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ABSTRACT

The rapid rise of digital financial services (DFS) in Fiji presents both opportunities and challenges
for financial inclusion. This report delves into the findings of the Consumer Council of Fiji's survey,
analysing user experiences and concerns related to DFS adoption. The data reveals high user
adoption rates, but also highlights significant challenges that hinder a truly inclusive DFS ecosystem.
Security emerges as the primary concern, with over 35% of respondents expressing anxieties about
data privacy, fraud, and transaction errors. The report explores potential reasons for these concerns,
including limited understanding of security measures and a perceived lack of responsiveness from
customer support teams (reported by 10% of users).

Further challenges include limited internet access and mobile network coverage in rural areas,
hindering user ability to leverage DFS platforms. Additionally, a lack of digital literacy skills across
user segments poses a barrier to confident and informed utilization of these services. The report
acknowledges potential difficulties faced by vulnerable groups like women, the elderly, and disabled
individuals, emphasizing the need for targeted solutions to promote their inclusion.

Beyond user concerns, the report analyses the effectiveness of existing consumer protection
mechanisms. While data on the complaint resolution process is limited, the analysis highlights the
importance of user satisfaction and suggests potential inefficiencies based on reported difficulties
with customer support.

To address these challenges and create a secure and inclusive DFS environment, the report presents
a series of concrete recommendations for stakeholders. These recommendations focus on:

e  Enhancing digital literacy programs: Tailored educational initiatives designed to empower
users with the knowledge and skills required to utilize DFS platforms safely and effectively.

e  Promoting accessibility features: Developing DFS platforms and mobile applications with
user-friendly interfaces and accessibility features to cater to the needs of all user groups,
including the elderly, disabled, and less tech-savvy individuals.

e  Strengthening security measures: Implementing robust security protocols, including multi-
factor authentication and regular security audits, to ensure user data protection and minimize
the risk of fraud.

e  Streamlining complaint resolution: Establishing efficient and accessible mechanisms for
resolving user complaints.

e  Marginalized groups: Implementing targeted outreach programs and initiatives to bridge the
digital divide and empower vulnerable user segments to participate confidently in the DFS
ecosystem.

By implementing these recommendations, policymakers, financial service providers, and consumer
protection organizations can foster a more secure, inclusive, and empowering DFS environment
in Fiji. This will allow all Fijians to reap the benefits of digital financial services and contribute to a
more financially inclusive society.
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SUMMARY OF KEY
FINDINGS

1104 consumers surveyed

492 246 326 40

Central Northern Western Eastern

o
53. 5 76 of the consumers surveyed were female

Frequency of DFS usage

28% 47%

services on a daily basis on a weekly basis
o) 1 1 o
14% %
use it on monthly. of users use it occasionally.

Popularity of DFS Platforms

91% 24%

of consumers use mobile money wallet of consumers use EFTPOS
16% 4.4%

(o) . (o)
of the consumers utilize internet banking. of the consumers SMS banking,

3.1% 1.9%

used other types of digital financial platforms used global card network such as Visa and
Willls Mastercard.
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Why Consumers Use DFS

42%

of consumers find DFS convenient

17%

of the consumers indicated its a safer option

3%

of consumers claimed it is cost-effective

2%

claimed using DFS provides them with
additional benefits.

Consumer Concerns

395%

of consumers claimed they had security
concerns

18%

of consumers claimed digital financial
literacy is a challenge

10%

of consumers complained they have faced
issues relating to customer support and
redress

29%

for 24/7 accessibility

4%

said it is a mandatory method of making
payments

3%

claimed ‘other’ reasons

22%

of consumers have indicated they have
limited access to technology

15%

of the consumers claimed that transaction
disputes, errors, and glitches were their
major concern
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Consumer Complaints & Customer Service

77%

of consumers never lodged a complaint with their service provider regarding issues they faced.

Customer Service Rating of DFS Providers:

22% 42% 24% 7% S%

rated it as as good as average as poor as very poor
excellent

Consumers view on security concern of their personal and financial information when using
digital financial services:

64% 18% 13% 3% 2%

very concerned somewhat neutral not very not concerned
concerned concerned at all

Preferred mode of seeking customer support:

42% 27 % 20%

prefers phone call support prefers face to face medium prefers email
o 50 1 o
5% % %
prefer social media prefers online chat prefers other mediums

14%

of the consumers believe that women, elderly persons and persons living with disabilities face
specific challenges in accessing and using digital financial services.
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INTRODUCTION

Fijiis going through a quiet revolution. This transformation is not driven by booming industrialization
or sprawling megacities, but by the silent infiltration of digital technologies into the everyday lives of
Fijians. At the forefront of this change lies the burgeoning realm of digital financial services (DFS),
rapidly weaving itself into the fabric of the nation’s financial ecosystem.

Across the globe, DFS has emerged as a potent force for financial inclusion, empowering individuals
and businesses previously excluded from traditional financial institutions. In the Pacific region,
characterized by vast distances, scattered populations, and limited access to physical banking
infrastructure, DFS offers a glimmer of hope. Fiji, with its archipelagic geography and a population
of roughly 900,000, presents a compelling case study. Here, DFS holds the potential to bridge the
gap between geographically isolated communities and essential financial services.

Mobile money solutions, online payments, digital wallets, and other innovative DFS products are
changing the financial landscape. These services provide a convenient and accessible alternative
to traditional brick-and-mortar banks, particularly for those residing in remote areas. With a mobile
phone in hand, Fijians can now access a range of financial services, including money transfers, bill
payments, micro-savings, and even access to credit — activities that were once a distant dream.

The transformative potential of DFS in Fiji is undeniable. Increased financial inclusion can empower
individuals to manage their finances more effectively, build savings, invest in small businesses,
and ultimately contribute to the nation’s economic growth. Studies by the World Bank and the
Alliance for Financial Inclusion (AFI) have consistently highlighted the positive correlation between
DFS adoption and poverty reduction, improved livelihoods, and increased economic participation,
particularly for women and marginalized communities.

However, the burgeoning landscape of DFS in Fiji is not without its challenges. As with any
transformative technology, navigating the uncharted territory requires a nuanced understanding of
the potential pitfalls alongside the opportunities. Consumer protection, security concerns, limited
digital literacy, and unequal access to technology all pose hurdles that need to be addressed to
ensure the sustainable and inclusive growth of DFS.

To truly understand the current state of DFS in Fiji, it is imperative to delve into the experiences of
its users — the Fijian consumers. What types of DFS products are they utilizing? What motivates
their adoption? Are they encountering any challenges in using these services? These are just some
of the crucial questions that need answers.

Recognizing the significance of understanding the consumer experience within the DFS ecosystem,
the Consumer Council of Fiji (CCoF) embarked on a comprehensive research initiative. This multi-
pronged approach aimed to shed light on the current state of DFS in Fiji, identify both opportunities
and challenges, and ultimately pave the way for a more inclusive and secure digital financial future.
The cornerstone of the Council's research was a nationwide consumer survey. This survey,
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meticulously designed to capture a representative sample of the Fijian population, sought to gather
detailed information on consumer demographics, their DFS usage patterns, factors influencing
their adoption, and challenges they face while using these services.

Furthermore, the Council recognized the importance of analysing consumer complaints related to
DFS. By delving into consumer complaints data from the past five years, the Council aimed to identify
recurring issues, understand the types of challenges consumers are consistently encountering, and
pinpoint the demographics or service types most affected.

This report, meticulously crafted from the aforementioned research initiatives, serves as a
comprehensive resource on the state of DFS in Fiji. It is structured into three distinct parts, each
designed to provide a deeper understanding of the issues and opportunities at hand.

Building upon the insights gleaned from consumer survey and the consumer complaints analysis,
the report also delves into a deeper analysis of the combined data. By examining consumer
experiences, industry practices, and existing challenges, this report also aims to identify both
strengths and weaknesses in Fiji's DFS ecosystem. It will highlight areas where the current system
excels, such as high mobile penetration or innovative service offerings. However, it will also shine
a light on areas that require improvement, such as gaps in accessibility for marginalized groups or
limitations in consumer protection frameworks in some areas.

The report also goes a step further by proposing targeted recommendations for policymakers,
regulators, and service providers. These recommendations will strive to address the identified
challenges and capitalize on existing opportunities. The ultimate goal is to foster a DFS ecosystem
that is not only secure and efficient but also promotes financial inclusion for all Fijians.

Thisreport, aculmination of the Council'sresearchinitiative, is not intended to be a definitive endpoint.
Rather, it serves as a valuable resource and a springboard for ongoing dialogue and collaboration.
By fostering open communication between policymakers, regulators, service providers and Fijian
citizens, the nation can navigate the exciting, yet challenging terrain of digital financial services.

Through a collective commitment to innovation, inclusivity, and robust consumer protection
frameworks, Fiji can ensure that DFS becomes a powerful tool not just for financial inclusion, but
for fostering a vibrant and prosperous digital economy. It is a journey that requires collective effort,
and the findings presented in this report aim to equip stakeholders with the necessary knowledge
and direction to create a thriving digital financial future for all Fijians.




MESSAGE FROM THE CHIEF
EXECUTIVE OFFICER

| am pleased to present the findings of the comprehensive
survey conducted by CCoF on the experiences of consumers
with (DFS) in Fiji. This survey, which engaged over 1,100
consumers across various demographics and geographic
locations, sheds light on the opportunities and challenges
within Fiji's rapidly evolving DFS landscape.

Theinsights gleaned from thisresearch areinvaluablein guiding
our efforts to create a more inclusive, secure, and user-centric
DFS ecosystem. It is evident from the findings that while DFS
adoption is on the rise, there remain significant hurdles that
must be addressed to ensure the full benefits of digital finance
are realized by all Fijians.

Key findings from the survey reveal that while convenience and
accessibility are driving factors behind DFS adoption, concerns
regarding security, transaction disputes, and limited access persist among consumers. Moreover,
issues with customer support and digital literacy pose additional challenges that must be tackled
head-on.

As stakeholders in Fiji's financial ecosystem, it is imperative that we collaborate to address
these challenges effectively. By enhancing security measures, improving customer support
responsiveness, and investing in digital literacy initiatives, we can empower consumers to navigate
the digital financial landscape with confidence and ease.

Furthermore, it is crucial that we pay attention to the specific needs of vulnerable user groups,
including women, elderly individuals, and persons with disabilities. Tailored initiatives aimed at
addressing their unique challenges will be instrumental in ensuring equitable access to DFS for all
segments of our society.

| urge all stakeholders, including policymakers, regulators, DFS providers, consumer protection
organizations, and consumers themselves, to join hands in this endeavour. By working together,
we can build a DFS ecosystem that fosters trust, promotes financial inclusion, and drives economic
empowerment for every Fijian.

Thank you for your continued support and commitment to advancing the digital financial landscape
in Fiji.

Seema Shandil
Chief Executive Officer
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MESSAGE FROM THE MANAGER
CAMPAIGNS INFORMATION AND
MEDIA

| am elated to convey my heartfelt appreciation for the
remarkable dedication and collaborative spirit demonstrated
throughout our journey in leading the national research initiative
on DFS in Fiji. As the Manager of Campaigns Information and
Media and the Project Manager entrusted with spearheading
this pivotal undertaking, | am immensely proud of the collective
effort and unwavering commitment exhibited by each member
of our team.

Our concerted efforts, bolstered by the invaluable support and
funding from Consumers International, have culminated in the
successfulexecution of acomprehensive survey encompassing
diverse demographics and geographic regions across Fiji. With
meticulous attention to detail, we have diligently collected and
analysed data to unravel the multifaceted landscape of DFS
adoption, challenges, and opportunities within our nation.

Thebreadthanddepthofinsights garnered fromthisresearch endeavour offers profoundimplications
for consumer advocacy, policy formulation, and industry stakeholders alike. By engaging with over
a thousand consumers from various age groups, genders, and socio-economic backgrounds, we
have ensured that the voices of all Fijians resonate within the corridors of decision-making.

With the dissemination of this report, we are poised to embark on a transformative journey toward
fostering a more equitable, accessible, and consumer-centric DFS ecosystem in Fiji. Through
strategic advocacy initiatives, targeted media campaigns, and collaborative partnerships, we shall
endeavour to amplify our voices and catalyse actionable reforms that resonate with the aspirations
and needs of our fellow Fijians.

| extend my heartfelt gratitude to each member of our dedicated team for their unwavering
commitment, perseverance, and passion in realizing the vision of this project. Together, let us
continue to champion the cause of consumer empowerment, advocate for financial inclusivity, and
pave the way for a brighter, more prosperous future for all Fijians.

Vinash Singh
Manager Campaigns Information and Media




SECTION 1:
DEMOGRAPHICS OF
RESPONDENTS IN THE
FIJI DIGITAL FINANCIAL
SERVICES SURVEY
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/

The Consumer Council of Fiji's survey on Digital Financial Services (DFS) offers a wealth of
information about Fijian consumers utilizing these platforms. This section provides information
pertaining to demographics of the respondents, particularly age, gender, and residence, which
provides a nuanced understanding of who is using DFS and identify potential areas for further
development.

Geographical Profile of Respondents

The illustration below depicts the geographical profile of the 1 1 0 4 consumers who took
part in the survey.

22 % Northern
45% central
29% Western
) 4% Eastern

Age Distribution and DFS Adoption

Graph showing Age Distribution of Participants
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The survey results reveal a strong presence of younger demographics (18-34 years old) comprising
over half (53%) of the respondents. This dominance can be attributed to several factors:

Digital Literacy: Younger generations tend to be more comfortable with technology and have
grown up surrounded by digital tools. This ease of use translates well to adopting and utilizing
DFS platforms.

Financial Independence: As young adults gain financial independence, they are more likely
to manage their own finances, making DFS solutions like mobile wallets and internet banking
attractive options.

Convenience and Accessibility: DFS platforms offer 24/7 access and eliminate the need to
visit physical banks, which can be particularly appealing to young adults with busy schedules.
Marketing and Outreach: Financial institutions might target younger demographics with their
marketing campaigns, raising awareness and promoting DFS adoption among this age group.

However, it's important to acknowledge the significant participation (47%) from the 35+ age range.
This challenges the notion that DFS is solely for the young and tech-savvy. This may be due to:

Increased Smartphone Penetration: The growingaffordabilityand accessibility of smartphones
across age groups have facilitated DFS adoption even among older demographics. Four in five
Fijian adults (81 per cent) have access to a smartphone for personal or work use, either their
own or belonging to someone else (UNCDF, 2023)

Financial Inclusion Efforts: Government initiatives and financial institutions’ efforts to
promote financial inclusion might be reaching older adults, encouraging them to embrace
DFS for easier money management.

Evolving Needs: As people age, their financial needs may change, and DFS platforms can
offer convenient solutions for managing pensions, bill payments, or sending remittances to
family.

Gender Distribution and DFS Usage

The survey's near-equal gender participation (53.5% female, 45.7% male) is a positive indicator.
It challenges the stereotype that DFS adoption might be lower among women due to factors like
limited access to technology or financial independence. This near equal gender participation may

infer:
[ )

Mobile Money Penetration: The widespread adoption of mobile money services, particularly
those accessible through feature phones, has likely reached a broader audience, including
women in rural areas.

Financial Empowerment Initiatives: Programs promoting financial literacy and encouraging
women to participate in the formal financial sector could be contributing to increased DFS
usage among females.

Shifting Socioeconomic Landscape: As women play an increasingly important role in the
Fijian economy, they might be taking greater control of their finances, making DFS a convenient
tool for managing their money.

However, it is important to acknowledge that gender-related barriers might still exist. Further
research could explore:
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e Access to Devices: Do women have equal access to smartphones and internet connectivity
compared to men?

e Digital Literacy Skills: Are there gender disparities in digital literacy skills that might hinder
DFS adoption among women?

e  Product Design: Are DFS products and services designed to cater to the specific needs and
preferences of female users?

By addressing these potential disparities, stakeholders can ensure that DFS benefits all Fijians
equally.

Residence Distribution and Bridging the Digital Divide

The survey results show a higher concentration of DFS users in urban areas compared to rural
areas and maritime regions This disparity highlights the ongoing challenge of bridging the digital
divide in Fiji.

e Urban Advantages: Urban centers typically have better internet infrastructure, higher
smartphone penetration, and a greater number of financial service providers with readily
available DFS options.

e  Rural Challenges: Limited access to reliable internet, lower smartphone ownership, and
potentially lower levels of digital literacy can hinder DFS adoption in rural areas.

The Council's survey provides valuable insights into the demographics of Fijians using DFS
platforms. Younger demographics are prominent users, likely due to their digital literacy and
preference for convenient financial tools. However, the participation of older adults and a relatively
balanced gender distribution indicate broader adoption across age and gender groups. While a gap
exists between urban and rural/maritime areas, a significant portion from rural areas represents
potential for growth through targeted initiatives. By addressing the challenges of the digital divide
and implementing strategies to improve connectivity and access, policymakers, financial service
providers, and NGOs can ensure that all Fijians, regardless of age, gender, or location, can benefit
from the convenience and security of digital financial services.




SECTION 2:
DIGITAL FINANCIAL
SERVICE USAGE IN
FIJI: CONVENIENCE,
INCLUSION AND
CHALLENGES
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This section contains trove of insights into how Fijians are embracing DFS platforms. It delves
into the data with a magnifying glass, exploring the rate of DFS adoption, the popularity of specific
platforms, the driving forces behind this trend, and lingering challenges that need to be addressed
for truly inclusive financial services.

Convenience as a Catalyst and the Inclusion Narrative

The survey by the Council reveals aremarkable level of DFS adoption in Fiji. With 100% of respondents
utilizing at least one DFS platform occasionally, it's evident that digital financial tools have woven
themselves into the fabric of everyday financial activities. This finding aligns with data from the
United Nations Capital Development Fund (UNCDF). Their 2022 Pacific Financial Inclusion Report
highlights a regional increase in mobile money accounts, suggesting a broader trend towards digital
financial solutions across the Pacific Islands.

Graph showing the usage of DFS.
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The high frequency of DFS usage further emphasizes convenience as a key driver. Nearly 72%
of respondents use these services at least weekly, and 28% rely on them daily. This frequent
engagement can be attributed to the inherent advantages of DFS compared to traditional banking
methods, as discussed earlier (24/7 accessibility, reduced reliance on cash, faster transactions).

The Reserve Bank of Fiji (RBF) has also played a crucial role in promoting DFS adoption through
initiatives like the National Financial Inclusion Strategy. The RBF has encouraged financial institutions
to develop user-friendly DFS products aimed at the unbanked and underbanked segments of
the population. This, coupled with the growing penetration of smartphones and mobile network
coverage, has made DFS a more accessible option for a wider Fijian population.
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Popularity of DFS Platforms: Convenience and Functionality

Graph Showing the various DFS Platforms Used.

24% 1.5% 16% 51% 30% bhy

0% 20% 40% 60% 80% 100%
. EFTPOS . Global Card Network Internet banking . Mobile Wallet . Others . SMS Banking
(website/mobile app)

The survey clearly identifles mobile wallets as the dominant DFS platform in Fiji, with over half
(51%) of respondents utilizing them. Their dominance can be explained by several factors, already
explored in the previous section (simplicity, widespread availability, integration with mobile phones).

Electronic Funds Transfer at Point of Sale (EFTPOS) comes in a close second at 24%, highlighting
its significance for in-store transactions. This finding aligns with data from the Pacific Payment
Systems Project (PPSP), which emphasizes the growing importance of digital payments in the retail
sector across the Pacific Islands. Consumers are increasingly opting for contactless and secure
payment methods offered by EFTPOS, contributing to its widespread adoption.

However, the “Other Platforms” category (3%) in the survey warrants further investigation. Does
it encompass global card networks like Visa or Mastercard, or are there alternative DFS options
gaining traction? Exploring these details can provide valuable insights into user preferences and
emerging trends in the Fijian DFS landscape. Additionally, it's important to understand the reasons
behind the relatively low usage of internet banking (16%) and SMS banking (4%). Is it due to a lack
of interoperability, digital literacy, limited internet access, security concerns, or a preference for
more user-friendly mobile wallet interfaces? Addressing these potential barriers could unlock the
full potential of these platforms and cater to a wider range of user needs.

Beyond Convenience: Exploring Other Motivations

While convenience remains a key driver of DFS adoption, the survey suggests other factors also
influence user decisions.

Cost-effectiveness (3%): Though not the primary motivator, DFS can potentially offer cost benefits
compared to traditional banking. Lower transaction fees or eliminating travel expenses to visit
physical bank branches can be attractive to some users.

Security Concerns (17%): While security concerns exist, some respondents perceive DFS platforms
as a safer alternative to carrying cash, especially with features like PIN protection and transaction
verification. However, addressing security concerns through robust encryption and user education
remains crucial for promoting trust and wider adoption.




Beyond Access: Consumer Perspectives on Digital Finance in Fiji 2024

Social Pressures and Merchant Preferences (Not directly
measured but can be inferred):

In some cases, social pressures or merchant preferences might influence DFS adoption. For
instance, friends and family might encourage each other to use mobile wallets for ease of sending
and receiving money. Similarly, businesses accepting only digital payments might nudge customers
towards adopting DFS platforms.

This section paints a positive picture of DFS adoption in Fiji. A high overall usage rate, with a
significant portion relying on these services daily, highlights their growing integration into everyday
financial activities. Additionally, exploring the reasons behind the popularity of specific platforms
and the motivations for DFS adoption provides valuable insights for stakeholders.

By addressing remaining challenges like limited internet access in rural areas, promoting digital
literacy, and fostering trust in security measures, Fiji can ensure that DFS truly empowers all citizens.
Moreover, ongoing research and development are needed to create user-centric DFS platforms that
cater to the evolving needs and preferences of a diverse Fijian population. Ultimately, the aim is to
create a truly inclusive financial ecosystem where everyone, regardless of location or background,
has the opportunity to participate in the digital economy and manage their finances effectively.

12



SECTION 3:
CONSUMER
CHALLENGES AND
EXPERIENCES
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While the data from this survey reveals a high adoption rate, it also sheds light on the challenges
consumers face when utilizing these platforms. This section delves into these challenges, explores
their potential reasons and implications and highlights the specific difficulties encountered by
vulnerable user groups.

Understanding Consumer Concerns

The survey reveals that several key challenges hinder a truly seamless DFS experience for Fijians:

Graph Showing Key Challenges with DFS

35% 22% 18% 15% 10%

0% 20% 40% 60% 80% 100%

. Security Concerns .

Limited
Technology Access

Difficulties with
Customer Support

Transaction
Errors

Digital Literacy
Issues

1. SECURITY CONCERNS (35%)

Security emerges as the most significant challenge, with over a third of respondents expressing
anxieties about using DFS platforms. This highlights a critical need to build trust and confidence in
digital financial transactions. Potential reasons for these concerns include:

e  Lack of Awareness: Limited understanding of security measures employed by DFS providers
can make users apprehensive about sharing personal information or financial data online.

e  Cybersecurity Threats: News reports of data breaches or online scams can heighten user
anxiety about the vulnerability of DFS platforms to cyberattacks. (Source: Avast, 2023)

e Limited Experience: Users new to DFS might not be familiar with security protocols or best
practices for protecting themselves online.

IMPLICATIONS:

e  Reduced Adoption: Security concerns can discourage users from adopting DFS altogether,
hindering financial inclusion efforts.

e Hesitancy to Utilize Advanced Features: Fear of fraud might deter users from exploring more
advanced functionalities like online bill payments or mobile investments.

* Increased Reliance on Cash: If users perceive DFS as risky, they might be more likely to rely
on cash for transactions, limiting the benefits of digital financial services.

2. LIMITED TECHNOLOGY ACCESS (22%)
One-fifth of respondents reported limited technology access as a barrier. This could be due to
several factors:
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Geographic Location: Rural areas might have lower levels of internet connectivity or mobile
network coverage, hindering access to DFS platforms. (Source: World Bank, 2023)
Affordability: The cost of smartphones and data plans can be a significant barrier for low-
income households, limiting their participation in the digital financial ecosystem.

Lack of Infrastructure: Inadequate infrastructure for internet connectivity, particularly in
remote regions, can prevent residents from fully benefiting from DFS.

IMPLICATIONS:

Unequal Access to Financial Services: The digital divide can exacerbate existing economic
inequalities, leaving those without access to technology further disadvantaged.

Exclusion from the Digital Economy: Limited technology access prevents users from
participating in online transactions and leveraging the potential of DFS for financial
empowerment.

Reduced Efficiency and Convenience: Without consistent internet connectivity, users might
not be able to fully utilize the real-time benefits of DFS for managing their finances.

3. DIGITAL LITERACY ISSUES (18%)
Nearly one-fifth of respondent’s face challenges due to a lack of digital literacy. This encompasses:

Unfamiliarity with Technology: Users might not be comfortable using smartphones or
navigating mobile applications, hindering their ability to utilize DFS platforms effectively.
Limited Financial Knowledge: A lack of understanding of basic financial concepts can make
it difficult for users to comprehend the functionalities and benefits offered by DFS.

Language Barriers: If DFS platforms are not available in local languages, it can exclude users
who are not comfortable using them in English.

IMPLICATIONS:

Misuse of DFS Platforms: Limited knowledge can lead to users unknowingly making risky
transactions or falling victim to scams.

Underutilization of Features: Users might not be aware of all the functionalities offered by
DFS platforms, limiting the potential benefits they can derive from these services.

Increased Reliance on Traditional Banking Methods: Difficulties in navigating DFS platforms
might push users back towards traditional banking methods, which can be less convenient
and time-consuming.

4. TRANSACTION ERRORS (15%)
Transaction errors, although less prevalent than security concerns, can still be frustrating for users.
This could be due to:

Technical Issues: Glitches or errors within the DFS platform itself might lead to failed
transactions or incorrect transfers.

User Input Mistakes: Typos or errors made by users while entering information can result in
incorrect transactions.

Network Connectivity Issues: Unstable internet connections can interrupt transactions,
leading to delays or failures.
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IMPLICATIONS:
e  Loss of Trust: Repeated transaction errors can erode user confidence in the reliability of DFS
platforms.

e  Financial Loss: In some cases, transaction errors might result in unintended financial losses
for users if not resolved promptly.

e  Frustration and Inconvenience: Encountering errors can be frustrating and disrupt the smooth
flow of financial transactions.

5. DIFFICULTIES WITH CUSTOMER SUPPORT (10%)
While not the most significant challenge, difficulties accessing customer support can be a major
source of frustration for users. This could be due to:

e Limited Availability: Customer support might not be available 24/7 or through preferred
channels (phone, email, online chat).

e Long Wait Times: Users might face long wait times when trying to reach customer support
representatives.

e Inadequate Training: Customer support representatives might not be adequately trained to
address all user queries efficiently.

IMPLICATIONS:

e  Unresolved Issues: Difficulties in reaching customer support can leave users’ problems
unresolved, hindering their ability to fully utilize DFS platforms.

* Increased Risk of Fraud: Delayed assistance with issues like suspected fraudulent activity
can expose users to greater financial risk.

e Negative Perception of DFS Providers: Poor customer support experiences can create a
negative brand image for DFS providers.

Challenges Faced by Specific User Groups

A significant portion (14%) of consumers surveyed expressed concern that specific groups —
women, elderly persons, and persons with disabilities — face challenges accessing and using DFS.
This finding highlights a potential digital divide that could hinder financial inclusion efforts in Fiji.

Graph Showing the Challenges faced by women, elderly persons and persons with disabilities
using and accessing DFS.
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Fraud and Scams (32%): These groups may be perceived as more vulnerable to phishing
scams and online fraud. Cybercriminals may exploit a perceived lack of technical knowledge
or target individuals who are less likely to detect suspicious activity.

Limited Access to Technology (23%): This is a crucial factor. Women, elderly persons, and
persons with disabilities may have limited access to smartphones, internet connectivity, or
user-friendly interfaces that cater to their specific needs. This can be a significant barrier to
DFS adoption in these populations.

Digital Literacy Gap (21%): Limited digital literacy skills can be a significant barrier for these
groups.

Security Concerns (17%): Concerns about data security and unauthorized access to e-wallet
accounts may be particularly acute for these groups. They may have a lower baseline trust in
technology or require additional assurances about the security measures in place to protect
their financial information.

Lack of Trust (7%) A general distrust of digital financial services, or a lack of experience with
traditional financial institutions, may make these groups hesitant to embrace DFS.

Based on global trends and existing research, it's crucial to consider potential difficulties faced by
vulnerable user groups:

Women: Social norms or limited access to mobile phones might restrict women'’s ability to
use DFS. Additionally, a lack of awareness or financial literacy might hinder their adoption of
these services. (Source: Alliance for Financial Inclusion, 2023)

Elderly: Difficulties with using smartphones or understanding the technical aspects of DFS
platforms could be a barrier for older users. Tailored training programs and user-friendly
interfaces can help bridge this gap. (Source: UNCDF Pacific Financial Inclusion Report, 2022)
Disabled Users: Accessibility issues with mobile applications or lack of support for assistive
technologies might exclude users with disabilities from utilizing DFS to their full potential.
Inclusive design principles can ensure everyone can benefit from these services. (Source:
World Bank Global Findex Database, 2021)

POSSIBLE IMPLICATIONS:

Exacerbating Financial Exclusion: If these challenges are not addressed, they could exacerbate
financial exclusion for women, elderly persons, and persons with disabilities. These groups
risk being left behind in the digital financial revolution, limiting their access to financial services
and hindering their ability to participate fully in the formal economy.

Social and Economic Disparity: A persistent digital divide can exacerbate social and economic
disparities. Those who lack access to DFS may struggle to manage their finances effectively,
access credit, or participate in online commerce. This can widen the gap between the haves
and have-nots in Fiji.

A Collaborative Path Forward

The identified challenges necessitate a multi-pronged approach to create a more inclusive and
user-friendly DFS ecosystem in Fiji. The challenges highlighted underscore the need for ongoing
efforts to create a user-centric DFS environment in Fiji. By addressing security concerns, promoting
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digital literacy, and ensuring inclusivity, stakeholders can empower all Fijians to participate in the
digital economy and manage their finances effectively. This journey requires collaboration between
policymakers, financial institutions, NGOs, and DFS operators to ensure that the benefits of DFS
reach every corner of the nation. Regular monitoring and evaluation of these initiatives will be
critical for identifying emerging challenges and adapting strategies to create a truly inclusive digital
financial ecosystem in Fiji.




SECTION 4:
CONSUMER PROTECTION
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The rapid adoption of DFS in Fiji, as highlighted by Council’s survey, presents both opportunities
and challenges. While convenience and accessibility drive user engagement, it is crucial to ensure
a robust framework exists for consumer protection and advocacy.

This section delves into consumer engagement with complaint resolution processes and their level
of concern regarding data security when using digital financial services (DFS) in Fiji. The survey

findings reveal both positive aspects and areas for improvement in fostering a secure and trusting
DFS ecosystem.

Limited Reporting of DFS Issues (77% Never Filed a Complaint)

Graph showing portion of complaints lodged.
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e Issue: A significant portion of users (77%) reported never lodging a complaint with any service
provider or regulator regarding DFS. This statistic suggests a potential lack of awareness about
formal complaint channels or a hesitation to report issues. Several factors could contribute to
this:

1. Users may be unaware of their rights and the complaint resolution procedures available.
2. A perception that complaints won't be addressed effectively might lead users to believe
reporting issues is futile.

e Implications: Low complaint reporting can have significant consequences. Unreported
problems hinder regulators and DFS providers from identifying and addressing systemic
challenges that impact consumer protection. This can leave users vulnerable to recurring
issues and erode trust in the DFS ecosystem.
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Customer Service Responsiveness: (30% Rated Service as
Average, Poor, or Very Poor)

Customer Service Ratings of DFS Providers.
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e  Positive Perception: While a majority of respondents (64%) rated customer service support as
good or excellent, indicating a generally positive perception of responsiveness among users,
there is still room for improvement.

e Issue: A significant portion of users (36%) rated customer service as average, poor, or very
poor. This highlights a need for some DFS providers to improve the quality and efficiency of
their customer support channels. Ineffective customer service can lead to user frustration,
unresolved issues, and ultimately, a reluctance to use DFS platforms altogether.

Security Concerns Remain High: A Barrier to Adoption (82%
Concerned About Data Security)

e Issue: A substantial majority of users (82%) expressed concern about the security of their
personal and financial information when using DFS platforms. This pervasive anxiety regarding
data security presents a key trust barrier that could hinder wider adoption of DFS.

e Implications: Security concerns can deter users from utilizing DFS altogether or limit their full
utilization. Individuals may be hesitant to store financial information electronically or conduct
transactions online, hindering financial inclusion efforts and restricting access to financial
services for certain demographics. This can exacerbate existing financial inequalities and limit
economic growth.
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Preferred Channels for Addressing Issues: Traditional Methods
Remain Dominant

Graph Showing preferred Channel for Addressing Issues
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When asked which channels consumers prefer for addressing issues or seeking support related to
digital financial services 42% preferred phone call support, 27% preferred face to face medium, 20%
preferred email as a medium, 5 percent preferred social media while another 5% preferred online
chat. Approximately 1% preferred other mediums.

e  Traditional Channels Still Popular: Phone calls (42%) and face-to-face interactions (27%)
emerged as the preferred channels for addressing issues related to DFS. This suggests a
continued reliance on traditional methods of communication, particularly in rural areas where
internet connectivity and access to technology might be limited.

e Digital Channels Gaining Traction: However, the survey also revealed a growing user
preference for digital support channels, with email (20%), social media (5%), and online chat
(5%) gaining traction. This highlights the need for DFS providers to invest in developing user-
friendly and efficient online support systems to cater to evolving user preferences and ensure
accessibility for all.

Beyond Resolution: Proactive Measures for Enhanced
Consumer Protection

While a robust complaint resolution system and responsive customer support are crucial, effective
consumer protection requires a proactive approach. Here are some key recommendations based
on global best practices and the identified challenges in the Fijian context:

e  Strengthening Regulatory Frameworks: The Reserve Bank of Fiji (RBF), as the primary
regulator for financial institutions, plays a critical role in establishing clear and comprehensive
regulations for DFS providers. These regulations should explicitly define consumer rights and
obligations of DFS providers, covering areas such as data privacy, transparency of fees and
terms, and security standards. (Source: Alliance for Financial Inclusion, 2023)
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A recent research paper by the University of the South Pacific highlights the need for Fiji to update
its existing legal framework to effectively address emerging challenges in the DFS landscape,
particularly those related to consumer protection and data security. (Source: USP School of Law
Research Paper, 2023)

e  Promoting Transparency: DFS providers have a responsibility to ensure clear communication
with users. This includes providing transparent information on fees, terms and conditions,
privacy policies, and grievance redressal procedures in a simple and understandable manner,
avoiding complex legal jargon. Additionally, information should be readily available in multiple
languages to cater to the diverse Fijian population.

e Enhancing Financial Literacy: Financial literacy programs tailored to different user segments
(age, location, language) are crucial for empowering users to make informed decisions
about DFS products and services. These programs should educate users on topics such as
identifying and avoiding scams, safely using DFS platforms, and understanding their rights
and responsibilities as consumers. The Consumer Council of Fiji and NGOs can play a vital
role in developing and delivering these programs in collaboration with DFS providers.

e  Prioritizing Data Security: As DFS platforms rely heavily on user data, robust data security
measures are essential for building trust and ensuring user protection. DFS providers should
implement strong encryption technologies, regularly conduct security audits, and adhere to
data privacy regulations. Additionally, user education campaigns can raise awareness about
online security practices and empower users to protect their personal information.

A Collaborative Approach for a Secure and Inclusive DFS
Ecosystem

The Council's survey offers valuable insights into the current state of consumer protection in Fiji's
DFS landscape. While the data highlights areas for improvement, it also presents an opportunity for
stakeholders to work together in creating a more secure and inclusive digital financial ecosystem.
By strengthening complaint resolution processes, enhancing customer support responsiveness,
and implementing proactive consumer protection measures, stakeholders can empower Fijians to
confidently utilize DFS platforms and reap the benefits of financial inclusion.

This collaborative effort requires active participation from policymakers, regulators, financial
institutions, consumer protection organizations, and telecommunication companies. Regular
monitoring and evaluation of implemented strategies, along with ongoing research on emerging
challenges, will ensure that the Fijian DFS landscape continues to evolve in a way that prioritizes
user protection and fosters trust for all participants.
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While DFS has rapidly transformed the financial landscape in Fiji, offering greater access,
convenience, and efficiency for many Fijians, user experiences reveal areas for improvement to
foster a truly secure and inclusive DFS ecosystem. This section delves into data on complaints
registered with the CCOF pertaining to DFS. While the data itself, with 572 complaints since 2019
and a total monetary value exceeding $223,763.23, paints a concerning picture, it's crucial to
recognize this may just be the tip of the iceberg.

Many users who encounter challenges with DFS platforms might not lodge a formal complaint due
to factors like:

e Lack of Awareness: Users may not be aware of the complaint resolution process or the
CCOF's role in addressing DFS concerns.

e  Technical Barriers: The process of lodging a formal complaint online or through traditional
channels might be cumbersome or inaccessible for some users.

The Nature of Complaints and Their Impact:

The breakdown of complaints reveals key themes that highlight potential roadblocks to wider DFS
adoption and user trust:

e  Technical Glitches: Malfunctioning ATMs, failed transactions (EFTPOS, mobile wallets), and
service disruptions can be frustrating and lead to financial losses for users. These issues can
damage user confidence and create a perception of unreliability in DFS platforms.

e  Security Concerns: Unauthorized transactions, fraudulent charges exceeding card limits,
and concerns about stolen ATM cards expose vulnerabilities in the system. This can lead to
financial losses, anxieties about data privacy, and a reluctance to embrace DFS altogether.
Users need reassurance that their financial information and transactions are safeguarded.

e  Customer Service Shortcomings: Delays in resolving problems, unresponsive customer care,
and perceived difficulties in obtaining assistance can be incredibly frustrating for users facing
challenges. Poor customer service erodes trust, discourages users from seeking help, and can
ultimately lead to them abandoning DFS platforms.

e Lack of Transparency: Unclear information on fees (surcharges, standing order charges) and
lack of transparency (e.g., inactive accounts receiving statements) can create confusion and
erode user trust. Without clear explanations of associated costs and account activity, users
may feel misled or hesitant to fully utilize DFS services.

° Accessibility Limitations: Minimum transaction amounts for EFTPOS and mobile wallets,
along with the unavailability of EFTPOS machines in certain locations, might limit user access
and convenience. This can exclude specific user segments, particularly those in rural areas or
those who rely on smaller transactions, and hinder the goal of financial inclusion through DFS.

The Need for a Concerted Effort

Addressing these concerns requires a collaborative approach from stakeholders, including
policymakers, DFS providers, consumer protection organization, and users themselves. By working
together, they can create a more secure, user-centric, and inclusive DFS ecosystem in Fiji. This will
unlock the full potential of DFS for financial inclusion, economic growth, and user empowerment.
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The rapid rise of e-platforms and e-wallets (mobile wallets) in Fiji has fundamentally reshaped
the way Fijians conduct financial transactions. From facilitating faster and more convenient
cashless payments to promoting financial inclusion, these digital tools offer undeniable benefits
for consumers and businesses alike (Reserve Bank of Fiji, 2023). However, with billions of Fijian
dollars flowing through these platforms every week (estimate based on industry reports), it's crucial
to acknowledge the potential risks associated with this rapid growth and advocate for a robust
regulatory framework.

Global E-Wallet Adoption and Fiji's Trajectory

E-wallets have become a dominant force in the global payments landscape. In 2021, digital
wallets accounted for nearly half (48.6%) of global e-commerce transaction value, with projections
indicating further growth to over 50% by 2025 (Mordor Intelligence, 2023). Fiji, mirroring this global
trend, has witnessed a significant increase in e-wallet adoption, particularly during the COVID-19
pandemic. Lockdowns and concerns about cash as a virus vector accelerated the shift towards
digital payments (International Monetary Fund, 2020). E-wallets played a critical role in ensuring
financial continuity by enabling remote transactions and facilitating government assistance
programs during this challenging period.

The Role of E-Wallets in Driving Financial Inclusion

The pandemic further underscored the power of e-wallets in promoting financial inclusion. By
enabling access to financial services for previously unbanked or underbanked populations,
particularly those residing in remote areas, e-wallets empower Fijians to participate more actively
in the formal financial system (The World Bank, 2022). This fosters economic growth, reduces
poverty, and promotes greater financial security for all Fijians.

Challenges and Issues:

Despite the undeniable benefits, the rapid growth of e-wallets has also brought to light potential
challenges:

e  Security Concerns: The rise in cyberattacks worldwide and phishing scams targeting OTPs
(one-time passwords) fuels anxieties about data security and unauthorized access to e-wallet
accounts.

e Lackof Consumer Protection: The absence of comprehensive regulations governing e-wallets
leaves consumers vulnerable to unfair practices and potential exploitation. This is evident in
the CCOF's data, which reveals over 251 complaints lodged since 2019, with a monetary value
exceeding $13,000. These complaints highlight issues such as:

1. Exorbitant Fees: Unregulated withdrawal fees charged by registered and unregistered
agents can disproportionately impact consumers, particularly during times of hardship.

2. Minimum Spending Limits: The imposition of minimum spending requirements by some
agents for QR pay services can be restrictive and limit consumer choice.

3. Hidden Charges: Unforeseen service fees charged by agents for QR Pay transactions
add unnecessary costs and violate user expectations.
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4. E-Wallet Scams: Phishing scams tricking users into sharing OTPs to access “prize
money” highlight the need for user education and robust security measures.

5. Limited Agent Availability: The lack of registered agents in rural areas can hinder
financial inclusion by limiting access to essential services.

The Case for Regulation: Safeguarding Billions in Transactions

The increasing complexity and volume of e-wallet transactions, with billions of Fijian dollars flowing
through the system, necessitate a regulatory framework to ensure a secure, fair, and inclusive
digital financial ecosystem. Regulation can address the concerns raised above and provide several
key benefits:

e  Enhanced Consumer Protection: Clear regulations establishing user rights and outlining fair
practices can safeguard consumers from exploitation and unfair charges. This becomes even
more crucial considering the significant volumes of money being transacted.

e  Stronger Security Measures: Regulatory frameworks can mandate robust security protocols
for e-wallet providers, ensuring data protection and minimizing the risk of cyberattacks. This
is essential to protect the billions of dollars entrusted to these platforms.

e  Promoting Financial Inclusion: Regulations can encourage responsible practices by agents
and service providers, ensuring greater accessibility and affordability of e-wallet services for
all Fijians. This fosters a more inclusive financial system where everyone can participate in the
digital economy, regardless of location or financial background.

*  Fostering a Level Playing Field: Clear regulations create a fair and competitive environment
for e-wallet providers, ultimately benefiting consumers through innovation and competitive
pricing. A healthy and regulated market incentivizes providers to invest in user-friendly features,
robust security measures, and competitive fees, leading to a better overall experience for Fijian
consumers.

Collaboration for a Secure Future:
Developing a robust regulatory framework requires collaboration between various stakeholders:

e  Policymakers: By enacting comprehensive e-wallet regulations, policymakers can safeguard
consumer interests, promote financial stability, and unlock the full potential of the digital
financial ecosystem. This can involve:

1. Mandating robust data security protocols to protect user information and transaction
data.

2. Defining fair and transparent fee structures for e-wallet transactions.

3. Outlining consumer rights and complaint redressal mechanisms for resolving disputes.

4.  Establishing the fees, charges imposed by business offering excellent services.

e  Financial Regulators: Regulatory bodies need to establish clear guidelines and standards for
e-wallet providers, focusing on data security, consumer protection, and fair practices. This can
involve:
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—

Implementing regular audits and compliance checks for e-wallet providers.

2. Addressing emerging risks and threats within the digital payments landscape.

3. Fostering collaboration between stakeholders to ensure a coordinated approach to
regulation.

e  E-Wallet Providers: Providers have a responsibility to invest in robust security measures,
promote user education, and adhere to ethical and transparent business practices. This can
involve:

—

Implementing multi-factor authentication and strong encryption protocols.

2. Educating users on safe e-wallet practices and identifying phishing scams.

3. Providing clear and transparent information about fees and charges associated with
e-wallet services.

4. Developing user-friendly interfaces and promoting responsible financial management

tools.

e  Consumer Protection Organizations: These groups can play a vital role in educating users
about safe e-wallet practices, advocating for fair regulations, and providing a platform for user
concerns. This can involve:

1. Organizing workshops and awareness campaigns on e-wallet security and responsible
usage.

2. Lobbying policymakers for regulations that prioritize consumer protection.

3. Providing a platform for users to voice their concerns and seek redressal for issues.

E-wallets represent a transformative force in Fiji's financial landscape. By proactively addressing
potential challenges through a balanced regulatory framework, Fiji can harness the full potential of
e-wallets to create a secure, inclusive, and thriving digital financial ecosystem. This ecosystem will
empower Fijians to participate fully in the digital economy, fostering financial inclusion, innovation,
and economic growth for all. The billions of Fijian dollars flowing through these platforms highlight
the immense responsibility stakeholders have to ensure a secure and trustworthy environment for
all users. With collaboration and a commitment to responsible regulation, Fiji can pave the way for
a future where e-wallets are a force for financial empowerment and progress.
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The insights gleaned from the CCOF’s survey paint a clear picture of both the potential and the
challenges associated with DFS in Fiji. To create a truly inclusive and empowering DFS ecosystem,
a multi-pronged approach is required, with stakeholders playing specific roles. Here are concrete
recommendations for policymakers, financial service providers (FSPs), and consumer advocacy
groups:

For Policymakers:
¢ Enhancing Digital Literacy Programs:

o Targeted Campaigns: Design and implement financial literacy programs tailored to the
specific needs of different user segments (age, location, language). Partner with NGOs
and community organizations for broader reach.

o FocusonDFS Skills: Integrate modules on safely using DFS platforms, identifying scams,
and understanding user rights and responsibilities within the digital financial ecosystem.

o Leveraging Technology: Develop interactive online modules and mobile applications to
deliver financial literacy training in a user-friendly and accessible format.

e  Promoting Accessibility:

o Infrastructure Investments: Invest in expanding internet access and mobile network
coverage, particularly in rural and remote areas. Explore public-private partnerships to
accelerate infrastructure development.

o  Subsidized Devices: Implement programs offering subsidized smartphones or data
plans to make technology more affordable for low-income households.

e  Strengthening Regulatory Frameworks:

o Robust Consumer Protection: Update existing regulations to explicitly define consumer
rights and obligations of DFS providers in areas like data privacy, transparency of fees,
and security standards.

o Data Security Standards: Establish clear guidelines and enforce strict data security
protocols for DFS providers, ensuring user data is protected through encryption and
regular security audits.

e  Streamlining Complaint Resolution:
o Standardized Complaint Handling: Develop clear and consistent procedures for

processing complaints, ensuring timeliness, transparency, and effective communication
with users throughout the resolution process.

For Financial Service Providers (FSPs):
e Improving Accessibility Features:
o Inclusive Design: Develop DFS platforms and mobile applications with user-friendly

interfaces and accessibility features that cater to the needs of elderly, disabled, and less
tech-savvy users.
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o

Multilingual Support: Offer information and customer support in multiple languages to
cater to the diverse Fijian population.

e  Enhancing Security Measures:

o

o

o

Multi-Factor Authentication: Implement robust security measures such as multi-factor
authentication and strong encryption technologies to protect user data and transactions.
Regular Security Audits: Conduct regular security audits to identify and address potential
vulnerabilities in DFS platforms.

User Education Campaigns: Launch ongoing user education campaigns to raise
awareness about online security practices and empower users to protect their personal
information.

e  Streamlining Transactions:

o

o

Efficient Processing Systems: Invest in efficient transaction processing systems to
minimize errors and ensure transactions are completed promptly and accurately.

Clear Error Messages: Provide clear and actionable error messages for failed
transactions, along with readily available troubleshooting resources to help users resolve
issues independently.

° Customer Support Responsiveness:

o

24/7 Availability: Offer customer support through multiple channels (phone, email,
online chat) with extended hours or 24/7 availability to ensure users can receive timely
assistance.

Staff Training: Invest in regular training programs for customer support staff to equip
them with the knowledge and skills to handle user queries efficiently and provide a
positive user experience.

For Consumer Protection Organizations:

e  Raising Awareness:

o

Public Education Campaigns: Partner with FSPs and policymakers to develop and
deliver public education campaigns that raise awareness about the benefits and risks
associated with DFS.

Community Outreach Programs: Organize community outreach programs to educate
vulnerable groups, particularly those in rural areas, about DFS and empower them to
participate safely and confidently.

° Empowering Users:

o

Complaint Resolution Support: Provide guidance and support to users navigating
the complaint resolution process, ensuring their concerns are heard and addressed
effectively.
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o Financial Literacy Workshops: Organize workshops and training sessions to equip
users with the knowledge and skills required to make informed decisions about using
DFS platforms.

By implementing these concrete recommendations, stakeholders can work together to create a
more user-centric and inclusive DFS ecosystem in Fiji. This will empower all Fijians to participate
in the digital economy, manage their finances effectively, and unlock the vast potential of digital
financial services.
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CONCLUSION

The journey through Fiji's DFS landscape, as illuminated by this report, reveals a narrative of both
promise and peril. From the bustling urban hubs to the serene rural communities, the embrace
of DFS has ushered in newfound convenience, accessibility, and efficiency for many Fijians. Yet,
beneath the veneer of progress lie nuanced challenges that demand urgent attention and concerted
action from all stakeholders.

This report revealed a wealth of data encapsulating the experiences, concerns, and aspirations
of over a thousand consumers across diverse demographics and geographic regions. From the
allure of convenience and accessibility driving adoption to the spectre of security breaches and
transaction errors casting shadows of doubt, each insight serves as a beacon guiding our collective
efforts toward a more secure, inclusive, and consumer-centric DFS ecosystem.

Security concerns emerge as a formidable barrier to trust and adoption, compounded by limited
technology access and digital literacy challenges that disproportionately affect vulnerable user
groups. Transaction errors, customer support deficiencies, and opacity in fee structures further
erode user confidence, underscoring the urgent need for robust regulatory frameworks, enhanced
customer support mechanisms, and transparent communication strategies.

Yet, amidst these challenges lie opportunities for innovation, collaboration, and empowerment. By
harnessing the power of technology, fostering digital literacy, and prioritizing consumer protection,
we can transcend barriers and unlock the transformative potential of DFS to drive financial inclusion,
economic empowerment, and societal progress.

As we chart the course ahead, let us heed the clarion call for action emanating from the voices of
Fijian consumers. Let us leverage the insights gleaned from this report to advocate for meaningful
reforms, amplify consumer voices, and forge partnerships that transcend boundaries and empower
individuals from all walks of life.

In this spirit of collaboration and shared purpose, let us embark on a journey toward a brighter, more
inclusive future—a future where every Fijian can access, understand, and harness the benefits of
digital financial services to build a better tomorrow for themselves and their communities.
Together, let us navigate the digital frontier with empathy, resilience, and unwavering commitment,
ensuring that no one is left behind in our quest for a more equitable and prosperous Fiji.
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