioned just for a month after subscription and after that
they have not been able to utilize the services including the CUG despite paying the
appropriate subscription fee. One fishermen in Axim asserted that “I bought 4 SIM cards for
myself and family and after a month it has stopped functioning. | called Tigo office (helpline)
and nobody picked it and I only receive music in a form of call back tone.” In general, TFN
customers are not enthused about their inability to receive and utilize the service promised on
the TFN. Even the non-TFN respondents were concerned about why the platform is not
working effectively as their peers have been complaining — a situation that is preventing them
from enrolling. From the foregoing, if TFN is to be embraced by fisherfolk, there is a need
for Airtel-Tigo to address the malfunctioning of the TFN SIM cards and the availability of
promised services under the TFN.

3.1.4 How often do you use the TFN?

According to the TFN customers, when they first enrolled, the CUG service was working
perfectly. However, after a month when the CUG was not functioning they stopped using the
SIM. Notwithstanding, one fisherman on the TFN alluded that his TFN SIM is functioning
and enjoying the active services under the TFN (CUG, SMS and Data). A demonstration of
his claim was tested and outcome was valid.

A minority of the TFEN customers use their TFN SIM to make calls to other Tigo lines (non-
TFN) when the need arises. For the non-TFN customers, the Tigo service is relatively better
in terms of charges for data and calls when compared to other networks. As such, they use it
regularly.

3.1.5 What additional features would you like to have on the product?

Almost all TFN customers noted that the current product portfolio is appropriate and partners
should maintain it. However, the fishermen would like Tigo to strengthen their signal so they
can make calls beyond 30km from the shoreline.

3.1.6 How often do you make calls as part of a TEN closed user group?



It was obvious that TFN customers are keen to use the closed user group (CUG) service.
Unfortunately, the CUG has not been functioning to the expectation of almost all the TFN
customers. A minority of TFN customers stated that because the CUG stopped functioning
after about a month of registering, i.e. after November 2017, they have also paused using the
TFN SIM cards even for other non-TFN services. To ascertain the claims made by majority
of TFN customers that the CUG is not effective as envisaged, trials were made during the
discussion (by calling other TEN numbers) and the outcome supports the assertion made by
virtually all the TFN customers that the CUG is not functioning properly.

3.1.7 How often do you deposit using Tigo Cash?

A majority of non-TFN customers mentioned that they normally deposit money onto their Tigo
Cash wallet when they get money from their business or receive money from other sources. On
average, they deposit every week. For the TFN customers, the situation was the opposite. This
was because most of them have their SIM dormant, i.e. TEN SIM. Nonetheless, a handful of
TFN customers also have Tigo SIM (not registered with TFN) and that is what they use for
mobile money. These respondents indicated that they do deposit virtually once a month, as it
is not their main mobile money line. The non-TFN customers who attempt to deposit regularly
complain about the scarcity of Tigo mobile money agents in the fishing communities. This is
a situation that requires attention if digital finance is to be adopted by fisherfolk.

3.1.8 How often do you send funds from your Tigo Cash wallet?

Again, non-TFN customers are those who frequently send funds from the Tigo Cash wallet.
The respondents stated that the process of sending funds is not time bound and it happens as
and when there is the need. However, a majority indicated they send funds once in a week,
while a minority does so twice a week. These results corroborate the outcome of the survey
conducted on mobile money usage among fisherfolk in March 2018, where about 73% of
folks in fishing communities using Tigo Cash use the platform to send funds once a week.
For the TFN customers, nearly all do not use TFN SIM to send funds. This is because
virtually all of them have not registered their TFN SIM for Tigo Cash.

3.1.9 What will motivate you to deposit more frequently?

The non-TFN customers were unanimous in mentioning that if the Tigo mobile money agents
are more visible in the communities and have regular float, then they will be motivated to
deposit. For the TFN customers, a majority posited that Airtel-Tigo should fix the setbacks
being experienced on the TFN which will motivate them to first register for Tigo Cash and
then start depositing.

3.1.10 Are you saving? If yes, would you be willing to share what you’re saving for?

All the respondents (TFN and non-TFN customers) stated that they are saving and the main
reasons are to meet household and business expenditures. Other reasons for saving are to
cater for their health and unforeseen life circumstances.

3.1.11 Apart from Tigo Cash, how else do you save?

A majority of respondents save using rural financial institutions and other mobile money
carriers especially MTN. Those who save on Tigo Cash, do it for a short time — not more than
a month at a time.

3.1.12 Would the weather alerts, fish processing tips, etc. be helpful in your fishing
business? If yes, how?

As alluded to earlier, all the TFEN customers were unanimous that the weather alerts, fish
processing tips, fish market prices amongst others would greatly help in their fishing



business. To them, especially the fishermen, it will minimize accidents on the sea and let
them embark on sound fishing expeditions knowing that the weather will be favorable or
otherwise for fishing. The fish processors were very interested in fish price information as
they believe it will reduce the cost of transactions. Even the non-TFN customers believe the
services would be useful in the entire fish ecosystem by bringing consistency to the pricing of
fish and helping fishers know and understand fishery regulations.

3.2 Customer Reactions to Sales Process and Customer Service
3.2.1 Did you understand the sales pitch of the TFN agent who approached you?

All the TEN customers who heard the initiative from TFN agents indicated that they
understood the sales pitch of the TFN agent. Nonetheless, a minority of TFN were skeptical
whether the entire product portfolio could be functioning effectively judging from the
numerous proposed features (fishing tips, weather info, CUG, etc.). However, these
individuals still registered.

3.2.2 What did the TFN agent say that convinced you to sign up?

A majority of TFN customers stated that the CUG aspect that potentially allows them to do
free calls among the network members was what convinced them to register. A majority of
the male customers were convinced by the weather info feature. A minority of customers
signed up when the agent said there will subsidized phones available for purchase.

3.2.3 Did you have to buy Airtel-Tigo SIM? If so how was that process?

Almost all the respondents in the study area had to buy the Tigo SIM to enroll onto the TFN.
The SIM cards were made available via the community leaders. A minority of customers
bought their SIM card from TFN agents and during the TFN durbars at the communities.

3.2.4 Did you have to sign up for Tigo Cash? If so how was that process?

Almost all the TFN customers have not signed for the Tigo Cash using their TEN SIM. A
minority of customers have registered for Tigo Cash using their non-TFN SIM. This segment
of customers completed their Tigo Cash registration before the introduction of the TFN. The
non-TFN customers enrolled on Tigo Cash registered the service mainly from mobile money
vendors. All respondents on Tigo Cash claimed that the vendors doing active Tigo Cash
services are scarce in the communities.

3.2.5Is your Airtel-Tigo SIM your main SIM? If not, where do you keep your Airtel-Tigo
SIM?

The TFN customers stated that their TFN SIM is not their main SIM and hardly used. Their
explanation for not using it regularly stems from issues outlined in previous section. For the
non-TFN respondents, a majority also indicated that their Tigo SIM is not their main SIM.
They normally use it when one wants to make Tigo-to-Tigo calls. In other words, they insert
the Tigo SIM into their mobile device and use it when it is needed for operations.

A minority of TEN customers who used the platform in the early days of subscription
mentioned that their credit gets exhausted quickly when it is used to make calls to other
networks. As such, they prefer to use other networks, especially MTN (where they bundle
their call credit to reduce cost, a situation that defeats the CUG aspect of the TFN product
portfolio).



SECTION 4: SUMMARY OF CONCLUSIONS
The following summarizes the findings from the focus groups:

TFN subscribers support the TEN initiative and would like to see Airtel-Tigo correct the
setbacks that have hindered progress and performance to date

TFN customers duly understand the product vis-a-vis the subscription fee associated
with each package

TFN customers are satisfied with current product features (as envisioned), however they
would want Airtel-Tigo network coverage extended beyond 30km from the shoreline
Currently, TFN customers are not able to utilize the available services especially the
CUG despite paying the appropriate subscription fee

Fisherfolk are not patronizing Tigo Cash due to the scarcity of dedicated Tigo Cash
agents in the study communities

The inability of Airtel-Tigo to provide phones alongside SIM cards for purchase also
contributed to the slow enrollment of fisherfolk unto the TFN program and increased
the level of Tigo SIM swaps among customers

Airtel-Tigo is not the preferred SIM (for calls and mobile money) among respondents —
both TFN and non-TFN customers

A majority of TFN customers prefer to use other networks to make calls as they can
bundle to reduce their call rate

The TFN is seen as laudable initiative from the perspective of non-TFN customers and
if setbacks are corrected the program will be attractive to fisherfolk



