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A Seminar Paper: Nigerian Banking Sector, 2024-2025_

Abstract
This paper examines how Nigerian banks use social technologies as operational tools for customer engagement, service delivery, and loyalty. Using expert interview of the head office social media team of Access bank, Lagos, Nigeria and secondary data from the Banking Conversion Digital Marketing Efficiency Report Q3 2025, KPMG Customer Experience Survey 2024, and case studies of Access Bank, Zenith Bank, and Wema Bank, the study finds that social platforms drive 213 million impressions and measurable gains in acquisition and retention. The study concludes that banks integrating social media with core banking functions outperform peers on engagement and loyalty metrics.
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1. Introduction
[bookmark: _GoBack]Nigeria’s banking sector has shifted from branch-based service to digital-first operations. By 2024, Access Bank had invested ₦150 billion in technology, while Zenith Bank reported 34% growth in new accounts registrations linked to social media campaigns.
Social technologies are no longer just marketing channels for Nigerian banks. Social technologies include Instagram, X, TikTok, Facebook, and AI chat bots embedded in these platforms. They are now part of banking operations handling customer service, customer support, product promotion, on-boarding and loyalty programs (Ojoko, July, 2025). Between Q3 2025, 15 Nigerian banks generated 213 million social ad impressions and a 3.4% conversion rate across Instagram, Facebook, TikTok, LinkedIn and X. This paper asks: How effective are social technologies as strategic tools for customer engagement, complaint resolution and loyalty in Nigerian banking operations?
1.1. Research Interview Questions
1. How often do customers interact with their bank on social media?
2. What issues do customers present mostly from social engagement to banking transactions?
3. Does social media interaction influence trust and loyalty?
2. Literature Review
2.1. Social Technologies in Banking
Social technologies refer to platforms that enable two-way interaction between organizations and customers. In banking, they reduce service costs and increase accessibility. Wang et al, (2023) notes that social media enhances credibility when used for product updates and complaint resolutions.


2.2. Customer Engagement and Loyalty
Engagement is meas\ured by interaction frequency, response time, and emotional connection. Customer loyalty has been widely examined in marketing and relationship management literature, often described as a multidimensional construct encompassing both behavioral and attitudinal elements. Jamaluddin (2017) defines loyalty as fidelity, arising not from coercion but from cumulative positive experiences. This perspective aligns with the broader understanding of brand loyalty as a strong predisposition of customers to repeatedly purchase a specific brand. Loyalty is measured by repeat transactions, account retention, and referrals (Walean et al, 2025). KPMG’s 2024 Customer Experience Survey shows that banks excelling in engagement, score higher on loyalty, but many Nigerian banks lag in resolving customer issues.

2.3. Theoretical Framework
Technology Acceptance Model: Users adopt digital tools when they perceive ease of use and usefulness. The Technology Acceptance Model (TAM) is defined as an information systems theory that describes how users are encouraged to accept and utilize new technology, focusing on two key determinants such as perceived usefulness and perceived ease of use. The model proposes that higher adoption rates occur when users believe an application will enhance their performance and requires little effort to use. Also, Relationship Marketing Theory is derived from the phenomenon when long-term relationships are built through consistent communication and value delivery. Social media facilitates the building of long term relationship leading to loyalty. Ramasamy et al, (2024) extend this argument by showing that social media facilitates real-time interactions and complaint resolution, thereby enhancing trust and retention.

3.Methodology

This study use a mixed-methods design.

Research Design is descriptive and analytical. Secondary data from industry reports are analyzed and expert interview is included as primary data collection. Four staff members of Access Bank, Unit Head Access bank Contact Center Head, Digital channels, Supervisor Contact Center and two social media team members of the bank, Victoria Island office were purposively selected and interviewed. The adoption and the challenges in the communication strategies utilized by Access Bank were discussed in the encounter. At the head office, Victoria Island, Lagos. The discussions took place with the Head of Digital channels, Supervisor Contact Center and with some of the social media team members of the bank. It was revealed that some of the customers do not bring their challenges forward in a way and manner that could speedily bring about solutions to them. Thus, thereafter, led to further interactions to be able to satisfy the customers in a timely manner. One of the Social Media Team members mentioned that some customers would not give all the necessary details of their accounts to enable prompt attendance and speedy resolution of their issues.
 The interview with the Social Media Customer Service Department Team members at Access Bank Head Office, revealed that the bank had invested in a strong social media team, made up of over 200 workers occupying two floors at the Access Bank head office, Victoria Island, Lagos. They attested to the fact that the social media team worked on shifts to attend to customers on the bank’s social media customer service platforms, daily. This was a testament to the important role Access Bank devoted to handling social media customer service issues for their customers.
Secondary data Sources was obtained from (http://ConversionTracker.com Q3 2025 report) KPMG West Africa Customer Experience Survey 2024, Nairametrics social media rankings July 2025, Zenith Bank case study Abuja branches 2020-2024.






4. Findings and Discussion of interview 

	Table 1: Themes, Sub-Themes
	 Representative Quotations and Interpretation

	

		Theme
	Sub-Theme
	Representative Quotation
	Interpretation

	Customer-Centric Service Delivery
	Customer satisfaction
	“At the end of the day, the customer goes home happy.”
	Staff prioritize customer satisfaction and positive service outcomes.

	
	Problem resolution
	“Solve their problem and let them go.”
	Customer service focuses on resolving issues efficiently rather than assigning blame.





















	Table 2: Themes, Sub-Themes, Representative Quotations and Interpretation

		Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation




		Complaint Management as a Strategic Tool
	Complaints as feedback
	“Complaints are a blessing to us.”
	Complaints are viewed as valuable sources of organizational feedback.

	
	Continuous improvement
	“It makes us grow. It makes us improve.”
	Customer complaints contribute to service enhancement and organizational learning.























	Table 3: Themes, Sub-Themes, and Representative Quotations Interpretation

		Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation




		Digital Banking and Customer Verification
	Digital onboarding
	Discussion of online account opening processes.
	Banks are increasingly adopting technology-driven customer onboarding systems.

	
	Video KYC verification
	Reference to VKYC as a verification method.
	Remote verification improves accessibility while maintaining compliance.

	
	Tiered account structure
	“Online accounts start as Tier 1 accounts.”
	Different account categories are linked to verification levels and transaction limits.























	Table 4: Themes, Sub-Themes, and Representative Quotations Interpretation

		Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation




		KYC Compliance and Risk Management
	Transaction limits
	Explanation of account limits based on verification status.
	Limits are used to manage financial and identity-related risks.

	
	Regulatory compliance
	Accounts require additional verification for higher transaction thresholds.
	Compliance requirements protect customers and institutions from fraud and financial crimes.
























	Table 5: Themes, Sub-Themes, Representative Quotations and Interpretation

		Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation




		Technology-Enabled Transaction Resolution
	Investigation tools
	“We have application tools to adapt to each of these cases.”
	Technology supports transaction verification and complaint investigations.

	
	Evidence-based resolution
	Staff verify transaction records before reaching conclusions.
	Resolution processes rely on system-generated evidence rather than assumptions.
























	Table 6: Themes, Sub-Themes,
	 Representative Quotations and Interpretation

	

Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation

	

		Service Disruptions and Operational Challenges
	System downtime
	“Once there's downtime, complaints increase.”
	Service interruptions directly affect customer satisfaction.

	
	Ripple effects of outages
	“Downtime has a ripple effect.”
	Operational failures affect multiple banking channels simultaneously.




























Table 7: Theme, Sub-Themes, Representative Quotations and Interpretation
	Theme
	Sub-Theme
	Representative Quotation
	Interpretation

	Information Gathering and Complaint Resolution Process
	Collection of customer and transaction details
	“The customer should provide the account number, transaction date, amount involved, and any supporting information before the complaint is processed.”
	Accurate and complete information gathering is essential for effective complaint investigation and resolution.

	
	Documentation and evidence submission
	“Customers are required to submit relevant documents to support their complaints.”
	Supporting documentation enhances the credibility of complaints and facilitates efficient case assessment.

	
	Complaint logging and case tracking
	“All complaints are logged into the system and tracked until they are resolved.”
	Formal complaint tracking systems promote accountability, transparency, and timely follow-up.

	
	Escalation and investigation procedures
	“Once the required information is obtained, the complaint is escalated for investigation.”
	Structured escalation procedures ensure that complaints are directed to the appropriate unit for resolution.

	
	Standardized complaint handling processes
	“There is a process we follow to collect information and address customer complaints.”
	Standardized procedures improve consistency, efficiency, and fairness in complaint management across the organization.












	Table 8: Themes, Sub-Themes, and Representative Quotations

		Theme
	                  Sub-Theme             
	          Representative Quotation
	  Interpretation




		Organizational Learning and Continuous Improvement
	Learning from complaints
	Complaints are viewed positively by staff.
	Feedback mechanisms support organizational learning.

	
	Service enhancement
	Customer experiences inform process improvements.
	Institutions use customer insights to strengthen future service delivery.





Source: Developed from Researcher interview transcripts (2026).

4.1. Thematic Analysis 
Theme 1: Customer-Centric Service Delivery
A dominant theme throughout the discussion is the importance of placing the customer at the center of service delivery. Participants emphasized that customers approach the bank because they trust the institution with their funds and expect solutions to their problems. Staff members are expected to resolve issues efficiently and ensure that customers leave satisfied.
The findings suggest that customer service personnel view their primary responsibility as problem resolution rather than fault attribution. Whether an issue originates from the customer, the bank, or external systems, the focus remains on achieving a satisfactory outcome for the customer.

Supporting Evidence
· "At the end of the day, the customer goes home happy."
· "Solve their problem and let them go."
Implications
This reflects the principles of customer-centric banking, where customer satisfaction and relationship retention are prioritized over procedural rigidity (Ogundipe et al, 2024).

Theme 2: Complaint Management as a Strategic Tool
Rather than viewing complaints negatively, participants described complaints as opportunities for organizational learning and improvement. Complaints provide valuable feedback regarding service failures, operational weaknesses, and customer expectations.
The discussion highlights a proactive organizational culture that recognizes complaints as indicators of areas requiring improvement.
Supporting Evidence
· "Complaints are a blessing to us."
· "It makes us grow. It makes us improve."
Implications
This aligns with service quality theories that position customer complaints as essential sources of information for continuous improvement and innovation.
Theme 3: Digital Banking and Customer Verification
The conversation highlighted the increasing role of digital banking services, including online account opening and remote verification processes. Different account tiers impose varying transaction limits depending on the level of customer verification completed.
The introduction of Video Know Your Customer (VKYC) procedures demonstrates efforts to balance customer convenience with regulatory compliance and fraud prevention.
Supporting Evidence
· Online accounts begin as Tier 1 accounts with transaction restrictions.
· Higher-tier accounts require additional verification through branch visits or VKYC.
Implications
Financial institutions are increasingly adopting digital onboarding processes while maintaining risk management controls through identity verification mechanisms.
Theme 4: KYC Compliance and Risk Management
Know Your Customer (KYC) procedures emerged as a critical aspect of banking operations. Transaction limits and account restrictions are used as safeguards against fraud, money laundering, and identity-related risks.
Participants explained that account restrictions are not punitive but serve to ensure compliance with regulatory requirements and customer identification standards.
Supporting Evidence
· Account limits are tied to verification levels.
· Accounts may be restricted when transaction thresholds are exceeded.
Implications
The findings reinforce the role of KYC policies in maintaining financial system integrity while protecting both customers and financial institutions.
Theme 5: Technology and Transaction Resolution
Technology was presented as a key enabler of customer service operations. Staff rely on transaction-monitoring systems and investigative tools to verify claims, track transaction status, and resolve customer complaints.
Participants emphasized the need for evidence-based verification before concluding whether a transaction has failed.
Supporting Evidence
· "We have application tools to adapt to each of these cases."
· Transaction investigations rely on system checks and transaction records.
Implications
The theme highlights the growing dependence of customer service functions on technological infrastructure and data-driven decision-making.
Theme 6: Service Disruptions and Operational Challenges
System downtime emerged as a significant operational challenge. Participants noted that network failures, telecommunications issues, and internal system outages often trigger spikes in customer complaints and service requests.
The discussion recognized the cascading effect of downtime across multiple banking channels, including transfers and ATM services.
Supporting Evidence
· "Once there's downtime, complaints increase."
· "Downtime has a ripple effect."
Implications
Organizations must strengthen system resilience and contingency planning to minimize customer dissatisfaction during service interruptions.
Theme 7: Information Gathering and Complaint Resolution Process
An important operational theme, this concerns the structured approach to complaint handling. Customer service representatives are trained to collect relevant information such as account numbers, transaction dates, amounts, and supporting documentation before escalating cases.
This approach promotes consistency, accuracy, and efficiency in issue resolution.
Supporting Evidence
· Collection of transaction details before investigation.
· Logging and tracking complaints through formal processes.
Implications
Effective complaint resolution depends on standardized procedures, comprehensive and precise information gathering.
Theme 8: Organizational Learning and Continuous Improvement
The expert interview revealed a learning-oriented organizational culture. Complaints, service disruptions, and customer interactions are viewed as opportunities to identify weaknesses and improve future service delivery. Participants emphasized that customer feedback contributes directly to organizational growth and operational refinement.
Supporting Evidence
· Customer complaints are viewed positively.
· Feedback is used to identify and address service gaps.
Implications
Organizations that institutionalize learning from customer interactions are more likely to achieve long-term improvements in service quality and customer satisfaction.
4.2. Discussion
The findings reveal an integrated customer service framework characterized by customer-centricity, regulatory compliance, technological support, and continuous improvement. Customer complaints serve as both operational challenges and strategic learning opportunities. The organization balances digital innovation with risk management through tiered account structures and Know Your Customer (KYC) requirements. Furthermore, the study highlights the importance of resilient technological systems and structured complaint-handling processes in maintaining customer trust and satisfaction (Walean et al, 2025). The study contributes to existing literature by illustrating how banking institutions can leverage customer feedback, digital technologies, and regulatory frameworks to enhance service quality and strengthen customer relationships. Overall, effective customer service extends beyond problem resolution and functions as a strategic tool for customer retention, organizational learning, and sustainable service excellence.
The analysis revealed eight interrelated themes that collectively explain how customer service, complaint management, digital banking, and regulatory compliance are operationalized within the banking environment. These themes demonstrate the institution's commitment to balancing customer satisfaction, operational efficiency, technological innovation, and regulatory requirements.

4.2.1. Customer-Centric Service Delivery
The findings indicate that customer-centricity is a foundational principle guiding service delivery. Participants consistently emphasized the importance of ensuring that customers leave with their issues resolved, regardless of the source of the problem. This suggests that customer service personnel prioritize relationship preservation and customer satisfaction over assigning blame. Such an approach reflects the principles of Customer Relationship Management (CRM), which emphasize long-term customer retention through effective service interactions. The focus on customer outcomes also aligns with the SERVQUAL dimension of responsiveness, where organizations are expected to provide prompt and effective assistance to customers.
4.2.2. Complaint Management as a Strategic Resource
A significant finding is the perception of customer complaints as opportunities for improvement rather than disruptions. Participants viewed complaints as valuable sources of information that reveal operational weaknesses, service failures, and unmet customer expectations. This finding supports Service Recovery Theory, which suggests that effective complaint handling can strengthen customer trust and loyalty (Umoren, 2025) noted that by treating complaints as organizational learning tools, the institution demonstrates a proactive approach to continuous improvement and service quality enhancement.
4.2.3. Digital Banking and Customer Verification
The increasing adoption of digital banking services emerged as a major theme. Participants described processes such as online account opening and Video Know Your Customer (VKYC) verification as mechanisms for improving customer convenience while maintaining compliance requirements. The tiered account structure illustrates how banks balance accessibility with risk management. This finding reflects broader digital transformation trends within the banking sector, where institutions seek to enhance customer experience through technology-enabled service delivery while ensuring security and regulatory compliance.
4.2.4. KYC Compliance and Risk Management
Know Your Customer (KYC) requirements were identified as essential mechanisms for fraud prevention, regulatory compliance, and financial security. Participants explained that transaction limits and account restrictions are linked to verification levels rather than punitive measures. This demonstrates how risk management practices are integrated into customer service operations. The findings support existing literature emphasizing the role of KYC procedures in combating financial crimes such as money laundering and identity fraud while safeguarding institutional integrity.
4.2.5. Technology-Enabled Transaction Resolution
Technology plays a critical role in facilitating complaint resolution and transaction investigations. Customer service representatives rely on specialized applications and transaction-monitoring systems to verify customer claims and determine the status of disputed transactions. This dependence on digital tools highlights the growing importance of data-driven decision-making in banking operations. The findings suggest that technological infrastructure is not only an operational necessity but also a key determinant of service effectiveness and customer trust.
4.2.6. Service Disruptions and Operational Challenges
System downtime and network failures were identified as major contributors to customer dissatisfaction and increased complaint volumes. Participants described the cascading effects of service disruptions across banking channels, including electronic transfers and ATM transactions. These findings underscore the importance of operational resilience in modern banking. Consistent with service reliability literature, service interruptions can significantly undermine customer confidence and negatively affect perceptions of service quality.
4.2.7. Structured Complaint Resolution Processes
The study highlights the importance of systematic information gathering in complaint handling. Participants described standardized procedures requiring the collection of transaction details, account information, and supporting evidence before investigations commence. Such processes ensure consistency, accountability, and efficiency in issue resolution. This finding aligns with best practices in service management, where structured complaint-handling mechanisms contribute to faster resolution times and improved customer experiences (Stevens et al, 2018). The findings indicate that effective complaint resolution relies on a systematic process of information gathering, documentation, tracking, and escalation. By adhering to standardized procedures, banking institutions can improve the accuracy of investigations, enhance operational efficiency, and ensure satisfactory outcomes for customers.
4.2.8. Organizational Learning and Continuous Improvement
The final theme reflects a culture of continuous learning and improvement. Customer interactions, complaints, and operational challenges are viewed as opportunities to refine processes and enhance service delivery (Golmohammadi et al, 2021).
. This learning-oriented perspective suggests that customer feedback is embedded within organizational decision-making processes. Such practices are consistent with organizational learning theory, which posits that institutions achieve sustained performance improvements by systematically incorporating feedback into operational and strategic activities.
4.3. Discussion of Secondary Data
4.3.1.  Scale of Social Engagement in 2025
Fifteen Nigerian banks recorded 213 million social ad impressions in Q3 2025. Platforms used include Instagram, Facebook, TikTok, LinkedIn, and X. Average click-through rate was 4.0%, completion rate 77.7%, and conversion rate 3.4%. Access Bank ran 26 campaigns with 1.18 million impressions and 3.95% conversion. GTBank led in click-through rate at 5.18%. UBA leveraged its AI chatbot LEO for cross-border payments via PAPSS, gaining visibility across Africa.

4.3.2. Customer Service and Engagement
Access Bank’s @accessbank_help, GTBank’s @gtbank_help, and UBA’s @UBACares resolve complaints within 2 hours on average. First Bank uses social media to share anti-scam updates, reducing fraud risk and building trust. KPMG 2024 data shows banks that respond quickly on social media score higher on the “Time & Effort” and “Empathy” pillars. However, the industry still underperforms on proactive issue resolution.

4.3.3. Loyalty Programs and Retention
Wema Bank’s 5for5 Reward Scheme uses ALAT app and social channels to drive transactions. Season 5 offers N170 million in rewards for youth, women, and SMEs. Customers earn points for transactions via 945#, ALAT, and debit cards. Zenith Bank’s Abuja branches saw 29% increase in digital transactions and 34% growth in new accounts from 2020-2024, attributed to targeted social media campaigns and content localization.

4.3.4. Operational Integration

Banks that integrate social DMs with AI assistants like Tamara, LEO, and Naya, reduce response time and improve on-boarding. This turns engagement into transactions.

4.3.5. Localization
Hausa and Pidgin content increases reach in Northern Nigeria. Zenith Bank’s study suggests localization could raise acquisition by 25-30%.

4.3.6. Measurement
Banks need to track account openings and transaction value tied to social campaigns, not just likes and shares. http://ConversionTracker.com data shows a 3.4% conversion rate industry-wide, indicating room for improvement.

4.4. Challenges
a. Conversion gap: High engagement does not always translate to active accounts.
b. Digital literacy: 45% of adults in Kano have low digital literacy, limiting reach.
c. Fintech competition: Fintechs like OPay and PalmPay outperform banks on ease of use and speed.
d. Trust issues: Inconsistent messaging between ads and app experiences reduces credibility.

5. Conclusion
Social technologies are now core to banking operations in Nigeria. They drive engagement, reduce service costs, and support loyalty programs. Banks that close the gap between social 
interaction and banking action will lead in customer retention and acquisition. The 2024-2025 data shows progress, but resolution and trust remain weak points.

5.1. Recommendations
· Embed AI assistants in social media DMs for instant account opening and support.
· Produce localized video content in local languages and dialects such as Hausa, Igbo, and Pidgin English for underserved markets.
· Use social listening to identify and resolve complaints before they escalate.
· Align messaging between ads, apps, and branches to avoid trust erosion.
· Expand reward programs to drive repeat transactions.
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Appendix A: Research Interview Questions
1. How often do customers interact with Access bank on social media?
2. What issues do customers present mostly from social engagement to banking transactions?
3. Does social media interaction influence trust and loyalty?

Appendix B: Interview Transcript
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