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Overview of Baseline Study

The goal of this Baseline study was to provide an overview of key financial and remittance 
behaviours of Syrian refugees and low income Jordanians and assess the demand, usage and 
preferences of current and potential customers of both formal and informal domestic payments 
and international remittance services. 

The Baseline consisted of a quantitative survey of 2,132 Syrian refugees and low income 
Jordanians (low-income Jordanians (monthly household income of 400 JOD or lower) comprise 
50% of the Jordanian population).

1041 (49%) survey participants were Syrian refugees and 1091 (51%) were low income 
Jordanians.

1017 (48%) of participants were men and 1115 (52%) were women.
Of those, 483 were Syrian men, 558 were Syrian women, 534 were Jordanian men and 557 
were Jordanian women.

The study also included four focus groups with Syrian refugees and low income Jordanians in 
East Amman, Mafraq and Irbid.
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Overview of Baseline Report Contents

• Participant Profile
• Information and Technology Access
• Financial Institutions and Services
• Mobile Wallet Awareness and Use
• Remittance Overview
• International Remittance Behaviour of Syrian Refugees
• Domestic Remittance Behaviour of Syrian Refugees
• Remittance Market Sizing
• Concept Testing
• Remittance Forecasting
• Product Suggestions
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PARTICIPANT PROFILE

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Demographic Profile

Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees
Gender

46% male
54% female

Average Age

36

164 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

Locations

80% Outside camps | 20% Inside camps
62% Urban | 38% Rural (of those outside camps)

Completed Secondary School

19%

Employed (Full or part time)

18%

Home in Syria

50% Dar’a
16% Homs
10% Damascus

9% Aleppo
5% Ar Raqqa
10% Other
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees inside camps

Gender

49% male
51% female

Average Age

35 144 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

Completed Secondary School

16%

Employed (Full or part time)

10%

Home in Syria
63% Dar’a
15% Homs
4% Damascus
6% Hama

4% Aleppo
3% Ar Raqqa
2% As Suwayda
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees outside camps

Gender

46% male
54% female

Average Age

36 169 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

Completed Secondary School

20%

Employed (Full or part time)

19%

Home in Syria
47% Dar’a
16% Homs
10% Damascus
3% Hama

10% Aleppo
5% Ar Raqqa
2% As Suwayda
2% Al Hasakah

S2. Location in/outside of camp.
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DEMOGRAPHIC PROFILE

S2 Location in/outside of camp.
S3 Location – host communities. 

Location of Syrian refugees surveyed in Jordan

Inside camps (Za’atari): 10%
Inside camps (Azraq): 10%

SYRIAN REFUGEES

Irbid
Rural 56%
Urban 44%

Al Mafraq
Rural 89%
Urban 11%

Zarqa
Rural 25%
Urban 75%

East Amman
Rural 8%

Urban 92%

West Amman
Rural 4%

Urban 96%
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DEMOGRAPHIC PROFILE

Over half of Syrian refugees surveyed are from Dar’a

D10 Where is your family from in Syria, i.e. where do you consider to be your home?

SYRIAN REFUGEES

Damascus
10%

Homs
16%

Halab (Aleppo)
9%

Ar Raqqah
5% Hamah

4%

A’sSuwayda
2%

Dar’a
50%

Al Hasakah
1%

Dayr az
Zawr
1%

Al Qunaytirah
1%

City and a governorate

City

No significant 
differences between 

men and women



© 2016 Ipsos
Classified - Unclassified 11

14%

31% 33%

14%
9%

1- 3 4-5 6-7 8-9 10 and more

DEMOGRAPHIC PROFILE

D3 How many people, including yourself, live in your household? Please exclude domestic 
helpers from this number.

The average size of Syrian refugee households surveyed is 6
SYRIAN REFUGEES

Mean of household size = 6
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16%

30% 32%

18%

6%
14%

31% 34%

13% 9%

1- 3 4-5 6-7 8-9 10 and more

Inside camps Outside camps

DEMOGRAPHIC PROFILE

D3 How many people, including yourself, live in your household? Please exclude domestic 
helpers from this number.

Household size is similar for those inside and outside of camps
SYRIAN REFUGEES

Mean of household size for Syrian refugees inside camps = 5.9
Mean of household size for Syrian refugees outside camps = 6.1
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13%

17%

22%

16%

13%

7%

5%

4%

2%

1%

1%

18-22

28-32

38-42

48-52

58-62

68 and older

Syrian Men Syrian Women

3%

1%

4%

4%

8%

12%

14%

17%

12%

10%

15%

DEMOGRAPHIC PROFILE

S5 How old were you on your last birthday? 

Syrian refugee men surveyed have an average age of 38, while 
women have an average age of 35

SYRIAN REFUGEES
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DEMOGRAPHIC PROFILE

S5 How old were you on your last birthday? 

16%

11%

18%

16%

17%

8%

6%

3%

2%

1%

2%

18-22

28-32

38-42

48-52

58-62

68 and older

Outside Camps Inside camps

2%

2%

3%

4%

6%

9%

13%

16%

17%

15%

13%

The average age of Syrian refugees surveyed both inside and 
outside camps is 36

SYRIAN REFUGEES
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8%

60%

18%

3% 6%
12%

60%

19%

3% 3%

No formal education Primary school Secondary school Post primary and post 
secondary 

technical/vocational 
school

University graduate and 
above

Syrian Men Syrian Women

DEMOGRAPHIC PROFILE

D1 What is the highest level of schooling you have completed?

One-fifth of Syrian refugees surveyed have completed 
secondary school

SYRIAN REFUGEES
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7%

64%

16%

3% 4%
11%

59%

20%

3% 4%

No formal education Primary school Secondary school Post primary and post 
secondary 

technical/vocational 
school

University graduate and 
above

Inside camps Outside camps

DEMOGRAPHIC PROFILE

D1 What is the highest level of schooling you have completed?

Syrian refugees inside and outside of camps report similar 
levels of education

SYRIAN REFUGEES
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Less than one-fifth of Syrian refugees surveyed are employed
DEMOGRAPHIC PROFILE

3%

11%

4%

19%

8%

5%

1%

1%

48%

Paid employment (FT)

Paid employment (PT or temp)

Self-employed

Unemployed (previously employed)

Unemployed (never employed)

Long-term sick or handicapped

Retired from work

Student (PT or FT)

Housewife

Employment Situation

D2 What is your current work situation?
D15 Do you currently have permission to work in Jordan?

SYRIAN REFUGEES

4% of Syrians report having 
permission to work in 

Jordan.

Employed

Unemployed
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Most women surveyed are housewives, while a third of men 
are employed

DEMOGRAPHIC PROFILE

6%

22%

8%

40%

16%

6%

1%

1%

0%

1%

1%

1%

2%

3%

1%

1%

90%

Paid employment (FT)

Paid employment (PT or temp)

Self-employed

Unemployed (previously employed)

Unemployed (never employed)

Long-term sick or handicapped

Retired from work

Student (PT or FT)

Housewife

Syrian Men Syrian Women

Employment Situation

D2 What is your current work situation?
D15 Do you currently have permission to work in Jordan?

SYRIAN REFUGEES

5% of Syrian men and
2% of Syrian women report 

having permission to work in 
Jordan.

Employed

Unemployed
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Syrian refugees surveyed inside camps are more likely to be 
unemployed

DEMOGRAPHIC PROFILE

1%

8%

2%

26%

14%

1%

2%

1%

47%

3%

12%

5%

18%

7%

6%

1%

1%

48%

Paid employment (FT)

Paid employment (PT or temp)

Self-employed

Unemployed (previously employed)

Unemployed (never employed)

Long-term sick or handicapped

Retired from work

Student (PT or FT)

Housewife

Inside camps Outside camps

Employment Situation

D2 What is your current work situation?
D15 Do you currently have permission to work in Jordan?

SYRIAN REFUGEES

1% of Syrians inside camps
4% of Syrians outside camps 
report having permission to 

work in Jordan.

Employed

Unemployed
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0

n=8

0

n=1

0

n=1

n=1

n=1

0

n=2

n=4

n=1

n=9

n=9

Other

Housewife

Unemployed (never employed)

Unemployed (previously…

Self-employed

Paid employment (PT or temp)

Paid employment (FT)

Syrian Men Syrian Women

Over half of Syrian refugee men with permission to work are 
employed (low base size)

DEMOGRAPHIC PROFILE

Employment Situation
(of those with permission to work)

D2 What is your current work situation?
D15 Do you currently have permission to work in Jordan?

SYRIAN REFUGEES

4% (26 men and 11 
women) of Syrians report 
having permission to work 

in Jordan.

Base size:
n=26 for men
n=11 for women

Employed

Unemployed
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DEMOGRAPHIC PROFILE

64%

14%

12%

9%

24%

24%

8%

43%

Me

My spouse and I together

My parents

My spouse

Syrian Men Syrian Women

Financial decisions are made by:

D4 Who is responsible for making financial decisions in your household?

Men are more likely than women to report that they are 
responsible for household financial decisions

SYRIAN REFUGEES
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DEMOGRAPHIC PROFILE

However, financial decisions appear to be a deliberative 
process within the family

SYRIAN REFUGEES

Male and female participants described using a democratic decision-making process for household 
financial decisions, even including children at times.

“My daughters and I discuss all financial decisions together, because they aren’t 
children, their  ages  are 16-20 years old, so we sit together and discuss and the 
majority votes will make the decision.” Syrian Woman, Amman

“The husband will give all the salary to the wife and she will decide what to buy for 
the house needs. If the husband had control of the salary then he’ll spend it all in just 
a few days, therefore the wife knows what is best and needed.”

Syrian Man, Mafraq
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DEMOGRAPHIC PROFILE

D12 What does 100 plus 330 equal?

Correctly answered a basic math question

Most Syrian refugees surveyed have basic numeracy skills

Syrian Men

86%

Syrian Women

78%

SYRIAN REFUGEES
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DEMOGRAPHIC PROFILE

D14 Which, if any, of the following do you currently have?

90%

45%

19%

1%

1%

92%

45%

13%

1%

2%

UNHCR Registration/UN ID

Jordanian Ministry of 
Interior registration

Passport currently in your 
possession

Active labor card

Don't Know/Refused

Syrian Men Syrian Women

Current Identification

Most Syrian refugees surveyed have a UN ID, while about half 
are registered with the Jordanian Ministry of Interior

SYRIAN REFUGEES

Of the Syrians who don’t have a 
UNHCR or UN ID, 100% are located 

outside a camp
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Personal Finances
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PERSONAL FINANCES

71%

23%

23%

3%

1%

2%

1%

2%

Aid or assistance from other organizations such as the United 
Nations, other international NGOs, local Jordanian charities, etc.

Temporary or seasonal work

Wages or salary

Aid or assistance from the Government of Jordan

Own business or self-employment

Remittances or transfers from friends or family members

Capital/investments

Other

Sources of Household Income

Q2.1 Can you please tell me which sources you normally receive income from? 

Syrian refugees report that their primary source of household 
income is aid or assistance

SYRIAN REFUGEES
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INCOME SOURCES

Number of Sources of Household Income

Q2.1 Can you please tell me which sources you normally receive income from? 

10%

58%

32%

1%

0 1 2 3

The majority of Syrian refugees report only 1 source of 
household income

SYRIAN REFUGEES
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PERSONAL FINANCES

Q2.2 What is your typical monthly household income including all the items you mentioned above?

10%
22%

41%

18%
9%

0 JOD 0 - 100 JOD 101-200 JOD 201-300 JOD 301-400 JOD

$0 - $0.78 per 
person per day

$0.79 - $1.57 per 
person per day

$1.57 - $ 2.35 per 
person per day

$2.36 - $ 3.13 
person per day

$0 per person 
per day

Average Household Monthly Income

Most Syrian refugee households have an income of less than 
200 JOD a month

SYRIAN REFUGEES

Mean monthly household income of Syrian refugees = 164 JOD ($1.28 pppd) 
Median monthly household income of Syrian refugees = 150 JOD  ($1.18 pppd)
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7%

18%

46%

22%

7%

21%
16%

30%

22%

11%13%
16%

40%

20%

11%10%

24%

39%

19%

7%7%

19%

44%

16%
13%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

0 JOD 0-100 JOD 101-200 JOD 201-300 JOD 301-400 JOD

East Amman West Amman Irbid Zarqa Mafraq

Syrian refugees inside a camp

2%

40%

13%

38%

7%

PERSONAL FINANCES

S2 Location in/outside of camp.
S3 Location – host communities.
Q2.2 What is your typical monthly household income including all the items you mentioned above?

Syrian refugees outside camps have higher household incomes 
than those living inside of camps

SYRIAN REFUGEES

Average Monthly Household Income by Location

$0 - $0.78 per 
person per day

$0.79 - $1.57 per 
person per day

$1.57 - $ 2.35 per 
person per day

$2.36 - $ 3.13 per  
person per day

$0 per person 
per day
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PERSONAL FINANCES

Q2.6 Does your household income vary from month to month? Does it vary a lot, or a little?

Variation of Household Income

Most Syrian refugees’ household income varies a little or not 
at all month-to-month

SYRIAN REFUGEES

41% 39%

19%

Doesn't vary Varies a little Varies a lot
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23%

8%

6%

1%

1%

Aid or assistance from other organizations such as the United 
Nations, other international NGOs, local Jordanian charities, 

etc.

Wages or salary

Temporary or seasonal work

Remittances or transfers from friends or family members

Other

Syrian refugees also report that their individual income 
primary comes from aid or assistance

PERSONAL FINANCES

Sources of Individual Income

Q2.1 Can you please tell me which sources you normally receive income from?

SYRIAN REFUGEES
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PERSONAL FINANCES

26%

13%

11%

2%

2%

1%

1%

20%

4%

1%

1%

4%

0%

2%

Aid or assistance from other organizations such as the United 
Nations, other international NGOs, local Jordanian charities, etc.

Wages or salary

Temporary or seasonal work

Remittances or transfers from friends or family members

Aid or assistance from the Government of Jordan

Own business or self-employment

Other

Syrian Men

Syrian Women

Sources of Individual Income

Q2.1 Can you please tell me which sources you normally receive income from?

More men than women report that their individual income 
comes from wages or temporary work

SYRIAN REFUGEES
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67%

27%

6%
0%

0 1 2 3

INCOME SOURCES

Number of Sources of Individual Income

Q2.1 Can you please tell me which sources you normally receive income from? 

The majority of Syrian refugees report that they don’t have 
any sources of individual income

SYRIAN REFUGEES
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59%

30%

11%
0%

73%

24%

3% 0%

0 1 2 3

INCOME SOURCES

Number of Sources of Individual Income

Q2.1 Can you please tell me which sources you normally receive income from? 

Women report less sources of individual income than men
SYRIAN REFUGEES
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The average monthly individual income of Syrian refugees is 34 
JOD

PERSONAL FINANCES

Q2.3 What is your typical monthly individual income including all the items you mentioned above?

67%

20%
10%

3% 1%

0 JOD 1 - 100 JOD 101-200 JOD 201-300 JOD 301-400 JOD

Average Monthly Individual Income
(Total Sample)

$0.05 - $4.70 per 
person per day

$4.75 - $9.40 per 
person per day

$9.45 - $14.10 per 
person per day

$14.15 - $18.8 per 
person per day

Mean monthly individual income  = 34 JOD ($1.60 pppd)
Median monthly individual income = 0 JOD ($0 pppd)

$0 person per day

SYRIAN REFUGEES
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PERSONAL FINANCES

Q2.3 What is your typical monthly individual income including all the items you mentioned above?

59%

22%
14%

4% 2%

73%

18%
7%

2% 0%

0 JOD 1 - 100 JOD 101-200 JOD 201-300 JOD 301-400 JOD

Syrian Men Syrian Women

Average Monthly Individual Income
(Total Sample)

Syrian refugee women report having lower individual income 
than men

Mean monthly individual  income of men = 47 JOD ($2.21 pppd)
Median monthly individual income of men = 0 JOD ($0 pppd)

Mean monthly individual income of women = 23 JOD ($1.08 pppd)
Median monthly individual income of women = 0 JOD ($0 pppd)

SYRIAN REFUGEES



© 2016 Ipsos
Classified - Unclassified 37

PARTICIPANT PROFILE

Demographic profile of Syrian refugees who reported having 
no (0 JOD) individual income

Gender

41% male
59% female

Average Age

36

Locations

168 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

81% Outside camps | 19% Inside camps
60% Urban | 40% Rural (of those outside camps)

Completed Secondary School

19%

Employed (Full or part time)

11%

Q2.3 What is your typical monthly individual income including all the items you mentioned above?
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PERSONAL FINANCES

70%

55%

7%

1%

Payments to a card

Directly in cash

Directly into a bank account

Don't Know/Refused

Method of Receiving Individual Income
(of those who receive individual income)

Q2.4 And for [INSERT ANSWER FROM 2.1] how did you receive this money?
(Yes- Individual income)  

Of those with individual income, the majority report receiving 
payments to a card

SYRIAN REFUGEES

Base size:
n=348
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PERSONAL FINANCES

73%

66%

7%

1%

1%

0%

65%

41%

6%

0%

0%

2%

Payments to a card

Directly in cash

Directly into a bank account

Directly by cheque

Other

Don't Know/Refused Syrian Men
Syrian Women

Method of Receiving Individual Income
(of those who receive individual income)

Q2.4 And for [INSERT ANSWER FROM 2.1] how did you receive this money?  

Men are more likely to receive payments to a card or directly 
in cash

SYRIAN REFUGEES

Base sizes:
n=199 for Syrian men
n=149 for Syrian women
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56%

71%

9%

73%

56%

7%

Payments to a card

Directly in cash

Directly into a bank account
Urban

Rural

Method of Receiving Individual Income
Urban/Rural Split

Refugees in rural areas are more likely to receive payments to 
a card

SYRIAN REFUGEESPERSONAL FINANCES

Q2.4 And for [INSERT ANSWER FROM 2.1] how did you receive this money?
(Yes- Individual income)  



© 2016 Ipsos
Classified - Unclassified 41

99%

16%

0%

62%

66%

8%

Payments to a card

Directly in cash

Directly into a bank account

Inside Camps

Outside Camps

Method of Receiving Individual Income
Inside/Outside Camp Split

Those in camps are more likely to receive income through 
payments to a card

SYRIAN REFUGEESPERSONAL FINANCES

Q2.4 And for [INSERT ANSWER FROM 2.1] how did you receive this money?
(Yes- Individual income)  
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PERSONAL FINANCES

44%

98%

1%

Payments to a card

Directly in cash

Directly into a bank account

Method of Receiving Individual Income
(of those who receive receive wages or salary)

Q2.4 And for [INSERT ANSWER FROM 2.1] how did you receive this money?
(Yes- Individual income)  

Those with individual incomes as wages or salary most often 
receive their income directly in cash

SYRIAN REFUGEES

Base size:
n=86
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Almost half of Syrian refugees receive their income at their 
place of employment

PERSONAL FINANCES

45%

25%

6%

3%

2%

5%

1%

2%

Place of employment

ATM with card

ATM with Iris scan

Bank Branch

Exchange House

NGO Branch

Post Office

Don't Know/Refused

Location of Individual Income Received
(of people who receive payments in cash, by cheque or to a card)

Q2.5 And for [INSERT ANSWER FROM 2.1] where did you receive this money? 

SYRIAN REFUGEES

Base size:
n=337
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Men are more likely to receive income at their place of 
employment, while women go to an ATM

PERSONAL FINANCES

58%

21%

5%

4%

2%

4%

1%

0%

0%

26%

30%

7%

3%

1%

6%

1%

1%

4%

Place of employment

ATM with card

ATM with Iris scan

Bank Branch

Exchange House

NGO Branch

Post Office

Other

Don't Know/Refused

Syrian Men

Syrian Women

Location of Individual Income Received
(of people who receive payments in cash, by cheque or to a card)

Q2.5 And for [INSERT ANSWER FROM 2.1] where did you receive this money? 

SYRIAN REFUGEES

Base sizes:
n=196 for Syrian men
n=141 for Syrian women
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Of those who receive their individual income in cash, most 
report that they received it at their place of employment

PERSONAL FINANCES

79%

16%

6%

5%

3%

4%

1%

1%

2%

Place of employment

ATM with card

ATM with Iris scan

Bank Branch

Exchange House

NGO Branch

Post Office

Other

Don't Know/Refused

Received Individual Income in Cash Only
Location of Income Received

Q2.5 And for [INSERT ANSWER FROM 2.1] where did you receive this money? 

SYRIAN REFUGEES

Base size n= 192 
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Of those who received their income by card, they also report 
receiving it at their place of employment

PERSONAL FINANCES

34%

31%

5%

2%

1%

5%

1%

0%

1%

Place of employment

ATM with card

ATM with Iris scan

Bank Branch

Exchange House

NGO Branch

Post Office

Other

Don't Know/Refused

Received Individual Income by Card Only
Location of Individual Income Received

Q2.5 And for [INSERT ANSWER FROM 2.1] where did you receive this money? 

SYRIAN REFUGEES

Base size n= 242
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One third of Syrian refugees reported that if they had leftover 
money they would save it

PERSONAL FINANCES

51%

31%

4%

1%

19%

Spend on consumer goods

Keep in cash

Keep money on the card

Give or send to friends or family

Don't know/Refused

Leftover Money

Q2.7 If you have any money left before the next revenue comes in, what do you usually do with it?

SYRIAN REFUGEES
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Men and women report similar uses of leftover money
PERSONAL FINANCES

49%

30%

4%

1%

19%

52%

32%

3%

0%

20%

Spend on consumer goods

Keep in cash

Keep money on the card

Give or send to friends or family

Don't know/Refused

Syrian Men

Syrian Women

Leftover Money

Q2.7 If you have any money left before the next revenue comes in, what do you usually do with it?

SYRIAN REFUGEES
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80%

9% 6% 2% 3%

84%

10%
3% 1% 2%

0 1 2 3 4 or more
Syrian Men Syrian Women

PERSONAL FINANCES

D5 How many relatives, extended family, or close friends do you have a financial connection 
with – that is, people that you may give, lend, or borrow money to or from living outside your 
household?

Number of Financial Connections

One fifth of Syrian refugees report having financial 
connections with people outside of their households

SYRIAN REFUGEES

Mean number of financial connections of men = 0.5
Mean number of financial connections of women = 0.3
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14%

30% 31% 26%

40%
32%

24%

5%

0 1 to 3 4 to 6 7 or more

Syrian Men Syrian Women

PERSONAL FINANCES

D6 How many individuals are you financially responsible for?
D7 Where are these individuals located?

Number of People Financially Responsible For
(of those who have a financial connection)

Those who have a financial connection report being financially 
responsible for people mostly located in Jordan

SYRIAN REFUGEES

Jordan

83%, 91%

Location of People

Syrian Men
Syrian Women

Mean of men = 4.3
Mean of women = 2.1

Syria

21%, 8%

Base sizes:
n=82 for Syrian men
n=53 for Syrian women

Base sizes:
n=95 for Syrian men
n=88 for Syrian women



© 2016 Ipsos
Classified - Unclassified 51

53%

23%

12% 13%15%

63%

10% 12%

0 1 2 3 or more
Syrian Men Syrian Women

PERSONAL FINANCES

Number of People Financially Dependent On
(of those who have a financial connection)

D8 How many individuals are you financially dependent on?
D9 Where are the people you are dependent on located?

More women than men report being financially dependent on 
someone else

Location of People

Syrian Men
Syrian Women

Jordan

84%, 81%

Mean of men = 1.2
Mean of women = 1.4

Kuwait
2%, 4%

Indonesia

2%, 0%

SYRIAN REFUGEES

Syria
2%, 3%

Base sizes:
n=45 for Syrian men
n=75 for Syrian women

Base sizes:
n=95 for Syrian men
n=88 for Syrian women

UAE
0%, 7%
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INFORMATION AND 
TECHNOLOGY ACCESS

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Information and Technology Access
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INFORMATION AND TECHNOLOGY ACCESS

Q8.1 Do you have regular access to a mobile/cell phone? If yes, what kind of phone?

44%

11%

38%

3%

1%

3%

1%

40%

12%

29%

4%

1%

9%

1%

3%

Personal Smartphone

Personal Featurephone

Personal Basic Phone

Shared Smartphone

Shared Featurephone

Shared Basic Phone

SIM card, but no mobile phone

Don't know/Refused
Syrian Men Syrian Women

Access to Mobile Phones

The majority of Syrian refugees have a personal phone
SYRIAN REFUGEES

A feature phone is a mobile phone that 
incorporates features such as the ability to 
access the Internet and store and play music 
but lacks the advanced functionality of a 
smartphone.

A basic phone lacks advanced functions and 
is used only to make calls or send SMS/text 
messages.



© 2016 Ipsos
Classified - Unclassified 55

42%

14%

30%

2%

2%

3%

6%

42%

11%

34%

4%

1%

7%

1%

2%

Personal Smartphone

Personal Featurephone

Personal Basic Phone

Shared Smartphone

Shared Featurephone

Shared Basic Phone

SIM card, but no mobile phone

Don't know/Refused
Inside camps Outside camps

Access to mobile phones for Syrian refugees is similar inside 
and outside of camps

INFORMATION AND TECHNOLOGY ACCESS

Q8.1 Do you have regular access to a mobile/cell phone? If yes, what kind of phone?

Access to Mobile Phones

SYRIAN REFUGEES

A feature phone is a mobile phone that 
incorporates features such as the ability to 
access the Internet and store and play music 
but lacks the advanced functionality of a 
smartphone.

A basic phone lacks advanced functions and 
is used only to make calls or send SMS/text 
messages.
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Q8.2 Do you have your own SIM card that you use when using a shared phone?

Have Own SIM Card for Shared Phones
(of those who have access to a shared phone)

Of those who have a shared phone, more men have their own 
SIM card than women

SYRIAN REFUGEES

Syrian Men Syrian Women

83% 31%

INFORMATION AND TECHNOLOGY ACCESS

Base sizes:
n=35 for Syrian men
n=71 for Syrian women
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INFORMATION AND TECHNOLOGY ACCESS

Q8.3 Aside from making phone calls, which, if any, of the following have you done on a mobile 
phone in the past month? 

74%

62%

32%

30%

29%

28%

6%

3%

5%

Sent/received SMS text messages

Received information by SMS text message from 
mobile operator or news org

Accessed the internet

Sent a photo

Watched a video clip or live TV

Accessed a social networking site

Listened to the radio

Sent or received an email

Don't Know/Refused

Mobile Phone Activity

SMS text messaging is the most common mobile phone activity 
reported

SYRIAN REFUGEES
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INFORMATION AND TECHNOLOGY ACCESS

Q8.3 Aside from making phone calls, which, if any, of the following have you done on a mobile 
phone in the past month? 

76%

66%

33%

31%

30%

35%

8%

5%

3%

72%

59%

31%

30%

28%

23%

4%

1%

10%

Sent/received SMS text messages

Received information by SMS text message from 
mobile operator or news org

Accessed the internet

Sent a photo

Watched a video clip or live TV

Accessed a social networking site

Listened to the radio

Sent or received an email

Don't Know/Refused

Syrian Men

Syrian Women

Mobile Phone Activity

SMS text messaging is the most common mobile phone activity 
reported

SYRIAN REFUGEES
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INFORMATION AND TECHNOLOGY ACCESS

Syrian refugees report using mobile phones to communicate 
with aid organizations and their families, and to find information

SYRIAN REFUGEES

Syrian Woman, 
Irbid

Syrian Man, 
Mafraq

Syrian Woman, 
Amman

“[I use my phone] Mainly to keep in touch with the UN because they 
send me messages about appointments, coupons, and other things.”

“I use my phone to search for certain things; anything that I'd like to 
learn about or questions that I need answers to.”

“[My phone] is the only method that I can keep in touch with my 

family in Syria, and make sure they are well, we use Whatsapp

to communicate because international prices are high.”
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45%

1% 2% 3%
6% 5%

26%

12%

2%

Never - no 
internet 
access

A few times a 
year

Monthly Weekly A few times a 
week

Daily A few times a 
day

Constantly/all 
the time

Don't 
Know/Refused

Q8.4 How frequently are you able to access the internet?

INFORMATION AND TECHNOLOGY ACCESS

Frequency of Internet Access

More than one third of Syrian refugees report accessing the 
internet a few times a day

SYRIAN REFUGEES
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44%

2% 2% 3%
6% 6%

23%

13%

1%

45%

0% 2% 3%
6%

4%

28%

11%

2%

Never - no 
internet 
access

A few times a 
year

Monthly Weekly A few times a 
week

Daily A few times a 
day

Constantly/all 
the time

Don't 
Know/Refused

Syrian Men Syrian Women

Q8.4 How frequently are you able to access the internet?

INFORMATION AND TECHNOLOGY ACCESS

Frequency of Internet Access

About half of Syrian refugees report never having internet 
access, while over a third access it at least a few times a day

SYRIAN REFUGEES
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5%

22%

11%

2%

19% 18%

4%

35%

12%

4%

21%

8%9%

4%

10%

0%

10%

20%

30%

40%

50%

60%

70%

Daily A few times a day Constantly/all the time

East Amman West Amman Irbid Zarqa Al Mafraq

2%

8%

Q8.4 How frequently are you able to access the internet?

INFORMATION AND TECHNOLOGY ACCESS

Frequency of Internet Access

Syrian refugees in Amman and Irbid report having more 
internet access, while those inside camps report having less 
access

SYRIAN REFUGEES

Syrian refugees inside a camp

4%
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83%

1% 0% 2% 2% 1%
7%

2% 2%

Never - no 
internet 
access

A few times a 
year

Monthly Weekly A few times a 
week

Daily A few times a 
day

Constantly/all 
the time

Don't 
Know/Refused

Q8.4 How frequently are you able to access the internet?

INFORMATION AND TECHNOLOGY ACCESS

Frequency of Internet Access
(of those with a basic phone)

Most Syrian refugees with basic phones reported having no 
internet access

SYRIAN REFUGEES

Base sizes:
n=410
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees with frequent internet 
access (daily or more)

Gender

47% male
53% female

Average Age

33

Locations

177 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

93% Outside camps | 7% Inside camps
62% Urban | 38% Rural (of those outside camps)

Completed Secondary School

23%

Employed (Full or part time)

22%

Q8.4 How frequently are you able to access the internet?



© 2016 Ipsos 65

FINANCIAL INSTITUTIONS 
AND SERVICES

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Awareness and Use
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AWARENESS AND USE

88%

54%

46%

45%

17%

10%

10%

8%

4%

2%

1%

IRIS scan withdrawal at ATM

ATM card

Savings account at a bank

Current/checking account at a bank

Debit card

Savings account at Jordan Post

Current/checking account at Jordan Post

Pre-paid card

Account at another financial institution

Mobile wallet account

Membership in a savings or credit club

Total Awareness of Financial Institutions and Services

Q3.1A Which of the following are you aware of?

Syrian refugees report being most aware of Iris scan 
withdrawals at ATMs

SYRIAN REFUGEES
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AWARENESS AND USE

87%

58%

49%

50%

18%

13%

13%

7%

4%

5%

2%

88%

51%

44%

40%

16%

7%

7%

9%

3%

1%

0%

IRIS scan withdrawal at ATM

ATM card

Savings account at a bank

Current/checking account at a bank

Debit card

Savings account at Jordan Post

Current/checking account at Jordan Post

Pre-paid card

Account at another financial institution

Mobile wallet account

Membership in a savings or credit club

Syrian Men

Syrian Women

Total Awareness of Financial Institutions and Services

Q3.1A Which of the following are you aware of?

Men are slightly more likely to be aware of ATM cards and 
bank accounts than women

SYRIAN REFUGEES
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AWARENESS AND USE

Some Syrian refugees reported that they use iris-scan 
recognition to withdraw UN aid from ATMs.

SYRIAN REFUGEES

“I have a salary from the UN which is transferred to the bank, I collect it from the bank using the IRIS 

scanner but I don’t have an account there. They send me a notification on the phone that the money is 

ready at the bank and I'll just go and collect it.”
Syrian Woman, Amman

“I am glad to have the IRIS payments, I came across it through the UN, they made a study on our 
financial status and family income, members, etc... then after they are done they'll either approve 
or not, and not everyone can get it. Mainly they allow this service for people with higher needs; 
like sick people or elders. We hear about organizations from others who heard it from other 
people that received aid before or still receiving.”

Syrian Man, Mafraq
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23%

8%

1%

IRIS scan withdrawal at ATM

ATM card

Debit card

Q3.1B And do you currently have this? 

The most common financial service that Syrian refugees use is 
iris scan withdrawal at an ATM

SYRIAN REFUGEES

Use of Financial Institutions and Services

AWARENESS AND USE

29% of all Syrian refugees 
report that they use a 
financial service.
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26%

10%

1%

20%

7%

1%

IRIS scan withdrawal at ATM

ATM card

Debit card
Syrian Men

Syrian Women

Q3.1B And do you currently have this? 

Syrian refugee women are less likely than men to use financial 
services

SYRIAN REFUGEESAWARENESS AND USE

Use of Financial Institutions and Services
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24%

4%

2%

22%

10%

1%

IRIS scan withdrawal at ATM

ATM card

Debit card

Urban

Rural

Q3.1B And do you currently have this? 

Those in rural areas are slightly more likely to have ATM cards
SYRIAN REFUGEES

Use of Financial Institutions and Services
Urban/Rural Split (of those outside camps)

AWARENESS AND USE
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20%

15%

0%

27%

6%

2%

IRIS scan withdrawal at ATM

ATM card

Debit card
Inside camps

Outside camps

Q3.1B And do you currently have this? 

Syrian refugees outside of camps are more likely to use iris-
scan recognition to withdraw UN aid from ATMs and less likely 
to have ATM cards

SYRIAN REFUGEESAWARENESS AND USE

Use of Financial Institutions and Services
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees who use any financial 
institutions or services

Gender

53% male
47% female

Average Age

40

Locations

172 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

79% Outside camps | 21% Inside camps
61% Urban | 40% Rural (of those outside camps)

Completed Secondary School

17%

Employed (Full or part time)

13%
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees who use iris-scan 
recognition to withdraw UN aid from ATMS

Gender

53% male
47% female

Average Age

41

Locations

173 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

83% Outside camps | 18% Inside camps
63% Urban | 37% Rural (of those outside camps)

Completed Secondary School

18%

Employed (Full or part time)

11%

Q3.1B And do you currently have this?
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees who use ATM cards

Gender

55% male
45% female

Average Age

39

Locations

178 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

63% Outside camps | 37% Inside camps
42% Urban | 59% Rural (of those outside camps)

Completed Secondary School

10%

Employed (Full or part time)

19%

Q3.1B And do you currently have this?
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SYRIAN REFUGEES

38%

24%

3%

1%

1%

1%

1%

32%

Don't need it

Don't have enough money to use

Don't know how it works

Don't have necessary documentation

Religious reasons

Someone else in the family already has an account

No need for a formal financial institution

Don't know/Refused

Reasons For Not Using Financial Services

Q3.7 Can you tell me why you do not have [INSERT FOR EACH 2 @ 3.1B]?

FINANCIAL SERVICES NOT USED

The most common reason Syrian refugees reported for not 
having a service was not needing it
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SYRIAN REFUGEES

37%

23%

2%

1%

1%

1%

0%

1%

33%

61%

25%

4%

1%

2%

1%

1%

0%

31%

Don't need it

Don't have enough money to use

Don't know how it works

Don't have necessary documentation

Religious reasons

Someone else in the family already has an account

No need for a formal financial institution

Other

Don't know/Refused

Syrian Men

Syrian Women

Reasons For Not Using Financial Services

Q3.7 Can you tell me why you do not have [INSERT FOR EACH 2 @ 3.1B]?

FINANCIAL SERVICES NOT USED

Women reported that they don’t need financial services more 
frequently than men
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21%

5%

2%

70%

Loan from family or 
friends

Loan from a private 
lender

Buying from a store 
on credit

None of the above

Syrians

Use of Financing

Q3.2 Which, if any, of the following forms of financing do you currently have?

Most Syrian refugees report not having a loan or other forms of 
financing

SYRIAN REFUGEESAWARENESS AND USE

21%

6%

2%

70%

20%

4%

2%

70%

Loan from family or 
friends

Loan from a private 
lender

Buying from a store 
on credit

None of the above

Syrian Men

Syrian Women
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35%

2%

3%

53%

17%

4%

2%

74%

Loan from family or friends

Loan from a private lender

Buying from a store on credit

None of the above

Inside camps
Outside camps

Use of Financing

Q3.2 Which, if any, of the following forms of financing do you currently have?

Syrian refugees inside camps are more likely to have a loan than 
those outside of camps

SYRIAN REFUGEESAWARENESS AND USE
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees who use any type of 
financing

Gender

47% male
53% female

Average Age

36

Locations

168 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

67% Outside camps | 34% Inside camps
47% Urban | 53% Rural (of those outside camps)

Completed Secondary School

20%

Employed (Full or part time)

17%

Q3.2 Which, if any, of the following forms of financing do you currently have?
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Most Syrian refugees report not having health insurance
SYRIAN REFUGEESAWARENESS AND USE

31%

1%

1%

64%

Health

Credit life 
insurance

Home

None of the 
above

Syrians

Use of Insurance

31%

1%

0%

65%

31%

1%

1%

63%

Health

Credit life 
insurance

Home

None of the 
above

Syrian Men

Syrian Women

Q3.3 Which, if any, of the following forms of insurance do you currently have?
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Syrian refugees inside camps are more likely to have health 
insurance than those outside of camps

SYRIAN REFUGEESAWARENESS AND USE

71%

1%

0%

28%

21%

1%

1%

73%

Health

Credit life insurance

Home

None of the above

Inside camps
Outside camps

Use of Forms of Insurance

Q3.3 Which, if any, of the following forms of insurance do you currently have?
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PARTICIPANT PROFILE

Demographic profile of Syrian refugees who use any type of 
insurance

Gender

45% male
55% female

Average Age

37

Locations

160 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

57% Outside camps | 43% Inside camps
53% Urban | 47% Rural (of those outside camps)

Completed Secondary School

17%

Employed (Full or part time)

13%

Q3.3 Which, if any, of the following forms of insurance do you currently have?
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AWARENESS AND USE

Syrian refugees are unable to access formal financial services 
in Jordan, and even if they could, some do not see the need

SYRIAN REFUGEES

“All those who came from countries with conflicts going on, like Libya, Lebanon, or Syria are 

considered blacklisted and aren't allowed to open bank accounts in Jordan.”
Syrian Woman, Amman

“There is no need [for a bank account] because we don't have enough money to invest or 

place in banks.” Syrian Man, Amman

.

“If my previous job didn't require that I must have an account then I wouldn't 
have opened it…we barely have enough money to get by each month.”

Syrian Man, Mafraq
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Financial Services Used

This section focuses on the top 2 financial services that Syrian refugees reported using. 
Only those who reported using each service responded to these questions.
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FINANCIAL SERVICES USED

Overview – Those who use IRIS scan withdrawals
SYRIAN REFUGEES

88%

5%

2%

6%

0%

55%

33%

4%

5%

3%

My name

My spouse's 
name

Both my and my 
spouse's name

My parents' 
name

Other
Syrian Men

Syrian Women

Name on Accounts
Trustworthiness of Accounts

Q3.4. Is this account held in your name, your spouse’s name, jointly between you 
and your spouse, your parents’ name, or someone else’s name?
Q3.6 How trustworthy do you find this account? 

Base sizes:
n=123 for Syrian men
n=111 for Syrian women

Syrian Men

Very
Trustworthy

70%

Somewhat
Trustworthy

29%

Syrian Women

Very
Trustworthy

70%

Somewhat
Trustworthy

29%
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FINANCIAL SERVICES USED

Overview – Those who use ATM cards
SYRIAN REFUGEES

91%

7%

4%

47%

47%

3%

3%

My name

My spouse's 
name

Both my and my 
spouse's name

My parents' 
name

Syrian Men

Syrian Women

Location of Accounts
Name on Accounts

Trustworthiness of Accounts

94%, 97%

Jordan Syria

Syrian Women

0%, 3%

Q3.4. Is this account held in your name, your spouse’s name, jointly between you and 
your spouse, your parents’ name, or someone else’s name?
Q3.5 Where is the [SUB IN FROM 3.1B] account located?
Q3.6 How trustworthy do you find this account? 

Saudi Arabia

2%, 0% 4%, 0%

Lebanon

Somewhat
Trustworthy

37%
Very

Trustworthy
63%

Base sizes:
n=46 for Syrian men
n=38 for Syrian women

Syrian Men

Very
Trustworthy

70%

Somewhat
Trustworthy

30%
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MOBILE WALLET 
AWARENESS AND USE

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Awareness and Knowledge of 
Mobile Wallet Services
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25 Syrians reported that 
they were aware of mobile 

wallets.

Of those:
• 22 were men and 3 were women
• 6 were inside a camp and 

19 were outside a camp

0 Syrians 
reported 
having a 
mobile wallet

0 Syrians 
reported 
knowing anyone 
who used it 

0 Syrians could report on the 
type of ID required for a 
mobile wallet.

MOBILE WALLET AWARENESS

When not prompted, very few Syrian refugees report 
awareness of mobile wallet services

Q3.1A Which of the following are you aware of?
Q3.1B And do you currently have this?
Q4.2 Do you know anyone who has a mobile wallet account?
Q4.1. Can you name a mobile wallet service?  
Q4.3 What type of ID was required for you to open a mobile money account?

SYRIAN REFUGEES
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MOBILE WALLET AWARENESS

Have Heard About Mobile Wallets
(Prompted)

When prompted, more have heard of mobile wallets, but their 
awareness is still low

SYRIAN REFUGEES

9%

1%

1%

0%

0%

2%

1%

1%

0%

0%

Mahfazati

Zain Cash

Orange Money

Dinarak

Zain e-Mal Syrian Men

Syrian Women

Have Heard of Specific Mobile Wallet Services
(Prompted)

Q9.5 I would like to ask you about your familiarity with services called “mobile wallet”. Can you 
tell me if you have heard of them before?
Q9.6 It doesn’t matter if you have never used the mobile network itself, but can you tell me if 
you have heard of any of the following mobile wallet services?

3% of Syrian men had 
heard of Mahfazati 
when unprompted

16% 10%

Syrian Men Syrian Women
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MOBILE WALLET AWARENESS

Q6.15/7.15 Was there anything about this service you didn’t like?

SYRIAN REFUGEES

However, in the focus group discussions, participants 
expressed enthusiasm at the potential for mobile wallet
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Trust of Information Sources
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Q8.5 Which of the following sources do you trust when it comes to information about financial 
products and services, including sending/receiving money, payments, insurance, etc.?

64%

41%

11%

11%

8%

8%

2%

1%

1%

1%

1%

0%

0%

Television
Radio

Billboards
Church/mosque/religious leaders

Newspapers or magazines
Employers

Friends and family
The internet

SMS/Text messages
Community leaders

Financial services agents
Leaflets

Other

Total Trust in Information Sources on Financial Products and Services

The majority of Syrian refugees report trusting television for 
information about financial services 

SYRIAN REFUGEESINFORMATION SOURCES



© 2016 Ipsos
Classified - Unclassified 96

Q8.5 Which of the following sources do you trust when it comes to information about financial 
products and services, including sending/receiving money, payments, insurance, etc.?

62%

41%

14%

9%

8%

5%

3%

2%

1%

1%

1%

66%

41%

8%

12%

8%

10%

2%

1%

1%

2%

0%

Television

Radio

Billboards

Church/mosque/religious leaders

Newspapers or magazines

Employers

Friends and family

The internet

SMS/Text messages

Community leaders

Financial services agents
Syrian Men Syrian Women

Total Trust in Information Sources on Financial Products and Services

The majority of Syrian refugees report trusting television for 
information about financial services 

SYRIAN REFUGEESINFORMATION SOURCES
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INFORMATION SOURCES

Syrian refugees also tend to rely on close friends or family 
experienced in matters to help with decisions

SYRIAN REFUGEES

“[We get information and advice from] someone who is close to us, not 
necessarily a family member, it could be a close friend or a family 
member that we trust.” Syrian Male, Amman

“I would take more than one opinion...from people that I 

know with experience.”  
Syrian Female, Amman
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REMITTANCE BEHAVIOUR 
OVERVIEW

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Remittance Behavior Overview
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REMITTANCE BEHAVIOR OVERVIEW

Syrian refugees send and receive remittances internationally 
more than domestically

7%

0%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Location of Money Sent in the Past Year

Q5.1A Where did you send this money to?
Q5.4A Where was this money sent from?

7%

1%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Location of Money Received in the Past Year

SYRIAN REFUGEES
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REMITTANCE BEHAVIOR OVERVIEW

There is little difference in frequency of sending remittances 
between those in rural or urban locations

8%

6%

1%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Urban Rural

Location of Money Sent in the Past Year

Q5.1A Where did you send this money to?
Q5.4A Where was this money sent from?

8%

1%

7%

2%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Urban Rural

Location of Money Received in the Past Year

SYRIAN REFUGEES

Urban/Rural Split
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REMITTANCE BEHAVIOR OVERVIEW

Remittance behavior by Syrian refugees inside and outside of 
camps

3%

0%

7%

1%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Location of Money Sent in the Past Year

Q5.1 Where did you send this money to?
Q5.4 Where was this money sent from?

4%

0%

7%

1%

International 
locations 
outside of 

Jordan

Domestic 
locations 

within Jordan

Location of Money Received in the Past Year

SYRIAN REFUGEES

Inside Camps Outside Camps

Inside/Outside Camp Split
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SYRIAN REFUGEES

Syrian refugees tend to only participate in one type of 
remittance activity

14.7% Total incidence of all remittance activities

13.6% Total incidence of any remittance activity

1.5% Overlap of remittance activity

REMITTANCE BEHAVIOR OVERVIEW
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PARTICIPANT PROFILE

Demographic profile of those engaged in international 
remittance activities

Gender

52% male
49% female

Average Age

37 167 JOD
Average Monthly Household Income

$$$

SYRIAN REFUGEES

Locations

88% Outside camps | 12% Inside camps
67% Urban | 33% Rural (of those outside camps)

Completed Secondary School

21%

Employed (Full or part time)

29%

Q5.1A Where did you send this money to?
Q5.4A Where was this money sent from?
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24%

15%

2%

1%

IRIS scan withdrawal at ATM

ATM card

Debit card

Current/checking account at a bank
Have Sent or Received
Remittances

Q3.1B And do you currently have this?
Q5.1. Have you, personally, GIVEN or SENT any of your MONEY to a relative or 
friend in the PAST 12 MONTHS? 
Q5.4. Have you, personally, RECEIVED any MONEY from a relative or friend in 
the PAST 12 MONTHS? 

Syrian refugees who send or receive remittances are more 
likely to have an ATM card

Use of Financial Institutions and Services
(of those who have sent or received remittances)

AWARENESS AND USE SYRIAN REFUGEES

Base sizes:
n=142
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REMITTANCE BEHAVIOR OVERVIEW

Some groups of Syrian refugees are more likely to send or 
receive money internationally than others

Men are more likely than women to send money internationally.

Those with higher personal income are more likely than those with lower personal 
income to send money internationally.

Those outside of refugee camps are more likely than those inside camps to send 
money internationally.

Those who are employed (full-time, part-time or self-employed) are more likely to 
send money internationally.

Housewives are less likely to send money internationally.

$

SYRIAN REFUGEES
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REMITTANCE BEHAVIOR OVERVIEW

Of those who sent or received remittances, about half had 
financial connections outside of their household.

D5 How many relatives, extended family, or close friends do you have a financial connection with – that is, people that you may give, lend, or 
borrow money to or from living outside your household?
Q5.1A Where did you send this money to?
Q5.4A Where was this money sent from?

Of those who reporting engaging in 
any remittance activity

39%
report having a financial 

connection outside of the 
household.*

SYRIAN REFUGEES

The fact that a large share of people engaging in 
remittances declare having no financial connections 
outside the household suggests the term may have 

been mistaken for "family.”
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INTERNATIONAL REMITTANCE 
BEHAVIOUR OF SYRIAN REFUGEES

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

International Remittances Sent and Received
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INTERNATIONAL REMITTANCES SYRIAN REFUGEES

International remittance sent by Syrian refugees in Jordan

Q5.2 What country was the money sent to?

n=68 for remittances sent

Syria n=61
Lebanon n=5

UAE n=1
Bahrain n=1

Germany n=1
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INTERNATIONAL REMITTANCES SYRIAN REFUGEES

International remittances received by Syrian refugees in Jordan

Q5.4 Where was this money sent from? n=69 for remittances received

UAE n=16
Syria n=12

Kuwait n=10
Saudi Arabia n=10

Lebanon n=5
Qatar n=5

Palestine n=4
Germany n=2
Europe n=2
Oman n=1

Indonesia n=1
Iraq n=1



© 2016 Ipsos
Classified - Unclassified 112

72%

24%

12%

6%

3%

0%

4%

71%

23%

13%

3%

3%

4%

0%

Regular support/family upkeep

Emergency help 

Pay for health expenses

School fees

Lend money to someone

No particular reason

Other

Sent

Received

INTERNATIONAL REMITTANCES

Syrian refugees report sending and receiving money for regular 
family support and upkeep

SYRIAN REFUGEES

6.1/7.1 For what purpose did you send/receive money to friends or relatives in [SUB IN ANSWER FROM 5.2/5.3]? 
6.8/7.8 Who was this money sent to/received from in [SUB IN RESPONSE FROM 5.2/5.3]? 
6.9/7.9 How do you generally send money to/receive money from your friends or relatives in [SUB IN RESPONSE FROM 
5.2/5.3]?

Purpose of Remittances
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INTERNATIONAL REMITTANCES

Frequency: 6
Total value: 402 JOD
*Average amount per transaction: 112 JOD
Cost per transaction: 34 JOD (10 JOD median)
*Cost as % of transaction: 19%
Minimum amount: 116 JOD
Maximum amount: 139 JOD

SYRIAN REFUGEES

Key Statistics (Means) of International Remittances Sent

Q6.3/7.3 Total value.
Q6.5/7.5 Transaction fee cost.
Q6.6/6.7 Minimum amount sent.
Q6.7/7.6 Maximum amount sent.

n=68
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INTERNATIONAL REMITTANCES

Frequency: 4 (times in the past year)
Total value: 527 JOD
*Average amount per transaction: 190 JOD
Cost per transaction: 15 JOD (1 JOD median) 
*Cost as % of transaction: 9%
Minimum amount: 187 JOD
Maximum amount: 238 JOD

SYRIAN REFUGEES

Q6.3/7.3 Total value.
Q6.5/7.5 Transaction fee cost.
Q6.6/6.7 Minimum amount sent.
Q6.7/7.6 Maximum amount sent.

Key Statistics (Means) of International Remittances Received

n=69
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Frequency of Remitting

Q6.2/7.2 In the past 12 months, how many times did you send/receive money to/from friends 
or relatives outside of your household in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]?

0%

64%

22%
13%

3%

73%

10%
15%

None 1-3 times 4 - 6 times More than 6 times

Sent Received

The majority of Syrian refugees report sending money a few 
times a year or less

INTERNATIONAL REMITTANCES

Mean number of times per year money is sent = 6
Median number of times per year money is sent= 3

Mean number of times per year money is received = 4
Median number of times per year money is received= 2

SYRIAN REFUGEES
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Total Value of Money Remitted In Past Year

Q6.3/7.3 In the past 12 months, what was the total value of money sent to/received from friends 
or relatives outside of your household in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]? Your best 
estimate is fine.

43%

18%
10% 8% 3%

18%17%
23% 19%

4% 3%

33%

0-100 JOD 101-200 JOD 201-300 JOD 301-400 JOD 401-500 JOD 500 JOD and 
above

Sent Received

Syrian refugees tend to receive larger amounts of money than 
they send

INTERNATIONAL REMITTANCES

Mean value of money sent in past year = 402 JOD
Median value of money sent in past year = 150 JOD

Mean value of money received in past year = 527 JOD
Median value of money received in past year = 250 JOD

SYRIAN REFUGEES
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43%
36%

8% 5% 3%
9%

29%
19% 15%

6%

1-50 JOD 51-100 JOD 101-150 JOD 151-200 JOD 201-250 JOD

Sent Received

INTERNATIONAL REMITTANCES

Average Amount Per Transaction

Q6.3/7.3 In the past 12 months, what was the total value of money sent to/received from friends 
or relatives outside of your household in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]? Your best 
estimate is fine.
Q6.2/7.2 In the past 12 months, how many times did you send/receive money to/from friends or 
relatives outside of your household in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]?

The average transaction size is larger for money received than 
sent

Mean of average amount per transaction sent = 112 JOD
Median of average amount per transaction sent = 67 JOD

Mean of average amount per transaction received = 190 JOD
Median of average amount per transaction received = 140 JOD

SYRIAN REFUGEES
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Cost Per Transaction

Q6.5/7.5 On average, how much did you pay in fees per transaction to send money to/receive 
from friends or relatives in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]? Your best estimate is fine.

6%

34% 30%

5% 5%

21%

38% 36%

4% 3% 1%

17%

0 JOD 1-5 JOD 6-10 JOD 11-15 JOD 16-20 JOD 20 and above 
JOD

Sent Received

Syrian refugees report that it is more expensive to send money 
than it is to receive it

INTERNATIONAL REMITTANCES

Mean cost per transaction sent = 34 JOD
Median cost per transaction sent = 10 JOD

Mean cost per transaction received = 15 JOD
Median cost per transaction received = 1 JOD

SYRIAN REFUGEES
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Minimum Amount of Money Remitted

Q6.6/6.7 In a single transaction, what is the minimum amount of money that you sent to/received 
from friends or relatives outside of your household in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]? 
Your best estimate is fine

28%
22%

8%

22% 19%16%
9% 4%

19%

52%

0-25 JOD 26-50 JOD 51-75 JOD 76-100 JOD 101 JOD and above

Sent Received

The minimum amount of money sent for Syrian refugees is 
larger than the minimum amount received

INTERNATIONAL REMITTANCES

Mean of minimum amount of money sent = 116 JOD
Median of minimum amount of money sent = 50 JOD

Mean of minimum amount of money received = 187  JOD
Median of minimum amount of money received = 140 JOD

SYRIAN REFUGEES
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Maximum Amount of Money Remitted

Q6.7/7.6 In a single transaction, what is the maximum amount of money that you sent 
to/received from friends or relatives outside of your household in [SUB IN RESPONSE FROM 
5.2/5.3/5.5/5.6]? Your best estimate is fine

40%
30%

6% 6% 2%
9% 8%

17% 20%
15%

20%

3%
7%

17%

0-50 JOD 51-100 JOD 101-150 JOD 151-200 JOD 201 -250 JOD 251 -300 JOD 301 JOD and 
above

Sent Received

The maximum amount of money received for Syrian refugees 
is larger than the maximum amount sent  

INTERNATIONAL REMITTANCES

Mean of maximum amount of money sent = 139 JOD
Median of maximum amount of money sent = 90 JOD

Mean of maximum amount of money received = 238 JOD
Median of maximum amount of money received = 150 JOD

SYRIAN REFUGEES
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Syrian refugees tend to remit money to their parents, siblings 
and children, while they receive money from spouses

32%

27%

22%

16%

3%

2%

0%

2%

12%

22%

9%

29%

1%

19%

7%

7%

Parent

Sibling

Child

Other family members

Grandparent

Spouse

Friends

Other

Sent

Received

Person Money Sent To or Received From

Q6.8/7.8 Who was this money sent to/received from in [SUB IN RESPONSE 
FROM 5.2/5.3/5.5/5.6]? 

INTERNATIONAL REMITTANCES SYRIAN REFUGEES
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68%

2%

13%

12%

2%

2%

0%

2%

2%

77%

3%

4%

6%

6%

0%

1%

0%

1%

Through an exchange house

Through collection at a bank branch

Sent cash through someone you 
know

Through a family member or close 
friend

Handed cash directly

By a bus or minibus

Non-financial business organization

Other

Don't know/Refused 

Sent

Received

Methods Used to Send or Receive Money

An exchange house is the most common method reported for 
remitting money internationally

INTERNATIONAL REMITTANCES SYRIAN REFUGEES

Q6.9/7.9 How do you generally send money to/receive money from your friends or 
relatives in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]?

Formal 
channels

Informal 
channels
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48%

18%

9%

7%

4%

5%

Alawaneh Exchange

Western Union

Xpress Money

Msharbash Exchange

Telemoney

Don't know Base size:
n=56

Syrian refugees reported they used Alawaneh exchange to 
both send and receive money

INTERNATIONAL REMITTANCES

Q6.11 What is the name of the bank or company institution you send money to your friends or 
relatives in [SUB IN RESPONSE FROM 5.2/5.3] through?

SYRIAN REFUGEES

29%

15%

6%

4%

17%

Alawaneh Exchange

Msharbash Exchange

Western Union

Alpha Exchange

Don't know

Name of Financial Company or Service
Used to Send Remittances

Base size:
n=48

Name of Financial Company or Service
Used to Receive Remittances

Respondents did 
not differentiate 
the service (e.g. 
Western Union) 

from the channel 
(e.g. Alawneh).
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27%

19%

22%

6%

15%

4%

12%

6%

18%

3%

9%

7%

0%

0%

0%

2%

4%

12%

7%

17%

12%

6%

3%

38%

7%

16%

3%

9%

6%

7%

0%

0%

1%

10%

Services are easy to use for me
Services are easy to use for the other person

Services are affordable for me
Services are affordable for the other person

Services are conveniently located for me
Services are conveniently located for the other person

Other person chose the service
Other person prefers the service

Services are quick (the money arrives quickly)
Services are quick (they do not take long to process)

Services are reliable
Services are trustworthy

Services have good customer service
Formal ID isn't required for me

Formal ID isn't required for other person
Other

Don't know/Refused

Sent

Received

Syrian refugees reported choosing services for sending based 
on ease of use and affordability

Reasons for Choosing Services to Send or Receive Money Internationally:

INTERNATIONAL REMITTANCES

Q6.14/7.14 Why did you choose [SUB IN FROM 6.9/7.9] to send money to/ receive money from your 
family/friend in [SUB IN RESPONSE FROM 5.2/5.3/5.5/5.6]?

SYRIAN REFUGEES
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And they were mostly happy with the services they used

Dissatisfaction With Exchange House:

INTERNATIONAL REMITTANCES

Q6.15/7.15 Was there anything about this service you didn’t like?

SYRIAN REFUGEES

9%

0%

3%

2%

2%

2%

2%

0%

81%

4%

1%

17%

3%

1%

0%

1%

1%

68%

Services aren’t affordable for me

Services aren't afforable for the other person

Other person chose the service

Services aren’t conveniently located for me

Services aren’t easy to use for me

Formal ID is required for me

Services aren't quick (money takes too long to arrive)

Services don't have good customer service

There was nothing I disliked/I don't know/Refused

Sent

Received
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INTERNATIONAL REMITTANCES

When remitting money internationally, the majority of Syrian 
refugees did not report any problems

Q6.18/7.18 In the last 12 months, did you experience any of the following problems when trying 
to send money to/receive money from friends or family in [SUB IN ANSWER FROM 
5.2/5.3/5.5/5.6]?

78%

3%

2%

2%

2%

2%

13%

91%

1%

0%

0%

0%

1%

3%

Did not experience issues

High prices/fees

Lacked proper ID

Transaction limits make it inconvenient

Location was closed when

Other

Don’t Know/Refused

Sent

Received

Problems Encountered When Remitting Money Internationally

SYRIAN REFUGEES
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INTERNATIONAL REMITTANCES

The majority of Syrian refugees reported that there wasn’t a 
time they wanted to send money but were unable to

Q9.2/9.4 Was there a time in the last 12 months when you wanted to send/receive money 
to/from friends or relatives outside of Jordan and couldn’t - if so, why not?

98%

1%

1%

99%

0%

1%

No, there was not a time I couldn't send money.

Did not have the money

Don't Know/Refused
Sent

Received

I couldn’t send or receive money internationally because:

SYRIAN REFUGEES
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INTERNATIONAL REMITTANCES

“If the money was given to someone who would hand it over after reaching the 

destination, they might just take the money for themselves. So through the exchange 
center is the best way.”

Syrian Male, Amman

The exchange center is the safest and most secured…they will be held responsible if the 
money doesn't get transferred. Syrian Female, Irbid

SYRIAN REFUGEES

Syrian refugees in focus groups reported they used exchange 
centers, and were mostly happy with the service

Syrian refugees report that when they send or receive money it is most often to Syrian and 
through exchange centers, because that is the most secure and trusted method. In general, 
Syrian refugees report that they are happy with the services that they are using. 

This money is sent for general financial aid and upkeep, or sometimes in the case of 
emergencies or major family events.
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DOMESTIC REMITTANCE 
BEHAVIOUR OF SYRIAN REFUGEES

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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Syrian refugees infrequently send and receive domestic 
remittances

DOMESTIC REMITTANCES SYRIAN REFUGEES

“I sent money to the guy whom I bought a used fridge from. I couldn’t visit him, 

so we agreed that I’ll send it via an exchange center”

“I sent money via the Islamic bank to Ma’an, to my friend’s husband’s bank account.”

Syrian woman, Irbid

Syrian Woman, Amman

“I received a couple of times from Irbid and Amman through al Alawneh centre.”
Syrian Man, Mafraq

In qualitative work, the conversation about domestic remittances generally focused on transfer 
from aid organizations rather than friends or family outside the household.

However, those who did send or receive money domestically reported the following experiences.
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REMITTANCE MARKET SIZING*

*Figures are discounted to cater for standard over-statements regarding financial topics observed in 
similar surveys, and as a result figures may differ from previous slides.

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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REMITTANCE MARKET SIZING

Methodology
This section uses survey data combined with overall population 
data, and standard country-specific and methodology-specific 
overstatement discounts to determine the size of the current 
remittance market among target populations in Jordan. 

This target represents a small remittance market. (The parallel 
supply-side study supports this by suggesting that low-income 
Jordanians and Syrian refugees are not major contributors to the
remittance market in Jordan.)
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Remittance Market Sizing
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REMITTANCE MARKET SIZING

Overview

• The market sizing Syrian refugees was based on the following population statistics: 

• The latest UNHCR estimate of the number of Syrian refugees in Jordan (March 2016) is 
637,638. For the purposes of this exercise, we assume that the population has not changed 
from this number.

• However, from survey data we know that 9% of Syrian refugees are not registered with 
UNHCR. This means the total population of Syrian refugees in Jordan can be estimated at 
699,932.

• According to UNHCR, 48.6% of Syrian refugees are adults. This means there are 340,167 Syrian 
refugees in Jordan over the age of 18.

SYRIAN REFUGEES
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REMITTANCE MARKET SIZING SYRIAN REFUGEES

The total market size of international remittances sent and 
received by Syrian refugees

Q6.3/7.3 Total value.
Q6.5/7.5 Transaction fee cost.
Q6.6/6.7 Minimum amount sent.
Q6.7/7.6 Maximum amount sent.

Sending Money Receiving Money
Incidence 6.5% 6.6%
Average number of transactions per person* 3.5 2.6
Average size per transaction (JOD)* 103 193
Average fee paid per transaction* 20 17
Average fee as % of transaction size 19% 9%
Total size of market in transaction (JOD) 8,120,853 11,400,879
Total size of market in fees paid (JOD) 1,572,815 974,544

*Figures are modelled.
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MOBILE WALLET CONCEPT 
TESTING

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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CONCEPT TESTING

Overview

Respondents were asked for their opinions on and impressions of a 
hypothetical mobile wallet service for international remittances, in 
which they would be able to use their mobile phone only, with no 
link to a banking, postal or pre-paid card account, to send money to 
or receive money from friends and family abroad.

This section was asked to the entire sample, for both a hypothetical 
service to send money as well as a hypothetical service to receive 
money. 
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Concept Testing
International
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CONCEPT TESTING - INTERNATIONAL

About half find the idea of making international transfers on 
their mobile phone believable

Q9.7C/E How do you feel about the statements made about this service? 

5%

42%

12%

11%

24%

5%

Completely believable

Somewhat believable

Neither believable or unbelievable

Somewhat unbelievable

Completely unbelievable

Don’t Know/Refused

Believability of Mobile Wallet Service
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CONCEPT TESTING - INTERNATIONAL

And nearly half say they like the idea of the product to some 
extent

Q9.10C/E Which statement best describes how much you like this service?

7%

12%

30%

10%

5%

30%

6%

Like extremely well

Like very well

Like quite well

Like somewhat

Like slightly

Do not like at all

Don't know/Refused

Opinion on Mobile Wallet Service
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CONCEPT TESTING - INTERNATIONAL

However, only a third said they would be likely to seek more 
information about the service

Q9.8C/E Based on the description above, how likely would you be to seek more information 
about this service?

4%

28%

16%

13%

31%

7%

Very likely

Somewhat likely

Neither likely nor unlikely

Somewhat unlikely

Very unlikely

Don’t know/Refused

Likelihood of Seeking More Information About Mobile Wallet Service
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CONCEPT TESTING - INTERNATIONAL

And around a quarter said they may use the service 
themselves

Q9.9C/E Which statement best describes how likely you would be to use this service?

8%

18%

18%

13%

35%

8%

I would definitely use this service

I would probably use this service

I may or may not use this service

I probably would not use this service

I definitely would not use this service

Don’t Know/Refused

Likelihood of Using Mobile Wallet Service
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CONCEPT TESTING - INTERNATIONAL

This may be driven by the 30% of respondents who said the 
product doesn’t solve a problem or fulfil a need for them

Q9.11C/E Which statement best describes how well the service would solve a problem or fulfilll
a need for you?

31%

15%

6%

30%

19%

More than other services currently available

About the same as other services currently 
available

Not as well as other services currently available

Doesn’t solve a problem or fulfill a need

Don’t Know/Refused

Ability of Mobile Wallet Service to Solve a Problem or Fulfil a Need
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CONCEPT TESTING - INTERNATIONAL

Or the half of respondents that said they wouldn’t use the 
service

Q9.12C/E Which statement best describes when you think you would be most likely to use this 
service? 

6%

3%

2%

1%

5%

8%

46%

28%

Within the next week

Within the next month

More than a month from now, but less than three  months

More than three months, but less than six months from now

More than six months from now, but less than a year

More than a year

Never

Don’t Know/Refused

I would be most likely to use this service:
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CONCEPT TESTING - INTERNATIONAL

However, many said the need to send or receive money would 
potentially make them use it

Q9.14C/E What would make you use this service?

25%

26%

12%

11%

6%

8%

12%

5%

9%

34%

The need to transfer money to someone

The need to receive money from someone

Having trust in the provider

Having a clear understanding of how to use your mobile phone for this service

Information or a demonstration from the service provider

Information or a demonstration from a friend or family member

A guarantee that I would get my money back if I made a mistake

Convenience of use

There's nothing that would make me use this service

Don’t Know/Refused

Reason For Potentially Using Mobile Wallet Service
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Latent Class Analysis of Concept Testing
International
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LATENT CLASS ANALYSIS OF CONCEPT TEST - INTERNATIONAL

Q9.7C Do you feel this service is completely believable?
Q9.8C Would you be very likely to seek more information about this service?
Q9.9C Would you definitely use this service?
Q9.10C Do you extremely like this service?
Q9.11C Which statement best describes how well the service would solve a problem or fulfill a 
need for you? (More than other services currently available)

Profiles of responses to concept test for sending/receiving money internationally
SYRIAN REFUGEES

Pragmatic 
Opportunists

Skeptical Users
Outright
Rejecters

Indifferent 
Believers

Group

Group 
Endorsements

Likely to use, 
solves a problem

Believable 
Rejects 
concept

Believable,
solves a 
problem

Size
10.1% 4.2% 80.2% 5.5%
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LATENT CLASS ANALYSIS OF CONCEPT TEST - INTERNATIONAL

Q9.7C Do you feel this service is completely believable?
Q9.8C Would you be very likely to seek more information about this service?
Q9.9C Would you definitely use this service?
Q9.10C Do you extremely like this service?
Q9.11C Which statement best describes how well the service would solve a problem or fulfill a 
need for you? (More than other services currently available)

Development of profiles by answer choices
SYRIAN REFUGEES

Pragmatic 
Opportunists

Skeptical Users
Outright
Rejecters

Indifferent 
Believers

Service is believable 

Would seek more info

Would use service

Like this service

Service solves problem
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LATENT CLASS ANALYSIS OF CONCEPT TEST – INTERNATIONAL
Those that responded more positively to the concept test are more 
likely to have smartphone, be female, and send or receive money

SYRIAN REFUGEES

Pragmatic Opportunists 
vs. 

Outright Rejecters

Skeptical Believers
vs. 

Outright Rejecters

Indifferent Believers 
vs. 

Outright Rejecters

Have a Personal Smart 
Phone

-- --

Be female
-- --

Sent or Received 
Money

--
--

Reported effects are statistically significant at p< .05 level or better. 

Believers are more likely to 
be female than Rejecters

Believers are more likely to 
send or receive money than 
Rejecters

Opportunists are more likely 
to have smartphones than 
Rejecters
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Concept Testing 
Domestic
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CONCEPT TESTING – DOMESTIC

Concept Testing

• In the following section, respondents were asked for their 
opinions on and impressions of a hypothetical mobile wallet 
service for domestic remittances, in which they would be 
able to use their mobile phone only, with no link to a 
banking, postal or pre-paid card account, to send money to 
or receive money from friends and family abroad.

• This section was asked to the entire sample, for both a 
hypothetical service to send money as well as a hypothetical 
service to receive money. 
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CONCEPT TESTING – DOMESTIC

Most find the idea of making domestic transfers on their 
mobile phone believable

Q9.7D/F How do you feel about the statements made about this service? 

6%

41%

12%

10%

26%

5%

Completely believable

Somewhat believable

Neither believable or unbelievable

Somewhat unbelievable

Completely unbelievable

Don’t Know/Refused

Believability of Mobile Wallet Service
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CONCEPT TESTING – DOMESTIC

And around half say they like the product to some extent

Q9.10D/F Which statement best describes how much you like this service?

Opinion on Mobile Wallet Service

7%

12%

30%

10%

5%

30%

7%

Like extremely well

Like very well

Like quite well

Like somewhat

Like slightly

Do not like at all

Don't know/Refused
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CONCEPT TESTING – DOMESTIC

However, only a third said they would be likely to seek more 
information about the service

Q9.8D/F Based on the description above, how likely would you be to seek more information 
about this service?

4%

28%

17%

12%

30%

8%

Very likely

Somewhat likely

Neither likely nor unlikely

Somewhat unlikely

Very unlikely

Don’t know/Refused

Likelihood of Seeking More Information About Mobile Wallet Service
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CONCEPT TESTING – DOMESTIC

And around a quarter said they may use the service 
themselves

Q9.9D/F Which statement best describes how likely you would be to use this service?

8%

19%

18%

13%

33%

10%

I would definitely use this service

I would probably use this service

I may or may not use this service

I probably would not use this service

I definitely would not use this service

Don’t Know/Refused

Likelihood of Using Mobile Wallet Service
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CONCEPT TESTING – DOMESTIC

This may be driven by the third of respondents who said it 
doesn’t solve a problem or fulfil a need for them

Q9.11D/F Which statement best describes how well the service would solve a problem or fulfilll
a need for you?

29%

15%

6%

30%

20%

More than other services currently available

About the same as other services currently 
available

Not as well as other services currently available

Doesn’t solve a problem or fulfill a need

Don’t Know/Refused

Ability of Mobile Wallet Service to Solve a Problem or Fulfil a Need
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CONCEPT TESTING – DOMESTIC

Or the half of respondents that said they wouldn’t use the 
service

Q9.12D/F Which statement best describes when you think you would be most likely to use this 
service? 

7%

4%

2%

2%

4%

8%

46%

28%

Within the next week

Within the next month

More than a month from now, but less than three  months

More than three months, but less than six months from now

More than six months from now, but less than a year

More than a year

Never

Don’t Know/Refused

I would be most likely to use this service:
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CONCEPT TESTING – DOMESTIC

However, many said the need to send or receive money would 
potentially make them use it

Q9.14D/F What would make you use this service?

25%

27%

12%

12%

6%

8%

12%

5%

8%

35%

The need to transfer money to someone

The need to receive money from someone

Having trust in the provider

Having a clear understanding of how to use your mobile phone for this service

Information or a demonstration from the service provider

Information or a demonstration from a friend or family member

A guarantee that I would get my money back if I made a mistake

Convenience of use

There's nothing that would make me use this service

Don’t Know/Refused

Reason For Potentially Using Mobile Wallet Service
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Latent Class Analysis of Concept Testing
Domestic
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Q9.7C Do you feel this service is completely believable?
Q9.8C Would you be very likely to seek more information about this service?
Q9.9C Would you definitely use this service?
Q9.10C Do you extremely like this service?
Q9.11C Which statement best describes how well the service would solve a problem or fulfill a 
need for you? (More than other services currently available)

SYRIAN REFUGEES

Pragmatic 
Opportunists

Positive 
Endorsers

Outright
Rejecters

Indifferent 
Believers

Group

Group 
Endorsements

Likely to use, 
solves a problem

Endorses 
everything but 

believable

Rejects 
concept

Believable,
solves a 
problem

Size
6.5% 5.1% 83.2% 5.2%

LATENT CLASS ANALYSIS OF CONCEPT TEST – DOMESTIC
Profiles of responses to concept test for sending/receiving money domestically
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Q9.7C Do you feel this service is completely believable?
Q9.8C Would you be very likely to seek more information about this service?
Q9.9C Would you definitely use this service?
Q9.10C Do you extremely like this service?
Q9.11C Which statement best describes how well the service would solve a problem or fulfill a 
need for you? (More than other services currently available)

SYRIAN REFUGEES

Pragmatic 
Opportunists

Positive 
Endorsers

Outright
Rejecters

Indifferent 
Believers

Service is believable 

Would seek more info

Would likely use service

Like this service

Service solves problem

LATENT CLASS ANALYSIS OF CONCEPT TEST – DOMESTIC

Development of profiles by answer choices
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LATENT CLASS ANALYSIS OF CONCEPT TEST – DOMESTIC

Those that responded more positively to the concept test are more likely 
to have smartphone, use the internet, and send or receive money

SYRIAN REFUGEES

Pragmatic Opportunists 
vs. 

Outright Rejecters

Positive Endorsers
vs. 

Outright Rejecters

Indifferent Believers 
vs. 

Outright Rejecters

Have a Personal Smart 
Phone

-- --

Use Web Daily --

Never Use Web
-- --

Sent or Received 
Money

--
--

Reported effects are statistically significant at p< .05 level or better. 

Opportunists are more likely 
to have smartphones than 
Rejecters

Opportunists are more likely 
to use the web daily than 
Rejecters

Endorsers are more likely to 
report sending/receiving 
money than Rejecters

Believers are more likely to 
report using the web daily 
than Rejecters

Believers are less likely to 
report never using the web 
than Rejecters
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Qualitative Concept Testing
Domestic and International
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In the focus group discussions, participants expressed 
enthusiasm at the potential for mobile wallet

QUALITATIVE CONCEPT TESTING

Q6.15/7.15 Was there anything about this service you didn’t like?

Upon hearing about mobile wallet, focus group participants had a number of questions about 
the features, security, and concerns about the product. However, once these questions were 
answered, enthusiasm and optimism was expressed about the potential for mobile wallet.

SYRIAN REFUGEES
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REMITTANCE FORECASTING*

*Data from this section is modelled to account for typical overstatement and other known patterns of 
consumer behavior

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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REMITTANCE FORECASTING

Methodology
This section uses survey data, population data, and standard Vantis forecasting 
methodologies to size the current remittance market among Syrian refugees and 
low-income Jordanians, and to forecast the market potential. 

Market potential for new digital service was modeled through a battery of key 
consumer metrics (shown in the previous concept testing section) validated to 
predict financial service adoption rates. 

Vantis* has 30 years of experience in forecasting services and has databased 
over 30,000 concepts in durables and services. This experience was put to use to 
remove country-specific and methodology-specific overstatement, as well as to 
turn stated interest into actual validated market sizing.
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Forecasting International Remittances
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SYRIAN REFUGEES

There is little untapped need for Syrian refugees who already 
send or receive money internationally

REMITTANCE FORECASTING - INTERNATIONAL

• Of the 6.5% of Syrian refugees that have sent money internationally in the past 12 months, 

only 7% have an untapped need (a need to send money internationally without an ideal 

way to do it). 
• This represents an additional .5% of the overall population of Syrian refugees that could use 

this service, or 7% total. 

• Of the 6.6% of Syrian refugees that have received money internationally in the past 12 

months, only 3% have an untapped need (a need to receive money internationally without 

an ideal way to do it). 

• This represents an additional .01% of the overall population of Syrian refugees that could 
use this service, or 6.61% total. 
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REMITTANCE FORECASTING - INTERNATIONAL SYRIAN REFUGEES

Even at 100% awareness and accessibility, few Syrian refugees 
would adopt a new mobile-based digital financial service

• Of the 5% of potential adopters for sending money internationally, 23% will already 

send money and will switch services for 33% of their transactions 

• 77% will be people that do not currently have a need or have a need and no method

• Of the 6% of potential adopters for receiving money internationally, 27% will already 

receive money and will switch services for 48% of their transactions 

• 73% will be people that do not currently have a need or have a need and no method
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PRODUCT SUGGESTIONS*

*Data from this section is modelled to account for typical overstatement and other known patterns in consumer 
behavior

Baseline Demand-Side Study on                 
Digital Remittances in Jordan
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PRODUCT SUGGESTIONS

Optimal Pricing Methodology
In this section, the Van Westendorp price sensitivity meter is used to determine optimal 
pricing for potential products. After mobile wallet services were described to respondents 
in detail, they were asked the four questions below four times once for each remittance 
behavior.
• If you were to send/receive 100JD from a friend or family member abroad/within Jordan using your mobile phone, at what price 

would you consider the service to be so expensive that you wouldn’t consider using it?
• If you were to send/receive 100JD to a friend or family member abroad/within Jordan using your mobile phone, at what price 

would you consider the service to be priced so low that you would feel the quality and/or reliability couldn’t be very good? 
• If you were to send/receive 100JD to a friend or family member abroad/within Jordan using your mobile phone, at what price 

would you consider the service starting to get expensive, so that it is not out of the question, but you would have to give some
thought to using it? 

• If you were to send/receive 100JD to a friend or family member abroad/within Jordan using your mobile phone, at what price 
would you consider the service to be a bargain – a great buy for the money?

The answers to these questions were then graphed and analyzed by the Ipsos marketing 
sciences team to determine the low and high end of pricing for each behavior, as well as 
the optimal price.
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Baseline Demand-Side Study on Digital Remittances in Jordan
Syrian Refugees

Remittance Product Suggestions
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PRODUCT SUGGESTIONS SYRIAN REFUGEES

Optimal pricing for Syrian refugees is 3-4% of total transaction, 
and is similar across remittance categories

JOD 2.6 JOD 2.6 JOD 2.4 JOD 2.3

JOD 4.2
JOD 3.8

JOD 3.5 JOD 3.6

JOD 5.7 JOD 5.5

JOD 4.9 JOD 4.7

Send internationally Receive internationally Send domestically Receive domestically

Optimal Pricing for New Service
(Fee for Transaction of 100 JOD)

Low End Optimal Price High End



© 2016 Ipsos
Classified - Unclassified 174

PRODUCT SUGGESTIONS SYRIAN REFUGEES

On average, Syrian refugees would travel 14 minutes to access 
this type of service

Too long a transaction time: 1 hour 31 minutes
Optimal length of time for transaction: 21 minutes

Too high travel cost: 10 JOD
Optimal travel cost: 4 JOD

Too long travel time: 48 minutes
Optimal travel time: 14 minutes

Q9.19 Transaction time too long
9.20 Ideal transaction time
9.21 Travel time too long
9.22 Ideal travel time
9.23 Travel cost too high
9.24 Ideal travel cost
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