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Abstract 
Mobile money services have rapidly expanded in Ethiopia, contributing significantly to financial 
inclusion among unbanked populations. This study investigates the impact of project risk 
management practices on the performance of Telebirr, a mobile money service operated by Ethio 
Telecom in Addis Ababa. Specifically, the study evaluates the roles of monitoring, risk 
management, project leadership skills, and stakeholder participation. 
A survey research design was adopted, utilizing structured questionnaires to collect data from 30 
Ethio Telecom employees selected through a combination of stratified and non-probability 
sampling techniques. 
The results indicate a statistically significant and positive relationship between the examined 
project management practices and the performance of Telebirr. Among these, monitoring exhibited 
the strongest influence, followed by project leadership skills, stakeholder participation, and risk 
management. 
 
The findings underscore the importance of robust monitoring frameworks and increased employee 
awareness of operational processes. Furthermore, the study emphasizes the need for targeted 
training initiatives to enhance project execution capabilities. 
Based on these insights, it is recommended that Ethio Telecom implement regular capacity-
building programs and stakeholder engagement strategies to strengthen the performance of mobile 
money projects. 
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1. Introduction 
Mobile money is a digital financial service that allows customers to access various financial 
services via mobile phones without requiring a traditional bank account. These services include 
storing funds, making payments, sending and receiving money, and accessing credit or insurance 
products (GSMA, 2023). Rather than using cash, cheques, or credit cards, consumers can utilize 
mobile devices to pay for a wide range of services and goods, both digital and physical. Mobile 
money broadly refers to financial transactions conducted through mobile devices, often facilitated 
by mobile network operators (MNOs). It offers a secure, affordable, and accessible alternative to 
traditional banking, especially for underserved populations (World Bank, 2022). Mobile money 
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transfer specifically involves using mobile phones and applications to transfer funds between 
individuals or entities, providing a secure and efficient alternative to cash or conventional banking 
systems. This innovation plays a crucial role in extending financial inclusion to unbanked 
populations (IMF, 2021). It supports peer-to-peer transactions, bill payments, and business 
transfers, enabling financial access in areas with limited banking infrastructure (Njuguna & 
Morawczynski, 2020). 
The development of mobile money transfer services has been largely driven by advances in 
Information and Communication Technology (ICT) provided by MNOs, which offer services such 
as voice, data, and short message services that enable customers to communicate and transfer 
money using their mobile phones (McCusker, 2000). Mobile money facilitates transactions 
between individuals, between individuals and banks, individuals and businesses, or between 
business organizations, across different mobile networks. 
Statement of the problem 
In Ethiopia, Ethio Telecom operates an independent mobile money service department that 
implements digital mobile money services to enhance customer experience. Launched in 2021, 
Ethio Telecom’s Tele Birr platform processes over 5 billion Ethiopian Birr in daily transactions, 
with a cumulative transaction value exceeding 1.7 trillion Birr. As of the end of 2024, 
approximately 5.6 billion people—representing 69% of the global population—were subscribed 
to mobile services worldwide (GSMA, 2024).  
Despite this rapid expansion, service providers continue to face challenges in adapting to a 
dynamic market environment and evolving technological advancements. Effectively managing 
these challenges requires strategic planning and the implementation of robust project management 
practices. However, many organizations lack comprehensive frameworks that integrate project 
management into their operational and service delivery processes. 
The performance of mobile money transfer services is closely linked to the effectiveness of project 
risk management practices. Consequently, the absence of a well-defined framework embedding 
these practices within the organizational culture can lead to suboptimal service performance. The 
primary problem addressed in this study is to identify strategies to enhance the competitiveness of 
Telebirr in the Ethiopian telecommunications sector, which is increasingly competitive due to the 
entry of major players such as Safaricom. This research aims to identify existing knowledge gaps 
that must be addressed to help Telebirr maintain its significant market share, improve profitability, 
meet customer needs and satisfaction, and secure stakeholder support both locally and 
internationally. Such support is critical for expanding Telebirr’s services to other regions in Africa 
and beyond. Therefore, this study seeks to examine the influence of project risk management 
practices on the performance of Telebirr mobile money services in Addis Ababa, Ethiopia. 
Objectives of the Study 

1. To evaluate the influence of monitoring practices on the performance of Telebirr mobile 
money transfer services. 

2. To analyze the impact of risk management practices on the performance of Telebirr mobile 
money transfer services. 
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3. To assess the effect of project leadership skills on the performance of Telebirr mobile 
money transfer services. 

4. To examine the role of stakeholder participation in influencing the performance of Telebirr 
mobile money transfer services. 

2. Literature Review 
1. Mobile Money Transfer Services and Financial Inclusion -  Mobile money transfer services 
have transformed financial access, especially in developing countries where many remain 
unbanked. Mobile money platforms allow users to conduct financial transactions via mobile 
devices, overcoming barriers related to physical banking infrastructure (GSMA, 2023). Studies 
indicate that mobile money significantly increases financial inclusion by providing convenient, 
affordable, and secure services (World Bank, 2022). In Ethiopia, the launch of Telebirr by Ethio 
Telecom in 2021 marked a key step in expanding digital financial services (Ethio Telecom, 2023). 
2. Project Risk Management and Performance of telebirr (Mobile Money)Transfer - Risk 
management plays a crucial role in the performance and sustainability of mobile money transfer 
services such as Telebirr. In the rapidly evolving telecommunications and financial technology 
sectors, managing risks related to technological failures, security breaches, regulatory compliance, 
and market competition is essential to maintain service reliability and customer trust (Khan et al., 
2020). 
For Telebirr, effective risk management involves identifying potential threats—from cybersecurity 
risks and fraud to operational disruptions—and implementing strategies to mitigate these 
challenges. The platform’s ability to manage such risks directly impacts its operational efficiency, 
customer satisfaction, and overall market performance. Failure to adequately address these risks 
can lead to service interruptions, financial losses, and reputational damage, which undermine user 
confidence and slow adoption rates (Nguyen, 2019). 
Furthermore, the competitive landscape in Ethiopia’s mobile money market is intensifying with 
new entrants like Safaricom, increasing the importance of robust risk management frameworks to 
sustain Telebirr’s market share (World Bank, 2022). Integrating risk management into the 
organizational culture and project management practices enables Telebirr to proactively respond 
to uncertainties and adapt to changing market conditions 
 
Project risk management entails identifying, analyzing, and mitigating risks to ensure successful 
project outcomes (Project Management Institute [PMI], 2021). In financial technology projects, 
managing risks is critical due to rapid technological evolution and regulatory requirements (Smith 
& Doe, 2022). Effective risk management reduces uncertainty, limits losses, and improves service 
delivery (Khan et al., 2020).  
3. Monitoring and Evaluation in Project Performance -  Monitoring refers to the routine task 
of collecting and analyzing information in order to track the progress of a project against a set plan 
checking compliance to set standards. Monitoring is the art of collecting the necessary information 
with minimum effort in order to make a steering decision at the right time. 
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Monitoring and evaluation (M&E) are vital for tracking progress and ensuring projects meet 
objectives (United Nations Development Programme [UNDP], 2021). Continuous monitoring 
allows for early identification of issues and facilitates timely interventions (Johnson & Lee, 2023). 
Robust M&E frameworks enhance transparency and accountability, which positively influence 
mobile money project performance (Ahmed et al., 2021). 
4. Leadership and Performance of telebirr  Mobile Money Transfer - Leadership skills 
including strategic vision, decision-making, communication, and team motivation directly 
influence how projects are planned, executed, and adapted to challenges (Brown, 2020). In the 
context of Telebirr, strong leadership is essential for coordinating complex operations, managing 
diverse teams, and driving innovation in a rapidly changing telecommunications environment. 
Project leaders who demonstrate competence in managing resources, setting clear objectives, and 
fostering collaboration contribute significantly to improved service delivery and customer 
satisfaction. Moreover, leadership that encourages agility and responsiveness enables Telebirr to 
swiftly adapt to market changes, regulatory shifts, and technological advancements (Miller & 
Taylor, 2022). 
Challenges such as intense competition, evolving customer expectations, and technological 
integration require Telebirr’s leaders to possess advanced skills in problem-solving and 
stakeholder engagement. Studies have shown that leadership effectiveness enhances project 
outcomes by aligning organizational goals with stakeholder needs and motivating teams to achieve 
high performance (Freeman, 2019). 
5. Stakeholders Participation and Performance of Telebirr Transfer - Telebirr, launched by 
Ethio Telecom in May 2021, has rapidly become Ethiopia’s leading mobile money platform, 
significantly contributing to financial inclusion across the country. As of early 2025, Telebirr 
reportedly has over 51 million subscribers and has facilitated transactions amounting to 
approximately 3.85 trillion Ethiopian Birr (Ethio Telecom, 2023). This rapid adoption highlights 
the platform’s pivotal role in providing accessible, convenient, and affordable financial services to 
millions of previously unbanked individuals. 
The performance of Telebirr is influenced by several factors, including technological 
infrastructure, user adoption rates, regulatory environment, and service quality. Studies indicate 
that effective project risk management, continuous monitoring, strong leadership, and stakeholder 
participation are critical in maintaining and enhancing the performance of mobile money services 
like Telebirr (Khan et al., 2020; Miller & Taylor, 2022). 
 
A well-managed stakeholder engagement process fosters the spirit of working together, which 
increases comfort and quality, while decreasing negative impacts and increasing the economic 
sustainability of the project. Therefore, a project is more likely to succeed in the long-term if it 
takes into consideration the expectations of the stakeholders and endeavors to meet their needs 
(Karlsen, Græe & Massaoud, 2008). Engagement is about development and sustaining 
relationships between stakeholders. Organizations that engage with their stakeholders actively at 
all levels of project execution and management are more likely to succeed with the achievement 
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of the potential benefits (Chinyio & Akintoye, 2008). Effective project management thus becomes 
the art of optimizing long-term performance benefits for the organization based on successful 
stakeholder engagement and meeting their needs (investors, customers, employees and suppliers 
(Jeffery, 2009). 
Theoretical Review 
This section presents key theories that underpin project risk management practices and their 
influence on the performance of mobile money services, with a focus on Telebirr—Ethiopia’s 
leading mobile money platform operated by Ethio Telecom. Theories discussed include Prospect 
Theory, Systems Theory, and the Theory of Constraints. Each provides a conceptual framework 
for understanding how organizations like Telebirr manage projects, address risk, and optimize 
performance in a dynamic technological and economic environment. 
 
Prospect Theory - developed by Kahneman and Tversky (1979), explains how individuals make 
decisions between probabilistic alternatives when outcomes are uncertain. This theory is 
particularly useful in understanding how decision-makers within organizations respond to risk and 
uncertainty—key aspects of project management in mobile financial services. 
In the context of this study, Prospect Theory is used to analyze how Telebirr manages project 
operations and risk. It helps explain how Ethio Telecom's leadership, stakeholder engagement, and 
monitoring and evaluation strategies contribute to maintaining the efficiency and reliability of 
Telebirr, especially amid shifting market conditions and rapid technological advancements 
(Kahneman & Tversky, 1979; Kusev et al., 2017). The theory divides decision-making into two 
phases: framing and evaluation. The framing phase examines how decisions are influenced by 
the way information is presented, while the evaluation phase involves the value function—which 
measures gains and losses relative to a reference point—and the weighting function, which 
assesses perceived probabilities. This framework helps clarify how organizational actors perceive 
and respond to project risks, ultimately influencing performance outcomes. 
 
Systems Theory - introduced by Ludwig von Bertalanffy (1968), emphasizes that organizations 
are open systems that interact continuously with their environments. It focuses on understanding 
how different components within a system function together to achieve common goals and adapt 
through feedback mechanisms and emergent processes. For Telebirr, Systems Theory offers a lens 
to evaluate how various project management elements—such as inputs, processes, outputs, 
leadership, feedback, and control—are integrated to ensure service quality and responsiveness. 
The theory highlights the importance of monitoring and evaluation as vital feedback tools for 
improving project and service performance (Skyttner, 2005). Applying this theory allows Telebirr 
to assess how effectively its internal systems respond to external changes. It supports the 
organization's efforts to deliver cost-efficient mobile money services, improve customer loyalty, 
identify new customer segments, and boost average revenue per user (ARPU). By viewing project 
management through a systems lens, Ethio Telecom can foster innovation, adaptability, and 
strategic growth. 
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Theory of Constraints (TOC) - is another important framework that supports performance 
improvement by identifying and addressing the most significant barriers—or constraints—that 
hinder an organization’s ability to achieve its goals. These constraints often emerge in processes, 
resources, or decision-making structures that limit output or efficiency. TOC is structured around 
five key steps: 
 Identify the most critical constraint limiting progress toward the goal. 
 Exploit the constraint to ensure its maximum utilization. 
 Subordinate all other processes to align with the decisions made regarding the constraint. 
 Elevate the constraint by increasing its capacity or adjusting related processes and 

resources. 
 Repeat the cycle by identifying the next most important constraint (Bangens & Söderberg, 

2012; Goldratt & Cox, 2004). 
 
For Telebirr, applying TOC enables strategic decision-making focused on overcoming key 
operational or structural bottlenecks. It helps management prioritize resource allocation, enhance 
process efficiency, and ensure continuous improvement in service delivery. This structured 
approach ultimately contributes to improved customer satisfaction, operational efficiency, and the 
achievement of long-term strategic goals. 

3. Research Methodology 
 Research Design  
 
This study employed a survey research design, which is well-suited for collecting descriptive and 
qualitative data from a large population through structured questionnaires. This approach 
facilitated an in-depth examination of the relationship between project risk management practices 
and the performance of mobile money transfer services in Addis Ababa. Survey research designs 
are widely adopted in contemporary studies for analyzing complex variables across extensive 
populations (Creswell & Creswell, 2018). Moreover, this method is appropriate for investigating 
service delivery complexities within digital financial systems, aligning with current research 
standards in the field. 
 
Target Population of the Study  
 
The population refers to the complete set of individuals, institutions, or elements sharing specific 
characteristics relevant to a particular study (Creswell & Creswell, 2018). It forms the basis from 
which a sample is drawn for empirical analysis. This study focused on 200 full-time employees of 
Ethio Telecom in Addis Ababa, Ethiopia, as the target population. 
 
Sample Size and Sampling Procedure  
A sample refers to a subset of the overall target population selected to participate in a study. The 
individuals within this subset are commonly known as respondents or subjects (Mugenda & 
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Mugenda, 2003). A sample population is defined as a representative segment drawn from the 
accessible population, intended to reflect the characteristics of the larger group for research 
purposes. According to Mugenda (2003), a sample size ranging from 10% to 30% of the population 
is generally sufficient for in-depth studies to ensure reliable representation. Accordingly, this study 
selected a sample size of 15% of the target population, resulting in 30 respondents. 
Data Collection Procedure  
Primary data were collected using a semi-structured questionnaire. The respondents included 
employees from departments directly or indirectly involved with Telebirr mobile money services, 
such as Customer Care, Business Market, Finance, Quality & Audit, and IT. The questionnaires 
were distributed using the “drop and pick later” method to allow respondents convenient time for 
completion and facilitate timely collection. 
Data Analysis Techniques  
Data analysis is the systematic process of organizing, transforming, and summarizing raw data to 
extract meaningful insights (Creswell & Creswell, 2018). The responses collected via 
questionnaires were coded and entered into electronic spreadsheets for analysis using the 
Statistical Package for the Social Sciences (SPSS), version 23. Descriptive statistics, including 
frequencies and percentages, were calculated to summarize the data. Means were computed to 
represent measures of central tendency, while standard deviations assessed the variability of 
responses. Furthermore, correlation analysis was conducted to examine the relationships between 
the independent and dependent variables. 

4. Research Results 
 Monitoring and Performance of Telebirr-mobile money - The findings indicate that Ethio 
Telecom has a formal plan in place for monitoring projects and service delivery related to Telebirr. 
However, interviews revealed that many employees were unaware of the existence or 
implementation of this plan. Respondents noted that monitoring activities are typically conducted 
on a monthly basis, and occasionally on a weekly schedule. 
Only a few participants confirmed that the status of projects and services is consistently tracked, 
with reports disseminated to stakeholders and feedback utilized to improve Telebirr’s overall 
performance. Despite the limited awareness and inconsistent application, correlation analysis 
revealed a positive and statistically significant relationship between monitoring practices and the 
performance of Telebirr mobile money services. 
Risk Management and Performance of Telebirr-Mobile Money- The study revealed that Ethio 
Telecom has a documented plan for identifying and reporting potential risks that may affect service 
delivery. Interviews confirmed that the organization actively addresses key risks, including fraud 
and terrorism financing. Risk communication processes are in place, with stakeholders being 
regularly informed. Managers are engaged in evaluating, documenting, and addressing these risks 
in a structured manner. Risk mitigation efforts include routine monitoring, staff training, and 
continuous system testing to ensure service reliability and security. Correlation analysis 
demonstrated a positive and statistically significant relationship between risk management 
practices and the performance of Telebirr mobile money services. 
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Project Leadership Skills and Performance of Telebirr-Mobile Money- The findings indicate that 
project managers at Ethio Telecom are selected based on their demonstrated ability to influence 
others and lead teams effectively. The organization emphasizes the importance of specific 
competencies across various management levels, and most respondents associated strong 
leadership qualifications with improved project outcomes. Although training is recognized as 
critical for effective team management, only a minority of respondents reported that such training 
is provided on a regular basis. The presence of strong leadership skills was observed to align teams 
with project objectives, thereby enhancing overall service performance. Correlation analysis 
revealed a positive and statistically significant relationship between project leadership skills and 
the performance of Telebirr mobile money services. 
Stakeholders’ Participation and Performance of Telebirr-Mobile Money- The findings suggest 
that stakeholders are actively engaged in addressing operational challenges and contributing to the 
formulation of future strategies. Regular communication is maintained with key stakeholders, 
including those from Safaricom, ensuring alignment and collaboration. Interviewees confirmed 
that executive committee (ExCom) members play a pivotal role in shaping the strategic direction 
of Telebirr mobile money services and receive consistent performance updates through monthly 
ExCom meetings. 
This active engagement fosters stakeholder satisfaction, a sense of ownership, and supports the 
long-term sustainability of project outcomes. Correlation analysis revealed a positive and 
statistically significant relationship between stakeholder participation and the performance of 
Telebirr mobile money services. 
Performance of Telebirr-Mobile Money- Document analysis indicates a steady increase in 
customer satisfaction and revenue generated from Telebirr mobile money services over the past 
three years, attributed largely to improved management practices. The majority of respondents 
agreed that customers are generally satisfied with the service. However, concerns were raised 
regarding limited access to service outlets, particularly in the outskirts of Addis Ababa. 
Key areas identified for improvement include expanding the agent network across the country, 
enhancing network reliability, improving customer service response times, increasing public 
awareness of services, and providing mobile money offerings independently of partner banks. 

5. Conclusions 
 

This study investigated the impact of project risk management practices on the performance of 
Telebirr mobile money transfer services in Addis Ababa, Ethiopia. The findings reveal that 
effective monitoring, structured risk management, strong project leadership skills, and active 
stakeholder participation all have a positive and statistically significant impact on the performance 
of Telebirr mobile money services. 
 
Although Ethio Telecom has formal frameworks in place for monitoring and risk management, the 
level of awareness and consistent application among employees remains limited. Project 
leadership at various levels plays a crucial role in aligning teams with organizational goals, yet 
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training for leadership development is not conducted regularly. Stakeholder participation, 
particularly among executive-level decision-makers, contributes significantly to strategic planning 
and performance improvements, reinforcing the importance of collaborative engagement. 
Additionally, analysis of service performance data confirms that enhanced management practices 
have led to increased customer satisfaction and revenue. However, challenges such as limited 
access to service outlets and inadequate public awareness remain, especially in peri-urban areas. 
In summary, the study concludes that integrating project risk management practices into the core 
operational and strategic framework of Telebirr can significantly enhance its service delivery and 
competitive edge. Continued investment in staff capacity building, stakeholder engagement, and 
infrastructure expansion will be essential to sustaining performance and preparing for regional 
growth in the digital financial services sector. 

6. Recommendations 
Based on the findings of this study, the following recommendations are proposed to enhance the 
performance of Telebirr mobile money services through improved project risk management 
practices: 
Enhance Awareness and Implementation of Monitoring Systems - Ethio Telecom should 
ensure that all relevant departments and staff are adequately informed about existing monitoring 
frameworks. Regular training and communication should be conducted to promote consistent 
application and foster a culture of accountability and performance tracking. 
Strengthen Risk Management Practices - The organization should continue to develop and 
refine its risk identification and mitigation strategies. This includes frequent system testing, 
expanded staff training in risk awareness, and proactive response mechanisms to emerging threats 
such as fraud and cybersecurity risks. 
Invest in Leadership Development - Project managers should be provided with ongoing 
leadership training programs to strengthen their ability to guide teams effectively. Emphasis should 
be placed on communication, team alignment, and adaptive decision-making to respond to 
dynamic market conditions. 
Expand Stakeholder Engagement - Ethio Telecom should maintain and enhance communication 
channels with stakeholders, including regulatory bodies, financial partners, and customers. 
Regular feedback loops and participatory decision-making processes should be institutionalized to 
ensure sustained stakeholder ownership and satisfaction. 
Improve Service Accessibility and Awareness - To address concerns about limited access in 
peripheral areas, the organization should expand its agent network nationwide. Public awareness 
campaigns should also be intensified to increase understanding and usage of Telebirr services, 
particularly among underserved populations. 
Decouple Services from Bank Dependency - To enhance financial inclusion, Ethio Telecom 
should explore offering select services independently of partner banks. This would provide greater 
flexibility for users without bank accounts and align with global best practices in mobile financial 
services. 
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Through the implementation of these recommendations, Ethio Telecom can enhance service 
delivery, increase customer satisfaction, and preserve its competitive advantage in Ethiopia’s 
rapidly evolving digital financial landscape. 
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