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ABSTRACT 

 

Social entrepreneurship it is considered a trendy twenty-first century phenomenon, endorsed by 

worldwide know personalities such as the Muhammad Yunus, one that forever changed the 

concepts of social entrepreneurship and financial inclusion. Yet, despite his unquestionable 

achievements, there is still about 1.7 billion adults considered unbanked worldwide. Financial 

exclusion deprives individuals of access to useful and affordable financial products and services 

that meet their needs, leading to high levels of poverty and undeveloped. Digital Financial In-

clusion, defined as digital access to and use of formal financial services by excluded and un-

derserved populations, it is now considered as a modern solution and a powerful allied to the 

financial inclusão agenda. Fintechs is characterized by the use of technologies to financial ser-

vices, hence, its potential to deal with problems related to financial exclusion is increasingly 

highlighted by researchers and practitioners alike. Nonetheless, the topic of financial inclusion 

and fintechs is yet in its infancy, leading to the existence of several theoretical and practical 

gaps. The importance of financial inclusion for society, and the potential of fintechs as promot-

ers of this inclusion makes very clear the need for instruments that help in the development of 

businesses that especially solve the problem of financial inclusion. This research aims to ad-

dress this gap by asking: what the challenges of an inclusion-oriented entrepreneur? Therefore, 

this research main objective is to propose an artifact that compiles the challenges and the pos-

sible course of action to the main challenges perceived by these entrepreneurs. To achieve the 

objective, this research makes use of the Design Science Research methodology, by proposing 

an artefact. It is believed that the choice of method is appropriate for its power to solve real 

problems in a collaborative way between the researcher and entrepreneurs, and for the high 

practical applicability, also allowing continuous improvements of the proposed model in future 

research. This research raises awareness to a yet very unexplored topic by the literature, having 

a theoretical contribution validating some of the challenges already encountered in the litera-

ture, but also discussing several others that have not yet been explored. Not only that, but the 

theoretical contribution is also evidenced by the advance in the factors that form the entrepre-

neurial intention, since the challenges are linked to the perceived viability of the business by 

the entrepreneur. Going even beyond, this is one of the first research that also has a concern to 

bring a practical solution to the most recurrent challenges faced by the entrepreneurs. As for a 

practical contribution, it is expected that the proposed artifact can have a meaningful impact on 

the emergence of new inclusion-oriented fintech by allowing the entrepreneurs to understand 

what the potential challenges are ahead of him and what are course of actions that he can to 

overcome them more easily. 

 

Keywords: Social Innovation; Social Entrepreneurship, Financial Inclusion, Fintech, Design 

Science Research. 
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RESUMO 

 

O empreendedorismo social é considerado um fenômeno no século XXI, endossado por perso-

nalidades mundialmente conhecidas, como Muhammad Yunus, que mudou para sempre os con-

ceitos de empreendedorismo social e inclusão financeira. No entanto, apesar de suas conquistas 

inquestionáveis, ainda há cerca de 1,7 bilhão de adultos considerados sem conta bancária em 

todo o mundo. A exclusão financeira priva os indivíduos do acesso a produtos e serviços finan-

ceiros úteis e acessíveis que atendem às suas necessidades, levando a altos níveis de pobreza e 

subdesenvolvimento. A Inclusão Financeira Digital, definida como o acesso e utilização digital 

de serviços financeiros formais por populações excluídas e desassistidas, é hoje considerada 

uma solução moderna e poderosa aliada à agenda de inclusão financeira. As fintechs são carac-

terizadas pelo uso de tecnologias para serviços financeiros, portanto, seu potencial para lidar 

com problemas relacionados à exclusão financeira é cada vez mais destacado por pesquisadores 

e profissionais. No entanto, o tema da inclusão financeira e das fintechs ainda é incipiente, 

levando à existência de diversas lacunas teóricas e práticas. A importância da inclusão finan-

ceira para a sociedade, e o potencial das fintechs como promotoras dessa inclusão deixa bem 

clara a necessidade de instrumentos que auxiliem no desenvolvimento de negócios que resol-

vam especialmente o problema da inclusão financeira. Esta pesquisa visa suprir essa lacuna 

perguntando: quais os desafios de um empreendedor orientado para a inclusão? Portanto, o 

objetivo principal desta pesquisa é propor um artefato que compile os desafios e as possíveis 

linhas de ação para os principais desafios percebidos por esses empreendedores. Para atingir o 

objetivo, esta pesquisa faz uso da metodologia Design Science Research, propondo um artefato. 

Acredita-se que a escolha do método seja adequada pelo seu poder de resolver problemas reais 

de forma colaborativa entre pesquisador e empreendedores, e pela alta aplicabilidade prática, 

permitindo também melhorias contínuas do modelo proposto em pesquisas futuras. Esta pes-

quisa da luz a um tema ainda pouco explorado pela literatura, tendo uma contribuição teórica 

através da validação de alguns dos desafios já encontrados na literatura e discutindo vários 

outros que ainda não foram explorados. Não só isso, mas a contribuição teórica também é evi-

denciada pelo avanço nos fatores que formam a intenção empreendedora, uma vez que os de-

safios estão diretamente ligados à viabilidade percebida do negócio pelo empreendedor. Quanto 

à contribuição prática, espera-se que o artefato proposto possa ter um impacto significativo no 

surgimento de novas fintechs voltadas para a inclusão ao permitir que os empreendedores en-

tendam quais os potenciais desafios que estão à sua frente e quais são os possíveis cursos de 

ação que ele pode superá-los mais facilmente. 

 

Palavras-chave: Inovação Social; Empreendedorismo Social, Inclusão Financeira, Fintech, 

Design Science Research. 
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1 INTRODUCTION 

 

Most of the social problems that we face today have lasted for decades and even centu-

ries. However, the research in the social entrepreneurship field is new, only growing signifi-

cantly in attention in the early 2000’s (Kickul & Lyons, 2020). Social entrepreneurship is con-

sidered a trendy twenty-first century phenomenon, endorsed by leaders of powerful communi-

ties such as politics, big corporations and philanthropists like Jeff Skolls and Bill Gates (Mair, 

2010). One the most renowned one, winner of Nobel Prize of Peace in 2006, Muhammad 

Yunus, challenged everything and everyone when in the 80s he decided to use the mechanics 

of capitalism not for its own benefit, but to fight poverty, hunger, and inequality through a 

pioneering concession of microcredit in Bangladesh, proving to the world that indeed is possi-

ble to harvest the power of free market to do good (Weber & Yunus, 2007). At the time little 

did he know that his deeds would not only change the lives of millions of people around the 

world, making him one of the greatest references in social entrepreneurship, but also lay the 

foundation of what we know today as financial inclusion. 

The academia’s focus on financial inclusion is traced back before the turn of the 2000s, 

when the term “financial inclusion” was not even referred. Instead of, one of the very first 

studies on the topic were that of Leyshon & Thrift (1995), which proposed the concept of “fi-

nancial citizenship” and defended the importance of an alternative bank infrastructure to com-

bat financial inequality. After that, a series of other research focusing on several aspects of 

financial inclusion begun to emerge. One of the most prominent questions must be the link 

between financial inclusion and its impact on economic and sustainable development along the 

years (e.g., Andrianaivo & Kpodar, 2011; Inoue & Hamori, 2016; Demirgüç-Kunt, Klapper & 

Singer, 2017; Kim, Jung-Suk & Hassan, 2018). Some worthy attention was also put in devel-

oping countries, forasmuch are they considered more susceptible to the effects of financial ex-

clusion due to the facts such as high concentration of poor households, like India (Gosh, 2011; 

Sharma, 2016; Lenka & Sharma, 2017), Nigeria (Babajide & Adegboye, 2015; Omojolaibi, 

2017) and Kenya (Aduda & Kalunda, 2012). 

Even though financial inclusion is a topic with more than two decades of study, the great 

social inequality still present in the world insists on keeping it relevant. Worldwide, there are 

about 1.7 billion adults considered unbanked (Demirgüç-Kunt et al., 2018). Financial exclusion 

deprives individuals of access to useful and affordable financial products and services that meet 

their needs (Gloukoviezoff, 2006), often requiring households to use alternative financial prod-

ucts and services, which can be far costlier than those from formal financial institutions, and 
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have fewer consumer protections (Carbó, Gardener & Molyneux, 2005). In sum, the financial 

exclusion could lead the unbanked to vulnerability, leaving them susceptible to a plentiful of 

personal, social, and economic consequences such as fear of robbery, intimidation from lenders, 

sense of exploitation, public embarrassment, and lack of business opportunities (Kamran & 

Uusitalo, 2016). 

Given the importance as a means to overcome poverty, improving quality of life and 

boosting prosperity, financial inclusion begun to be macroeconomic effort. Since 2010, more 

than 55 countries have committed to financial inclusion and more than 60 have launched or are 

developing a national strategy, especially developing economies such as Mexico, Indonesia, 

and India (World Bank, 2018a). Also, a series of global initiatives have been created for the 

same purpose. For instance, the “Universal Financial Access by 2020” initiative, a commitment 

between the World Bank, the International Finance Corporation and another 32 other partners, 

have the ambitious goal of include 1 billion adults in the formal financial system, already en-

compassing more than 100 countries (World Bank, 2018c).  

In the same matter, the “Alliance for Financial Inclusion”, a political leadership alliance 

comprising by 101 institutions – such as central banks, financial regulatory institutions, and 

financial inclusion policymakers – in 89 countries, has already financially included more than 

630 million people and made 820 regulatory changes aimed at inclusion (AFI, 2021). The fi-

nancial inclusion is also considered as a key enabler for many of the Sustainable Development 

Goals (SDGs) established by the United Nations (Klapper, El-Zoghbi & Hess, 2016; Museba, 

Ranganai & Gianfrate, 2020; Hudaefi, 2020), been even considered potentially the most im-

portant step that economies must take in order to achieve de United Nations SDGs (Arner et 

al., 2020).  

Although financial inclusion per se it is important for economies and people alike, a 

new form of financial inclusion taking its place. Digital Financial Inclusion, broadly defined as 

digital access to and use of formal financial services by excluded and underserved populations, 

it is now considered as a game changer in the financial inclusion agenda (GPFI, 2016). The 

process of digital financial inclusion comprises the implementation of technologies to reach the 

poorest populations through the use of financial services that meet their needs in a dignified, 

responsible and in a low-cost manner (Lauer & Lyman, 2015).  

Thanks to the new emerging technologies in the financial sector, like the e-money, it is 

now possible to increase financial access for the unserved and underserved low-income house-

holds into new standards (Lauer & Lyman, 2015). In 2016, the “G20 Global Partnership for 

Financial Inclusion” (GPFI), formally recognize the role of digital and its benefits in financial 
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inclusion and stablish the eight high-level principles that encourage governments to promote a 

digital approach to financial inclusion (GPFI, 2016). The digitalization of means of payment 

can bring several benefits such as reducing transaction costs, reducing the incidence of crimes, 

increasing the transparency of operations, and facilitated the creation of savings (Demirgüç-

Kunt et al., 2018).  

Given the exponential boost of social digitalization, a new actor has emerged out among 

traditional means in the financial system: the fintechs. Fintech innovations stood as the new 

promise to provide the poor access to financial services such as payments, savings, credit, and 

insurance (Lagna & Ravishankar, 2021) and a mean to aid efforts to reduce financial exclusion 

(Caplan & Bae, 2020), highlighted for its potential to further be an effective policy instrument 

for reducing income inequality (Demir et al., 2020). In fact, there is already evidence that 

fintechs can act as facilitators to financial inclusion in emerging countries (e.g., Aker & Wilson, 

2013, Suri & Jack, 2016; Asamoah, Takieddine & Amedofu, 2020).  

These financial startups are gradually taking their place in the financial market by de-

livering financial services more rapidly and less costly than the traditional financial services 

(Yang, 2019). The year of 2021 has seen an incredibly strong start for the global fintech market, 

reaching $98 billion in investment at the first half of 2021, with Americas alone being respon-

sible for $51.4 billion (KPMG, 2021). In the first four months of 2021 alone, the Brazilian’s 

fintech sector receive US$ 2,1 billion in Venture Capital investment, ending the trimester with 

about 1158 startups classified as a “fintech” (Distrito, 2021). 

Nevertheless, although the number of fintechs continue to grow, very little academic 

attention is given to the inclusion-oriented ones (Lagna & Ravishankar, 2021), despite all their 

promises towards the unbaked. Consequently, this research theme is not without its fair share 

of theoretical gaps. Hence, this research pored over one of these gaps by asking the question: 

what are the challenges of an inclusion-oriented fintech entrepreneur? 

Seeking to close this gap, this study has the main objective of propose an artifact that 

compiles the challenges and the possible course of action to the main challenges perceived by 

these entrepreneurs. Hence, the specific objectives that support the main goal of this research 

are: (1) propose a basic definition of impact-led fintechs; (2) identify the possible inclusion-led 

fintech’s barriers and challenges in the literature; (3) identify cases and of impact-led fintechs 

in Brazil; (4) draw a preliminary version of the artifact, and (5) evaluate the artifact by profes-

sionals and entrepreneurs in the inclusion-led fintech area.  

To this end, this research made used of the Design Science Research methodology, as it 

focuses on creating an artifact, which will be validated empirically by professionals and 
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entrepreneurs in the field. The choice of the Design Science Research methodology becomes 

appropriate because it allows collaboration between researchers and participants to create pro-

visional models, which can be refined in the future, in order to advance knowledge and solutions 

to real problems in both practical and theoretical aspects (Freitas et al., 2015). 

 For the parameters of this research, since the generation of value from this type of 

fintech is guided foremost by the maximization of social impact and not by profit, this type of 

enterprise can be characterized as a social venture or enterprise, which also encompass hybrid 

organizations that mix non-profit and for-profit elements (Dees, 2011). Due to the potential of 

the Design Science Research methodology to integrate theoretical and empirical elements for 

the construction of an artefact (Freitas et al., 2015), this research first resort to the literature in 

order to list the challenges, latter to confronted with the real context of the study.  

The importance of financial inclusion for society and the potential of fintechs as pro-

moters of this inclusion makes very clear the need for instruments that help these social entre-

preneurs identify what are these challenges, and with that, hopefully assist them in the devel-

opment of businesses that especially solve the problem of financial inclusion with greater 

chance of success. Not that, but the framework also has the potential to suggest meaningful 

directions to regulatory bodies and creators of public policies, such as which areas to prioritize 

in policies aimed at emerging new inclusion-oriented fintechs.  

Regarding the theoretical field, this study seeks to contribute significantly to the topic 

around both social enterprise and fintechs challenges by not only providing a set of factors that 

influence the emergence of that type of technology-based social startups, but also go even be-

yond by pointing those crucial to its success, something that literature still lacks to this day. 

encourages more future studies on the processes that lead to the creation of enterprises. 
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2 LITERATURE REVIEW 

 

2.1 Why financial inclusion is important? And why go digital? 

 

With the focus on social impact growing in recent years, so has the focus on financial 

inclusion and it is potential to maximize the benefits in all parts of the society, being now con-

sidered as major policy focuses of most national governments and regulators such as the G20 

and the Word Bank (Arner et al., 2020). But why financial inclusion is so important?  

Determinate the importance of financial inclusion not only for individuals but for an 

economy is not a trivial thing. Not for a coincidence, there is a plethora of research that try to 

answer this very question, both in empirical and theoretical works (Barajas et al., 2020). It is 

fair to say that everything started with Leyshon & Thrift (1995), which proposed the concept 

of “financial citizenship” – that is, go “beyond consumer sovereignty into basic human rights” 

(p. 336). In this perspective, the authors believe that a reform of the financial system must take 

place in order to give the banks more of state-like responsibilities. Likewise, an alternative 

financial infrastructure – e.g., community development banks, community development funds 

and credit unions – could also potentially reduce the levels of uneven development by providing 

a range of financial services to the low-income household, suggesting that access is one of the 

key aspects for reduce financial abandonment. 

Financial abandonment – i.e., financial exclusion –, can bring many burdens to people 

such as making them more susceptible to theft, be unable to sustain their basic needs like chil-

dren education and discourage entrepreneurship (Schuetz & Venkatesh, 2019). Moreover, with-

out proper inclusion, the impoverished population often rely on borrowing money from families 

(Schuetz & Venkatesh, 2019) or in the alternative market, which can be far costlier than those 

from formal financial institutions and have less consumer protections (Carbó, Gardener & 

Molyneux, 2005). If not for the impact of financial exclusion on the poor, the relevance of 

financial inclusion could also be justified in a macroeconomic level.  

Most certainly one of the most prominent questions must be the link between financial 

inclusion and economic development. In that matter, Sulong & Bakar (2018) conducted a liter-

ature review where they found a bunch of mixed results, positive and negative impacts alike. 

However, the optimistic views for financial inclusion on growth it is very much more docu-

mented that the negatives one, which truly denotes that financial inclusion is an engine toward 

generating economic growth (Sulong & Bakar, 2018), especially through access and appropri-

ate credit (Demirgüç-Kunt, Klapper & Singer, 2017). 
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On cross section studies level, it was found that financial inclusion through the Infor-

mation and Communication Technologies (ITC) – e.g., mobile phone – contribute significantly 

and positive to economic growth in African countries (Andrianaivo & Kpodar, 2011). In the 

same way, more recent studies also suggest that there is a clearly indicate that financial acces-

sibility has a statistically significant and robust effect on increasing economic growth and en-

riching people’s lives in Sub-Saharan Africa (Inoue & Hamori, 2016). These results also cor-

roborate with Kim, Jung-Suk & Hassan (2018), Ganti & Acharya (2017), Sethi & Acharya 

(2018) findings. Furthermore, in the individual country literature, studies in Nigeria (Babajide 

et al., 2015; Omojolaibi, 2017), India (Lenka & Sharma, 2017), Kenya (Aduda & Kalunda, 

2012), and many other supports the same conclusion that financial inclusion by increasing ac-

cess improves the relationship between income inequality and economic growth. 

With the introduction of technology into our lives becoming increasingly pervasive, it 

was inevitable that the digitization would soon find its place in financial inclusion. The process 

of digital financial inclusion comprises the implementation of technologies to reach the poorest 

populations through the use of financial services that meet their needs in a dignified, responsible 

and in a low-cost manner (Lauer & Lyman, 2015). Now with the digitalization of means of 

payments, some very strong claims that fintechs play a major role either directly or indirectly 

in financial inclusion begun to emerge (Arner et al., 2020). By simple owning a mobile phone 

with an internet connection, the access to mobile money services can be potentially increase, 

thus characterizing as an important mean in overcoming the barriers in the financial access 

(Demirgüç-Kunt et al., 2018).  

The impact of Information and Communication Technology as an enabler of financial 

services and its role in the financial inclusion is well documented, especially in the developing 

economies (e.g., Aker & Wilson, 2013, Suri & Jack, 2016; Asamoah, Takieddine & Amedofu, 

2020). For instance, in northern Ghana, while the use of mobile money as primarily based on 

transferences in the rural village, 2.5 months later, about 26% of the village began to use m-

money for not only for transactions, but savings as well (Aker & Wilson, 2013). Also in Ghana, 

there are evidence that improving the mobile money transfers contributes positively to the 

growth of microenterprises and development of the microentrepreneurs (Asamoah, Takieddine 

& Amedofu, 2020). In Kenya, the adoption and use of m-money services and savings-like habits 

have increased the per capita consumption, lifting 200,000 people out of poverty – about 2% of 

Kenyan households (Suri & Jack, 2016). 

Beside improving ownership account and access in general as being a likelihood entry 

point in the formal financial system (Klapper & Singer, 2017), shifting the traditional cash 
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payment methods for digital ones can increase efficiency by reducing transactional cost (Aker 

et al., 2016; Klapper and Singer, 2017), increase transaction’s security (Wright et al., 2017; 

Klapper & Singer, 2017) and transparency (Muralidharan, Niehaus & Sukhtankar, 2016; Klap-

per & Singer, 2017), i.e., be safer, more affordable, and more transparent that cash-based alter-

natives (Demirgüç-Kunt et al., 2018), ultimately contributing to economic empowerment 

(GPFI, 2014). Since mobile money is considered a form of fintech innovation (Senyo & 

Osabutey, 2020), some studies have already started to highlight the role of Fintechs regarding 

the Information and Communications Technology as being an important agent in financial in-

clusion (e.g., Mbiti & Weil, 2016; Suri & Jack, 2016; Ghosh, 2016; Gosavi, 2018; Tchamyou, 

Erreyger & Cassimon, 2019). All these factors allow the fintechs not only play a key role in 

both “access” and “use” of financial services for the poor and low-income groups, but further 

be an effective policy instrument for reducing income inequality (Demir et al., 2020). 

 

2.2 SocialTechs or Inclusion-led fintechs? Defining fintech as social enterprise 

 

Quite unexpectedly, the term “FinTech” was coined in the 70s by Bettinger (1972), who 

conceptualizes as “an acronym which stands for financial technology, combining bank exper-

tise with modern management science techniques and the computer” (p. 62). In the early 90s, 

the term reappeared as a project initiated by Citigroup, whose objective was to facilitate tech-

nological cooperation efforts, called “Financial Services Technology Consortium” (Arner, Bar-

beris & Buckley, 2015, p. 3). Over the years, many authors had come to coin their own defini-

tions of “FinTech” which, according to Lai & Samers (2020), “depend on particular industry 

segments, participants, and analytical concerns of specific studies” (p. 2).  

Driven by the lack of a scientific definition for “FinTech”, Schueffel (2016) carried out 

a systematic review of more than 200 articles, in which he ended classifying the various defi-

nitions of “FinTech” into two major areas: “Sector or Industry” and “Technology”, allowing 

him to propose an academic point of view of FinTech being “a new financial industry that 

applies technology to improve financial activities” (p. 1). The author also points out that this 

definition it is a merely a starting point for future studies, and, although “may serve as a com-

mon denominator, yet it may not be comprehensive or distinct enough for all authors and under 

all circumstances” (p. 16).  

In this same line of study, Knewtson & Rosenbaum (2020), argue that due to factors 

like the widespread of internet and mobile connectivity, there is a new need reevaluate the term, 

proposing a new set of definitions for “FinTech” and “Financial Technology”, which were thus 
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far seen as one. For them, Financial Technology “is technology used to provide financial mar-

kets a financial product or financial service” (p. 5), while FinTech “is technology used to pro-

vide financial markets a financial product or financial service, characterized by sophisticated 

technology relative to existing technology in that market” (p. 6). The authors also make a con-

ceptual distinction of “FinTech” and “Fintech Firm” the latter being a “firm that primarily uses 

FinTech in its business model, to provide a financial product or financial service” (p. 6).  

In fact, to remain classified as FinTechs, is imperative that the firm operates at the bleed-

ing edge level of technology, which “combines the concepts of leading and cutting edge, which 

implies increased riskiness of quickly advancing, even unreliable, technology” (, Barberis & 

Buckley, 2015, p. 5). This distinction plays major role in the definition of “fintech”, as noted 

by Schueffel (2016), which highlights that people typically refer fintech as a company or, es-

pecially, to a fintech startup, when they talk about “a fintech”. That is, the term “fintech” refers 

to the industry itself whereas “a fintech” it is an actor of this industry. In this case, the use of 

the prefix “a” can potentially cause significant misunderstandings. Some authors also general-

ize “FinTech” in a more comprehensive way, referring it “to the application of technology to 

finance”, or yet, “the use of technology to deliver financial solutions” (Arner, Barberis & Buck-

ley, 2015, p. 3-4). Table 1 comprises some of the definition of fintech by the literature. 

  

Table 1 - Some of the most recent definition of fintech by the literature 

Definition Authors 

 

Schueffel (2016) A new financial industry that applies technology to improve financial 

activities. 

 

Arner, Barberis & 

Buckley (2015) 

FinTech refers to the application of technology to finance 

FinTech refers to the use of technology to deliver financial solutions 

 

A FinTech is a firm that primarily uses FinTech in its business model, 

to provide a financial product or financial service 

Knewtson & Ros-

enbaum (2020) 

 

FinTech is technology used to provide financial markets a financial 

product or financial service, characterized by sophisticated technology 

relative to existing technology in that market. 

 

A set of innovations and an economic sector that focus on the applica-

tion of recently developed digital technologies to financial services. 
Wojcik (2020) 

 

A business that operates at the intersections of the finance and technol-

ogy sectors where technology-focused start-ups and new market en-

trants are creating new platforms, products, and services beyond those 

currently provided by the traditional finance industry 

Lai & Samers  

(2020) 



18 
 

  

Source: Author’s research.  

 

Regarding the inclusion-led fintechs, the literature enlightens us with solid cases of how 

fintechs act on financial inclusion (e.g., Mbiti & Weil, 2016; Jack & Suri, 2016; Ghosh, 2016; 

Gosavi, 2018; Tchamyou, Erreyger & Cassimon, 2019), but does not present us with studies 

that sought to develop a clear definition of what a fintech focused on financial inclusion would 

be. Lagna & Ravishankar (2021) use the term “fintech-led financial inclusion” but makes no 

attempt to define it in depth. Siqueira & Diniz (2017) are the only study found that focused on 

bringing the concepts of “fintechs” and “social enterprises” as one, in order to create a unique 

definition for fintechs focused on social impact. They propose de name “fintechs sociais”, or 

yet, “SocialTechs” as being the “organizations that use digital platforms to deliver innovative 

financial services seeking to generate social impact” (p. 8).  

This definition is appropriate for a broader approach but has some limitations. First, the 

word “innovative” implies that all social fintechs must apply some disruptive technologic to 

achieve financial inclusion. Indeed, fintech and innovation was always considered practically 

as synonyms. The introduction of the Automatic Teller Machine (ATM) in 1967 is considered 

as one of the most disruptive innovations in the financial system, and by many specialists it also 

marks the beginning of the todays’ fintech Era (Arner, Barberis & Buckley, 2015). Likewise, 

at the time that was introduced in 2007, the M-Pesa also revolutionized the Kenya’s financial 

system with its proposal to take e-money to the unbanked (see Suri & Jack, 2016; Mbiti & Weil, 

2016). Some authors argue that this disruptive innovation characteristic is, in fact, inherent to 

fintechs (e.g., Knewtson & Rosenbaum, 2020; Wojcik, 2020). The technology truly plays a 

major role in innovation (King, 2019). However, as counterintuitive as it may seem, technology 

and innovation are not synonymous (Tencer, 2015), let alone the same thing (Callegaro, 2017).  

As the acronym suggest, technology is at the very core of the fintech’s concept, but the 

more technology becomes embedded in our daily lives, the less it necessarily needs to be inno-

vative or disruptive to make a difference. Schumpeter (1947) characterize innovation as “doing 

of new things or the doing of things that are already being done in a new way” (p. 151). Speak-

ing of financial inclusion through fintechs, this does not always have to be the case. Sometimes, 

an already well stablish application programming interface (API) on a cellphone proves to be 

much more simple, practical, and useful solution where the objective is to bring financial in-

clusion, that an innovative, and often costly, one. Fintechs can operating by displacing the 
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traditional financial entities or even creating a whole new market, but also complement the 

existing one (Knewtson & Rosenbaum, 2020). 

 Second, although the definition clearly states that social fintechs should be aimed to 

generate social impact, it is not explicit that its social mission, and consequently the generation 

of value, should be entirely directed to social impact. Most organizations in the financial market 

have specific projects focused on inclusion or adopt some type of Environmental Social Gov-

ernance (ESG) policy. Yet, they are not regarded as social enterprises. Social enterprise must 

have a social mission whose central focus it is to addressing social needs and problems (Brouard 

& Larivet, 2010). Therefore, fintechs aimed at financial inclusion must already be born with a 

well-defined social mission, aimed at generating value focused on social impact over financial 

return. 

Third, the used of the “organization”, may or may not impose a problem. This general-

ization suggest that any type of entity could be classified as a fintech. Fintech could be referred 

as sector (Schueffel, 2016), a business model, or even a firm (Knewtson & Rosenbaum, 2020). 

Nowadays, fintechs are popularly seen as startups (Schueffel, 2016; Lai & Samers, 2020), and 

it is noticeable that startup has it been on characteristics regarding investment, growth rate, 

profit, risk taking (Bhirani, 2021) and especially business model (Areitio, 2018), often de-

scribed as quite different from the traditional business.  

Lastly, although financial inclusion can be considered as a type of social impact, not 

necessarily every impact made by fintechs will be aimed at financial inclusion. Social impact 

can be defined as “beneficial outcomes resulting from prosocial behavior that are enjoyed by 

the intended targets of that behavior and/or by the broader community of individuals, organi-

zations, and/or environments” (Rowhouse, Cummings & Newbert, 2017, p. 2). Moreover, so-

cial impact can be focus on a variety of problems, such as poverty, hunger, illiteracy, child 

abuse, domestic violence, teen pregnancy, global climate change, energy conservation (Born-

stein, 2007; Kickul & Lyons, 2020). Hence, for a more concise definition of an inclusive-ori-

ented fintech, some concepts must be revised. 

Financial inclusion is also other concept that has undergone numerous renovations over 

the years in order to better portray the reality at the time it was studied. The earliest definitions 

its more concern with access to banking infrastructure (e.g., Leyshon & Thrift, 1995), while the 

recent ones shifted the focus not only regarding access, but more on social sustainable concepts 

such as cost, quality, financial literacy, and dignity (e.g., Allen et al., 2016; Demirgüç-Kunt et 

al., 2018). Hence, there are many ways to define financial inclusion, but a universal and unan-

imously accepted definition of it is not yet established (Singh & Tandon, 2012; Pesqué-Cela et 
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al., 2020). Nevertheless, a more contemporaneous, comprehensive, and straightforward defini-

tion could the one proposed by the World Bank (2018a), which defines financial inclusion as 

the means that underserved individuals and businesses have access to useful and affordable 

financial products and services that meet their needs delivered in a responsible and sustainable 

way. Therefore, with the combination of the concepts of fintech, social entrepreneurship and 

financial inclusion, it was concluded that the best definition of fintech oriented to inclusion for 

the purposes of this work is the one proposed: 

 

“A startup that applies technological solutions to financial services and whose mission is 

primarily focus to financially include the underserved part of the population.” 

 

It is worth to note that this definition is in no way intended to be definitive, but only to 

fill a conceptual gap for this research as well serve as a mere starting point for future research. 

The creation of a concept that is coherent and that encompasses all the necessary characteristics 

it is certainly a complex process that cannot be described in just one chapter, but one that truly 

deserve it is on research. As Lai & Samers (2020) pointed out, the concept of fintech must be 

the one that better adapts the reality of the context in analysis.  

 

2.3 Understanding the challenges of inclusion-oriented fintech entrepreneur: the barriers be-

tween the intention and the venture creation. 

  

Entry barriers is a highly debated topic in both administrative and economic literature, 

and it is considered as the “other side of the coin” when it comes to the perceived opportunity 

by the entrepreneur (Robinson, 2006). One of its first definitions even dates from the mid-

fifties, being “an advantage of established sellers in an industry over potential entrant sellers” 

(Bain, 1956, p. 3). After that, an increasing number of definitions have been proposed over the 

years, each one bringing to the table the characteristics they deem as most pertinent (cf. Stigler, 

1968; Fisher, 1979; Gilbert, 1989; Carlton & Perloff, 1994). Put it wildly simply, entry barriers 

are everything that deters the entrepreneur from entering new markets (Robinson, 2006). 

Understanding what are the main entry barriers that hinder social entrepreneurship is a 

crucial step on the way to understanding the intricacies of social venture creation, since the 

perception of these barriers by the social entrepreneur is one of the main factors that influence 

his decision to undertake or not in the social sector (Robinson, 2006). In fact, social entrepre-

neurs are more liked to perceive barriers than commercial ones (Hoogendoorn, Zwan &, Thurik, 
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2017), and so far, little attention has been given to identifying what these barriers are on the 

social context (Razavi et al., 2014; Naderi et al. 2020; Mikołajczak, 2021). Mainly, Robinson 

(2006) draws from the classic literature about entrepreneurship four type of entry barriers, 

namely: (1) economic entry barriers; (2) social entry barriers; (3) institutional entry barriers; (4) 

cultural entry barriers; all which can pose as critical impediments to the social venture creation. 

Economic entry barriers, also named as an antitrust entry barrier, is defined as “a cost 

that delays entry and thereby reduces social welfare relative to immediate but equally costly 

entry” (McAffe, Mialon & Williams, 2004, p. 463). This type of entry barrier is seen as a major 

barrier (Reilly, 2016; Mikołajczak, 2021) and an inherent challenge for social enterprises (Artz, 

Gramlich & Porter, 2011), which have a limited range of financial support options, since the 

big banks don’t mind making credit available to these types of projects (Pelucha, Kourilova & 

Kventon, 2017), often characterized as high-risk and low return rates investments (Hoogen-

doorn, Zwan &, Thurik, 2017).  

Moreover, because its primary objective is to maximize social impact, and not guaran-

teed shareholder primacy, social ventures do not become attractive enough to profit-seeking 

investors (Artz, Gramlich & Porter, 2011). Fintechs are no exception to the lack of money’s 

problem. In Brazil, small fintechs, and especially ones with low profitability, end up going 

unnoticed by investors, thus having extra difficulty in raising money (Braido, Klein & Papaleo, 

2020). In the Russian financial system, the lack of regulatory protection makes fintechs as high-

risk investments, ultimately driving away potential investors (Efimov, Koroleva, & Sukhinina, 

2021). Something similar also happens in Kenya, where the increasing access to digital credit 

by the fintechs for the low-income communities leads those firms to operate in a high-risk mar-

gin, and the lack of regulatory oversight for digital lending only exacerbate the problem 

(Greenacre, 2020). 

Regarding the institutional entry barriers, some studies in the Eastern Europe highlight 

aspects such as imperfect regulations or a complete lack of regulations, restrictive legal envi-

ronment, and other difficulties with the public administration constitute an important barrier to 

social entrepreneurship activity (Pastakia, 1998; Pelucha, Kourilova & Kventon, 2017; Meyer 

& Sroka, 2021; Mikołajczak, 2021). For quite some time, government laws considered non-

profit and for-profit enterprises as mutually exclusive, a problem that persists in weak institu-

tional contexts around the world, making it a major drag for companies that seek both profit 

and a social mission (Reilly, 2016), especially where it is most needed.  

Some research highlight that in environments where the public support is present – i.e., 

financial and/or consultancy/training, it is also considered an influential factor regarding the 
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entrepreneurs wiliness to start a social entrepreneurship (Pacut, 2020), thus, reduce bureaucracy 

and write off unnecessary regulations are important factors to stimulate the creation of social 

ventures (Brinckerhoff, 2000). Fintechs are also one type of enterprise that also suffer severely 

with the imperfect or even the complete lack of specific regulation for the fintech sector (Braido, 

Klein & Papaleo, 2020; Greenacre, 2020; Efimov, Koroleva, & Sukhinina, 2021). Not only that, 

but the complexity of the current legislation proves difficult for some entrepreneurs to comply 

with it (Braido, Klein & Papaleo, 2020). 

Cultural entry barriers cultural “are characterized by informal institutions in the con-

text to be entered that present obstacles to the entrepreneur”, including cultural norms, like 

legends, superstitions, language, and slang of a community, which directly affects the level of 

trust between the parts, and for that, is considered extremely difficult to break (Kickul & Lyons, 

2020, p. 53). One of the most perceived challenges regarding cultural barriers is the resistance 

of users to switch to a technology that they are not used to, and with that, it is up to the social 

entrepreneur to create mechanisms that educate consumers to perceive the benefits of abandon-

ing the non-sustainability products and adopting a new alternative technology (Pastakia, 1998). 

Taking fintechs as an example, technological adoption poses a great challenge for that kind of 

entrepreneurs, since factors like security distrust, ease of use, perceived usefulness and social 

can all significantly influence the FinTech adoption (Singh, Sahni, & Kovid, 2020).  

The user’ behavior is one of the most recurrent barriers in the fintech context, which 

typically involves cultural issues of distrust regarding new forms of payments (Lee & Shin, 

2017; Braido, Klein & Papaleo, 2020) This problem is even more accentuated when financial 

inclusion takes its place, since both the lack of technological (Butt & Khan, 2019) and financial 

literacy is very common among the poor and financially underserved part of the population 

(Demirgüç-Kunt et al., 2018; Naeem & Ozuem, 2021). For that, Pastakia (1998) suggests that 

using local cultural symbols in the products it is a creative and useful way to deal with systemic 

change.  

Social entry barriers are the ones that prevent access to the local network, which encom-

passes the resources, the labor force, other business organizations and so forth (Robinson, 

2006). Since the social enterprise usually acts under circumstances of market imperfections, 

strengthening a solid network with other stakeholders is of utmost importance to succeed in this 

type of environment (Hoogendoorn, Zwan &, Thurik, 2017). Without that strong tie with the 

local network, they are not likely to develop in the communities (Razavi et al., 2014). There is 

also the problem of trust; social enterprise has not only the difficulty to create a solid network 
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but maintaining it by not being able to distinguish which are the strongest and the weakest ties 

in the relationship (Christopolous & Vogl, 2015). 

Moreover, operating in markets seen as imperfect – e.g., monopoly power, inappropriate 

government intervention – is also one of the biggest challenges of the social entrepreneur not 

only in the nascent of a social enterprise, but throughout all stages of their business, because of 

problems such as absence or exhaustibility of resources and lack of or unclear property rights 

hinder their potential to act towards a social goal (Razavi et al., 2014; Hoogendoorn, Zwan &, 

Thurik, 2017). Fintechs also suffered from market monopolization, abuse of power by big play-

ers and in finding reliable partnerships (Lee & Shin, 2017; Braido, Klein & Papaleo, 2020; 

Efimov, Koroleva, & Sukhinina, 2021). 

Also, some social enterprises declared difficulties in maintaining a decent work staff 

(Mikołajczak, 2021), and identifying and recruiting board members with relevant commercial 

and social expertise (Reilly, 2016). A solid and well-qualified team needs to encompass tech-

nical, managerial, entrepreneurial, and personal maturity skills (see Lichtenstein & Lyons, 

2010) in order not only to guarantee the venture survivor, but also to establish competitive 

advantage as well (Kickul & Lyons, 2020).  

Talking about skills necessary to be a social entrepreneur, self-efficacy – i.e., an indi-

vidual’s perception of his own skills and ability to successfully carry out an intended behavior 

(Bandura, 1977) – is a recurrent factor in the literature on antecedents under the perceived fea-

sibility umbrella (e.g., Mair & Noboa, 2006; Hockerts, 2015), being positively related to the 

social entrepreneur’s intention (Hockerts, 2015). The prior experience, considered in this case 

as the “person’s practical experience working with social-sector organizations” (Hockerts, 

2015, p. 6), it is also a major factor when deciding to undertake in the social sector, (Prabhu, 

1999; Shumate et al., 2014; Hockerts, 2015; Lacap, Mulyaningsih & Ramadani, 2018). 

 It helps the social entrepreneur gather the necessary skill and confidence –– i.e., self-

efficacy – to start a new and most likely successful venture (Prabhu, 1999) by allowing them to 

learn what works and what does not work in a particular segment (Bolton & Thompson, 2004). 

Much like a good set of skills, a high education also seems to be a crucial factor in the emer-

gence of social enterprise (Chandra & Shang, 2017; Jasniak et al, 2018). In that regard, the 

absence of social issues in the college curricula is one of the potential causes that hinder the 

development of social enterprises (Pelucha, Kourilova & Kventon, 2017). Table X comprises 

the main entry barriers found in the literature. 
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Table 2 - The entry barriers found in the literature 

Type of entry barrier Evidence 

   

Economic 
General difficulties to access 

means of finance 

Robinson (2006); Artz, Gramlich & Porter 

(2011); Reilly (2016); Pelucha, Kourilova 

& Kventon (2017); Hoogendoorn, Zwan &, 

Thurik (2017) Braido, Klein & Papaleo 

(2020); Mikołajczak (2021); Efimov, 

Koroleva, & Sukhinina (2021) 

   

Institutional 

Lack/Imperfect regulation 

Robinson (2006); Pastakia (1998); Pelucha, 

Kourilova & Kventon (2017); Braido, Klein 

& Papaleo (2020); Greenacre (2020) Sroka 

& Meyer (2021); Mikołajczak (2021); 

Efimov, Koroleva, & Sukhinina (2021) 

  

Restrictive legal  

environment 

Pastakia (1998); Pelucha, Kourilova & 

Kventon (2017); Sroka & Meyer (2021); 

Mikołajczak (2021) 

  

Difficulty in complying  

with the legislation 
Braido, Klein & Papaleo (2020) 

   

Social  

Lack of access to local  

networks 

Robinson (2006); Razavi et al. (2014); 

Hoogendoorn, Zwan &, Thurik (2017); 

Braido, Klein & Papaleo (2020) 

  

Conflicts with the  

Competition 

(Monopolization) 

Razavi et al. (2014); (Lee & Shin, 2017); 

Hoogendoorn, Zwan &, Thurik, (2017); 

Braido, Klein & Papaleo (2020); Efimov, 

Koroleva, & Sukhinina (2021) 

  

Lack of strategic partners 

Christopolous & Vogl, (2015); Braido, 

Klein & Papaleo (2020); Efimov, Koroleva, 

& Sukhinina (2021) 

Lack of qualified labor 
Robinson (2006); Reilly, (2016); 

Mikołajczak (2021) 

   

Cultural 

User’ behavior and  

resilience with technology 

Pastakia (1998); Singh, Sahni, & Kovid 

(2020) Braido, Klein & Papaleo (2020) 

  

Lack of knowledge of 

local culture and costumes 
Robinson (2006); Kickul & Lyons (2020) 

   

Infrastructural 
Problems in establishing  

physical infrastructure 

Naderi et al.’ (2020); Braido, Klein & Pa-

paleo (2020); Meyer & Sroka (2021) 

   

Source: Author’s research.  
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Despite being considered as entry barriers, the literature also shows that these type of 

barriers are often the same as the ones manifested during social enterprise activities, referred as 

“development barriers”, “growth barriers” or even “challenges”, and it may yet very well persist 

to the entire venture lifespan (Davies, Haugh, & Chambers, 2019). Davies, Haugh, & Chambers 

(2019) proposed three major barriers regarding the social venture growth, namely: (1) value-

based barriers; (2) business model barriers; and (3) institutional barriers. In the same line, 

Naderi et al. (2020) decided to broaden the scope by highlighting nine of them that lead to the 

failure of the pursuit of a social mission. 

Some of them are the same as al-ready identified, such as the (1) cultural-social barriers 

– e.g., low rate of acceptance; (2) economic barriers – e.g., lack of funding; (3) educational 

barriers – e.g., lack of skill by the social entrepreneurs;  (4) communication-information barriers 

– e.g., lack of communication between the network; (5) management barriers – e.g., weak ad-

ministration, lack of an effective business plan; (6) psychological barriers – e.g., low levels of 

motivation, felling of unpreparedness; (7) legal-policy barriers – e.g., problems with current 

regulation; and (8) supportive barriers – e.g., lack of cooperation with other organizations.  

The ninth of Naderi et al.’ (2020) barriers, however, somewhat differs from the four 

traditional barriers proposed by Robinson (2006), namely the (9) infrastructural barriers – e.g., 

difficulties in establishing physical infrastructure. The infrastructural barrier is related to the 

concern of accessibility, and it is often attributed to social business (Meyer & Sroka, 2021). In 

the fintech context, Alam, Awawdeh & Muhamad (2021) found that the lack of a proper infra-

structure in commercial places hinder the use and diffusion of e-wallet in Malaysia, forcing the 

users to resort to cash rather than the mobile app. Hamdani, Herlianti & Amin (2019) shows us 

that small and medium industries have difficulties to implement fintech solutions due to limited 

technological infrastructure, which usually comes as a high-cost investment for the fintechs 

(Nguyen, Dinh, & Nguyen, 2020).  

Moreover, Braido, Klein & Papaleo (2020) highlights that some fintechs indeed have 

difficulties in establishing fiscal structure, but also others infrastructural problems like difficul-

ties in operations involving physical money and problems related to the country’s internet in-

frastructure. At last, cyber-security risks also proved to be a concern of some fintech entrepre-

neurs (Assarzadeh & Aberoumand, 2018). Incidentally, Braido, Klein & Papaleo (2020) also 

emphasizes other development barriers and challenges faced by fintechs in Brazil. Most of them 

are the same as the ones found on social entrepreneurship literature, such as (1) difficulty in 

raising money – e.g., cultural aspects prevent brazilian investors in investing in high-risk busi-

nesses; (2) expansion capacity – e.g., difficulties in expanding services while maintaining 
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economically viable operations; (3) conflict with major players – e.g., concentration of power 

in the hands of the big banks, (4) excess supply of payment solutions – e.g.,  saturated market 

already with a lot of competition; (5) lack of qualified labor – e.g., demand for good developers 

has been greater than supply of professional; (6) difficulty in monetization – e.g., difficulties in 

defining the amount to be charged for the provision of services; and (7) change in business 

focus – e.g., non-acceptance of the payment solution by the users. Other research on the Iran 

(Assarzadeh & Aberoumand, 2018), Indonesian (Hamdani, Herlianti & Amin, 2019), Vietnam-

ese (Nguyen, Dinh, & Nguyen, 2020) and Saudi Arabia (Albarrak & Alokley, 2021) fintech’s 

context share the same aforementioned factors. Table 3 comprises the development challenges 

found in the literature: 

 

Table 3 - The development challenges found in the literature 

Type of entry barrier Evidence 

   

Economic 

General difficulties to access 

means of finance 

Naderi et al. (2020) Braido, Klein & Pa-

paleo (2020) Assarzadeh & Aberoumand, 

2018 

  

Difficulties in maintain the 

business model 

Davies, Haugh, & Chambers (2019) Naderi 

et al. (2020) Braido, Klein & Papaleo 

(2020) 

  

Difficulties in  

expanding services 
Braido, Klein & Papaleo (2020) 

  

Difficulties in product 

monetization 
Braido, Klein & Papaleo (2020) 

   

Institutional 

Lack/Imperfect Regulation Davies, Haugh, & Chambers (2019) 

  

Difficulty in complying  

with the legislation 
Naderi et al. (2020) 

   

Social  

Lack of trust between  

the network 

Naderi et al. (2020) Hamdani, Herlianti & 

Amin, 2019 

  

Conflicts with the  

Competition 

(Monopolization) 

Naderi et al. (2020) Braido, Klein & Pa-

paleo (2020) Assarzadeh & Aberoumand, 

2018 

  

Lack of qualified labor 
Braido, Klein & Papaleo (2020) Assarzadeh 

& Aberoumand, 2018 

  

Lack of skills by the Naderi et al. (2020) 
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entrepreneur 

  

Cultural 

User’ behavior and  

resilience with technology 

Naderi et al. (2020) Assarzadeh & Aberou-

mand, 2018 

  

Poor adaptation of local 

culture and costumes 
Naderi et al. (2020) 

  

Infrastructural 

Internet infrastructure  

problems 

Braido, Klein & Papaleo (2020) Alam, 

Awawdeh & Muhamed (2021) 

  

Difficulties in dealing with 

physical money 
Braido, Klein & Papaleo (2020) 

  

Difficulties with  

cybersecurity 
Assarzadeh & Aberoumand, 2018 

   

Source: Author’s research.  

 

The literature presents us with more than a decade of studies focused on barriers and the 

challenges of the social entrepreneur. However, the field of fintechs is still dim, with few studies 

really trying to understand what its challenges are. Given the scarcity of studies, this section 

was intended to merge both topics of social entrepreneurship and fintechs to try to have a clearer 

picture of what the challenges faced by inclusion-oriented fintechs would be, as it believes that 

it precisely shares characteristics of both. In view of this need, empirical proof of these chal-

lenges raised by reading becomes imperative, in order to confirm whether they really do justice 

to the reality of inclusion-oriented fintechs. To this end, the next section is intended to describe 

the methodological procedures of this research. 
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3 RESEARCH DESIGN 

 

To better achieve the research’s purpose, a qualitative approach of an exploratory nature 

seems the most appropriate, following a Design Science Research (DSR) methodology. Design 

Science is knowledge manifested in shape of an artifact – e.g., constructs, models, frameworks, 

methods, architectures, design principles, instantiations, and design theories, while Design Sci-

ence Research is the research from which this missing knowledge derives (Vaishnavi & Kuech-

ler, 2021). In the DSR, this knowledge is created with the objective of solving a need through 

the creation and evaluation of one or more artefacts (Hevner et al., 2004).  

The DSR becomes appropriate as a method for this research as it allows collaboration 

between researchers and participants to create provisional models, which can be refined in the 

future, in order to advance knowledge and solutions to real problems in both practical and the-

oretical aspects (Freitas et al., 2015). This research follows the Vaishnavi & Kuechler’ (2021) 

DSR model – an adaptation of Takeda et al. (1990) first DSR model –, which state that the 

construction of the artifact takes place in five stages, namely: (1) Awareness of Problem, (2) 

Suggestion, (3) Development, (4) Evaluation, and (5) Conclusion.  

However, Henver et al. (2004) advise that no mandatory guidelines should be use in 

DSR, but rather let the research “use their creative skills and judgment to determine when, 

where, and how to apply each of the guidelines in a specific research project” (p. 82). The 

Figure 1 below resumes the methodological structure of this research: 
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Figure 1 - Research’s DSR Methodological Structure 

Source: Adapted of Kuechler & Vaishnavi, 2021. 

 

The following describes how each phase of the research took place. 

 

3.1 Problem Awareness phase 

 

An DSR always begins with the awareness of a problem, which can derive from mul-

tiple sources (Vaishnavi & Kuechler, 2021). The construction of a formal or informal Proposal 

that starts a new research effort is considered the output of this phase (Manson, 2006). Firstly, 

it is important to highlight that the researcher’s affinity with issues related to banking institu-

tions and their role in financial inclusion have profound influence on the choice to the matter 

in hand. As pointed out in the Figure 1, the awareness of the problem came to be in two phases: 

a (1) literature review and (2) two in-depth interviews. 

The literature review as conducted through a search involving emerging issues regard-

ing “fintechs” and “financial inclusion” in the Web of Science database, which return 142 arti-

cles at the time. After exhausting the reading options, it was decided to follow the problem 

suggestion of Lagna & Ravishankar’ (2021) article in which the authors highlighted five areas 

of research that can better guiding future studies on fintech-led financial inclusion for the 
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following reasons: (1) is a more recent article that aims to present pertinent research suggestions 

in the area; and (2) the authors take great care to carry out a complete literature review, discuss 

and present topics for future research. 

 Among the suggested research problems, the proposed question: “how do financial 

inclusion-seeking fintech entrepreneurs recognize opportunities for impactful financial 

innovations?” was the one that most attracted the attention of the researcher due to its famili-

arity with the field of social entrepreneurial intention’s formation. After pondering about this 

question for a time, along with another research on the matter, inevitably another one as im-

portant as it arose: “why are there so few inclusion-led fintechs?” 

This question was then brought to 2 co-founders of an impact-oriented fintech in a semi-

structured interview, where we discussed the main factors that impeded the emergence and 

growth of new inclusion-oriented fintechs in an online conversation about 2h30min long. In 

order to ensure that both fintechs met the requirement to be impact-oriented, both companies 

participated at some point in an impact-driven acceleration program and were asked to describe 

their fintech purpose for financial inclusion. Due to their contributions, both entrepreneurs were 

incorporated in the final cases, being E1 and E2 respectively (see Table 4). 

The conversations were rich and allowed to delve deeper into what were the real factors 

that prevent entrepreneurs from creating inclusion-oriented fintechs. It was identified a handful 

of economic, institutional, social, and cultural barriers and challenges that in fact hinder the 

creation and growth of inclusion-oriented fintech. With these new insights, it seemed appropri-

ate to reevaluate the main research problem to a narrower one; instead of “why there are so few 

inclusion-led fintechs”, the new key question was changed to: “what are the challenges of an 

inclusion-oriented fintech entrepreneur?”, with the primary goal to identify these challenges 

and propose a guide compiling these challenges and useful solutions for each one of them.  

Finally, in view of the objectives of this study, it was decided to a qualitative approach 

through the DSR method, mainly because of its power to solve problems collaboratively. 

Hence, the formal proposal of this research contemplates the key question and the main objec-

tive of creating a “presentation” for inclusion-oriented entrepreneurs. 

 

3.2 Suggestion Phase 

 

 The suggestion phase “is a creative step wherein new functionality is envisioned based 

on a novel configuration of either existing or new and existing elements”, draw abductively 

from the exist literature (Vaishnavi & Kuechler, 2021, p. 12). Therefore, the first step was to 
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conduct an in-depth review of the literature about the barriers and challenges of both fintechs e 

social enterprises in order to suggest what may the barriers and challenges faced by inclusion-

oriented fintechs. The literature review was conducted primarily through a search in the Web 

of Science database, using the terms “barrier*” OR “challenge*” AND “fintech” and refining 

to “articles only” and “business economics”, which returned 40 articles. Since very few articles 

fit the research proposal, it was decided to broad the research scope by including the topic of 

social entrepreneurship due to similarities between them.  

So, a new search was conducted, this time using the terms “social entrepreneur*” OR 

“impact entrepreneur*” OR “impact business” OR “impact venture” OR “impact enterprise” 

OR “impact startup” OR “social venture” OR “social business” OR “social enterprise” OR “so-

cial startup”, finally resulting in 117 articles. After reviewing these articles, few was the ones 

that also met the proposal of the research.  

Also, the snowball method was widely used in order to further increase the number of 

studies, in which it was consult the articles cited in these works that were considered relevant, 

ending with a mixed source of data from various sources, resulting in the use of more than 50 

works for the construction of the chapter. The ultimate conclusion was the both context shared 

barriers of economic, institutional, social, cultural, and infrastructural which are presented in 

the chapter: “Understanding the challenges of inclusion-oriented fintech entrepreneur: the bar-

riers between the intention and the venture creation”. 

After that, the next step was to conduct interviews with the entrepreneurs, which com-

prehend the first round of the Delphi technique. The Delphi Technique was created in early 

50’s, whose objective was to gather the most reliable consensus from a group of experts through 

questionnaires based on controlled opinion feedback (Erffmeyer, Erffmeyer, & Lane, 1986). 

This technique aims to negate some imbalances when dealing with group decisions, such as the 

“go along” tendency on the part of the low-status members, the “conformity” pressure in a 

group, and the influence of dominants traces of some members (Riggs, 1983).  

Because of that, the information is gathered through a controlled anonymous feedback 

process, with the participants never meeting face-to-face nor knowing each other, making it a 

very useful mean not only to gather information cheaply and accessibly from participants that 

cannot be reach physically, but also to avoid biased feedback (Riggs, 1983; Erffmeyer, 

Erffmeyer, & Lane, 1986; Bowles 1999). The Delphi Technique usually follows an already 

structured process, but there are no strict rules that guide a Delphi group (Turoff, 1970), leading 

to a variety of modifications and implementations by the researchers (Riggs, 1983; Erffmeyer, 

Erffmeyer, & Lane, 1986). 
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 Since the problem was already defined, then it was determined the expertise required. 

To better find people who could contribute to the solution of the problem and the construction 

of the artifact, it was looked for individuals who were founders or co-founders of impact-ori-

ented fintechs. As the proposed artifact has the characteristic of solving problems in the Brazil-

ian context, these fintechs should also operate mostly in the Brazilian territory. To prove that 

they actually worked in the area of inclusion, it was looked for fintechs that had gone through 

acceleration or incubation programs aimed at impact companies, or that had some impact cer-

tificate, such as the B certificate. In addition, during the interviews, they were asked to reinforce 

how and in what way their fintech contributed to the inclusion of its target audience. Some 

fintechs, although not directly dealing with inclusion, did so indirectly and/or had some other 

financial impact proposition. These were accepted due to the limitations of the sample and the 

belief that they in fact share the same challenges due to their social impact nature.  

Most inclusion-oriented fintechs were found through a search on lists of several accel-

erators programs that had a focus on social impact businesses. In the end, all fintechs have 

participated or are still participating in at least one of the following programs: Artemisia1, 

Sebrae2, PIPE Social3 and BNDES Garagem4, except for one which turns out to be an indica-

tion, but that yet follows the selection criteria. Subsequently, the founders and co-founders of 

each fintech were identified through their profiles on LinkedIn, where they were invited to par-

ticipate in the research.  

As a data collection instrument, the use of semi-structured interviews was chosen as the 

most appropriate since: (1) are particularly useful when examining a yet uncharted topic; (2) 

enables the interviewer to ask open-ended questions and know the independent thoughts of each 

individual; (3) grands flexibility to address a variety of topics; and (4) gather more personal 

though on a given topic that interviewee might not be willing to share if in a focus group (Ad-

ams, 2015). In addition, by talking individually with each of the entrepreneurs it was possible 

to develop certain topics in more depth and to understand more clearly the challenges in an 

inductive way, that is, those not addressed by the literature. 

To this end, it was used an interview guide to ensure efficient data collection (see Ap-

pendix A). Incidentally, the elaboration of the interview guide was made following phases of 

 
1 Artemisia is a pioneer organization in the dissemination and promotion of social impact businesses in Brazil. 
2 The “Serviço Brasileiro de Apoio às Micro e Pequenas Empresas” (Sebrae) is a private entity that promotes the 

competitiveness and sustainable development of micro and small business enterprises. 
3 Pipe is a showcase platform that connects businesses with investors and fosters the impact ecosystem in Brazil. 
4 BNDES Garagem is an initiative from the Banco Nacional de Desenvolvimento Econômico e Social (BNDES) 

whose focus is to boost impact businesses that want to contribute to solving social or environmental challenges. 

https://artemisia.org.br/quemsomos/
https://www.sebrae.com.br/sites/PortalSebrae/canais_adicionais/conheca_quemsomos
https://pipe.social/sobre
https://garagem.bndes.gov.br/#programa
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the Kallio’s qualitative semi-structured interview guide’s framework in order to enhance the 

research’s trustworthiness, being them: (1) identify the prerequisites to use a semi-structured 

interview; (2) retrieve background knowledge from literature review, secondary data and expert 

consultation; (3) formulate a preliminary interview guide; (4) pilot testing with the first two 

entrepreneurs to unsure all topic was being covered; and (5) formulate the final interview guide 

(Kallio et al., 2016). In the end, 12 entrepreneurs were interviewed, totaling 10 inclusion-ori-

ented fintechs and more than 10 hours of transcript data. Information regarding each of the 

entrepreneur can be found in Table 4 below: 

 

Table 4 – Interviewee’s profile 

Entrepreneur Gender Ethnicity Position Int.* Duration Where? 

E1 Male White Co-founder 01:20:00 Artemísia 

E2 Male White Co-founder 00:55:11 Pipe 

E3 Male Black Co-founder 02:01:31 Pipe 

E4 Female White Co-founder 01:00:25 Sebrae 

E5 Female White Co-founder 00:52:54 Sebrae 

E6 Male Brown Founder 00:52:59 Pipe 

E7 Female White Co-founder 00:57:57 BNDES 

E8 Male Asian Founder 00:51:40 Pipe 

E9 Male White Founder 01:18:09 Indication 

E10 Female White Founder 01:05:40 Pipe 

E11 Male White Co-founder 00:34:11 Pipe 

E12 Male White Co-founder 00:40:38 Pipe 

Source: Author’s research. 

 

3.2.1 Cases description 

 

 The first entrepreneur founded in 2008 a fintech located in Três Corações, Minas Gerais, 

who develops white label credit cards in partnership with retail such as supermarkets. They 

created the first credit card with the brand of a community in Brazil, namely: “Cartão Paraisópo-

lis”, which part of the amount transacted is reverted to local social projects. The second entre-

preneur founded in 2017 a fintech located in Rio de Janeiro whose mission is giving a second 

chance to people with delinquent debt registered at credit bureaus by focusing on debt renego-

tiation for classes E, D and C. The third founded in 2019 a fintech located in São Paulo whose 

objective is to provide loans to classes C, D and E, focused on clients from the peripheries of 

Latin America and Africa, with the purpose of promoting access, transparency, and technology 

in favor of companies and consumers on the peripheries. The four and five entrepreneurs 

founded in 2019 a fintech in Porto Alegre which is a payment solution that connects employees 

https://artemisia.org.br/servicosfinanceiros/
https://pipe.social/
https://pipe.social/
https://www.sebrae.com.br/Sebrae/Portal%20Sebrae/Anexos/catálogo_abfintechs_full4.pdf
https://www.sebrae.com.br/Sebrae/Portal%20Sebrae/Anexos/catálogo_abfintechs_full4.pdf
https://pipe.social/
https://garagem.bndes.gov.br/#programa
https://pipe.social/
https://pipe.social/
https://pipe.social/
https://pipe.social/
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to a healthy and sustainable food network through democratization of the access to organic fairs 

and sustainable local establishments. 

 The sixth entrepreneur founded in 2019 a fintech located in Salvador, Bahia, based on 

a direct door-to-door sales model in which the employee provides services and sells financial 

products in your own community, ensuring financial inclusion and financial dignity for thou-

sands of low-income families in the communities who do not have a bank account or do not use 

financial applications. The seventh entrepreneur founded in 2016 a fintech in Florianópolis, 

Santa Catarina, who offers products and services for the incentive law ecosystem by connecting 

companies and social projects willingly to promote social impact and inclusion in their local 

communities. The eighth and twelfth entrepreneurs founded in 2016 a fintech in São Paulo that 

offers microcredit solutions for NGOs and companies that want to develop their ESG areas by 

supporting organizations to promote productive inclusion and economic development.  

The ninth interview founded in 2020 a fintech located in São Paulo; a digital payment 

account platform that offers financial services which supports inclusive social arrangements 

and finance transformations for a fairer and more sustainable future. The tenth entrepreneur 

founded in 2017 a fintech located in Campinas, São Paulo, whose focus is to attract to the credit 

market those who have not yet been approached by banks and financial institutions, with the 

mission of including people financially and socially, providing them with an opportunity to 

access credit in a personalized and fair way, with installments that fit in their pocket Lastly, the 

eleventh entrepreneur founded in 2018 a fintech in São Paulo, whose focus is built bridges that 

promote access to education by providing financial solutions to for both students and educa-

tional institutions who don’t have access to means of education credit. 

 Table 5 comprises the description of each fintech case. 

 

Table 5 - Fintech's description 

Entre-

preneur 
Fintech 

Head 

Office 
Founded Employees Focus 

E1 

Credit card 

adminis-

trator 

Minas 

Gerais 
2008 11-50 

Created the first commu-

nity-branded credit card in 

Brazil: Cartão Paraisópolis 

E2 
Debt nego-

tiator 

Rio de 

Janeiro 
2017 2-10 

Debt renegotiation to people 

on class E, D, and C with 

delinquent debt registered. 

E3 
Digital 

platform 

São 

Paulo 
2019 2-10 

Provide loans to classes C, 

D and E, focused on clients 

from the peripheries 
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E4 

E5 

Payment 

solutions 

Rio 

Grande 

do Sul 

2019 2-10 

Payment method to democ-

ratize access between con-

sumers and small organic 

farmers 

E6 
Digital 

platform 
Bahia 2019 2-10 

Marketplace of financial 

products for the communi-

ties  

E7 Taxtech 
Santa 

Catarina 
2016 51-200 

Connect the ecosystem of 

tax incentive laws, offering 

products and services to 

sponsors and social projects. 

E8 

E12 

Micro-

credit 

São 

Paulo 
2016 2-10 

Works with microcredit for 

small entrepreneurs, espe-

cially those belonging to 

minority groups. 

E9 
Digital 

platform 

São 

Paulo 
2020 11-50 

Adds social and environ-

mental value to the circula-

tion of money through fi-

nancial operations 

E10 
Digital 

platform 

São 

Paulo 
2017 2-10 

Include people financially 

and socially, providing them 

with an opportunity to ac-

cess credit in a personalized 

and fair way. 

E11 
Digital 

platform 

São 

Paulo 
2018 201-500 

democratizes access to stu-

dent credit for those with no 

credit history 

Source: Author’s research. 

 

3.2.2 Data encoding 

 

The data encoding was performed using the Gioia method to seek utmost rigor in qual-

itative research and tabled (see Appendix B) in order to provide a graphical representation of 

how the raw data progresses to themes and dimensions. As preconized by Gioia, Corley & 

Hamilton (2012), first it was determined the 1st order concepts, then the 2nd order themes and 

finally the aggregate dimensions. In numbers, was reached 90 1st order concepts, 22 2nd order 

themes and 5 aggregate dimensions. Once the encoding was done, it was possible to compare 

the empirical data with what was extracted from the literature. Table 6 compiles the cross be-

tween the factors found in the literature with the factors found in the field.  

 

Table 6 – The cross between the challenges found in the literature and in the field 

Challenge Literature  Empirical 

Difficulties in getting investments X X 
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Difficulties in maintain low default rates  X 

Difficulties in create, execute, and diffuse products X X 

High cost to implement the technology X X 

Difficulties in validating and maintaining a business model X X 

Low or zero profitability at the beginning  X 

Lack or imperfect legislation X  

Difficulty understanding and complying with legislation X X 

Fear due to regulatory uncertainty X X 

Lack of proper clarification from public entities   X 

Conflicts with corrupt public actors  X 

Lack of access to local networks X  

Difficulty in forming strategic partnerships X X 

Conflicts with the big players X  

Mistrust of the big players X X 

Conflicts with investors  X 

Unpreparedness of entrepreneurs X X 

Lack of material and disclosure  X 

Difficulties in finding qualified professionals X X 

Incompatibility with investor's culture and criteria X X 

Low technological resilience, and financial illiteracy of users X X 

Lack of knowledge or poor adaptation of local culture  X  

Prejudice against minority founders  X 

Family distrust  X 

Poor or complete lack of internet infrastructure X X 

Concerns about security X X 

Difficulties in establishing physical infrastructure X  

Difficulties in operations involving physical money X  
Source: Author’s research. 

 

With the end of this phase, it was possible to move onto the development of the artifact 

itself. 

 

3.3 Development Phase 

 

 It is in this phase that one or more artifacts are build, which for that can use a wide 

variety of techniques that purely depend on the artefact’s characteristics that is being con-

structed (Mason, 2006). According to Vaishnavi & Kuechler (2021) there are eight types of 

knowledge contribution, referred as outputs in the Design Science Research (see Table 7) 

 

Table 7 - Outputs of design science research 

Output Description 

Constructs  The conceptual vocabulary of a domain. 

Models 
Sets of propositions or statements expressing relationships between 

constructs. 
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Frameworks Real or conceptual guides to serve as support or guide. 

Architectures High level structures of systems. 

Design Principles Core principles and concepts to guide design. 

Methods Sets of steps used to perform tasks-how-to knowledge. 

Instantiations 

Situated implementations in certain environments that do or do not op-

erationalize constructs, models, methods, and other abstract artifacts; in 

the latter case such knowledge remains tacit. 

Design Theories 

A prescriptive set of statements on how to do something to achieve a 

certain objective. A theory usually includes other abstract artifacts such 

as constructs, models, frameworks, architectures, design principles, and 

methods. 
Source: Adapted of Vaishnavi & Kuechler (2021). 

 

In order to achieve the main objective, this research proposes the creation of an artifact, 

taking the shape of a “framework”, since it can be defined as conceptual guide to serve a sup-

port or a guide. Having defined the main challenges, the next step was defining a course of 

action for each one of them, i.e., the proposed solutions. These solutions were extracted from 

three different sources: (1) mainly from interviews with entrepreneurs, (2) from the literature 

and (3) from secondary data such as reports, documents, videos, etc. Both the challenges and 

the proposed solutions are duly discussed in the Findings and Discussions section. After, the 

first practical version of the guide began to be structured.  

In order to give a more storytelling felling instead of a blunt manual guide, it was 

adopted a more personal and colloquial language to better portrait the sense of fellowship and 

connect personally with the reader. Likewise, it was opted for a name that also reflets this pro-

posal: “A Jornanda do Empreendedor de Fintech Orientado à Inclusão” (The Inclusion-

oriented Fintech Entrepreneur’s Journey). Moreover, much more than just presenting the main 

elements, the guide also incorporates other complementary elements such as a glossary, intro-

duction to the topic and all sorts of secondary data to justify the topic’ importance. The artifact 

ended up with 73 pages and was entirely made on Canva website. The first version can be found 

in the Appendix C. 

 

3.4 Evaluation phase 

 

 The evaluation phase is a crucial part of the research process where the quality, useful-

ness and efficacy of the artefact is put to test through meaningful feedback (Henver et al., 2004). 

According to Mason (2006, p. 170), “the criteria against which the artifact is evaluated are 

established by the environment and community in which the artefact will function”. The criteria 

can encompass functionality, consistency, completeness, performance, accuracy, usability, 
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reliability, and many other relevant attributes which also will depend on the artifact’s type 

(Henver et al., 2004; Mason, 2006; Sonnenberg & Brocke, 2012). Moreover, “depending on the 

context and the purpose of an evaluation within the DSR process different evaluation methods 

and evaluation criteria could be applied for an evaluation activity” (Sonnenberg & Brocke, 

2012, p. 392; Vaishnavi & Kuechler, 2004). Henver et al. (2004) also present us with some 

possible evaluation techniques (see Table 8). 

 

Table 8 - Design evaluation methods 

1. Observational 
Case Study: Study artifact in depth in business environment 

Field Study: Monitor use of artifact in multiple projects 

2. Analytical 

Static Analysis: Examine structure of artifact for static qualities (e.g., 

complexity) 

Architecture Analysis: Study fit of artifact into technical IS architecture  

Optimization: Demonstrate inherent optimal properties of artifact or 

provide optimality bounds on artifact behavior 

Dynamic Analysis: Study artifact in use for dynamic qualities (e.g., per-

formance) 

3. Experimental 

Controlled Experiment: Study artifact in controlled environment for 

qualities (e.g., usability) 

Simulation: Execute artifact with artificial data 

4. Testing 

Functional (Black Box) Testing: Execute artifact interfaces to discover 

failures and identify defects 

Structural (White Box) Testing: Perform coverage testing of some met-

ric (e.g., execution paths) in the artifact implementation 

5. Descriptive 

Informed Argument: Use information from the knowledge base (e.g., 

relevant research) to build a convincing argument for the artifact’s util-

ity.  

Scenarios: Construct detailed scenarios around the artifact to demon-

strate its utility  

Source: Adapted of Henver et al., 2004. 

 

Due to the nature of the proposed artifact, both the analytical and descriptive evaluation 

methods are the ones more suitable and feasible. In an analytical evaluation, the quality of the 

artifact’s structure is defined by pre-established criteria. As for a descriptive evaluation, it can 

be conducted through an informant argument, which makes use of background knowledge to 

create a convincing argument to justify the artifact’s relevance, or through a hypothetical sce-

nario, that being a construct detailed scenario around the artifact to demonstrate its utility (Hen-

ver et al., 2004). This research will make use of both. 
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3.4.1. Analytical evaluation 

 

For this research, based on the evaluation’s criteria considered independent of an artifact 

type (Aier & Fisher, 2011), and those proper for artifacts with practical application (Rosemann 

& Vessey, 2008), it is understood that the most appropriate evaluation criteria are: (1) func-

tionality; (2) applicability; (3) intuitiveness; (4) reliability; (5) coherence; (6) completeness 

and (7) distinction, which were chosen due to their relevance to the proposed artifacts. More-

over, these criteria were also validated together with the entrepreneurs as relevant for the eval-

uation of the artifact. Hence, for the artifact’s evaluation, a 5-point linker scale questionnaire 

was sent to all entrepreneurs (see Appendix D), which comprise the second Delphi phase. The 

questions that contemplate each criteria are listed in the Table 9 bellow: 

 

Table 9 - Criteria and questions used for artifact's evaluation 

Criteria Question 

1. Functionality 

The proposed artifact is able to help inclusion-oriented fintech entrepreneurs 

to understand the challenges of this niche and propose solutions on how to 

circumvent them. 

2. Applicability The proposed artifact has practical applicability. 

3. Intuitiveness 
The proposed artifact is able to provide information in an intuitive and easy-

to-understand manner, even for those unfamiliar with the topic. 

4. Reliability 
The information contained in the artifact conveys reliability to the reader. I 

would recommend using the Guide. 

5. Coherence The artifact is consistent with reality. 

6. Completeness The artifact covers all the basic challenges faced by entrepreneurs. 

7. Distinction 

The artifact differs from the others in what it proposes to do (to help inclu-

sion-oriented fintech entrepreneurs understand the challenges of this niche 

and propose solutions on how to circumvent them). 

Source: Author’s research. 

 

 The next two subsections present the entrepreneurs and expert evaluation respectively 

based on the aforementioned criteria. 

 

3.4.1.1 Entrepreneurs evaluation (Delphi’s second phase) 

 

Of the 12 entrepreneurs, 8 responded to the evaluation questionnaire. Table 10 presents 

the responses of each entrepreneur based on the seven criteria evaluated. Of the 56 answers, 45 

fully agreed, 9 partially agreed, 1 neither agreed or disagreed, and 1 partially disagreed. More-

over, on the functionality criteria, which evaluates the artifact’s potential of solving the 
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proposed problem, 45 fully agreed and 9 partially agreed. According to (Erffmeyer, Erffmeyer, 

& Lane, 1986), the number necessary rounds is defined by the level of accuracy considered 

acceptable by the researcher, until a consensus has been reached. Since almost of the respond-

ents fully or partially agree with all the criteria, no new Delphi rounds were needed, and the 

consensus was considered achieved.  

 

Table 10 - Entrepreneurs evaluation 

Resp.* 
Criteria 

1. 2. 3. 4. 5. 6. 7. 

E1 
Fully 

Agree 

Partially 

Agree 

Partially 

Disagree 

Partially 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

E2 N/A N/A N/A N/A N/A N/A N/A 

E3 
Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

E4 
Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

E5 N/A N/A N/A N/A N/A N/A N/A 

E6 
Fully 

Agree 

Fully 

Agree 

Partially 

Agree 

Fully 

Agree 

Fully 

Agree 

Partially 

Agree 

Fully 

Agree 

E7 
Fully 

Agree 

Partially 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Partially 

Agree 

Fully 

Agree 

E8 
Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Partially 

Agree 

Fully 

Agree 

Fully 

Agree 
NAND* 

E9 
Partially 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

E10 
Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Fully 

Agree 

Partially 

Agree 

E11 N/A N/A N/A N/A N/A N/A N/A 

E12 N/A N/A N/A N/A N/A N/A N/A 

Source: Author’s research. 

Note: *Resp. stands for respondent. *Neither agree nor disagree. 

 

Yet, the questionnaire also provided room for suggestions on each of the criteria evalu-

ated. Table 11 comprises the answers related to the first criteria: functionality. Four are the 

main appointment. About the first, the mention of what a valuation is and what are the tech-

niques to carry it out is available in the glossary only for information purposes. First, three types 

of technique were suggested because they are the most traditional, namely: (1) Discounted Cash 

Flow, (2) Market Multiples and (3) Venture Capital Method. Since the idea is not to delve into 

file:///C:/Users/Bruno%20Freischlag/Downloads/Bruno%20Freischlag%20-%20Dissertação%20V5.docx%23Erffmeyer
file:///C:/Users/Bruno%20Freischlag/Downloads/Bruno%20Freischlag%20-%20Dissertação%20V5.docx%23Erffmeyer
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the concept or detail how to apply each technique in practice, but just to notify the reader of its 

existence and importance, it was decided to interpret the suggestion of the third entrepreneur as 

merely mentioning other valuation techniques add links for more depth.    

As for the second suggestion, it was decided to adopt the suggestion of the tenth entre-

preneur by changing the title from “Approach all investors” to “Approach the right investors”, 

together with the content that follows. The suggestion of address the equity topic when forming 

the core team by the sixth entrepreneur was also accepted. As for the latter, the seventh entre-

preneur considers pertinent the addition of external links that leads to funds e angel investors. 

Yet, it is believed that this could give to the artifact a commercial tone, which is not by any 

means intended. Therefore, it was decided to disregard the suggestion. 

 

Table 11 - Answers per entrepreneur on the question: “regarding the functionality criteria, 

what could be improved in the artefact?” 

Respondent Answer  

E1 It is a good content that about the journey of undertaking an impact fintech 

E2 N/A 

E3 Valuation techniques 

E4 No considerations to make 

E5 N/A 

E6 
Practical suggestions for using Equity to form the core team essential to the 

business. 

E7 
I would include hyperlinks to find the biggest investment funds, or articles with 

angel networks that act the most. 

E8 As a general fintech guide, it contains the main points to be worked on. 

E9 
I have my doubts about "ADDRESS ALL INVESTORS" part. I THINK FOR 

AN IMPACT FINTECH, this should not happen. 

E10 The guide is very clear. 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the next criteria, Table 12 comprises the answers related to: applicability. 

Regarding the criterion in question, the first entrepreneur highlights that due to the complexity 

of the theme, the content in the artifact it is not enough for practical application. For the purpose 

of this evaluation, it was understood practical applicability as the potential of the artifact to be 

used to solve a real-life problem, in this case: help one to understand what the challenges of an 

inclusion-oriented fintech entrepreneur are and what the possible solutions to each.  

It was interpreted that the first entrepreneur with his comment imagined a more practical 

potential with detailed steps of how to execute each proposed solution, which is not the proposal 
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of the artifact, and therefore it was decided to disregard the suggestion. Lastly, the sixth and 

seventh entrepreneurs suggest a clearer indication of the steps. The proposed suggestions in the 

artifact already have structured somewhat in this way. Yet, it is believed that more procedural 

steps could pass the sensation of inflexibility to the read, and the proposed solutions, despite 

being generalizable to a certain extent, are not the only path that the entrepreneur can take. 

 

Table 12 - Answers per respondent on the question: “regarding the applicability criteria, what 

could be improved in the artefact?” 

Respondent Answer  

E1 
The topics covered in the guide are very complex, and the content presented is 

not enough for practical applicability, they work well as references. 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 A summary page with all the steps of the road map in diagram format. 

E7 Flow indication with procedural steps, such as a journey 

E8 All points raised are applicable. 

E9 No answer. 

E10 The quality of the information is good, and true 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the next criteria, Table 13 comprises the answers related to: intuitiveness. 

Regarding the criteria in question, the eighth entrepreneur highlights the role of the support 

links embedded on the main content, the tenth highlights how to the glossary help achieve in-

tuitiveness. As for the first, pointed out his view that those how never had any contact with the 

topic may find difficult to understand it, and suggest that complementary materials should be 

attached to each theme in order to give them more depth. As far as possible, links were attached 

to main content to a better understanding of each topic. However, the present work was not 

intended to be an accurate and detailed how-to, but rather an introduction with a greater focus 

on providing solutions whatsoever.  

Therefore, it was decided to adopt the suggestion by increment the existence material 

with new links that could potentially offers more depth to a given topic. The sixth entrepreneur 

pointed out that the mix of academic work with a practical guide hinder the synthesis and rec-

ommends a leaner version. The citation of academic works during the content happens in a few 

cases and only to support specific points that mostly act only as a contextualization of a prob-

lem. In fact, it was decided to keep the document as informal as possible for a better 
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identification of the reader. Likewise, it is believed that the document is already as summarized 

as possible and doing it even more could jeopardize the proposal of the work. As this is a one-

off suggestion and not shared by other respondents, it was decided to disregard it.  

 

Table 13 - Answers per respondent on the question: “regarding the intuitiveness criteria, what 

could be improved in the artefact?” 

Respondent Answer  

E1 

I find it difficult for those who have never been involved in the subject to be 

able to absorb the messages proposed in a guide. The material for this should 

be deeper, and not a single material, but a set of materials that lead to greater 

depths in each proposed theme. 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 

The hybrid of an academic work with a practical guide ends up being a chal-

lenge to maintain the synthesis. Perhaps a leaner version will look more like a 

Guide. 

E7 It was made with simplified language.  

E8 
With the support of links to deepen the guide, it makes understanding much 

easier. 

E9 I think it is very accessible. 

E10 
I agree because there are explanations of each word for those who do not know 

the vocabulary. 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the next criteria, Table 14 comprises the answers related to: reliability. 

The eighth entrepreneur highlights that the reports used in the course of the artifact give credi-

bility to the content. However, it was suggested to hear more information about the entrepre-

neurs who helped in the creation. For reasons of image rights, it was decided not to make any 

mention of the personal name of the entrepreneurs or their fintechs directly, or to provide any 

data that could identify them. Hence, his suggestion, although pertinent, had to be disregarded 

for the proposed of the artifact. Also, the sixth entrepreneur pointed out that future editions 

show add other comments aside the entrepreneurs, such as people of regulatory body. This 

would in fact be an excellent way to give more credibility to the material while increasing its 

depth, but due to the limitations of the research, it will remain as a suggestion for future works. 
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Table 14 - Answers per respondent on the question: “regarding the reliability criteria, what 

could be improved in the artefact?” 

Respondent Answer  

E1 

They are short and objective information, but throughout the material the guide 

is qualified for such, and in the end, it has a great reference for greater depth, I 

believe it fulfills the objective. 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 
In future editions, perhaps include comments from industry references. Mainly 

on the regulatory front. 

E7 With mention of the sources 

E8 

Despite containing reports which really give credibility, I miss knowing who 

the founders are. How long have you been entrepreneurs? What stage are you 

in? What accelerations did they go through? Among other questions to under-

stand if it is a valid report. 

E9 It is great. 

E10 It passes reliability, and with the references at the end it makes it even more. 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the next criteria, Table 15 comprises the answers related to: coherence. 

Regarding the criteria in question, none of the respondents suggested changes, but the eighth 

entrepreneur highlights how much the logical disposition of the content helps the reader to un-

derstand more easily what is proposed. Likewise, the first entrepreneur pointed out how te lin-

earity of the context helps the coherence of the themes, and the seventh pointed out her con-

tentment with a section describing the types of fintechs. 

 

Table 15 - Answers per respondent on the question: “Regarding the coherence criteria, what 

could be improved in the artefact?” 

Respondent Answer  

E1 
The Guide brings a reading that builds a linear idea about the proposed themes, 

at an appropriate level 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 Nothing to add. 

E7 For exposing different paths and also the different models of FinTech 

E8 
The guide has a logical line of reasoning that helps to understand the scenario 

and the challenges, as well as possible solutions. 

E9 Nothing. 
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E10 It is coherent, as we perceive it on a daily basis 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the last criteria, Table 16 comprises the answers related to: completeness. 

Regarding the criteria in question, the first entrepreneur highlighted that despise not knowing 

if all the challengers are present and debated, the most recurrent ones are. In fact, it was under-

stood completeness not the addressing of all possible factors, since is practically unfeasible, but 

only those with a higher likelihood of happening. Also, the sixth entrepreneurs suggest the ad-

dition of No-code and Low-code topics, and something about agile management methodolo-

gies. Both suggestion was seen as appropriate and incorporated in the artifact. At last, the sev-

enth entrepreneur suggested an inclusion of a phase on one of the topic, which has also as 

appropriate and incorporated in the artifact. 

 

Table 16 - Answers per respondent on the question: “Regarding the completeness criteria, 

what could be improved in the artefact?” 

Respondent Answer  

E1 
The topic is vast, I think it was a well-treated scope, I do not know if they are 

all, but it is a good set. 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 

Tips for prototyping tools, No-code, or Low code applications to bring non-

tech people closer to digital entrepreneurship. I would also add some content 

on Agile management methodologies 

E7 

I believe that in the 10 crucial steps you should include in the MVP, validate 

several versions of your business, do not give up. Sometimes the first proposal 

will not adhere to the market. 

E8 NA. 

E9 Nothing. 

E10 There is nothing to discuss. 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

Following to the last criteria, Table 17 comprises the answers related to: distinction. 

Regarding the criteria in question, none of the respondents suggested changes, yet the first en-

trepreneur manifest his contentment about how the artefact it is capable of offering a complete 

view of the context and to distinguish itself from the others because of that. Likewise, the eight 
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and sixth entrepreneurs report not being aware of other types of guide that fit the proposal, 

denoting its potential to distinguish from others.  

 

Table 17 - Answers per respondent on the question: “regarding the distinction criteria, what 

could be improved in the artefact?” 

Respondent Answer  

E1 

I really liked the approach, it is a material that brings a very complete view, 

difficult to find in a single material. Well summarized each topic, but suitable 

for the proposal. 

E2 N/A 

E3 Perfect. 

E4 No considerations to make. 

E5 N/A 

E6 
I do not know of other specific guides for Impact Fintechs. So, I think it fills 

this gap very well. 

E7 For clearly bringing the purpose of each fintech category 

E8 I do not know another guide for inclusion fintechs to compare 

E9 Nothing. 

E10 
The point that makes it stand out is that it was shown not only the easy parts, 

but also the difficult parts that are actually our reality. 

E11 N/A 

E12 N/A 

Source: Author’s research. 

 

3.4.1.2 Specialists evaluation (Delphi’s third round) 

 

The specialist’s evaluation marks the last step of analytical evaluation and also the Del-

phi’s third round. Two were chosen because of their affinity with the topic of impact business. 

It was sought to know the opinion of the academic and practical’ sides, that is, of a professor in 

the impact area, and of a professional, specifically one who works in an impact accelerator. 

Table 18 presents the responses of each specialist based on the seven criteria evaluated. 

 

Table 18 - Specialists evaluation 

Resp.* 
Criteria 

1. 2. 3. 4. 5. 6. 7. 

*SPE1 
Partially 

Agree 

Partially 

Disagree 

Partially 

Disagree 
*NAND 

Partially 

Agree 

Partially 

Agree 

Partially 

Disagree 

SPE2 
Fully 

Agree 

Fully 

Agree 

Fully 

Agree 
NAND NAND NAND 

Partially 

Disagree 

Source: Author’s research. 

Note: *Resp. stands for respondent. *SPE. stands for Specialist. *NAND stands for Neither agree nor disagree. 
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 The first specialist is a PhD in Business Administration and also has a master’s degree 

in Scientific and Technological Policy. She is also a founding partner and director of innovation 

and research at a company that supports and disseminates innovation and entrepreneurial cul-

ture, and a board member of the “Programa Academia do Instituto de Cidadania Empresarial”, 

which is a national network of professors focused on Research, Teaching and Extension in the 

field of Social and Environmental Impact Business (NIS) and Social Innovation (IS). Her re-

search interests focus on the following topics: impact assessment in NIS, business models with 

socio-environmental impact and scalability in socio-environmental impact businesses5. Table 

19 comprises the specialist suggestion on with criteria. 

 

Table 19 - Suggestions from the first specialist by criteria 

Criteria Suggestion 

1. Functionality 
In relation to the 2030 Agenda. It is important to look at the goals. More 

focus. 

2. Applicability It addresses the whys but does not advance the “how”. 

3. Intuitiveness It is clear. But needs to have so familiarity. 

4. Reliability It is informative, but in some points, not very deep. 

5. Coherence He is coherent but for a guide it needs “guide” more. 

6. Completeness 
One of the challenges that the entrepreneur must face is a good under-

standing of the problem. They are usually very attached to the solution. 

7. Distinction 
You can advance the validation aspect, or even a previous step, context 

discovery 

Source: Author’s research. 

 

The first suggestion, related to the functionality of the artifact, refers to a greater focus 

on the part on the SDGs. The part in the artifact “A path to the SDGs” has an informative and 

inviting focus only, with the aim of showing the reader how a fintech can contribute to each of 

the SDGs. Since this is complementary material and there is no influence on the main content, 

it was chosen to maintain a simpler approach and remain with an informative bias. In addition, 

a link is provided to an external material that focuses on providing more depth on how the SDGs 

contribute to digital financial inclusion. The second suggestion, related to the applicability, re-

fers to the lack of how-to. Again, it is reinforced that the artifact is not intended to be a deep 

walkthrough of each challenge. It is believed that the proposed solutions already have a good 

level of coverage, according to the evaluation of the entrepreneurs.  

The third suggestion pointed out the necessity of “familiarity”. It is believed that the 

entrepreneur’s empirical contribution with their personal comments throughout the document 

 
5 Information extracted from the lattes curriculum. 
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provides familiarity of the theme. Since the expert does not define what he means by familiarity 

or suggest how to solve it, it was chosen to disregard the suggestion. The fourth suggestion, 

related to the reliability, refers to the lack of how-to. Again, it is reinforced that the artifact is 

not intended to be a deep walkthrough of each challenge. It is believed that the proposed solu-

tions already have a good level of coverage, according to the evaluation of the entrepreneurs. 

The fourth suggestion highlights the informative aspect of artifact but need to be deeper in 

certain points. Since the expert does not especially point out what these point is, it was chosen 

to disregard the suggestion.  

The fifth suggestion reaffirms the coherence of the content presented artifact, but also 

pointed out the need to “guide” more. Since the specialist does not especially tells where and 

how to make this “guidance”, it was chosen to disregard the suggestion. The sixth suggestion 

is actually a reaffirmation in which the specialist described that the focus should be on the 

solution of problems and not on the solution, something that is emphasized in the artifact. 

Lastly, seventh suggestion, related to the distinction, refers to validation and context discovery. 

Since the specialist does not delve into exactly what could be improved, it was opted to disre-

gard the suggestion. Overhaul, the suggestion given by the specialists was vague and something 

opened to interpretations. Yet, in her evaluation, she makes it clear that each criteria are at least 

minimally met. 

 The second specialist is a professional that works as analyst responsible for evaluating 

and identifying opportunities to connect with startups and partnerships in a startup accelerator 

and investment manager, in a sector specialized with impact business. Has extensive experience 

as an entrepreneur and educator in the area of impact, sustainability, and innovation. Table 20 

comprises the specialist suggestion on with criteria. However, the specialist does not suggest 

improvements in the artifact. 

  

Table 20 - Suggestions from the second specialist by criteria 

Criteria Suggestion 

1. Functionality Question and answer item 

2. Applicability I have no opinion 

3. Intuitiveness I do not see room for improvement 

4. Reliability I do not see room for improvement 

5. Coherence I have no opinion 

6. Completeness I do not see room for improvement 

7. Distinction I do not see room for improvement 

Source: Author’s research. 
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3.4.2 Descriptive evaluation 

 

Along the research, it was sought to justify the creation of a guide for inclusion-oriented 

fintech entrepreneur through a series of secondary data and academic works. The understanding 

of barriers that hinder the social entrepreneurship is a crucial step towards social venture crea-

tion (Robinson, 2006). In fact, social entrepreneurs are more liked to perceive barriers than 

traditional ones (Hoogendoorn, Zwan &, Thurik, 2017). As a type of social venture, it is be-

lieved that inclusion-oriented do share barriers and challenges that could hinder the perceived 

intention of an entrepreneur.  

Worldwide, there are about 1.7 billion adults considered unbanked (Demirgüç-Kunt et 

al., 2018), 34 million in Brazil alone, that could heavily benefit from those technology-based 

startups. In fact, the literature enlightens us with solid cases of how fintechs can act on the 

financial inclusion (e.g., Mbiti & Weil, 2016; Jack & Suri, 2016; Ghosh, 2016; Gosavi, 2018; 

Tchamyou, Erreyger & Cassimon, 2019). Financial exclusion can bring many burdens to peo-

ple, such as making unable to sustain their basic needs and discourage entrepreneurship 

(Schuetz & Venkatesh, 2019). 

Hence, the considerable number of unbanked in the country, the emerging literature on 

how fintechs contribute to financial inclusion, the growing spread of the internet and electronic 

payment systems among the poorest (BCB, 2021) and most exponential way in which fintechs 

are positioning themselves as players in the financial system (Distrito, 2021) favor the argument 

that new tools that facilitate the emergence of new inclusion-oriented fintechs are crucially 

needed to combating financial exclusion and its harmful consequences. 

Likewise, the artifact’s creation can also be justified through a hypothetical scenario 

(Henver et al., 2004). About 90% startups fail in the course of ten years for the most varies 

reasons. The lack of entrepreneurial knowledge, especially about how to start and conduct an 

impact businesses, is one of the main causes. Incidentally, the lack of support material is also a 

factor observed by the interviewed entrepreneurs, which further exacerbates the challenges of 

entrepreneurship in impact businesses. As motivated as he may be, the entrepreneur who is 

faced with these statistics and the lack of awareness about the challenges will most likely find 

himself thinking twice about whether or not to open an inclusion-oriented fintech, hindering 

the chances.  

Nonetheless, if assisted by a guide capable of enlightening him of which are the main 

challenges that he will possibly face and what are the possible solutions for each of them, it is 
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expected that his perception of his own odds will be positively influenced, contributing to the 

emergence of new inclusion-oriented fintechs. 

 

3.5 Conclusion phase  

 

The conclusion phase marks the end of a specific design science research project. It is 

in this phase where occurs the reflection on what was learned, what worked and what not 

(Vaishnavi & Kuechler, 2021). This phase is also known as Communication phase (Henver et 

al., 2004), where it is present the main findings regarding the construction of the artifact. Table 

21 comprises the overhaul entrepreneurs’ opinion about de artifact. 

 

Table 21 – Answer regarding the question: “In general, what is your impression of the arti-

fact? Which point caught your attention the most?” 

Respondent Answer  

E1 
It is a very complete content; it explores several aspects of being an entrepre-

neur! A pleasant and inviting reading! 

E2 N/A 

E3 Excellent content. 

E4 

Both the design and organization of the guide turned out great - which moti-

vates and makes reading a lot easier. The part of the SDGs and the amount of 

relevant data throughout the document caught my attention and certainly 

greatly enriched the material. Still, the part about the regulations was great and 

practical 

E5 N/A 

E6 Approach in informal language with quality technical content. 

E7 The layout was very attractive to the reader 

E8 Easy-to-read, well-designed, explanatory, and consistent content 

E9 Great. 

E10 
What strikes me the most is that the proposal presented is clearly what we have 

been through here, offering an opportunity to the unbanked people. 

E11 N/A 

E12 N/A 

SPE1 
I really liked the presentation and organization of the material. My only obser-

vation is about the depth of the guidelines. 

SPE2 The visual identity. 

Source: Author’s research. 

 

Even in its preliminary model, the artifact proved capable of fulfilling its proposed ob-

jective, according to the overhaul opinion of the entrepreneurs and specialist involved in its 

creation and evaluation. The completeness of the content covered, the design and organization 

of the artifact, the quantity of data considered relevant, the approximation to the real context 
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and the fluidity of reading stand out. Hence, the artifact is considered finished and capable of 

solving a real-life problem. That does not mean the artifact is not worthy of improvement. In 

fact, one of the characteristics of using DSR to create artifacts is its ability to be improved in 

future research (Freitas et al., 2013). 

Some limitations in its construction are present that can be addressed in future research. 

First, as much as the codification of the data found in the field brought other challenges that 

differ from the main ones, these were not covered in the artifact for three reasons: (1) they were 

mostly challenges unique of an entrepreneur, which did not provide enough empirical saturation 

to be generalized; (2) many challenges did not have practical solutions that depended on the 

entrepreneur, that is, challenges that were out of their control and independent of their actions; 

and most of all (3) as there was no artifact that proposed to do the same, at first it was decided 

to only address the most recurrent challenges, leaving it open for new updates.  

Another problem encountered when observing the comments of some entrepreneurs and 

specialists was the use of the word “guide”, which implied that the proposed artifact would 

have a much greater depth than it intended. Making an artifact of this depth would not be fea-

sible for two reasons: (1) the lack of time to do so; and (2) at first, there would be no reason to 

incorporate other more detailed elements of how-to, since most of them are analogous to tradi-

tional models already easily found on the internet, which could put in doubt the originality and 

distinction of the material. With this in mind, it was decided to remove any mention of the word 

“guide” in the artifact and replace it with “presentation” or “introduction”, as it better addresses 

the purpose of creating the artifact. Hence, it is advisable that future research could be aimed at 

improving the guide incorporates more depth into each topic covered. 

The artifact also has the limitation that it is most applicable within the Brazilian context. 

Despite the barriers being shared in various economic contexts, especially in developing coun-

tries, some of the proposed solutions tend to be only applicable in the Brazilian context itself. 

For example, the institutional barrier is one that can vary drastically from country to country, 

each one with its specific regulation, and for that the content provided within the artifact may 

not prove useful to some. Incidentally, since the focus is precisely the Brazilian context, the 

artifact was built in the Portuguese language. If was opted for an artifact that could be applied 

“universally”, it would not be possible to give the necessary depth to each topic and its practi-

cality would be jeopardized. Instead, it is advised that future research uses the artefact as base 

for the construction of others that could better fit the context of study. 

During its construction, it was possible to learn some lessons. It is noticeable that inclu-

sion-oriented fintech entrepreneurs suffer from an amalgamation of challenges common to two 
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scenarios: (1) social enterprises, given their main purpose of addressing social problems, in this 

case financial exclusion; and (2) fintechs, since the core of the business is to provide financial 

services through the use of technology. The combination of these two concepts lead to a sce-

nario with its own adversity that deserves its rightful attention, something that became very 

clear with the interviews with the 12 entrepreneurs.  

However, despite certain challenges being generalizable, some are still strongly context 

based. In the same way, just like the challenges, the solutions can also change drastically de-

pending on the perspective in which fintech is inserted. For example, it is possible that in de-

veloped economies, where the diffusion of the impact capital is much greater, raising funds 

could perhaps not be a difficulty perceived by entrepreneurs. Yet, in developing economies, it 

is possible that not only these same challenges are much more recurrent, but others that are 

completely different from the literature arise together, such as conflict with investors, family 

discouragement, internet infrastructural and so forth. 

Furthermore, most challenges do not present a single solution, or a solution that is better 

than the others, but the solution that best fits their own context. Because of this, the artifact did 

not seek to present rigid paths as definitive solutions to challenges, but rather to present what 

entrepreneurs and literature find as common sense. Despite still being a very emerging phe-

nomenon, technologies become obsolete and new ones take their place all the time. It is possible 

that the more attention is devoted to this topic, the more solutions emerge. 
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4 FINDINGS AND DISCUSSIONS 

 

 This chapter is destined to present the main research’s findings and bring up the discus-

sion based on what is found on the literature and field. 

 

4.1 The challenges of an Inclusion-oriented fintech entrepreneur 

 

From interviews conducted with 12 founders and co-founders of inclusion-oriented 

fintechs, it was possible to extract the main challenges faced by these business. Most of these 

are similar to those already found in both the on social entrepreneurship and fintechs literature. 

Even so, it was possible to extract potential new factors that could become challenges under 

certain circumstances. All the evidence is compiled in the Appendix B. Below, each of them 

will be present and discussed. 

 

4.1.1 The economic challenges 

 

 One of the most current economic challenge perceived by almost all interviewers was 

the difficulties in getting investments, which afflicts both the social venture (e.g., Artz, Gram-

lich & Porter, 2011; Reilly, 2016; Mikołajczak, 2021) and fintechs (e.g., Braido, Klein & Pa-

paleo, 2020; Efimov, Koroleva, & Sukhinina, 2021) alike: “today is still a challenge. We are 

still looking for investment and it is a challenge to get it” (E4). However, when we combine the 

two concepts, the problem seems to be even more aggravated.  

Along with realizing that get financial support in both beginning phase and under oper-

ation is in fact a major problem, it was possible to gather interesting insights on what may be 

the kernel of the problem for these enterprises. The most recurrent one is the incompatibility 

with investors criteria: “investment, for sure. It needs to have more social impact investment, 

an investment that looks a lot at social benefit in addition to financial return” (E2), “capital is 

not very interested in impact. They are very interested in the profitability” (E1). 

 Different type of funds has different types of investment criteria (Block, Hirschmann & 

Fisch, 2021). Venture Capitals for instance tend to have an emphasis on the founder skills, the 

preparedness of the entrepreneurial team, the track record, the degree of product innovation, 

competition, market characteristics and so forth (Manson & Stark, 2004). The venture capital 

investment’s scenario is by itself made by odds. About 60% of the received proposals are re-

jected right in the first phase and only less than 3% of the entrepreneurs in fact succeed (Šarić, 
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2017). That is also the perception shared by the first entrepreneur: “this startup market is very 

cruel, because the guy has 1000 companies to choose from, he will invest in 20 and only 3 will 

work. It is a heavy business as hell; It is a business grinder”. In this scenario where the proba-

bilities are already low, businesses aimed at inclusion are already starting behind because they 

do not contemplate criteria considered vital by these investment funds. 

 

“It was a difficulty to prove to these Venture Capitals that we had the possibility to 

grow. So, in the end it was: 'you still need to grow for us to be able to invest', because 

they have a very different view” (E8). 

 

That means that when it comes to get investments most of these inclusion-oriented 

fintechs are simple not attractive enough for the traditional financial means, as they work with 

small tickets and has difficulties in creating the necessary credibility that the fund market de-

mands: “I know most of them (Venture Capitals), and they have this stereotypical view that the 

community the ticket is small, that it will take time to scale” (E3).  

In general, social ventures such ones focus on financial inclusion are often characterized 

as high-risk and low return rates investments (Hoogendoorn, Zwan &, Thurik, 2017), and be-

cause its primary objective is to maximize social impact and not guaranteed shareholder pri-

macy, they do not become attractive enough to profit-seeking investors (Artz, Gramlich & Por-

ter, 2011). Moreover, Brazilian’s investors are very risk averse when it comes to fintech invest-

ment (Braido, Klein & Papaleo, 2020). 

On the other side of the coin, we have the impact investors. Impact investments is a new 

approach to financing social ventures through the access of debt and equity finance (Castellas, 

Ormiston & Findlay, 2017). Impact investors they sure evaluate financial sustainability as any 

other, but also take into consideration the authenticity of the founding team and the social prob-

lem that has been targeted (Block, Hirschmann & Fisch, 2021). They came to be as an alterna-

tive that seeks a “blended value”, an equilibrium between impact and financial returns (Castel-

las, Ormiston & Findlay, 2017). Yet, despite being considered rather different (Chowdhry et 

al., 2019), impact investors can often rely on the same criteria as “traditional investor” such 

scalability as they primary focus rather than social impact (Roundy, Holzhauer & Dei, 2017). 

The second and third entrepreneur highlights how homogeneous both can be:  

 

“Impact funds are like: ‘I will only invest if it has an impact. Okay, does it have an 

impact? So, I want very high profitability and I do not want to take on so much risk'. 

So, the entrepreneur cannot come up with more risky solutions, you know?” (E2).  
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“Man, I do not really understand these impact guys (impact funds), honestly, these 

impact guys, like, they never gave a nail about my business, and I never really under-

stood why. The big impact funds that I exchanged ideas were like: ‘you are too small, 

you need to grow more, our ticket needs to be a little bigger’. The little ones I do not 

know if I did not fit in their proposal, I did not call their attention” (E3). 

 

It was made clear that most of these inclusion-oriented fintech simply does not attend 

to the investors’ criteria. But what exactly made this business so unattractive? Firstly, one chal-

lenge yet not highlighted by the fintech’s literature is that of the difficulties in maintaining 

low default rates, highlighted by four of the ten entrepreneurs: “Non-payment is a problem. It 

was a barrier that we conquered, but it was very difficult” (E2). In Brazil 2020, the default rate 

of the low-income population was of 3.3%, the highest among any other class. Not only that, 

but the level of indebtedness of the same population was around 40%, while their income com-

mitment to amortization of interest was quite above 15% in the same period (BCB, 2021).  

The tenth entrepreneur pointed out how the high defaults could be a deterrent for inves-

tors: “I’m going to help a capillarity of people who may have high defaults and then have the 

risk’. So, bringing cash is always a problem”. The same entrepreneur also shared his believes 

on what may be major responsible for this high rates; a phenomenon ‘the culture of money’: 

 

“First: the culture of money: ‘ah, so since they release R$5,000, I’m going to ask for 

R$7,500’. This is a problem of convincing. We say: ‘no, you don't need all that, I 

make a counter-proposal in terms of your ability to pay, etc.’” 

 

But why this ‘culture of money’? Where did came from? Two may be the major villains: 

the financial illiteracy of the unbanked and the Brazilian’s instability economic. Since tradi-

tional fintechs usually works with a public with at least a minimum degree of financial educa-

tion, it is to be expected that when dealing with the unbanked, which usually has a lower edu-

cational level (Demirgüç-Kunt et al., 2018; Naeem & Ozuem, 2021), likely increasing the in-

debtedness and default’ potential: “usually the educational level of people in a needy commu-

nity is lower than the general average” (E6).  

There is, in fact, a correlation between one’s degree of financial knowledge/skills and 

indebtedness’ likelihood on the low-income consumer (Mette, Araldi & Rohde, 2008; Rocha, 

Teixeira & Oliveira, 2020; French & McKillop, 2022). This is a really in many developing 

economies, such Brazil, which has one of the lowest rates on financial literacy among the 

OECD countries (BCB, 2021). 

Yet, the fault not only falls on the financial illiteracy of the unbanked, but also on the 

instability of Brazilian’s economy. It is perceived by the entrepreneurs that the instability 
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suffered by the country in the last years, especially in the COVID-19’ Era, have a major role 

on the consumer’s behavior. “Today in Brazil everything is very uncertain. So, there is regula-

tory uncertainty, economic uncertainty” (E2). The instability led to high to a fluctuation on the 

price of basic commodities such as food, energy, fuel etc., also known as inflation.  

While the Brazilian’s PIB is estimated to rise less than 1% in the end of 2022, the infla-

tion reached 7,89% on the end of April, the sixteenth high on the indicator so far. Even with the 

interest rate hitting 13,25% a year, the government was not able to maintain the estimate 2,5% 

inflation rate. (BCB, 2022). High rates directly affect the demand side by raising the price of 

credit and discouraging overhaul consumption, but that also means reduce the purchasing power 

of the population. Fintechs, on the other hand, will have a hard time to offer cheap credit, as 

they will have to keep up with rising rates, reducing the potential for inclusion. 

 

“It is very difficult to build a fintech with full impact because of the characteristics of 

credit in Brazil; interest rate and such. We, for example, had rates that were very sim-

ilar to market rates, we had no financial breath.” (E1) 

 

 The difficulty in create, execute, and diffuse inclusion products is also a really for some 

of these entrepreneurs: “the company was a positive and in this turn it became negative because 

of these products” (E1). Robison (2006) highlights the costs with product differentiation can be 

a major barrier when dealing with social ventures. The first entrepreneur admitted that when 

they change their single product operation to a multi-product, especially with credit operations, 

they were not structurally prepared to deal with such a diverse audience: “the features of the 

product changed dramatically; we started to have people from all over Brazil, and the profile of 

the public that we accessed changed as well”.  

Regarding the unbanked, a product aimed at the economically vulnerable public is dif-

ferent from the conventional one. Most of the financial product that we have today is fit for 

middle- and upper-income class, whereas the low-income deserves it is on attention: “when it 

comes to an impact fintech, you will, by definition, be working with an underserved audience, 

which does not have financial products and services consistent with its reality” (E12). The same 

logic is also applied to risk rating, backed by two of the entrepreneurs: “I created several econ-

ometric models in my thesis to explain how risk modeling has to be differentiated for this au-

dience, for entrepreneurs in vulnerable situations” (E3). 

 
“The process that we set up here for credit analysis is a model that combines tradi-

tional and non-traditional data. So, we approve, for example, negative people, people 

who started life with no credit history. It also has to be financing that does not turn 
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into a snowball to the person. So, it is no use wanting to charge 9% a month from a 

negative person. He is not going to pay” (E11) 

  

Another economic challenge perceived by these entrepreneurs is the high cost of tech-

nology. “it’s a very high cost if you think about development (of technologies)” (E4). The bank 

industry it is one of that most invest in technology. In 2021, the total cost with banking tech-

nology in Brazil reached 18.8 billion, showing steady growth since 2017 (FEBRABAN, 2022). 

The costs to create your own technology infrastructure are practically unfeasible even for the 

most structured fintechs, which is why many of them opt for third-party solutions, also known 

as Banking as a Service (BaaS): “It does not make sense spend at least R$2,000,000, 

R$3,000,000 to create the technological infrastructure of my own. So, Banking as a service for 

those in the initial phase is the best way out, it is cheaper.” (E6). Thus, most of the technology 

cost in the begging comes from qualified IT professionals: “what barriers did I have in the 

beginning? Make the technology start, and this is all about the money too. No senior comes for 

less than R$10,000” (E3). In Brazil, the average salary of a senior developer is about R$10.000 

(U$1.881,756), up to R$23.000 (U$4.328,026¹) in 2022 (Glassdoor, 2022). 

General difficulties in validating and maintaining an inclusion-oriented business model 

is a challenged. As the eight entrepreneur point out: “it is very difficult for you to find an in-

vestor that is patient for you to test your business model. So, the big challenge for us was to get 

credibility to get credit in the market”. For Schoneveld (2020) Inclusive business model is “a 

type of sustainable business model that seeks to productively engage income-constrained 

groups in the value chain by providing solutions to neglected problems”.  

In fact, one on the main characteristics of inclusive business model is value creation 

over value capture, but also present a minimum degree of self-sustainability that allow both 

sustaining operations and guarantee return to shareholders (Schoneveld, 2020). Business mod-

els which aim to achieve financial sustainability and societal impact is in fact a challenge per-

ceived for some social entrepreneurs (Davies, Haugh, & Chambers, 2019). The first difficulty 

lies precisely in consolidating the economic objectives and impact objectives in the business 

plan: “the most difficult thing at this early stage is to look at your model and find that balance 

(between profit and purpose)” (E6).  

Second, comes the validation of this type of model: “we needed to validate the concept 

to see if people thought it made sense for their lives. That was the hardest part” (E6). In the 

 
6 Conversion carried out based on the dollar exchange rate on 08/04/2022, using the Currency Converter of the 

Central Bank of Brazil: https://www.bcb.gov.br/conversao 

https://www.bcb.gov.br/conversao
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startup world, one form of validation is through a Minimum Viable Product (MVP). When it 

comes to that, the lack of money turns the validation into a very manual process, especially 

dealing with fintechs: “most of the time I was just on power point, the system did not work, 

why? Because I did not have any money” (E3). This can take longer than planned in the vali-

dation phase and end up delaying the other processes. 

At last, comes the difficulty of scaling: “I think the difficulty is in scaling, growing the 

impact solutions and keeping the impact core” (E2). Several are the challenges that hinder the 

scalability potential of an inclusive business model, such as unrealistic expectations about 

growth, lack of financing, lack of partnership and so forth (Jenkins & Ishikawa, 2010). Conse-

quently, low scalability results in an unattractive track record for investors: “and here comes 

that terrible question: what is your track record? I have a high-powered portfolio, but over time 

it paid off, I will not have results in 3 months, I simply will not” (E10). When working with 

inclusive business models, growing while keeping profitability and purpose harmonic takes 

time, a time that many investment funds are not willing to give. 

 

“Always knocking on the door of Venture Capital and we never managed to get it 

(investment), because they looked and said: ‘Your track record is very small’. The 

same difficulty that I mentioned in getting credit in the market to grow, it was the 

difficulty we had to prove to these Venture Capitals that we had the possibility to 

grow. So, in the end was always: ‘you still need to grow for us to be able to invest’, 

because they have a very different look. When they look at a fintech credit for small 

and medium-sized companies, they say: ‘gosh, the guys already lent R$150,000,000; 

these guys know what they are doing’, but the average ticket of the guys is R$500,000, 

so to lend R$150,000,000 are like 30 clients, 40 clients, with R$900,000 I had already 

lent for 400 people, so in terms of volume of contracts I have much greater experience, 

but they look at the financial volume a lot, and my financial volume is not that attrac-

tive.” (E8)  

 

Lastly, all these economic challenges are even more aggravated due to low or zero prof-

itability at the beginning of the enterprise: “I spent two years without a salary, without money, 

without a penny to survive” (E3), “you will have to make decisions that will not optimize your 

financial life. You will be without money for a long time” (E11). In other words, there is a great 

difficult in reaching what we call in the startup world the “break-even”, which turns the business 

into a high-risk investment due to its low scalability potential, and thus scare away investors. 

This, however, is not a really exclusive to the inclusion-oriented niche. According with the 

“Pesquisa Fintech Deep Dive 2018”, about 52% of these financial startups had not reach the 

break-even as planned. In fact, most of the fintechs are unprofitable within three eyers of exist-

ence (Carbó-Valverde, Cuados-Solas & Rodríguez-Fernández, 2022).  
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“While we were trying to get it right, we had other jobs. I was undertaking in another 

market, where I already had clients who gave me a salary, and which I managed to 

maintain myself, until I managed to have revenue from this idea” (E7) 

 
“I had to work part-time, 20 hours a week at an NGO so I could pay my bills, and then 

I worked afternoons, sometimes at night, so I could be there for at least 40 hours at 

fintech, my partner too, I worked odd jobs from time to time to be able to pay the bills 

and not leave the company" (E8) 

 

4.1.2 The institutional challenges 

 

 Another very perceived challenge are the institutional ones, especially the difficulties 

understanding and complying with legislation: “central Bank legislation is always complex, 

it is not the simplest thing to understand. Some things still make me have doubts to this day” 

(E4). According to the Financial Complexity Index, published by TMF Group, Brazil has the 

most complex financial legislation in the world among the 77 countries analyzed in 2021. This 

is also a reality among some of the traditional fintechs in Brasil. 

One in four fintechs cited the difficulty of complying with legislation as a barrier to 

growth (PWC, 2018). In their study, Braido, Klein & Papaleo (2020) identified difficulties in 

understanding current legislation as a barrier on the brazilian context as well, but also the lack 

of specific regulation on the fintech sector. In fact, most countries do not have a specific regu-

lation addressed to fintechs (Rupeika-Apoga & Thalassinos, 2020). In Brazil, fintechs only 

started to have their own regulation in 2018 with the Nº 4.656 and Nº 4.657 and Nº 4.657’s 

resolutions published by the Central Bank. 

 This lack of understanding of regulation leads to another aggravating factor perceived 

by some of these entrepreneurs, which is the fear due to regulatory uncertainty: “regulatory 

too. Today in Brazil everything is very uncertain. So, there is regulatory uncertainty” (E2). As 

example of how this affect some of these entrepreneurs, the seventh entrepreneur told how his 

fintech heavily rely on incentive laws: “we always have a high risk that the incentive laws are 

deactivated, of these programs ceasing to exist”.  

Not only that, but as the fintech regulatory environment is still taking the first steps 

towards maturing, some entrepreneurs highlight their fear of adopting new solutions: “so each 

financial product you will have will be governed by legislation, and there is a sea of things there 

that are still being updated and changing” (E5). These differences in the legal environment can 

lead to an instable financial system by discouraging the fintech activities (Rupeika-Apoga & 

Thalassinos, 2020). 
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Regulatory uncertainty, complex tributary regulation, juridical insecurity, and the lack 

of specific regulation also have major consequences in attracting investors (PWC, 018), some-

thing also perceived by one of the interviewed: “If you are not a regulated financial institution 

there is no security (for the investor)” (E10), the same conclusion found by (Efimov, Koroleva, 

& Sukhinina, 2021). Moreover, in institutional environments where there is not a proper regu-

lation to social business (Reilly, 2016), some entrepreneurs perceive a difficulty for investors 

to understand their business properly often confusing it with non-profit organizations due to its 

social impact: 

 

“I have a hard time raising money because investor thinks I am an NGO. Then they 

say: ‘hey, don’t you want to get a donation?’ We are not an NGO, and I refuse to open 

an NGO's register just for that, we are doing a for profit venture. It has been said that 

social entrepreneurs are always NGOs, you know?” (E3).  

 

Incidentally, because of this institutional and cultural distinction of for-profit and non-

profit business, inclusion-oriented entrepreneurs have to come up with clever solutions to raise 

funds: 

 

“We saw that productive microcredit allows civil society organizations to work with 

this type of credit operation, and then it is not limited only to banks, to financial insti-

tutions. So, through an Institute, we created a register, a non-profit association, so that 

we also had this protection. So, if the Central Bank says: 'you are doing credit opera-

tions', yes, we are doing credit operations, but we are doing credit operations follow-

ing the Usury Law, and through an association without for profit that works with mi-

crocredit.” (E8) 

 

 As if the legislation was not clear enough, some entrepreneurs reported the difficulty of 

contacting public bodies in search of clarification: “we already had to contact the Central Bank 

a few times to clear up some doubts and it was not good. In short: they only responded with 

what they had already there was on the internet. Our lawyers contacted them in more than one 

channel, and it was not resolute, remained dubious and that was it” (E4). Even the one with the 

expertise seems to struggle to pass te correct explanation for those who need, which may denote 

how unclear and overcomplex some aspect of financial legislation really is. 

At last, comes the conflicts with corrupt public actors. Although point out by only 

one entrepreneur, the seriousness of the topic deserves to be highlighted. According to the 

Transparency International (2021), in a scale of 0 to 100, Brazil scored 38 points, below the 

average of 43, occupying the 93° position of 180 countries. Corruption has its most impact on 

the poor by reducing access to public services, impeding investment, and hinder economic 

growth (World Bank, 2021). It not only prevents fintechs from working with the public 
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authorities to solve problems of inequality but can turn it to as mean to public corrupt actors 

act, through the infringement of data privacy and others illegal purposes in regions with a poor 

institutional environment (Pejkovska, 2018). Not to mention undermine the entrepreneur’s mo-

tivation to act for the greater good and fuel feelings of hopelessness and disillusionment. The 

third interviewed told his experience: 

 

“Bribery business; one of the very reasons for my burnout is that. There was a time 

when we got involved with players who wanted us to make public-private partner-

ships, and inevitably everyone wanted a bribe, everyone has to have it; it’s the coun-

cilor, it's the so-and-so who indicated it, it’s a line of leeches and dishonest people 

who want to keep sucking from your business and still want participation because they 

indicated someone.” 

 

4.1.3. The social challenges 

 

 “When we undertake, we say that if you want to go fast you go alone, if you want to go 

far you go with other people”, said the eighth entrepreneur. Yet, in the context of inclusion-

oriented fintechs, that is not so simple. The entrepreneurs reported great difficulty in finding 

strategic partners: “it is impossible. George Floyd had to die for me to get it, the brother in 

that supermarket had to be murdered, unfortunately that is it” (E3). Form strategic alliances is 

something that even traditional fintechs struggles with (Braido, Klein & Papaleo, 2020). Most 

of the potential partners simply do not see the “benefits” of acting inclusion-oriented, implicitly 

referring to financial gains: “the difficulty was that the guy at the supermarket did not care. It 

was very difficult to build impact because you cannot build it alone” (E1). In other words, the 

difficulty of form partnerships lies on the incompatibility of the actors’ values and objectives 

which, not by any surprise, prioritize gains and cost reduction over social impact: 

 

“When these partners are more aligned with our purpose, on the same page as us, it is 

easier. But when we go looking for partnerships, sometimes it is easier because we 

share the same purpose, and sometimes is not. We are surrounded by those who are 

not entrepreneurial with a socio-environmental impact, and sometimes this contact is 

more difficult” (E4). 

 

Some studies highlight the role of the competitors, usually mentioned as “big players”, 

as conflicted (Braido, Klein & Papaleo, 2020; Efimov, Koroleva, & Sukhinina, 2021). In the 

inclusion-oriented context, few was the interviewers who shared the same concern, often down 

to steal their ideas our potential clients: “I think what I fear most is always without competitors, 

to do our solution, while we don't have that leap of growth” (E4), “in the competition has eve-

rything, there’s the guy who releases it in two minutes, and if we didn't, the customer has already 
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gone elsewhere.” (E10). Yet, the mistrust on the big players is not a generalized concern among 

the entrepreneurs; quite the contrary, as an inclusion-oriented business, they believe that part-

nering with larger banks is a means to further spread inclusion: 

 

“We see a big player as a potential customer, not as a competitor. We do not see 

competition in the impact universe. We want more and more companies to have an 

impact. So, I do not want to be a competitor of a big player, I want to help then gen-

erate impact. I prefer to think of it this way; I have solutions here that one can use so 

that we can generate impact together without any problem.” (E9)  

 

This perception, however, does not always seem to go both ways. It is known that 

fintechs can enhance competition by providing financial services more efficiently that the tra-

ditional means (Navaretti, Calzolari & Pozzolo, 2018). Large Banks, on the other hand, did not 

stand idle by and started to press up the government to regulatory change. In Brazil, the Central 

Bank response was to tighten regulatory requirements for large fintechs in order to make com-

petition between them and traditional banks fairer (BCB, 2022). 

 Yet, as the fintechs continue to become an increasingly important part of the economy, 

and the regulatory environment begins to mature, seems inevitable that that this feud between 

the two will soon turn into cooperation. Most of the fintechs already aim B2B models, working 

for this same financial institution offering open banking and other software as a service-based 

solutions (PWC, 2018). Even ones based on B2C models, it is unlike that large bank will see 

then as competition because their focus is on an inclusion niche that is not, and possibly will 

never be, attractive enough for then. 

 

“We know other organizations that work with credit as well and it is not conflicting, 

because each one is working in a specific niche. There is a lot of space in the market, 

especially in the microcredit market and whenever we can help each other, we try to 

help each other.” (E8) 

 
“Brazil is huge and has room for a lot of people (competition). So, everyone doing it 

will help faster.” (E10) 

 

 Other social challenge is regarding find qualified professionals. In fact, most of the cri-

tique actually comes from the lack of TI specialist: “nowadays it is difficult for us to hire a good 

developer” (E2). According to the Reveal (2022), one of the business’s biggest challenges will 

be recruiting developers with the right set of skill for their need, resulted from a growing short-

age of that kind of professional in markets worldwide. In Brazil, is estimated a deficit of 408.000 

IT employers to the end of 2022, resulting in a revenue loss of BRL 167 billion between 2010 

and 2020 for the sector (Andrion, 2022). This shortage of professionals is not exclusive to 
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developing economies, but also affects even developed countries such as Sweden (IT&Tele-

komföretagen’s, 2017). As a sector so dependent of technology as fintech, this challenge is one 

of the few that struck really hard. Yet, some believe that its innovative and diversified culture 

model, as well its concern with social impact, can serve as an advantage over traditional com-

panies in attracting a new generation of talents that start to give much greater weight to this 

type of criteria (PWC, 2018). 

 

“We have a lot (difficulty in finding qualified IT personnel) until this day. But this 

market does not lack talent, it is a matter of proposal, a dissatisfied professional leaves 

one company to go to another, there are no idle people in this market.” (E7) 

 

 Not only finding qualified labor, but the entrepreneur's own knowledge was also per-

ceived as a challenge: “to this day I don't feel prepared; it is a constant formation” (E4). The 

second entrepreneur attributes this difficulty to the high load of knowledge that an entrepreneur 

in general must possess: “to undertake you need to get your hand in several areas of the com-

pany, especially in the beginning. So, I needed to learn about credit, marketing, statistics, tech-

nology development, human resources, taxes, accounting”.  

Aside the general entrepreneur knowledge, inclusion-oriented business models have 

their own intricacies. Naderi et. al. (2020) highlights how the lack of social entrepreneur 

knowledge and the felling of unpreparedness can manifest as barriers on social entrepreneur-

ship. Moreover, the perceived entrepreneur’s preparedness by the fund reviewer has a signifi-

cant impact on his decisions of whether do or not invest (Chen, Yao & Kotha, 2003; Galbraith 

et al., 2014). 

This feeling of unpreparedness cam be in part justified due the lack of material aimed at 

inclusive business models: “When I started to undertake, there weren't so many things focused 

on impact companies, you know, much less if we are going to talk about impact fintech” (E5). 

It was observed that in places where these entrepreneurs gather their knowledge, such as in 

acceleration programming and incubators, the practices and materials used are still the same as 

those for traditional companies: “In terms of material too. When we participated in programs, 

it was a group that was always the same entrepreneurial material that we used, it was not focused 

on impact” (E4). 

 This denotes the important of the use and dissemination of this type of material in ac-

celeration programs, universities, and whatnot, where the knowledge of basic entrepreneurship 

is spread, since the absence of social issues in the college curricula is one of the potential causes 
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that hinder the development of social enterprises, for instance (Pelucha, Kourilova & Kventon, 

2017). 

 

“I think the biggest challenge is the lack of disclosure of opportunities. I believe that 

there are many Junior companies, incubators within universities that do not know the 

way to launch their company on the market. How many wonderful ideas are there 

within Brazilian universities, right? We have an immense, diverse, rich territory that 

lacks this. So, I think there are many solutions and creative ideas developed within 

the national territory, but we do not have this business culture and the paths well listed. 

So, I think this was a challenge for us to discover these paths.” (E7) 

 

4.1.4. The cultural challenges 

 

 The biggest cultural challenge perceived by these entrepreneurs is the culture of Brazil-

ian investors. Braido, Klein & Papaleo (2020), already pointed out that Brazilian investor have 

a resistance in investing in high-risk businesses, such as fintechs because they are small, un-

known and with low profitability. On the other hand, Anglo-Saxon investors are much less risk 

averse and wilily to tolerate losses (Enskog, 2015).  

The regional and socio-economic contexts should indeed be taken into consideration 

when discussing impact investments, along with its individual-level characteristics (Roundy, 

2020). In 2019, of the USD 715 billion on impact investing worldwide, 50% were allocated in 

the US and Canada while only 4% were allocated to Latin America, Mexico, and Caribbean 

(Hand et al., 2020). The fourth entrepreneur highlights this contrast between European and Bra-

zilian funds, and the way in which the latter prioritized numbers over impact:  

 

“We see that even to get investments in Europe, funds, and programs in terms of socio-

environmental impact are much more common, and there they give resources. Here I 

think it is much more about your numbers. When you are going to participate in a 

program, they want to see your numbers, if you do not have very good numbers, it is 

not cool, you are not making enough profit for what they want.” 

 

This risk averse’ culture seems not to be the only problem shared by the entrepreneurs. 

Some Investment funds seem to be quite reticent about making investments in places like poor 

communities and favelas, where some of that inclusion oriented fintech acts. The cause is a 

stereotype concerns that perpetuates a prejudiced view of the community and its people. These 

social representations that link poverty and criminality only serve to encourage prejudice and 

increase the feeling of exclusion on the part of the residents (Naiff & Naiff, 2005). About 8% 

of the brazilian population lives in favelas, which would represent the fourth most populous 

state in the country by itself. Of 17,1 million people, 76% have or want to have a business in 
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the community; lack of funding is the one of the most to blame (Rolfini, 2022). The first and 

third share how difficult it is to convince venture capital funds to invest in businesses with a 

direct focus on the favela population: 

 

“When talking with funds, we heard things like: ‘hey, but in the favela? How is secu-

rity? And drug trafficking? And do you dare to go there? Have you been there?’ And 

I said: ‘I've been there’. ‘Man, you're crazy, how do you go there?’ Man, I go normal, 

I catch the bus’, and people thought it was crazy” (E1). 

 
“I got tired of going to an investor to talk about my work and the first question the 

guy asks is: ‘What you do when drug dealers want to open an account?' Damn, I do 

the same thing as every other bank! If he has an account in other places he will come 

to me, and if he is not approved elsewhere, he will It will not be with me either. These 

are Hollywood stereotypes like ones from movies. It is insane.” (E3). 

 

One of the entrepreneurs also believe that he felt excluded of get investments by racial 

questions. In Brazil, 56% of the population declare themselves as black or brown, of which 14 

million are entrepreneurs, in the majority micro-entrepreneurs. They most recurrent challenges: 

access to credit and prejudice (Incentivos, Movimento Black Money & RD Station, 2021). 

Moreover, of the USD 150 billion investment by venture capital, only 1% were to black found-

ers in the North America (Accenture, 2022).  

If fact, several Black entrepreneurs reported how much racism plays a role in low levels 

of funding for Black entrepreneurs, even to the point of being discriminated as “delivery work-

ers” and having to bring in a white employee to increase the chances of getting the investment 

in pitch meetings (Albergotti, 2022). Not only that, but black-led teams are more prompt to face 

racial bias from asset allocators than white-led ones (Lyons-Padilla, 2019). Other minorities 

such as females and LGBTQ+ people are also inclined to suffer from a similar discrimination’s 

type whatsoever. 

 

“Many times, I arrive to meet people and talk about my trajectory in the financial 

market, then people look at my stereotype: Black, big guy, with a beard, dread, and 

people do not believe you work with it, unless you whether it is something like drug 

trafficking, money laundering, so there is always this association like that. I am pretty 

sure that to a white guy he would never ask that kind of question.” (E3) 

 

Deepening into the problem, we see that the venture capital world is mostly made up of 

white men. According to The Information (2019), 84.6% of the senior investment leadership of 

venture capital was man, and 15.4% was woman in 2018. Looking on the ethnicity composition, 

the problems is aggravated; 73% was white, 23% was Asian and alarming seven of the 723 

seniors was Black. This high concentration of white men facilitates the sharing of their own 
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agendas that often only serve their interests and those of their peers; that is the vision of the 

third entrepreneur about the Brazilian’s impact fund market, who believe that this concentration 

is the source of the problem. There is also the problem of lack of communication with the reality 

to be impacted. Those on the top rarely comes down to see it up close, distorting the real needs 

of those in need with their own: “I remember that I was there participating in the favela, and 

they said: ‘people make decisions on the other side of the bridge’. So probably these people 

never really put themselves in their place” (E1). 

 

“These guys from the so-called social impact are always like that, with all due respect, 

but they are always upper-middle-class white people, and they are the ones who de-

mand what is impact and what is not. Venture Capital are about fifteen guys in Brazil 

who run all Venture Capital funds. When they want to invest in something, they get 

together in some fancy neighborhood and say: ‘ah, this one is going to be a problem, 

oh this one is cool’, it is like that. I think the social impact funds have not yet become 

professionalized in investing in scalable black founders and female founders’ busi-

nesses. The social impact is that you invest in the founder, not necessarily in the 

founder's business, because the whole problem of inequality exists because the owners 

of the traditional businesses that they have today are white people.” (E3). 

 

From one end to another, cultural challenges are not only present in attracting invest-

ments but above all in the final public. In that regarding, three are the most recurrent cultural 

factors: the low technology resilience, the resentment of the user. Mobile bank acceptance or 

adoption is a research field with lots of works, yet few are the ones concerned with its role on 

unbanked (e.g., Tobbin, 2012; Lema, 2017). Iddris’ (2013) study gives us some interesting in-

sights on what the perceived barriers of mobile banking adoption in a developing economy 

context are. First, the use of technology requires knowledge that they do not have and are not 

willing to learn.  

The eighth entrepreneur pointed out how the lack of knowledge can affect the usage 

intention: “It is a little complicated, yes, especially for entrepreneurs in the interior of Brazil 

who have a very great difficulty. These people do not have a very great knowledge about tech-

nology”. Perceived usefulness and ease to use are two factors which precedes the mobile bank-

ing and financial technologies’ adoption (Singh, Sahni & Kovid, 2020), that may be related to 

the user’s lack of knowledge and thus greatly affects their technology resilience. In fact, Tobbin 

(2012) point out that these two factors have indeed an influence on the rural unbanked popula-

tion’s intention to adopt and use mobile banking services. 

 

“He needs to understand that it is more practical, and he will only do it when he con-

vinces himself that: ‘wow, much easier than going to the lottery to pay’. Also under-

stand that he will have benefits, because the Brazilian is a lot like that, like tell him: 

‘with physical money in hand you have the risk of theft. If you handle your account 
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digitally, we can better understand how you use your credit so that in the future you 

have a better score and new opportunities, not receiving R$1,500, but maybe receiving 

R$3,000” (E10). 

 

“But in this process, they start to understand many advantages for them too. We heard 

several phases like: ‘ah, much better because the money is already in my account and 

I don't need to go home with a lot of money because it’s worse, it can be more dan-

gerous’” (E5).  

 

Another important factor on mobile banking adoption among the unbaked is one of that 

trust (Tobbin, 2012; Lema, 2017). Trust is a psychological expectation that a trusted part will 

not behave opportunistically (Dass & Pal, 2011). Both the third and tenth entrepreneurs high-

lights how the lack of trust can affects one perception about a financial solution, or better yet, 

the role of resentment: “they just think you're going to steal their money, they’re used to it, with 

a guy saying he’s going to help, but actually he's about to rob him” (E3); “those people for 

having received so many ‘no's’, they want to see if that is really true, if that really is real money 

that they will be able to use” (E4).  

In this context, trust can also be related to sense of insecurity. Due to the absence of 

face-to-face interactions, users of financial technologies can be afflicted by a feeling of uncer-

tainty and therefore associate a greater risk to online transactions (Singh, Sahni & Kovid, 2020). 

In fact, unbanked and low-income households have indeed a tendency to prefer traditional fi-

nancial means over mobile baking solutions (Iddris, 2013) 

  

“He wants to go to ATM, withdraw everything and use the physical money. He can 

emit the bill within the app to pay the installment, but he calls and asks for it personally 

every time. So first he need understands that it is safe.” (E10) 

 

Incidentally, the evidence also corroborates on how social influence make its way as a 

factor on mobile banking adoption. Social influence is the influence of others around someone 

who feels obliged to use a specific technology in order not to feel excluded from that context 

in which he is inserted (Venkatesh, Thong, & Xu, 2012), and is already a factor considered in 

mobile banking acceptance’ models (e.g., Lema, 2017). The fourth entrepreneur reports how 

the pressure from other members around forced the adoption of technology: ‘There was a move-

ment like: ‘hey, everyone is using except me’”.  

Some of the found evidence indicates that acting through social influence may be the 

way to overcome the technological barrier. The fifth and the eight entrepreneurs pointed out 

who important was the role of local associations to deal with this cultural challenge: 
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“We did a whole job with the fair commission, we always arrive first at these organi-

zations, at the commissions that will be this umbrella for several farmers, and then 

they trust this commission, this organization, so it helps a lot in this process.” (E5) 

 
“The presidents of these associations provide all the technological support. So, these 

organizations end up helping this technological literacy, so to speak” (E8) 

 

Lastly, we have another factor yet very little explored by the literature: family discour-

agement. The third entrepreneur relates how unsupportive and demotivating his family was 

during his enterprise attempt: “my family all time was like: you have four kids, stop playing 

and go to a real work, you know? Like I was not working, you know? 'Forget it'”. The role of 

family in the entrepreneurial process is yet a relatively recent area of study (Cardella, Hernán-

dez-Sánchez & Garcia, 2020), but there is evidence that perceived family emotion support can 

in fact significantly impact the emergence and enhance the likelihood of new startups activity 

among younger entrepreneurs (Edelman et al., 2016; Osorio, Settles & Shen, 2017).  

In that context, emotion support is the perceived family members’ approval and encour-

agement of the individual’s entrepreneurial actions (Osorio, Settles & Shen, 2017). Since social 

entrepreneurial intention is strongly based on the entrepreneur's motivation, this single evidence 

can provide useful insights on how the perceived family emotional support constitutes itself as 

an antecedent of social entrepreneurial intention, and by extension, it is role on inclusion-led 

fintech’s context.  

 

4.1.5. The infrastructural challenges 

 

The infrastructural challenge most perceived by the entrepreneurs was the poor or com-

plete lack of internet infrastructure: “does all Brazil have access to infrastructure? No. Does 

everyone have access to internet technology? No” (E10). This is a problem that most likely only 

affects the developing world, as 93% of the unconnected population live in low- and middle-

income economies, despite 94% of the world’s population was covered by mobile broadband 

networks in the end of 2020 (GSMA, 2021).  

Coverage does not necessarily translate into use, nonetheless, particularly amongst the 

poor. While 100% of individuals who earn more than twenty minimum wages per month have 

already used their cell phone to carry out bank transfers, 89% of those who receive up to two 

minimum wages have never performed a simple bank transfer using their cell phone in Brazil 

(BCB, 2021). Worldwide, 3.4 billion people are not using mobile internet despite having cov-

erage (GSMA, 2021). 
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Still, poor telecommunications infrastructure is yet one of biggest barriers on mobile 

baking adoption (Iddris, 2013). Braido, Klein & Papaleo (2020) highlighted how a poor internet 

infrastructure can constitute as a challenge to fintechs. The third entrepreneur reports how, de-

spite existing, internet coverage is poor in communities with a high concentration of low-in-

come households: “it is terrible. Many communities have terrible coverage, where the card ma-

chine does not work. So, the guy has to go up an alternative optical fiber because the operators' 

guys do not go up there to install a wifi”. Consequently, there is a concern of one of the entre-

preneurs that this factor could jeopardize his operation: “we are concerned that if we do not 

have a connection, he may have no balance in his account and thus he will not be able to access 

the internet to do the transaction” (E6). 

Finally, comes a concern about security. One entrepreneur in particular raised the prob-

lem of how physical money can put the integrity of your employees at risk: “the problem is that 

he has to move from the community to deposit the money he collects in hand. There comes a 

time when he has R$500, R$1000, then he starts to take risks” (E6).  

Taking the State of Rio de Janeiro as an example, which as the most populous and vio-

lent favelas in the country, the organized crime dominates in 1.413 communities and 19% of 

that territory is overwhelmed by militia (Leitão & Lannoy, 2020). In Brazil, Militia is a criminal 

group who work in needy and vulnerable communities, practicing all kinds of extortion to their 

residents in exchange for protection. It has a huge negative impact on any type of business that 

seeks to operate in these regions controlled by them, which will demand counterparts against 

the law that hinder the operation. 

 

4.2. The suggested solutions 

 

 This section is intended to discuss the solutions proposed by the entrepreneurs them-

selves and which were incorporated in the artifact. 

 

4.2.1. Have an open mind 

 

Starting a business is not easy, let alone starting a business for the first time. About 9 of 

10 startups fails in the course of 10 years. Specifically, 20% find their premature end in the first 

year of existence, and this number only tends to rise in subsequent years (Kotashev, 2022). It 

requires a range of knowledge that most entrepreneurs are not able to deal with: 
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“To start a business, you need to get your hands on several areas of the company, 

especially in the beginning. So, I had to learn about marketing, about credit, and I still 

need to learn a lot more about these points, marketing, credit, statistics, technology 

development, resources human, tax part, accounting. I think it is like an MBA, you 

have to constantly learn everything again.” (E2) 

 

The lack of knowledge and the unpreparedness of the entrepreneur is one of the reasons 

of why many businesses do not survive (Kotashev, 2022). Even long-time entrepreneurs even-

tually are faced with problems beyond their knowledge. For those suffering from the “I must 

know all about it” syndrome, the secret is not to devour every book you can find on startups 

and try to understand every nuance before starting the business; because at this rate you will 

never “get your hands dirty”: “the biggest difficulty is actually getting started. People itself put 

too much hindrance, like: ‘When I have that, then I will undertake” (E11). The secret lies in 

having an open mind and being prepared to deal with a market that is changing all the time. It 

is constant learning. 

 

“There is a difference between knowing fintechs and owning a fintech. So, I think the 

first thing people have to be prepared for it, is that they have to be very open-minded 

to learn a lot about this universe, because when you start to open up, that is when you 

really start to see the intricacies. So, there is a lot of new stuff you are going to learn. 

It is preparation, its study, and when I am saying study, it can often be an article you 

read, a course you took, or a conversation you attended, a meeting you had with a 

client, with a partner” (10) 

 

4.2.2. Understand your market 

 

First of all, it is imperative to understand very well about the target market. About 35% 

of startups do not survive because there is no need for their solution in the market (CBInsights, 

2021). It is necessary to clearly define where the niche of action will be and why, deepening its 

justification through research and data to support it. There are numerous reports and databases 

that can be consulted for free on the internet, but if the need arises, opting for a specialized 

service is an something to be considered.  

In addition, it is important to delimitate the target audience, how the proposed idea will 

impact the lives of these people and make sure that the idea actually makes sense to the audi-

ence. This survey is extremely important and will allow the entrepreneur to have a more robust 

business model. Here, the clearer and more well-structured the proposal, the greater the chance 

that it will be well accepted by investors. Some of the entrepreneurs raised a lot of question that 

an inclusion-oriented fintech entrepreneur-to-be should ask himself and answers before any-

thing:  
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“The first challenge of being an entrepreneur is knowing your audience. What are the 

difficulties they have? What do they really need? What are the solutions they find 

today and why is your solution better? And then from the moment you have these 

answers, you have to start thinking about the possibilities of work that you can do” 

(E6). 

 
“What market do you want to serve? What is the audience? What kind of problem will 

your fintech solve? Who is this niche? What is his profile? Will your technology be 

easily absorbed? Do they feel this problem? Do they have this pain? Would they buy 

your idea as a solution? Would you be an enabler in their lives? And which channels 

would you communicate this? How would you do the validations? And then look for 

who in the market is presenting a similar solution. Is there such a solution? Or in other 

countries with the same characteristics as Brazil, or in first world countries, is there 

already a similar solution? How do they do? How was the story?” (E7) 

 

Moreover, tools such as the Double Diamond Thinking Process could be a viable option 

to facilitate this process. 

 
“Within the entrepreneurship model we have the Double Diamond. If you have a prob-

lem that you want to solve, you go there and do some research to understand what the 

origins of that problem are, and then you narrow it down to which of those problems 

you want to solve. So, from there you get out of a problem, you investigate what the 

origins are and decide which origin you want to solve. From this source I have n pos-

sible solutions and then I will work on one of these solutions, hence the Double Dia-

mond. So, from the moment you know what the problem is, what the origin is and 

how you want to solve it, then you start working on that solution.” (E6) 

 

4.2.3. Build your trusted team 

 

It is no use, no one goes anywhere alone; it is needed to surround yourself with a com-

petent and reliable team that will be with the entrepreneur in both the ups and the downs; pro-

fessionals who not only complement the founder's knowledge, but who share the same passion 

for the business. The first entrepreneur tells the following about his team: “From the point of 

view of the internal team, the staff was brilliant. Everyone's greatest pride was working in this 

company”. This is not an easy task as it is one of the biggest pains of fintech entrepreneurs 

(PWC, 2018). 

In fact, team problems are one of the most perceived factor of why startups fail (CBIn-

sights, 2021; Kotashev, 2022). In the beginning, fintechs usually have around 5 to 20 employ-

ees, and even after they are consolidated, they usually do not exceed 50 (PWC, 2018). There-

fore, especially in the beginning, the team has to be accurate. It is necessary to focus on looking 

for professionals in the areas of programming, marketing, finance, and design, which will be 

essential for the first years of life, and who above all are connect with the inclusive proposal of 

the business. 
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“You have to look a lot at those around you, both the people who surround you, give 

support, who have the knowledge, mentors, and everything else, but not especially the 

team, because I think it makes all the difference in moments of ups and downs know-

ing who you are undertaking with. Undertaking alone is very difficult, even more a 

fintech, no one will create a fintech alone. So, look at the team because they are people 

you will spend most of your time with” (E5). 

 
“When we undertake, we say that if you want to go fast you go alone, if you want to 

go far you go with other people. So, first of all: find people who are willing to walk 

with you, even if part-time, find people who complement your knowledge. So having 

people you can count on is important, because not only for you to do things, but for 

you to share the pain. Entrepreneurship is almost a lonely journey, and if you do not 

have anyone to share the pain with, man, it is super difficult, even having a partner is 

hard enough, imagine starting a business without being able to share the difficulties, 

without being able to exchange information with someone. So, first of all I recom-

mend finding people, form a team that has bought into the idea” (E6). 

 

4.2.4. Create the MVP and Validate your idea 

 

The MVP (Minimum Viable Product), or Minimum Viable Product, is a given solution 

in the form of a product, usually a prototype or a “beta version”, created with as few resources 

as possible, which will be distributed to a small group of selected consumers, opinion leaders 

or experts, who will validate it and provide feedback. Quite paradoxically, many of these tech-

nology-based businesses do not start by creating ambitious solutions our investing millions in 

technology automation. As a matter of fact: many of them started out simpler than one might 

think: “in the beginning, we launch our MPV with a paper model” (E4).  

As general rule of thumb, entrepreneurs share the consensus that you should not expect 

too much; "Get out of your building" and start testing the model, however rudimentary it may 

seem. It is only in the field that it will be possible to obtain the answers that the entrepreneur 

needs. They will not always be positive; but the feedbacks will be the basis for knowing what 

works and what does not. If anything goes wrong, it just has to start over. 

 

“We started very basic. I create a website with a box just for the person to leave a 

comment. And in this very basic way we could already see that the demand was very 

strong. Our first client was in this very manual and rudimentary way. So, what con-

vinced us was this whole testing process, having a positive result from customers, and 

then moving on to something more developed. It helped us validate our idea and give 

us confidence that we were actually solving the person's problem, that we were on the 

right track.” (E2). 

 
“The best thing for a startup entrepreneur is to get out of the building, which is to get 

out of your office and put your model on the street to be tested. That is what I did with 

my first offline prototype, I went out into the street, and I stopped people who had a 

profile and I interviewed, showed the application, said the model, it is the practice of 

'leaving the building’, huh. So, the best tip is “go as you are”. There is even one of 

those startup ecosystem speakers who says: 'if you're not ashamed of your MVP, it's 
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because you took too long to launch it'. You have to look at your first prototype and 

be ashamed of it.” (E6). 

 
“You have to start with a sample. In these two neighborhoods I have this sample, I am 

going to do a 5-month test, and so on. We did not start with super audacious goals, 

but we have always been growing and validating, managing to identify opportunities, 

and developing products to meet market needs. It is validation. You can start with an 

excel spreadsheet that works too, we managed it through excel spreadsheet, google 

forms, a simple template, I already made the identity and sales presentation and im-

agine, I have zero designer” (E7). 

 

4.2.5. Elaborate your thesis 

 

Once understood all the nuances of the market, it is time to start crafting the main ma-

terials for investors. Every Venture Capital fund has what we call an "Investment Thesis" which 

contains the parameters required by them at that time. It is important to prepare the Financial 

Thesis of the business, seeking to adapt as much as possible to the parameters of the desired 

Fund. Here goes all kinds of financial information that can catch the eye of investors; short-, 

medium- and long-term projections, when is planned to reach breakeven, proof of business 

scalability, definition of valuation, milestones, the progress so far, MVP validation, and so 

forth.  

The "Impact Thesis" is quite self-explanatory; here goes what the problem is to be 

solved, what the proposed solution is and why it is the best alternative, how the product impacts 

the target audience and how exactly it does it, what the value proposition is, the relationship 

with the SDGs etc. Assembling these documents may not be an easy or cheap task. In this case, 

tools like the Business Model Canvas can be a practical way out of this. 

 
“Go build your presentation pitch, your valuation thesis, your financial thesis. If you 

have these three documents, then you start talking to people with authority about your 

business. If you do not have these three documents stressed out not even bother. Make 

these three documents and start knocking on some doors. The guys will criticize, and 

you improve it” (E3) 

 

In addition to these more elaborate documents, it is very important to start preparing 

more summarized versions, which will be those presented to investors, and which need to con-

tain only the essentials to convince them. First the “One Page”, and then something more elab-

orate, such as a Pitch Deck. Although there are paid templates for this, the truth is that there is 

no specific template to follow. In general, investors do not spend more than 4 minutes to eval-

uate the institutional material (Fileno). Therefore, it is important that the information is pre-

sented as clearly and concisely as possible, so as not to create doubts. 
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“What is lacking are projects that pass through the sieve of these various funds that 

exist and have the money to give. To make a project that goes through the investment 

fund screening process and that in the end is approved, you as an entrepreneur need 

to build a thesis for all these points; it needs to be well modeled, it needs to stand still, 

the business model needs to make sense. You, as a good entrepreneur, will still need 

to summarize, try to make a presentation that we call a One Page, which is one where 

you put everything on one page and you have the main points for the investor to read 

that page and decide if he wants to delve deeper, have a conversation with you or not. 

It takes a lot of work, but we did it and were successful in capturing it.” (E10) 

 

4.2.6. Inclusion is in all processes 

 

Inclusion is not a process that necessarily only occurs at one end; it is all about a process 

chain that must be inclusive and really reflects the values and principles of the business. It is 

important to start thinking about adopting more sustainable alternatives in internal processes, 

from the simplest, such as using less paper, to generating other impact returns with products 

than just inclusion. The more inclusive your processes, the stronger the value proposition and 

more likely it will be to attract investors. In addition, metrics that denote inclusion are essential. 

Knowing how to communicate the inclusive potential of the business is also a crucial part of 

attracting investors. 

 

Our slogan objective is to humanize banking relationships because pain is not money, 

pain is everything that involves the lack of money. So, our service is already human-

ized level 1. If you enter our website, there you can see the “inclusometer” in the 

“About us” tab. We have already created this index to monitor how impactful projects 

are really facilitating access to money for this audience.” (E10) 

 
We chose to make this card transparent because that's how philanthropy should be, 

transparent. So, the card is also a very important piece of communication for us. We 

are trying with the flag a recyclable plastic option, which has less plastic in the oceans, 

etc. The card too, when you transact it, any benefit we have, we transfer a portion to 

these transformation funds, so if you use our card, you are also generating an impact.” 

(E9). 

 

4.2.7. Be sustainable. In all ways. 

 

Sustainability does not just come through social and environmental impact; it is also 

about being able to stand still. A characteristic of the social entrepreneur is wanting to embrace 

the world and solve all the social inequalities they see ahead. And that is where many get lost. 

Unfortunately, entrepreneurs that do not know how to be moderate ends up alienating all inves-

tors. Sometimes it will be necessary to put your foot on the brakes to be able to help more 

people in the future. It will not do any good to focus only on the impact so that after 2 years 

you have to close the doors because you could not sustain the business. It is necessary to define 
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and harmonize the Impact Thesis and the Economic Thesis of a business very well and do this 

clearly. The last thing you want is to make an investor doubt the potential of your fintech. 

 

“If we cannot function as a company, we will not be able to help more people. Sus-

tainability is also economic sustainability, otherwise we do not live.” (E2) 
 

“The pillars of sustainability are Social, Environmental and Economic. We cannot 

give up the economic, otherwise we become an NGO. Our idea is that it is possible to 

have a balance between good remuneration for the investor, good for the employee, 

and still not abusing the client. So, the balance where everyone wins is what we seek.” 

(E6). 

 
“Every impact company needs to find a balance between purpose and profit, which 

allows profit to give sustainability to the business and be in an attractive enough vol-

ume to receive investments, Angel Investor, Venture Capital investor, who will look 

at your model and has to realize that he is able to deliver in the profitable phase a 

profit sufficient to give a return on the capital he has invested. So, the hardest thing at 

this early stage is to look at your model and say, 'Am I profitable? I am.' Or will I be, 

right: 'Will I be profitable? I will.' 'Will the profit I generate attract investors to my 

business? When does it reach breakeven? Does my market expectation allow me to 

grow enough to deliver an interesting profit to the investor?' If you created a model 

that generates high social impact, but it is not able to deliver enough profit to attract 

investors, you need to fit purpose in the best business model.” (E6). 

 

4.2.8. Approach the right investors 

 

Finding and approaching investors can be a problem if a proper survey is not carried 

out. Hence, the first step is to start to look out for all potential investors that match the business 

proposal. As aforementioned, every investment fund has its own criteria, and approach one that 

do not match t will most likely prove to be a waste of time. After a survey was conducted, 

approach everyone on your list, whether via e-mail or social media, always presenting the One 

Page, and if proves necessary, the Pitch Deck. Given the discussed retrospect, chances are that 

the entrepreneurs will hear a lot of “no's”, or no answer at al. Yet, it is possible that every ‘no’ 

will come along with feedback to improve the material. At a given persistence, it is most likely 

that the opportunity will eventually present itself. 

 

"Go and look for it; people are on Linkedin. I talked to my first possible angel inves-

tors on Linkedin, I put 'angel investor' there, a lot appeared, and I went there connect-

ing, connecting, then there was a text that I wrote that I kept sending them to the guys, 

and so on.” (E3) 
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4.2.9. Be inspiring and committed 

 

Good numbers can instigate the investor’s curiosity, but in the end one of the determin-

ing factors will be entrepreneur himself. When investing capital, the investor is not only invest-

ing because he believes in the financial return of a business, but rather because he believes that 

the entrepreneur is capable of providing that return to him; after all, the success or failure of a 

business will depend solely on the entrepreneur choices.  

The tenth entrepreneur pointed out that much more than just showing how viable a busi-

ness is, is very important that the entrepreneur prove his capabilities and be able to inspire them 

by showing how passionate he is about his own business and dedicated to the project’s success. 

Entrepreneurs unpreparedness, commitment and lack of passion is not only one of the reasons 

that some startups do not survive (CBINSIGHTS, 2021), but also one of the factors that drives 

investors decision (Chen, Yao & Kotha, 2009; Galbraith et. al., 2014). 

 

“It is no use wanting to sit at the table to convince people to help you if you are not 

the most inspiring person at that table. To get people to buy your dream, you have to 

inspire, and this is often noted by investors, the passion with which the CEO or 

founder of the company talks about their business. If your passion is for money, forget 

it, you will not inspire anyone; if you just want to make money: ‘I’m going to open a 

fintech because I want to become a billionaire’, oh my friend, that doesn’t inspire 

anyone, no one will team up with you to make you a billionaire; ‘I’m working with 

that guy over there to make him a billionaire’, that doesn’t exist. So, you have to be 

really passionate about the purpose, why you are doing it, and it has to be very clear 

so you can explain it to a person in a very inspiring way” (E10). 
 

4.2.10. Seek assistance from legal and accounting firms 

 

For a first-time entrepreneur, trying to learn all the ins and outs of the legislation by 

himself can be quite a challenge, as the regulation regarding the fintech sector can be either 

complex to understand or nonexistent at al. Not only that, but other legal obligation like ac-

counting might also prove itself as a challenge. Knowing that, most of the entrepreneurs actu-

ally opted for law and accounting firms to ensure that nothing was unregular: 

 

“We have a law firm that supports us, even to understand how our regularization with 

the Central Bank would be, in short, what is a payment institution, what is a financial 

institution, how do we fit in. So, we have this strong legal advice that has already 

helped us a lot in terms of better service, contracts, and terms” (E4) 

 
“Man, one of my biggest mistakes in life was saying: 'ah, the company is small, I'm 

going to take care of the accounting here, I'm going to use this platform here that says 

you can do all the management' came out much more expensive, not financially, but 
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because of the headache of having to retrieve documents, etc. So, an accountant, a 

legal area, even if outsourced, are important” (E8) 

 

 

4.2.11. Consider entering accelerator and incubation programs 

 

The path to forming solid networks is difficult, but there is a consensus among entre-

preneurs: everyone agrees that acceleration is a crucial step towards networking. Most of 

startups actually consider the contribution of the incubator or accelerator’s program significant 

or even vital to their business success by sustain it on early and fragile stages of growth, not to 

mention its positive impact on widening business ecosystems (Bone et al. 2019).  

 

“I can say that the most important point, because without that it we would not have 

everything else later, was the acceleration. We did everything there in the beginning 

with 1 year and a half of acting. And that is where we actually rolled up our sleeves 

and stopped being just behind the computer, thinking, studying, modeling, to go out 

and make it happen” (E8). 

 

A business accelerator is an organization “aimed at enhancing the capabilities of startups 

through educational programming and processes”. More than that, business accelerators pro-

vides startups with a plethora of benefits such as mentoring with specialists, the possibility of 

attracting investments, tools and infrastructure to operationalize the business, training the en-

trepreneur with numerous materials, and most of all, the possibility of creating connections and 

forming networking, all in order to enhance the startup’s performance (García-Ochoa, De-

Pablos-Heredero & Jiménez, 2020). In fact, there is already evidence of the positive contribu-

tion of accelerators to the emergence of fintech entrepreneurial ecosystems (Harris, 2021). 

 

“We participated in three acceleration programs. One in the ideation phase, which was 

where we conceptually validated the model and made the first prototype, then another, 

when we went from the prototype to the actual application, and then a last one that 

was more for structuring processes and procedures. And then, knowledge accumu-

lated with mentors, with partners that we ended up evolving the model from this in-

teraction with the startup ecosystem.” (E5) 

 
“It makes a big difference, not because of the acceleration itself, but there are other 

things that acceleration gives you that you cannot have alone, which is the network. 

So, in this acceleration I connected with many other entrepreneurs, and these entre-

preneurs opened doors for other people. So, it is not just acceleration for acceleration, 

but it is also acceleration for the connectivity that these accelerations give you with 

investors, with potential customers, with other entrepreneurs, so it is a very rich ex-

change” (E8) 
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Despite sharing elements, Incubators differ from accelerators for some factors. Both 

provide infrastructure and expertise for your business, however while accelerators, as their 

name suggests, are more focused on scaling an established business, Incubators focus on small 

companies still in very early stages to help them get their ideas “out of the paper” in a safest 

way, with the vast majority being based within large universities, but there may be those linked 

to private companies and public bodies. There are even incubators mainly focuses on helping 

startups develop their network, known as Network-based incubation (Eveleens, Rijnsoever & 

Niesten, 2016).  

 

“I went through twelve acceleration programs, all the acceleration programs I entered, 

all the startup wheels, all the mentorships, I spoke to everyone in the market, everyone 

has heard of us. I am in each one (ecosystems). Everyone knows us, there is always 

someone talking about us to investors. Who is not seen is not remembered.” (E3) 

 

There are many accelerator and incubator programs, but not all programs are valid for 

every type of business. There are several criteria that must be evaluated by the entrepreneur 

whether or not that program will be beneficial for their business and for their entrepreneurial 

journey. Likewise, it may be necessary to participate in several programs to achieve the entre-

preneur’s objective (Lukosiute, Jensen & Tanev, 2019), as evidenced by some of the entrepre-

neurs. The important thing is to examine if a given program really makes sense for the entre-

preneur’s business. Nowadays, it has already examples of accelerator and incubator program 

aimed at impact startups (e.g., ICE, 2017). 

 Social Incubator’, for instance, perceived social impact e ethics as more important met-

rics that others traditional incubators and yet offers the same levels of efficiency regarding the 

business’ economic growth (Sansone et al., 2020), which may prove to be a great way to net-

working with potential partners who shares the same impact and inclusion ideology. 

 

“Participate in accelerator’s programs is very important, it made a lot of sense for us. 

There were classes and a group, so that was really cool, to follow this entrepreneurial 

path, to have material to study, to have people there accompanying us, evaluating us. 

So, it is super like that, entering the ecosystem, participating in programs of whatever 

you have, whatever you think makes sense at the time.” (E5) 

 

4.2.12. The white label solutions 

 

White Label is a ready-made technological solution, in which the contractor inserts only 

his visual identity on top. As the name suggest, the term originates from retailers selling goods 

with their own branding on top of a white label, while the products itself are manufactured by 
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third parties (Tardi, 2021). Nowadays, this concept is being incredibly applied to the financial 

marketing through fintech startups, also known as “White-label banking”, “bank in the box”, 

“bank out of a box”, “banking as a platform”, or the most famous nomenclature: “Banking as a 

Service” (BaaS), which stands for a standardized package of technological banking services 

that can be adjusted according to the client’s needs (Grabowski, 2021). In other words, BaaS is 

a solution that offers all the ready-to-use technology structure through APIs by third-party pro-

vider (TPP) for those who want to work with financial products, but do not want to worry about 

the infrastructure behind nor the legislation. 

 

“We adopted a White Label model, where you hire platforms that offer the famous 

“Bank as a Service”. So, I am plugged into a Banking as a Service platform that has 

all the licenses, all the Central Bank regulatory protocol for you to be a fintech. Even 

companies that have money choose to validate their business model on White Label 

platforms in order to be certified; Does this model stand? It holds up. So now I am 

going to get my license. So, I see it as the only way, or the most recommended way 

for any company in the financial segment to seek to work in a Bank as a service 

model.” (E6) 

 

It is considered an excellent option for both those who intend to operate on a single 

product and those who intend to offer a range of financial services. Another meaningful ad-

vantage is all the regulatory part is in charge of the developer company. Not only that, but also 

permits the hirer to discontinue a product from his portfolio at a much lower cost than if the 

solution were his own. Hence, the BaaS platform is a fast and efficient solution for those who 

want to start in the financial sector safely and with as little investment as possible. The Banking 

as a Service (BaaS) market revenue a total of S$ 2.5 Bn in 2020 and is expected to reach 12.2 

by the end of 2031 (FMI, 2021). The digitalization heralds a new era on the baking industry 

where solutions such as Banking as a services will core into new banks business models, and a 

viable strategy for new entrants to compete with traditional banks (Broby, 2021) 

 

“Today you have companies to do all this for you (implement technologies). So, you 

can go to the most painful path, which is to assemble an internal IT team, put the 

strong CTO and a bunch of people there to develop who knows, in 1 year, if they are 

very successful, the solutions you need to launch in Marketplace. You can do this, or 

you can go after companies that deliver this. Today, giant companies consume the 

service of these companies, they do not develop everything, most of it is this: the slips 

are in one place, the credit is in the other, the Bank as a Service that he uses is from 

another place, and so on. So, a fintech will never internalize all processes, nor do large 

banks do that. We have a banking as a service, we have a company that developed our 

software.” (E9) 
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4.2.13. Take the client “by the hand” 

 

When it comes to entrepreneurship, one of the most common mistakes is too much focus 

on the product and too little focus on the customer. When dealing with the unbanked, that cannot 

be truer. Here, tact and humanization are the keywords. Clients will most likely not mature their 

education on their own, especially when it comes to technology and finance. Some entrepre-

neurs did not stand idle and came with some solution by taking them “by the hand” and showing 

the advantages of using digital services. 

 

“So, it is about teaching, showing. ‘Look he is using here. Aren’t you making money? 

Does not work?’ It works. ‘Here, bro, it works, put your money in there to make it 

profitable, start earning, start paying here because if you pay for our system you don't 

have to give money to the big ones, you just give it to the people in the community’. 

So, it is an evangelization that we have to do, this access still does not reach the fa-

vela.” (E3) 

 
It makes all the difference. We were really present, in person, even with them (the 

farmers), getting together, talking, explaining, breaking down barriers. I even think 

that this is one of the biggest mistakes of many companies, they just want to go there 

and launch the product, but they didn't even do that work, you know, closely with the 

customers, the 'going out of the building' as the staff says to be able to understand 

(customer needs), it's no use, it has to be.” (E5) 

 

More on that, it is important to remember that the inclusion-oriented entrepreneur is not 

dealing with just any costumer, but with the resentful portion of society. It is not about pro-

specting; it is about including. The tenth interviewed highlight how their humanization-focus 

business model is what characterizes them as truly focused on financial inclusion: 

 

“I treat it as a social service far beyond the withdrawal because it is a humanized 

service. Our slogan objective is to humanize banking relationships because pain is not 

money, pain is everything that involves the lack of money. So it's no use offering a 

dipyrone for momentary pain, We offer a "treatment", we will take care of it from the 

beginning to the end, until the person feels good, until the person is banked, he has a 

connectivity with the market a little bigger, and not see her suffer these pains again in 

the future, pain of default, pain of loss of income, a little financial education that is 

very important, and so on. Inclusion many say they do, but few do.” (E10) 

 

4.2.14. Spread the knowledge 

 

Nowadays social media allow you to be everywhere at the same time. More than half of 

the world uses social media (58.4%). In Brazil, that number is up to 79.9% of the country’s 

population (Kemp, 2022). Despise the challenges, the potential for information’s diffusion has 

never been so limitless. Most of the mainstream social media can be use by financial institutions 
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as main channels to disseminate financial education and to build a more closed relationship 

with the costumer (Kuchciak & Wiktorowicz, 2021).  

One of the solution proposed by the interviews as create or outsource a marketing de-

partment that can make educational material and distribute it to the audience through the 

fintech’s social medias. Pastakia (1998), suggest that using local cultural symbols in the prod-

ucts it is a creative and useful way to deal with systemic change. In the same logic, hire people 

as employees from local communities who can bring their own cultural baggage with them it is 

also an inclusive and cunning way to work communication. 

 

“For that, it is working on communication. The marketing people are already working 

with some cards, with training material and agent guidance, how to act in such a situ-

ation, and so, this is very dynamic, we will have to respond as we receive feedback to 

adapt the best way to interact with this audience.” (E6) 

  
“This acculturation is complex, but we are always working on new aspects, creating 

online courses, we are going to do local action, and we are doing this little ant job; Do 

you have a company that wants to touch on the subject? Go there and help, social 

networks, other partners who are already there, we go and educate them” (E3) 

 

4.2.15. Go after local partnerships 

 

Another great alternative suggested by the entrepreneurs was contact regional entities 

that already speak the “local language” such as institutions, associations, and NGOs, for in-

stance. Incorporate local aspects such as cultural norms and the slang of a community is a chal-

lenge which directly affects the level of trust between the parts, and for that, is considered ex-

tremely difficult to break (Kickul & Lyons, 2020).  

Technology-based financial institutions as fintech itself can have an even greater chal-

lenges when combining factors aforementioned discussed such as distrust in banks, financial 

illiteracy, and low technological resilience. To break this barrier, the entrepreneur must in these 

places and give the attention that your public needs by working through cooperation with local 

entities. This relationship with this public begins by showing that the business is not just one 

more of an explorer and that is really there to meet the real needs of the people. 

 

“We work a lot with regional partners. Now we are working to provide advance credit 

to rural farmers, and then the presidents of these associations provide all this techno-

logical support. So, these organizations end up helping with this technological liter-

acy, so to speak.” (E8) 

 
“We went there in the favela, the action was very root, old, we went there, present, 

we took a financial education course there were five people, we had meetings, we did 
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a lot of things, we proposed a very welcoming way, very deep indeed. We did a deal 

in a very genuine way, you know? People realized it was true.” (E1) 

 

4.2.16. Have fun 

 

Everyone must already have heard the saying: “Work at what you love, and you’ll never 

have to work in your life”. In the impact-oriented fintech’s world it will surely have a lot of 

work; yet, despite all the challenges discussed so far, the process has to be sufferable. Fun 

activities in the workplace have in fact a positive impact on employee performance, productiv-

ity, job satisfaction and help reduce turnover and emotion exhaustion (Karl, Peluchette & Hall, 

2008; Tews, Michel & Stafford, 2013; Tang, Liu & Liu, 2017).  

Most entrepreneurs choose to opt for social enterprise not for profit, but for some kind 

of more prosocial motivation (Volery and Hackl, 2010). Consequently, those who choose to act 

in the context of impact-oriented fintechs are expected to do so for intrinsic reasons, and 

chances are that this entrepreneur is doing something that he really likes; otherwise, he would 

probably undertake in a more perceived profitable sector and with much less barriers. The tenth 

interviews highlight the importance of having fun while working and of celebrate each com-

pleted path of this journey with the team, no matter how small it may seem: 

 

“Have fun! You have to know how to celebrate when you are successful together with 

the team; success is not just about capturing millions, success is not just about deliv-

ering a big project, it also happens halfway, micro successes also need to be cele-

brated” (E10). 
 

 In the end, twenty-two challenges were identified among economic, institutional, social, 

cultural, and infrastructural, and sixteen solutions were proposed. Both the challenges and the 

solutions were extracted mainly from the twelve interviews carried out with inclusion-oriented 

fintech entrepreneurs. It is pertinent to point out that not every challenge presented had a solu-

tion dependent on the entrepreneur, and some others share the same solution. Hence, it is con-

cluded that the solutions they present contemplate at least all the main challenges perceived by 

the entrepreneurs, along with other specific tips which they considered pertinent. 

 The next section in destine to present the final remarks.  
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5 FINAL REMARKS 

 

This research asked the question: “what are the challenges of an inclusion-oriented 

fintech entrepreneur?” and had as the main objective to propose um artifact that compiles the 

challenges and the possible course of action to the most perceived ones by inclusion-oriented 

fintech entrepreneurs. To this end, this research made used of the Design Science Research 

methodology which comprises five phases.  

In the first phase, a literature review was carried out along with two semi-structured 

interviews to create an awareness of the problem and then define it along with the objectives. 

In the second phase, a literature review and twelve semi-structured interviews were carried out 

in order to understand what the challenges perceived by the inclusion-oriented fintechs entre-

preneurs. In the third phase came de development of the artifact, where both the challenges and 

solutions were discussed and then incorporated into a document made in the Canvas website. 

The fourth phase was destined the evolution of the artifact, carried out analytically with eight 

entrepreneurs and 2 specialist, and also descriptively. In the last phase, the communication of 

the results took place, where it was present the lessons learned throughout the artifact construc-

tion.  

In the end, this research brings not only a practical empirical contribution, but also the-

oretical as well. Worldwide, there are about 1.7 billion adults considered unbanked (Demirgüç-

Kunt et al., 2018), thirty-four million in Brazil alone, that could heavily benefit from the social 

return of inclusion-oriented fintechs. In fact, the literature enlightens us with solid cases of how 

fintechs can act on the financial inclusion (e.g., Mbiti & Weil, 2016; Jack & Suri, 2016; Ghosh, 

2016; Gosavi, 2018; Tchamyou, Erreyger & Cassimon, 2019).  

Financial exclusion can bring many burdens to people, such as making unable to sustain 

their basic needs and discourage entrepreneurship (Schuetz & Venkatesh, 2019). Hence, the 

considerable number of unbanked in the country, the emerging literature on how fintechs con-

tribute to financial inclusion, the growing spread of the internet and electronic payment systems 

among the poorest (BCB, 2021) and most exponential way in which fintechs are positioning 

themselves as players in the financial system (Distrito, 2021) favor the argument that new tools 

that facilitate the emergence of new inclusion-oriented fintechs are crucially needed to combat-

ing financial exclusion and its harmful consequences. 

First, the research raises awareness to a yet very unexplored topic. While conducting the 

literature review, it was clear that it lacks studies that seeks to identify the main challenges 

faced by fintech entrepreneurs. Inclusion-oriented fintechs, on the other hand, are inexistence 
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to this day, let alone a definition of what an inclusion-oriented fintech might be. It is indeed a 

very emergence topic, with its fair share of gaps and plenty room for meaningful research. 

Hence, this research not only sought to validate some of the challenges already encountered in 

the literature, but also discusses several others that have not yet been explored. Going even 

beyond, this is one of the first research that also has a concern to bring a practical solutions to 

the most recurrent challenges faced by the entrepreneurs. 

 In the end, twenty-two challenges were identified among economic, institutional, social, 

cultural, and infrastructural, and 16 solutions were proposed. Both the challenges and the solu-

tions were extracted mainly from the twelve interviews carried out with inclusion-oriented 

fintech entrepreneurs, but also from the literature and secondary data. All these challenges and 

solutions are incorporated in the artifact and evaluated by entrainers and specialists in the area. 

The conclusion was that that inclusion-oriented fintech entrepreneurs suffer from an amalgam-

ation of challenges common to two scenarios: (1) social enterprises, given their main purpose 

of addressing social problems, in this case financial exclusion; and (2) fintechs, since the core 

of the business is to provide financial services through the use of technology. The combination 

of these two concepts lead to a scenario with its own adversity that deserves its rightful atten-

tion. 

Moreover, despite certain challenges being generalizable, the findings suggested that 

some are still strongly context based. In the same way, just like the challenges, the solutions 

can also change drastically depending on the perspective in which fintech is inserted. For ex-

ample, it is possible that in developed economies, where the diffusion of the impact capital is 

much greater, raising funds could perhaps not be a difficulty perceived by entrepreneurs, and 

so forth. Yet, in developing economies, it is possible that not only these same challenges are 

much more recurrent, but others that are completely different from the literature arise together, 

such as conflict with investors, family discouragement, internet infrastructural and whatnot. 

Furthermore, most challenges do not present a single solution, or a solution that is better 

than the others, but the solution that best fits their own context. Because of this, the artifact did 

not seek to present rigid paths as definitive solutions to challenges, but rather to present what 

entrepreneurs and literature find as common sense. Despite still being a very emerging phe-

nomenon, technologies become obsolete and new ones take their place all the time. It is possible 

that the more attention is devoted to this topic, the more solutions emerge. 

This research is also concerned in bringing as a theoretical contribution a basic defini-

tion for fintech-oriented inclusion. Starting from the concepts of fintech, financial inclusion, 

and social enterprise, it was proposing an inclusion-oriented fintech as being: “A startup that 
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applies technological solutions to financial services and whose mission is primarily focus to 

financially include the underserved part of the population.” his definition not only fulfills a 

function of filling a gap in the research, but is also a call for new studies to refining it. Finally, 

this research also brings a meaningful contribution to field of entrepreneurial intentional, more 

specifically, the social entrepreneurial intention. Since the challenges constituted a crucial part 

of the entrepreneur's perceived viability of starting a business, it is believed that the contribu-

tions of this work enrich and contribute to a better understanding of this phenomenon. 

 As for a practical contribution, it is expected that the proposed artifact can have a mean-

ingful impact on the emergence of new inclusion-oriented fintech. Perceived challenges are an 

important factor on the entrepreneur intention to undertake, and a practical tool that can help 

these entrepreneurs to understand what the potential challenges are ahead of him and what are 

possible course of actions that he can to overcome them more easily, can most certainly raise 

the chance of the emergence of new inclusion-oriented fintech to fight a plethora of social prob-

lems, such as poverty, illiteracy, hunger, and many others, as well of low the chance of a prem-

ature end. Hence, the possible artifact has a great social implication, as it potentially helps in-

directly and in practical ways, in reducing financial exclusion and its consequences.  

However, no research is without limitations. Although it was possible to have an appro-

priate empirical saturation in the main challenges, the number of cases analyzed may not prove 

to be enough for the validation of other less recurrent challenges. Likewise, with a higher num-

ber of cases, other type of challenges may also appear. Moreover, the limited number of evalu-

ators who have the necessary qualities and, above all, are willing to give their time for the 

construction and validation of the artefact may compromise the quality of the final artifact. A 

greater number of evaluators can also help to act on responses that, due to other influences, 

were not fully dedicated to the validation of the artifact. The artifact was also heavily focused 

on the Brazilian context and may prove to be of little use in other countries. 

Overall, it is understood that the results of this research contributed to the achievement 

of both the main and secondary objectives, promoted a clear advance in the theoretical discus-

sion on social entrepreneurship, social innovation, financial inclusion, and above all provided 

a practical instrument with the potential to encourage the emergence and permanence of new 

inclusion-oriented fintechs to better fight the financial exclusion. 
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APPENDIX A – INTERVIEW PROTOCOL 

 

1. Could you identify yourself? 

2. Can you please talk about your professional life so far? 

3. What were the challenges and barriers that you face to start the business? 

4. What were the major challenges or barriers that you faced in the first year? 

 a. What was the economic challenges or barriers? 

 b. What was the institutional challenges or barriers? 

c. What was the social challenges or barriers? 

d. What was the cultural challenges or barriers? 

d. What was the infrastructural challenges or barriers? 

5. Overall, what were the most recent challenges? 

6. Where do you see this organization five years from now? 

a. What challenges are you anticipating? 

7. In your opinion, what is the future of impact fintechs?  
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APPENDIX B – THE DATA ENCODING 

 

Entrepre-

neur 
1st Order Concepts  

2nd Order 

Themes 
 

Aggregate  

Dimensions 

      

E1 

“We put ourselves in a position 

where we believed that later we 

would get an investor. We could 

not bring this investor and then we 

have to sold it.” 

 

Difficulties  

in getting  

investments 

 

Economic 

Challenges 

E2 

“Investment, for sure. It needs to 

have more social impact invest-

ment, an investment that looks a 

lot at social benefit in addition to 

financial return.” 

  

E3 

“I was absolutely sure I could be 

successful in this business; I just 

needed the money. And I was just 

afraid of that, of not getting the 

money. I took a lot of ‘no’.” 

  

E4 

“Today is still a challenge. We are 

still looking for investment and it 

is a challenge to achieve.” 

  

E5 

“This path of getting an invest-

ment and being able to have this 

investment to keep growing the 

business I think is a difficult path.” 

  

E7 

“If the business does not present 

such a vast universe of growth, it 

ends up that investors do not look 

for it.” 

  

E8 

“You can only grow if you have 

money to lend, and in the market, 

it is very difficult for you to find a 

resource that is patient for you to 

test your business model.” 

  

E10 

'"If you are not a regulated finan-

cial institution, there is no security 

for the investor. So, bringing cash 

is always a problem." 
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E11 

If we do not have good investors 

behind us, it is very difficult to get 

to other funds because at the end 

of the day it was "man, who are 

you? Who is behind you?" 

  

     

E2 

“Non-payment is a problem. It was 

a barrier that we conquered, but it 

was very difficult.” 

 

Difficulties in 

maintain low  

default rates 

when dealing 

with the 

unbanked 

 

E9 
“There are many (fintechs) that 

struggle to keep default rates low.” 
  

E10 

“The default rates will always be 

very high; we have learned to deal 

if.” 

  

E11 

“There have been schools that we 

wanted to work with that we 

simply could not attend because 

the level of default was much 

higher than what we would like to 

work.” 

  

     

E1 

“The company was a positive and 

in this turn it became negative be-

cause of these products.” 

 

Difficulties in 

create, execute, 

and diffuse 

 financial  

inclusion  

products 

 

E2 
“Our product is a very difficult 

product to execute.” 
  

E5 

“We have been dealing with pre-

cisely this problem, that of getting 

people to use our product outside 

the fair.” 

  

     

E3 

“What barriers did I have in the 

beginning? Make the technology 

run. And this is all money too. No 

senior comes for less than 

R$10,000 to work with me.” 

 

High cost to 

implement the 

technology 

 

E4 

“We have a developer on the team, 

which makes all the difference be-

cause it's a very high cost if you 

think about development (of tech-

nologies).” 
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E6 

It does not make sense spend at 

least R$2,000,000, R$3,000,000 to 

create the technological infrastruc-

ture of a digital wallet, and I 

would spend another thousand 

reais with documentation, lawyers, 

all the processes to obtain the 

proper licenses." 

  

E10 

“When you look at an entrepreneur 

who is not in the area and they get 

their hands dirty as a developer 

and everything else, you end up 

having a lot of difficulties, like get 

the money to invest in this (tech-

nological) structure. This is an en-

try barrier for anyone who wants 

to undertake.” 

  

     

E1 

“It is very difficult to build a 

fintech with full impact because of 

the characteristics of credit in Bra-

zil; interest rate and such. We, for 

example, had rates that were very 

similar to market rates, we had no 

financial breath.” 

 

General  

difficulties in 

validating and 

maintaining an 

inclusion-ori-

ented business 

model 

 

E2 

“I think the difficulty is in scaling, 

growing the impact solutions, and 

keeping the impact core. There 

may come a time when it needs to 

shed some of the impact to sur-

vive.” 

  

E4 

"We had to rethink our business 

model to be a very good thing for 

our partners, but of course, a sus-

tainable thing for us also.” 

  

E6 

“So, the most difficult thing at this 

early stage is to look at your 

model, finding that balance (be-

tween profit and purpose) is the 

most challenging at the begin-

ning.” 

  

E6 

“We needed to validate the con-

cept to see if people understood 

and if people thought it made 
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sense for their lives. That was the 

hardest part.” 

E8 

“We really struggled at the begin-

ning to find the ideal model for 

credit analysis.” 

  

     

E3 

“I spent two years without a sal-

ary, without money, without a 

penny to survive. For a long time, 

we worked with everyone as a vol-

unteer, the programmers were my 

friends, my relatives, then I sold a 

car, I gave them some.” 

 

Low or zero 

profitability at 

the beginning 

 

E4 

“I think there was more of a time 

challenge, because our third part-

ner is not full time.” 

  

E7 

“While we were trying to get it 

right, we had other jobs. I was un-

dertaking in another market, where 

I already had clients who gave me 

a salary, and which I managed to 

maintain myself, until I managed 

to have revenue from this idea.” 

  

E8 

“I had to work part-time, 20 hours 

a week at an NGO so I could pay 

my bills, and then I worked after-

noons, sometimes at night, so I 

could be there for at least 40 hours 

at fintech, my partner too, I 

worked odd jobs from time to time 

to be able to pay the bills and not 

leave the company.” 

  

E11 

“You will have to make decisions 

that will not optimize your finan-

cial life. You will be without 

money for a long time.” 

  

      

E3 

“We were in Brasilia in February, 

exactly saying: ‘oh, you need to 

change this in the microcredit law, 

this is getting in our way’.”  

 
Difficulty 

 understanding 

and complying 

with legislation 

 

 

 

 

 

 

 

 

 

E4 

“It was and still have things that 

for us are not super clear (about 

the legislation). For example, 

some aspects of the 
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implementation of PIX. This was 

very difficult to understand, it took 

us a long time to study, to under-

stand, for our office to also under-

stand.” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Institutional 

Challenges 

E5 

“Central Bank legislation is al-

ways complex; it is not the sim-

plest thing to understand. Some 

things still make me have doubts 

to this day about some new prod-

ucts that we want to launch. So 

where do we fit in, you know?” 

  

E8 

“Initially it was a barrier, and then 

we had to hire lawyers so that we 

had everything very well designed, 

so that we would not violate any 

Central Bank regulation, so that 

we would not be outside the law, 

etc.” 

  

E9 

Another very big challenge is the 

regulation of the country, espe-

cially for fintechs; there are so 

many things that you need to be 

aware of in terms of regulation, 

taxes to account for things cor-

rectly, there are also the bureau-

cratic challenges that are linked to 

the constitution of society, the 

company, the investors.” 

  

E10 

The regulatory legislation was a 

problem at the beginning, because 

when we started, there was not yet 

the regulation of SCDs, SPs and 

ESCs. Even when this regulation 

came in, we did not feel comforta-

ble asking for any patent for it, 

why? Because there are barriers to 

understanding these legislative ap-

plicability.” 

  

E12 

“The best thing would be for us to 

be a regulated financial institution, 

but for that, the central bank re-

quires a lot of idle money, and get-

ting to that point is very difficult.” 

  

     

E2 
“Regulatory too. Today in Brazil 

everything is very uncertain. So, 
 

Fear due to  

regulatory  
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there is regulatory uncertainty, 

taxes are complicated, everything 

is very complicated in Brazil.” 

uncertainty 

E5 

“So, each financial product you 

will have will be governed by leg-

islation, and there is a sea of things 

there that are still being updated 

and changing.” 

  

E7 

“We always have a high risk that 

the incentive laws are deactivated, 

there is a risk of these programs 

ceasing to exist.” 

  

     

E4 

“We get in touch with the Central 

Bank, and until today they kind of 

said: ‘ah, that's right, accept it’; 

but we still have doubts, you 

know?” 

 

Lack of proper 

clarification 

from public 

entities about 

the regulations 

 

E5 

“We already had to contact the 

Central Bank a few times to clear 

up some doubts and it was not 

good, it was very difficult to con-

tact, it was actually a PIX thing, in 

short: they only responded with 

what they had already there was 

on the internet, there was no an-

swer, our lawyers contacted them  

in more than one channel, emails, 

telephone, and it was not resolute, 

it did not clear up the doubt, re-

mained dubious and that was it.” 

  

     

E3 

“Bribery business, one of the very 

reasons for my burnout is that. 

There was a time when we got in-

volved with players who wanted 

us to make public-private partner-

ships, and inevitably everyone 

wanted a bribe, everyone has to 

have it; it’s the councilor, it's the 

so-and-so who indicated, it’s a line 

of leeches and dishonest people 

who want to keep sucking from 

your business and still want partic-

ipation because they indicated 

someone.” 

 

Conflicts with 

corrupt public 

actors 
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E1 

“The difficulty was that the guy at 

the supermarket did not care. It 

was very difficult to build impact 

because you cannot build it alone.” 

 

Difficulty 

in forming 

strategic  

partnerships 

 

Social 

Challenges 

E3 

“It is impossible. Jorge Floyd had 

to die for me to get it, the brother 

in that supermarket had to be mur-

dered, unfortunately that is it.” 

  

E4 

“We have this difficulty on the 

part of large companies; they say: 

'ah, we are up to partnership, but I 

already want you to have a net-

work formed and consolidated.” 

  

E10 

“How can I close a cheap card is-

suance partner in an operation that 

is very incipient when to issue a 

card you need to issue lots of 

10,000, 100,000? I cannot guaran-

tee as a new company that I will 

issue x million cards.” 

  

     

E4 

“I think what I fear most is always 

without competitors like that, com-

petitors that are very large, have a 

lot of capital, to go there and do 

the Papayas solution, while we 

don't have that leap of growth.” 

 

Mistrust of the 

big players 

 

E10 

“In the competition has every-

thing, there's the guy who releases 

it in two minutes, and if we didn't, 

the customer has already gone 

elsewhere.” 

  

     

E3 

“We already had 3 years of exist-

ence, but things only started to im-

prove 8 months ago. And then as 

soon as it got better, these inves-

tors that we arranged wanted to 

practically take the company from 

me, so I said: ‘bro, you won’t take 

the company from me.’ Then I had 

to appeal in court.” 

 
Conflicts with 

investors 
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E1 

“It needs more information. I think 

that entrepreneurs are not very pre-

pared on average in terms of train-

ing, in terms of information also to 

deal with all this.” 

 

Unpreparedness 

of inclusion-ori-

ented entrepre-

neurs 

 

E3 

“I've seen a lot of people wanting 

to get into this field and they don't 

know what an API is, they don't 

know what an algorithm is” 

  

E4 

"To this day I don't feel prepared; 

it is a constant formation, and even 

more that it is changing so much, 

everyone is looking at it.” 

  

E9 

“Undertaking takes you to perform 

certain tasks and learn about them 

too, after a few years this can get 

very complicated if you haven't 

managed to evolve your startup to 

the point of having enough admin-

istrative, technical assistance, etc. 

this can be a very big challenge.” 

  

     

E4 

“In terms of material too. When 

we participated in program, it was 

a group that was always the same 

entrepreneurial material that we 

used, it was not focused on im-

pact.” 

 

Lack of  

inclusion-ori-

ented material 

and disclosure 

 

E5 

“When I started to undertake, there 

weren't so many things focused on 

impact companies, you know, 

much less if we are going to talk 

about impact fintech.” 

  

E7 

“I think the biggest challenge in 

the market is the lack of disclosure 

of opportunities. I think there are 

many solutions and creative ideas 

developed, but we do not have this 

business culture, and the paths are 

not well listed. So, I think this was 

a challenge for us to discover these 

paths, this dissemination of the 

paths and opportunities that these 

ecosystems offer.” 
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E2 
“Nowadays it is difficult for us to 

hire a good developer.” 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Difficulty  

finding qualified 

professionals 

 

E3 

“You will need a lot of program-

mers, and senior programmers in 

that field; no senior comes for less 

than R$10,000 to work with me. I 

convinced several to come for 

free, but they cannot dedicate the 

time they need, and that started to 

delay the project” 

  

E6 

“Assembling a team so that you 

can distribute activities and have a 

follow-up is perhaps the most dif-

ficult issue at this initial stage 

when you don't have the money.” 

  

E7 

“We have a lot (difficulty in find-

ing qualified IT personnel) until 

this day. But this market does not 

lack talent, it is a matter of pro-

posal, a dissatisfied professional 

leaves one company to go to an-

other, there are no idle people in 

this market. Lack of workforce.” 

  

E8 

“In my case, I spent almost a year 

trying to find someone in the com-

munication area, who could help 

me in this more humane area, be-

cause I have a degree in engineer-

ing.” 

  

E12 

“They are few and the demand is 

very high (developers). And the 

general rule is whoever pays bet-

ter, will have this guy. As a start-

up impact-oriented startup, we do 

not have large amounts to pay. It 

was frustrating.” 

  

      

E1 

“Capital is not very interested in 

impact. They are very interested in 

the profitability.” 

 

Low technologi-

cal resilience, 

financial illiter-

acy, and distrust 

of users 

 

Cultural 

Challenges 

E2 

“Impact funds are like: ‘I will only 

invest if it has an impact. Okay, 

does it have an impact? So, I want 

very high profitability and I do not 

want to take on so much risk'. So, 

the entrepreneur cannot come up 
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with more risky solutions, you 

know.” 

E3 

“Nobody liked that. First, because 

no one understood what open 

banking was, much less block-

chain, then put the two together 

with a Black guy from the favela 

saying... So, we had a hard time 

proving this point because of these 

natural preconceptions. It came to 

some investors, and they said: 'oh 

no, this blockchain thing, bitcoin, 

this is money laundering, and 

whatnot'.” 

  

E3 

"Venture Capitals thinks I’m an 

NGO. And you know why? Be-

cause I am Black guy talking 

about impact, so I have to be a 

non-profit NGO, you know? Then 

they say: ‘hey, don’t you want to 

get a donation?’ [...] We are not an 

NGO; we are doing a for profit 

venture. It has always been said 

that social entrepreneurs are al-

ways NGOs, you know?” 

  

E3 

“I know most of them (Venture 

Capitals), and they have this stere-

otypical view that the community 

the ticket is small, that it will take 

time to scale.” 

  

E4 

“Here, I think it is much more 

your numbers. When you are go-

ing to participate in a program, 

they want to see your numbers, if 

you do not have very good num-

bers, you are not making enough 

money for what they want.” 

  

E7 

“If the business does not present 

such a vast universe of growth, it 

ends up that investors do not look 

for it.” 
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E8 

“It was the difficulty we had to 

prove to these Venture Capitals 

that we had the possibility to grow. 

So, in the end it was: 'you still 

need to grow for us to be able to 

invest', because they have a very 

different view.” 

  

E9 

“Back there, there was more the 

obstacle of people (investors) not 

understanding what you were talk-

ing about, you are being like an al-

ien.” 

  

E10 

“And here comes that terrible 

question (when dealing with VCs): 

what is your track record? How is 

that other one? Because this is 

floating. I have a portfolio here 

that has already generated BRL 

4,000,000, it is a high-powered 

portfolio, but over time it paid off, 

you will not have results in 3 

months, you will not.” 

  

E11 

“One of the main difficulties for 

you to raise money is for you to 

prove yourself (for investors). That 

was the hardest, showing that you 

are doing something innovative 

and that it will work.” 

  

E12 

“I think the main challenge is the 

public's understanding of what we 

do. Many people cannot distin-

guish whether it is an NGO or a 

business, especially investors.” 

  

     

E3 

“So, at first, it's difficult for you to 

engage because they don't really 

understand, they don't know what 

a startup, a fintech is, what's the 

difference between a bank, fintech 

and startup, they just think you're 

going to steal their money, they're 

used to it with that, with a guy say-

ing he's going to help, but actually 

he's about to rob him." 

 

Low technologi-

cal resilience, fi-

nancial illiter-

acy, and distrust 

of users 
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E4 

"Of course, there were some who 

were afraid, who had some issue 

with technology" 

  

E6 

“Other concerns are related to un-

derstanding the model itself. Alt-

hough it is simple, people need to 

understand some steps, some pro-

cedures, and usually the educa-

tional level of people in a needy 

community is lower than the gen-

eral average” 

  

E8 

“It is a little complicated, yes, es-

pecially for entrepreneurs in the 

interior of Brazil who have a very 

great difficulty, these people do 

not have a very great knowledge 

of technology" 

  

E10 

“There is another element of 

“complicameter”: ‘ok, it is all on 

the internet, but the public we talk 

to is illiterate’, He does not know 

how to read, we also have the is-

sue of low digital literacy" 

  

E10 

“So what do we perceive as cul-

tural barriers, first: the culture of 

money, 'ah, so since they release 

R$5,000, I'm going to ask for 

R$7,500', this is a problem of con-

vincing; we say: 'no, you don't 

need all that, I make a counter-pro-

posal in terms of your proportion, 

your ability to pay, etc'." 

  

E12 

“It is no wonder that there is this 

defensive feeling (on the part of 

the client) when trying to seek a fi-

nancial solution. There is a lot of 

mistrust in this field.” 
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E3 

“Many times, I arrive to meet peo-

ple and talk about my trajectory in 

the financial market, then people 

look at my stereotype, nigga, big 

guy, with a beard, dread, and peo-

ple don't believe you work with it, 

unless you whether it's something 

like drug trafficking, money laun-

dering, so there's always this asso-

ciation like that.” 

 

Prejudice 

against      

minority 

founders 

 

     

E3 

“My family all time was like:  you 

have four kids, stop playing and go 

to work, you know? Like I was not 

working, you know? 'Forget it'." 

 
Family  

discouragement 
 

      

E3 

"Is terrible. Many communities 

have terrible coverage, and then 

there are communities where the 

card machine does not work. So, 

the guy has to go up an alternative 

optical fiber because the operators' 

guys do not go up there to install a 

wifi." 

 

Poor or  

complete lack 

 of internet 

infrastructure 

 

Infrastructure 

Challenges 

E5 

"Sometime the internet decided to 

give us a problem in the city, and 

then, it ended up spilling over into 

support for us.” 

  

E6 

“We are concerned that we do not 

have a connection, he may have no 

balance in his account and not be 

able to access the internet to be 

able to transact.” 

  

E10 

“Does all Brazil have access to in-

frastructure? Not. Does everyone 

have access to internet technol-

ogy? No.” 
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E6 

“We are very concerned about 

some security aspects. The prob-

lem is that he has to move from 

the community to deposit the 

money he collects in his hands, 

there comes a time when he has 

R$500, R$1000, then he starts to 

take risks.” 

 
Concerns about 

security 
 

 

Source: Author’s research. 
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APPENDIX C – FIRST ARTIFACT’S VERSION 
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APPENDIX D – SURVEYS QUESTIONNAIRE 

 

1. Criteria: Functionality. The proposed Guide is able to help inclusion-oriented fintech 

entrepreneurs to understand the challenges of this niche and propose solutions on how 

to circumvent them. 

a. Regarding the criteria in question, what could be improved in the guide? 

 

2. Criteria: Applicability. The proposed guide has practical applicability. 

b. Regarding the criteria in question, what could be improved in the guide? 

 

3. Criteria: Intuitiveness. The proposed guide is able to provide information in an intuitive 

and easy-to-understand manner, even for those unfamiliar with the topic. 

c. Regarding the criteria in question, what could be improved in the guide? 

 

4. Criteria: Reliability. The information contained in the guide conveys reliability to the 

reader. I would recommend using the Guide. 

d. Regarding the criteria in question, what could be improved in the guide? 

 

5. Criteria: Coherence. The guide is consistent with reality. 

e. Regarding the criteria in question, what could be improved in the guide? 

 

6. Criteria: Completeness. This guide covers all the basic challenges faced by entrepre-

neurs. 

f. Regarding the criteria in question, what could be improved in the guide? 

 

7. Criteria: Distinction. This guide differs from the others in what it proposes to do (to 

help inclusion-oriented fintech entrepreneurs understand the challenges of this niche 

and propose solutions on how to circumvent them.) 

g. Regarding the criteria in question, what could be improved in the guide? 

 

8. In general, what is your impression of the Guide? Which point caught your attention the 

most? 
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APPENDIX E – THE ARTIFACT’ FINAL VERSION 
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