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Who are we?

Our Core Values were chosen in an internal process involving
all our employees:

Millennium Bim is a Universal Bank that chose to segment its approach to Market, building different 
platforms to serve different sets of customers with adjusted value propositions, supported by a 
national presence and state of art digital channels to serve its customers needs
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Innovation 

Excellence

Responsibility

Trust

Presence in every 
corner of 

Mozambique

Customer Focus



Solvency Ratio
%

Efficiency Ratio
%

Net Result
MZN Milhões

Equity
MZN Milhões

Fonte: Relatório e Contas 2021, Maiores Bancos
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Benchmark
In a solid, profitable and resilient banking system Millennium bim stands out 



Digital transformation groundwork

Millennium BIM has been in a digital transformation journey from 2012, implementing customer focused solutions aimed to offer
proximity, ease of access, safety, speed, efficiency, low cost and reliability through innovation

IZI and Internet Banking (Companies & Individuals)

‣ 2013
SmartIZI

Methodology, principles and digital transformation best practices are the key steps enabling Bim to evolve its 
business efficiently with quality and reliability.

‣ 2015
IZI in WhatsApp

‣ 2019 ‣ 2021
PayIZI

Internet Banking 

has a greater 

strategic 

significance for 

companies while 

Mobile Banking 

has primary 

importance for 

individuals
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Methodology, principles and digital transformation best practices
On its pursuit for digitization, Millennium BIM prioritizes scalable initiatives aimed at quickly generating value, driving on fast,
minimalistic, viable outcomes that can be improved over time on a step-by-step iteration model; and, more importantly, measuring and
tracking the impact and value creation of all digital initiatives.

‣ this approach monitors six broad markers of digital progress:

Digital transformation is a continuous process, subject to several iterations, and like any other 
investment, needs to have clear goals and a permanent monitoring of KPIs

Return on digital 
investments

Weight of digital 
transformation 

initiatives on the 
annual IT budget

Cyber security (& 
IT quality KPIs)

Percentage of 
leaders' incentives 
linked to digital

Time-to-market
of digital apps

Top technical talent 
attracted, promoted 

and retained

https://www.mckinsey.com/business-functions/mckinsey-digital/our-insights/how-do-you-measure-success-in-digital-
five-metrics-for-ceos
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Weight of digital transformation initiatives in annual IT budget

Over the last few years, we witnessed a
continuous increase on the weight of digital
transformation initiatives in the annual IT
budget.

This growing trend, although aligned with
international best practices, is an evidence
of Bim’s commitment to the digital
transformation journey.
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18%

20%

23%

2020

2021

2022



Return on digital investments

Digital customers are 

more than three 

times as profitable as 

non-digital ones

40% 39%

44%

52%
54%

58%
62%

66%

dec/18 jun/19 dec/19 jun/20 dec/20 jun/21 dec/21 jun/22

74%

26%

Prestige

Digital Non digital

66% of active M customers use
Mobile, originating more than 146
million transactions in 2021. Based
on YTD data from mobile channels
we anticipate a 18% growth in 2022
with more than 173 million
transactions.
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79%

21%

M Top

Digital Non digital

79%

21%

Mass Market

Digital Non digital

Segment Profitability



88M 103M 120M 146M 172M

88M
86M

83M

93M

94M

2018 2019 2020 2021 2022*

50%

55%

59%
61%

64%

Return on digital investments

Fees from digital vs traditional channels% digital transactions

% DigitalMobile Traditional channels In 2021 Mobile fees represented 42% of total fees (28% in 2020). In the

first nine months of 2022, Mobile fees represented 43% of total fees.

*2022 estimate
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9% 20% 28% 42% 44%

91% 80% 72% 58% 56%

2018 2019 2020 2021 2022*

Mobile fees Traditional fees

176 M 189 M 203 M
Total 

transactions239 M 266 M



0,8M

12M

23M
25M 26M

2018 2019 2020 2021 2022*

Return on digital investments

Interoperability (mobile wallets)

18M 297M

482M
662M 699M

FeesTransactions

Top ups

2,1M
2,3M

4,1M 4,0M

5,2M

2018 2019 2020 2021 2022*

20M 21M 38M
15M 18M

Mobile ATM withdrawal & POS 
payments

18M 17M

25M

29M 31M

2018 2019 2020 2021 2022*

86M 82M

158M

218M 219M

FeesTransactions FeesTransactions
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IZI Micro Credit

1,32M

1,40M

2021 2022*

82M

135M

FeesTransactions

* 2022 Estimate



Framework de gestão da fraude Cibernética

KRI reporting

G
ov

er
na

nc
e

Policies and regulation

IT Architecture Operations Risk Awareness

Serviços

Code security

Host security

Network 
security

Data 
protection

Incident 
management

Business 
Continuity

Technology Threat managementProcesses

Assets 
management

Third party 
riskUser access Risk monitoring 

Vulnerability 
management Data Privacy

Threat 
intelligence

In this new era, cybersecurity requires a holistic approach: one that addresses people, skills, technology, processes and 
governance. It’s critical to map every key external and internal risk, with the ultimate goal of keeping customers and bank assets 

safe as well as maintaining business resilience

Cyber Segurança
2022| Millennium bim: | Framework de Gestão da Fraude

Cyber security (& IT quality KPIs)
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Cyber Segurança

BITSIGHT Security Rating
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Second best bank
in Mozambique

Millennium bim stands amongst the best 1,2% (out of 3682) Banks ranked by BitSight

Cyber security (& IT quality KPIs)



initiatives and certifications

Cyber security external and internal 
audits.

Internal procedures and policies in accordance 
with ISO 27001 Standard

SIMSwap security check for every transaction 
with any cell phone company in Mozambique.

Social engineering protection through contact 
center calls requesting additional security 
information prior to perform «risky» 
transactions.

Vulnerability checks and audits by Integrity

Adherence to international certifications such 
as PCI – DSS.
Customer and business protection through VbV.

VISA VAA/VRM implementation
E-commerce on/off switch available for digital 
customers.

Intrusion tests to internal and external network 
performed by Trustwave.

IBM QRadar SIEM – security events detection and 
management 

Security Rating Bitsight Technologies 

Security vulnerability management datamart and 
dashboard

Implementation of multi-factor 
authentication for customer access to 
Internet Banking; Mobile (IOS and Android) 
through OTP
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Cyber security (& IT quality KPIs)



Digital fraud evoluton

11M

8,7M

0,8M
8k 4k

2018 2019 2020 2021 2022*

221

92

23 23
43

# FraudAmount

13* 2022 Year end estimate

Cyber security (& IT quality KPIs)





Time-to-market of digital apps
BIM as shown proficiency quickly translating ideas into tools that can be used on the business front line. In a fast-changing world, 
delay means yielding advantage to the competition or, worse, producing a tool that is obsolete before it’s ever used.

Update Timeline
SmartIZI App (individuals)

8 800
customers

18 000
transactions

32 M MZN
transaction 

amount

Launch of
PayIZI App (merchants)
in January 2020

Launch of
New Internet banking
in November 2020
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New look 
and feel

Active customers

New subscribers

Transactions

New look 
and feel

Transfers to 
E-mola

INSS 
Payments

Customer 
documentation 
update

International 
Transfers

IZI Micro loans

Transactions
98,6 M MZN

Transactions

Clients 
updated

Transactions
6,6 M MZN

Transactions
2,3 M MZN

Six months
later





Prioritize your processes in terms of Risk, 

added value to customer service and 

differentiation; 

Design your Internal Process Transformation 

Framework, train and set up a redesign 

team. Empower it; 

Lessons learned – Internal process automation and reengineering

Automation and 
optimization of 
business decision

Administrative 
automation and 
centralization

Re-think the processes with 
digital first mindset

Improve 
customer 

centric service 
level with real 

time KPI 
monitoring

Internal Process 
Transformation

Framework

Automation of 
repetitive and 
time-consuming 
tasks
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Design thinking – Empathize: During the empathize phase, we spend 

time observing and engaging with real users (or people who represent our 

target group)—conducting interviews, seeing how they interact with an 

existing product, and generally paying attention to facial expressions and 

body language

Lessons learned – Customer feedback in product development

Customer 
transactional 

behavior

Social media 
analytics

Design 
Thinking -
Empathize

Focus Groups 
/family & 

friends

Customer 
service 

feedback Customer 
Experience

Social media analytics: it is important 

to use insights from social research to 

evolve the way we understand customer 

interactions across service channels. By 

bringing social listening into the existing 

customer service operating model we 

expect to better understand customers and 

develop innovative approaches to enhance 

their experience

Focus groups: During product development, we use 

focus groups to gather feedback and opinions from 

existing or prospective customers and also family and 

friends

Customer service feedback: we believe a 

good complaint management process focused on 

resolving customer grievances, identifying areas 

for improvement and developing better products 

or services, can add great value to customer 

experience

Customer transactional behavior: behavioral analytics is used for 

some time to prevent or detect fraud, but we believe it can bring new 

insights into customer experience, being actionable, accurate and in 

real time, helping to provide a streamlined experience for our 

customers
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Get your customer feed back right. 

All the time. 



Lessons learned – Cyber security

Cyber attacks are inevitable
But the continuous investment in training and human capital development, added with the general employee awareness and investment
in real time monitoring, will help mitigate cyber risk by developing an active defense model.

Real time Mitigation measures
Reinforce product Development 
methodology

Governance 

Staff Awareness
Recruitment, training and 

Human Capital development

State of art Technology

A
T

H

M

G

D

19

Build risk awareness, 

hire, train and retain 

Choose the right 

technology and set up 

real time monitoring 

and frequent external

audits,

Red team-blue team 

exercises to tune up 

reaction procedures



Contactless payments tap on phone (any debit or credit contactless card)
Payments from/to any of the mobile wallets (M-pesa, E-mola, M-Kesh)
QR Code payments

Business management tools
Single or multidevice arquitecture
And much more…

Continue to invest in digital channels development 

extending the offer of products and services to 

businesses and individuals growing on and retaining 

customers through differentiated and innovative 

offers 

20

Lessons learned – Innovate or perish

See failure as a learning journey, not a 

wall



Our digital transformation journey so far 
was nothing but the groundwork that will 
allow us to play a role in the future


