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Abstract 
This study examines communication proficiency and negotiation strategies within Nigeria's rapidly evolving 

financial technology (FinTech) sector. Drawing on a comprehensive analysis of over 250 digital lending cases 

and 40 FinTech partnership negotiations, this research explores how communication techniques influence 

negotiation outcomes in digital financial services. The study investigates negotiation dynamics from multiple 

perspectives including FinTech platforms, traditional financial institutions, regulatory bodies, and end-users. 

Results demonstrate that successful FinTech negotiations require adaptation of traditional banking negotiation 

tactics to digital contexts, with emphasis on transparency, speed, and technology-mediated communication. The 

research identifies critical communication competencies including digital literacy, cultural sensitivity, regulatory 

awareness, and adaptive communication strategies that distinguish successful FinTech negotiations from 

conventional banking negotiations. Findings indicate that FinTech negotiations prioritize collaborative 

approaches over adversarial tactics, emphasizing mutual value creation through innovative solutions. This study 

contributes to understanding how digital transformation reshapes communication and negotiation practices in 

financial services, offering practical insights for FinTech entrepreneurs, investors, regulators, and traditional 

financial institutions navigating digital disruption. 
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I. Introduction 
The financial technology (FinTech) revolution represents one of the most transformative developments 

in global finance over the past decade, fundamentally altering how financial services are delivered, consumed, 

and regulated (Arner et al., 2016; Gomber et al., 2017). Nigeria has emerged as a leading FinTech hub in Africa, 

with the sector experiencing exponential growth driven by high mobile penetration, increasing internet 

connectivity, supportive regulatory frameworks, and a large unbanked population seeking financial inclusion 

(Ozili, 2018; Senyo & Osabutey, 2020). The Nigerian FinTech ecosystem now encompasses diverse players 

including digital lenders, payment platforms, insurtech companies, wealth management apps, and 

blockchainbased services, collectively valued at billions of dollars and serving millions of users (EFInA, 2020; 

KPMG, 2021). 

This rapid digital transformation has fundamentally altered the nature of financial services negotiations 

(Philippon, 2016). Traditional banking negotiations, characterized by face-to-face interactions, lengthy 

documentation processes, and hierarchical decision-making structures, contrast sharply with FinTech negotiations 

that emphasize speed, digital communication channels, data-driven decision-making, and agile partnership models 

(Zavolokina et al., 2016). Understanding how communication practices and negotiation strategies have evolved 

in response to these changes is crucial for all stakeholders in the financial services ecosystem. 

http://www.questjournals.org/
http://www.questjournas.org/
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Communication, defined as the exchange of information, ideas, opinions, and emotions between two or 

more parties, forms the foundation of all negotiation processes (DeVito, 1988). In financial services, effective 

communication is particularly critical given the complexity of financial products, the technical nature of regulatory 

requirements, the high stakes involved in financial decisions, and the diverse stakeholders with varying levels of 

financial literacy (Khan, 2016). Negotiation, conceptualized as a joint decision-making process in which parties 

with initially divergent positions arrive at mutually beneficial agreements (Albin, 2001; Shell, 2006), permeates 

every aspect of FinTech operations from fundraising and partnership formation to customer acquisition and 

regulatory compliance. 

The FinTech sector presents unique communication and negotiation challenges that distinguish it from 

traditional banking environments (Mention, 2019). Digital-first business models necessitate technologymediated 

communication that may lack the rapport-building advantages of face-to-face interaction. The rapid pace of 

technological innovation requires negotiations that can accommodate uncertainty and frequent pivoting of 

business strategies. Regulatory ambiguity in emerging FinTech domains creates challenges in establishing clear 

contractual terms and risk-sharing arrangements. Cross-border operations introduce cultural and linguistic 

complexities into communication and negotiation processes. The involvement of diverse stakeholders—from 

technology entrepreneurs and venture capitalists to traditional bankers and government regulators—requires 

translation across different professional languages and worldviews (Mention et al., 2019). 

Despite the growing importance of FinTech and the centrality of communication and negotiation to its 

success, limited research has systematically examined how these processes operate within the Nigerian FinTech 

context (Ozili, 2021). Most existing studies focus on technical aspects of FinTech innovation, regulatory 

frameworks, or adoption patterns, with less attention to the interpersonal and organizational communication 

dynamics that enable or constrain FinTech development (Senyo & Osabutey, 2020). This gap is particularly 

significant given Nigeria's unique characteristics including diverse linguistic and cultural landscape, complex 

regulatory environment, infrastructure challenges, and dynamic interplay between traditional banking institutions 

and FinTech disruptors. This study addresses this research gap by examining communication proficiency and 

negotiation strategies within Nigeria's FinTech sector. Building on seven years of experience in FinTech 

operations, partnership management, and regulatory engagement, this research analyzes over 250 digital lending 

negotiations and 40 strategic partnership cases to identify effective communication and negotiation practices. The 

study explores how traditional banking negotiation tactics have been adapted, transformed, or replaced in FinTech 

contexts, and identifies new competencies required for successful negotiations in digital financial services. 

 

1.1 Research Objectives 

This study pursues the following specific objectives: 

1. To identify and analyze communication strategies employed in Nigerian FinTech negotiations across 

different contexts (fundraising, partnerships, customer relations, regulatory engagement) 

2. To examine how negotiation tactics differ between FinTech platforms and traditional banking institutions 

in their approach to similar transactions 

3. To explore the role of technology-mediated communication in shaping FinTech negotiation outcomes 

4. To identify critical success factors for effective communication and negotiation in the FinTech sector 

5. To develop practical recommendations for enhancing communication proficiency and negotiation 

effectiveness in Nigerian FinTech operations 

 

1.2 Significance of the Study 

This research contributes to both academic knowledge and practical application in several ways. 

Academically, it extends communication and negotiation theory to emerging digital financial services contexts, 

addresses the limited research on FinTech negotiations in African markets, and provides empirical evidence on 

how digital transformation reshapes professional communication practices. Practically, the findings offer valuable 

insights for FinTech entrepreneurs navigating fundraising and partnership negotiations, traditional financial 

institutions adapting to digital competition, regulators developing frameworks for FinTech oversight, investors 

evaluating FinTech ventures, and educators preparing professionals for careers in digital finance. 

 

2. Literature Review 
 

2.1 The Nigerian FinTech Landscape 

Nigeria's FinTech sector has evolved rapidly since the mid-2010s, driven by several converging factors (Ozili, 

2018). With over 200 million people and one of Africa's largest economies, Nigeria presents an attractive market 

for financial innovation. However, traditional banking infrastructure has historically struggled to achieve deep 

financial inclusion, with approximately 40% of adults remaining unbanked or underbanked (EFInA, 2020). This 



Proficiency of Communication: A Case Study of Nigerian FINTECH Negotiation 

DOI: 10.35629/3002-140197108                                  www.questjournals.org                                        99 | Page 

financial inclusion gap, combined with high mobile phone penetration (exceeding 80% of the population), creates 

fertile ground for digital financial services (Senyo & Osabutey, 2020). 

The Nigerian FinTech ecosystem encompasses several key segments (KPMG, 2021; PwC, 2020): 

Payments and Remittances: Companies like Paystack, Flutterwave, and Interswitch facilitate digital payments, 

e-commerce transactions, and cross-border remittances, leveraging mobile money, card payments, and bank 

transfers. 

1. Digital Lending: Platforms such as Carbon (formerly Paylater), FairMoney, and Branch provide quick, 

algorithm-driven loans through mobile apps, using alternative data for credit scoring and automated 

decisioning. 

2. Personal Finance Management: Applications offering budgeting tools, savings products, and 

investment opportunities, often targeting young, tech-savvy consumers. 

3. Insurtech: Digital platforms transforming insurance distribution, underwriting, and claims processing 

through technology. 

4. Blockchain and Cryptocurrency: Emerging services leveraging distributed ledger technology for 

payments, remittances, and asset management, though facing regulatory uncertainties. 

5. RegTech: Solutions helping financial institutions comply with regulatory requirements through 

automated monitoring, reporting, and compliance tools. 

The regulatory environment has generally supported FinTech growth while maintaining financial stability and 

consumer protection (Omarini, 2018). The Central Bank of Nigeria (CBN) has issued licenses for payment service 

banks, established a regulatory sandbox for testing innovative products, published guidelines for digital lending 

and open banking, and engaged with industry stakeholders through forums and consultations. However, regulatory 

uncertainty in some areas, particularly regarding cryptocurrency and cross-border services, creates challenges for 

FinTech negotiators (Ozili, 2021). The figures 1-3 elucidate the concept better. 
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2.2 Communication in Negotiation: Theoretical Foundations 

Communication and negotiation are inherently intertwined processes (Fisher et al., 2011). Negotiation has been 

defined as "an interactive communication process that may take place whenever we want something from someone 

else or another person wants something from us" (Shell, 2006, p. 6). This definition emphasizes negotiation's 

communicative nature and its ubiquity in business and personal contexts. 

Effective negotiation communication encompasses multiple dimensions (DeVito, 1988; Hiltrop & Udall, 1995): 

Verbal Communication: The explicit messages conveyed through words, including proposals, arguments, 

explanations, and questions. In negotiations, verbal communication serves functions such as information 

exchange, persuasion, relationship building, and problem-solving (Khan, 2016). 

Non-Verbal Communication: Body language, facial expressions, tone of voice, and other non-linguistic signals 

that convey meaning and emotion. Research indicates that non-verbal cues can carry more weight than verbal 

messages in face-to-face negotiations, influencing perceptions of trustworthiness, power, and sincerity (Altman et 

al., 1993). 

Communication Medium: The channel through which negotiation communication occurs—face-to-face, 

telephone, video conference, email, instant messaging, or digital platforms. Medium choice affects information 

richness, feedback immediacy, relationship development, and negotiation outcomes (Suh, 1999). 

Listening: Active listening, involving attentive reception and interpretation of messages, is as critical as speaking 

in negotiations. Effective negotiators demonstrate listening through questioning, paraphrasing, and responding 

appropriately to counterpart communications (Segal & Smith, 2014). 

Several theoretical frameworks inform understanding of negotiation communication: 

Distributive versus Integrative Negotiation: Distributive (win-lose) negotiation assumes fixed resources to be 

divided, while integrative (win-win) negotiation seeks creative solutions expanding value for all parties (Fisher et 

al., 2011). Communication strategies differ markedly between these approaches, with distributive negotiations 

emphasizing competitive tactics and integrative negotiations prioritizing collaborative communication and mutual 

problem-solving. 

Social Exchange Theory: This perspective views negotiations as exchanges of resources (material or symbolic) 

governed by reciprocity norms (Hiltrop & Udall, 1995). Effective communication establishes reciprocal 

relationships where concessions by one party create obligations for the counterpart. 

Conflict Resolution Theory: Negotiation represents a mechanism for managing conflicts that arise from 

divergent interests, values, or perceptions (Fisher, 2015). Communication serves conflict resolution functions 

including clarifying positions, identifying common ground, generating options, and building consensus. 

 

2.3 Negotiation in Banking and Financial Services 

Banking negotiations have traditionally operated within established frameworks shaped by regulatory 

requirements, risk management protocols, relationship banking models, and hierarchical organizational structures 

(Petrescu, 2007). Typical banking negotiations include: 

1. Lending Negotiations: Banks and borrowers negotiate loan terms including interest rates, repayment 

schedules, collateral requirements, and covenants. These negotiations balance risk assessment, 

profitability targets, relationship considerations, and competitive pressures (Dârjan & Vac, 2016). 

2. Partnership Negotiations: Financial institutions negotiate with service providers, technology vendors, 

correspondents, and other partners. These negotiations address service scope, pricing, performance 

standards, risk allocation, and relationship governance. 

3. Regulatory Negotiations: Banks engage with regulators regarding compliance interpretations, licensing 

requirements, innovation testing, and industry standards. These negotiations require technical expertise, 

diplomatic communication, and long-term relationship management (Omarini, 2018). 

4. Customer Service Negotiations: Front-line staff negotiate with customers regarding service issues, 

complaints, fees, and product terms. Effective communication in these contexts maintains customer 

relationships while protecting institutional interests. 

Dârjan and Vac (2016) identified key negotiation tactics used in banking contexts including warming and 

adaptation to build rapport, careful listening to understand client needs, conditional proposals ("if-then" 

statements) to structure agreements, mediation to resolve conflicts, and empathy and humor to manage 

relationship dynamics. However, traditional banking negotiations often involve lengthy timelines (weeks or 

months), extensive documentation requirements, face-to-face meetings as primary communication mode, 

hierarchical approval processes, and risk-averse decision-making (Petrescu, 2007). 

 

2.4 Digital Transformation and Communication 

Digital transformation fundamentally alters organizational communication practices (Mergel et al., 2019). In 

financial services, digitalization affects multiple dimensions of communication: 
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1. Communication Channels: Digital technologies introduce new channels including mobile apps, 

chatbots, video calls, instant messaging, social media, and collaboration platforms. These channels offer 

advantages such as accessibility, speed, and cost-effectiveness, but may lack the richness and rapport-

building capacity of faceto-face interaction (Suh, 1999). 

2. Information Processing: Digital systems enable rapid data collection, analysis, and sharing, supporting 

more informed decision-making in negotiations. However, information overload and data interpretation 

challenges can complicate communication (Gomber et al., 2017). 

3. Relationship Dynamics: Digital-first relationships may develop differently from traditional 

relationships, requiring alternative trust-building strategies and relationship maintenance practices 

(Mention, 2019). 

4. Communication Speed: Digital communication enables near-instantaneous exchanges, accelerating 

negotiation timelines but potentially reducing deliberation and reflection time (Zavolokina et al., 2016). 

 

2.5 FinTech Negotiation Contexts 

FinTech organizations engage in several distinct negotiation contexts, each with unique characteristics: 

Fundraising Negotiations: FinTech startups negotiate with angel investors, venture capitalists, private equity 

firms, and strategic investors regarding equity terms, valuation, governance rights, and exit strategies. These 

negotiations balance growth capital needs, founder control, investor protection, and alignment of incentives (Arner 

et al., 2016). 

Partnership Negotiations: FinTech platforms negotiate partnerships with traditional banks for distribution 

channels, technology vendors for infrastructure, payment networks for transaction processing, and data providers 

for analytics. These negotiations address technology integration, revenue sharing, brand positioning, and risk 

allocation (Mention et al., 2019). 

Regulatory Negotiations: FinTech companies engage regulators to obtain licenses, seek regulatory clarity, 

participate in sandboxes, and influence policy development. These negotiations require technical expertise, policy 

advocacy skills, and ability to balance innovation with compliance (Ozili, 2021). 

Customer Acquisition and Service: FinTech platforms communicate with potential and existing customers 

regarding product features, pricing, user experience, and service issues. These interactions, often digital and 

algorithm-mediated, require clear communication, transparency, and effective complaint resolution (Philippon, 

2016). 

Talent Negotiations: Recruiting and retaining skilled professionals in competitive labor markets requires effective 

communication of value propositions, negotiation of compensation packages, and ongoing engagement strategies. 

 

2.6 Research Gap 

While existing literature provides foundations in communication theory, negotiation strategies, banking practices, 

and FinTech innovation, limited research systematically examines how these elements intersect in Nigerian 

FinTech negotiations. Most FinTech research focuses on technological innovation, adoption patterns, regulatory 

frameworks, or business models, with less attention to interpersonal and organizational communication dynamics 

(Senyo & Osabutey, 2020). Studies of negotiation in financial services predominantly examine traditional banking 

contexts, with limited exploration of how digitalization transforms negotiation practices (Dârjan & Vac, 2016). 

This study addresses this gap by examining communication and negotiation practices within Nigeria's FinTech 

sector, identifying how digital transformation reshapes these processes, and developing practical insights for 

stakeholders navigating FinTech negotiations. 

 

3. Methodology 
3.1 Research Design 

This study employs a qualitative case study methodology, appropriate for exploring complex phenomena within 

real-world contexts where boundaries between phenomenon and context are not clearly evident (Yin, 2018). The 

case study focuses on FinTech negotiation experiences in Nigeria over a seven-year period (2016-2023), a 

timeframe encompassing significant growth and maturation of the Nigerian FinTech sector. 

The research adopts an interpretivist epistemological stance, recognizing that understanding of communication 

and negotiation practices emerges from participants' lived experiences and interpretations (Saunders et al., 2019). 

This approach allows for rich, contextual analysis of how FinTech practitioners understand and enact 

communication strategies in their negotiations. 

 

3.2 Data Sources 

Data for this study derive from multiple sources, providing triangulation and comprehensive understanding of 

FinTech negotiation practices: 
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Digital Lending Cases (n=250+): Analysis of digital lending negotiations between FinTech platforms and 

borrowers, including personal loans, business financing, and asset-based lending. These cases span the entire 

lending lifecycle from initial application and credit assessment through loan approval, disbursement, servicing, 

and collection. 

Partnership Negotiations (n=40): Examination of strategic partnership negotiations between FinTech platforms 

and various partners including traditional banks, technology vendors, payment networks, telecommunications 

companies, regulatory bodies, and investor organizations. 

Participant Observation: Seven years of direct involvement in FinTech operations, including roles in business 

development, partnership management, regulatory engagement, and strategic planning. This immersive 

experience provides insider perspective on FinTech communication and negotiation practices. 

Document Analysis: Review of contracts, term sheets, correspondence, presentations, and other documents 

generated during negotiation processes. These materials provide objective records of negotiation content and 

outcomes. 

Industry Reports and Publications: Analysis of industry reports, regulatory guidance, news articles, and 

academic publications documenting Nigerian FinTech development and negotiation practices. 

 

3.3 Analytical Framework 

The analytical framework integrates concepts from negotiation theory, communication studies, and FinTech 

literature. Analysis focuses on several key dimensions: 

Negotiation Tactics: Specific communication strategies and behavioral approaches used by negotiators, drawing 

on classifications established in negotiation literature (Hiltrop & Udall, 1995; Petrescu, 2007; Shell, 2006). 

Communication Channels: The media through which negotiation communication occurs and how channel 

choice influences negotiation processes and outcomes. 

Stakeholder Perspectives: How negotiation approaches differ based on stakeholder position (FinTech platform, 

traditional bank, regulator, customer, investor). 

Contextual Factors: How Nigerian business culture, regulatory environment, infrastructure constraints, and 

market conditions shape negotiation practices. 

Digital Adaptation: How traditional negotiation tactics are modified, enhanced, or replaced in digital contexts. 

 

3.4 Data Analysis Process 

Data analysis followed an iterative process of immersion, coding, categorization, and interpretation (Miles et al., 

2014): 

1. Case Documentation: Detailed notes were compiled for each lending case and partnership negotiation, 

capturing key events, communication exchanges, tactics used, challenges encountered, and outcomes 

achieved. 

2. Thematic Coding: Cases were analyzed to identify recurring patterns, communication strategies, 

negotiation tactics, and contextual factors. Both deductive codes (derived from literature) and inductive 

codes (emerging from data) were employed. 

3. Cross-Case Analysis: Patterns were compared across cases to identify commonalities, variations, and 

contingencies in communication and negotiation practices. 

4. Theoretical Integration: Findings were interpreted through lenses of negotiation theory, communication 

theory, and FinTech literature to develop conceptual insights. 

5. Practitioner Validation: Preliminary findings were discussed with FinTech practitioners, investors, and 

regulators to validate interpretations and enhance practical relevance. 

 

3.5 Ethical Considerations 

Research ethics were maintained throughout the study. All case data were anonymized to protect confidentiality 

of individuals and organizations. No proprietary or commercially sensitive information is disclosed. Participants 

in validation discussions provided informed consent. The research aims to contribute knowledge benefiting the 

FinTech ecosystem while respecting legitimate interests of all stakeholders. 

 

3.6 Study Limitations 

Several limitations should be acknowledged. The case study design, while providing rich contextual insight, limits 

statistical generalizability to other contexts. Geographic focus on Nigeria may not fully represent FinTech 

negotiations in other African markets or globally. The seven-year timeframe, while substantial, may not capture 

longer-term evolutionary trends. Researcher positionality as FinTech practitioner provides insider access but may 

introduce bias, though efforts at reflexivity and triangulation mitigate this concern. 
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4. Results and Discussion 
4.1 Overview of FinTech Negotiation Landscape 

Analysis of the 250+ digital lending cases and 40 partnership negotiations reveals a complex landscape where 

traditional banking negotiation principles intersect with digital innovation imperatives. FinTech negotiations in 

Nigeria operate within a distinctive ecosystem characterized by rapid technological change, evolving regulatory 

frameworks, diverse stakeholder expectations, infrastructure constraints, and cultural hybridization between 

global digital business practices and local Nigerian business culture. 

Three overarching themes emerged from the analysis: 

1. Acceleration and Efficiency: FinTech negotiations prioritize speed and efficiency far more than 

traditional banking negotiations, driven by competitive pressures, customer expectations, and 

technological capabilities. 

2. Data-Driven Decision Making: Analytics and algorithms play central roles in FinTech negotiations, 

particularly in lending decisions, though human communication remains critical for relationship 

management and complex partnerships. 

3. Collaborative Innovation: Successful FinTech negotiations emphasize collaborative problem-solving 

and value creation rather than zero-sum resource division, reflecting the sector's innovation orientation 

and partnership-dependent business models. 

 

4.2 Digital Lending Negotiations: Communication Tactics and Strategies 

Digital lending represents the largest category of negotiations examined in this study. Unlike traditional banking 

loans requiring extensive documentation, face-to-face meetings, and weeks of processing, FinTech lending aims 

to provide credit decisions within minutes to hours through mobile apps and automated systems (Philippon, 2016). 

However, human communication remains important at multiple points in the lending process. 

 

4.2.1 Customer Acquisition and Application Phase 

The initial phase of customer engagement revealed several distinctive communication approaches: 

Simplified Digital Communication: FinTech platforms employ clear, concise language in apps and websites, 

avoiding banking jargon that intimidates customers. This "translation" function makes financial services more 

accessible to customers with limited financial literacy (Ozili, 2018). 

Transparency and Clarity: Successful platforms provide upfront information about interest rates, fees, 

repayment terms, and eligibility criteria. This transparency builds trust and reduces negotiation friction, 

contrasting with traditional banking practices where terms may be obscured or negotiable (Gomber et al., 2017). 

Progressive Disclosure: Information is revealed progressively as customers move through the application 

process, avoiding overwhelming users with excessive detail initially while providing necessary information at 

decision points. This tactic, analogous to the "small steps" approach in traditional negotiation (Dârjan & Vac, 

2016), guides customers through a complex process. 

Automated Personalization: Algorithms customize messaging based on user data, employment status, 

transaction history, and behavioral patterns. This creates perception of personalized service despite automated 

processes. 

Multiple Communication Channels: Platforms offer communication through mobile apps, SMS, email, phone 

support, and social media. Channel multiplicity accommodates diverse customer preferences and enables seamless 

transitions between channels during the customer journey. 

 

4.2.2 Credit Assessment and Decision Phase 

This phase demonstrates how technology transforms negotiation dynamics while human judgment remains 

relevant: 

Algorithm-Driven Decisioning: Machine learning models analyze alternative data (mobile phone usage, social 

media activity, transaction patterns, psychometric assessments) to generate credit scores and loan 

recommendations (Mention, 2019). This shifts negotiation from subjective relationship-based assessment toward 

objective data-driven evaluation. 

Limited Negotiability: Unlike traditional banking where loan terms may be extensively negotiated, FinTech 

platforms typically offer standardized terms with limited negotiation scope. Interest rates, loan amounts, and 

repayment periods are algorithmically determined based on risk scores, with minimal human discretion. 

Conditional Offers: When applications don't meet standard criteria, platforms may employ "yes, but" tactics, 

offering conditional approval contingent on additional information, co-borrowers, or modified terms. This 

maintains customer engagement while managing risk (Hiltrop & Udall, 1995). 

Explanation and Education: For declined applications, effective platforms provide clear explanations and 

guidance for improving eligibility. This communication serves multiple functions: maintaining customer 

relationships for future applications, building financial literacy, and reducing complaint escalation. 
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Human Override Capabilities: Despite automation, analyzed cases showed that successful platforms retain 

human review capabilities for borderline cases, high-value loans, or anomalous data patterns. This hybrid 

approach combines algorithmic efficiency with human judgment for complex situations. 

 

4.2.3 Loan Servicing and Collection Phase 

Post-disbursement communication revealed sophisticated negotiation approaches: 

Proactive Communication: Platforms send automated reminders before payment due dates, payment 

confirmations, and balance updates. This proactive communication reduces default rates and maintains positive 

customer relationships. 

Flexible Repayment Negotiation: When customers experience repayment difficulties, analyzed cases showed 

successful platforms employ empathetic communication and flexible restructuring options rather than 

immediately aggressive collection tactics. This approach, combining "empathy," "decompression," and 

"reciprocity" tactics (Petrescu, 2007), maintains customer relationships and improves eventual recovery rates. 

Escalation Protocols: Collection processes typically follow graduated escalation from polite reminders and SMS 

nudges, through phone calls with customer service representatives, to formal demand letters and potential legal 

action. Each escalation stage employs different communication tones and tactics appropriate to the severity of 

delinquency. 

Data-Informed Negotiation: Collection strategies are informed by customer data patterns, with algorithms 

identifying customers likely to respond to different approaches. This enables personalized collection 

communication strategies optimizing recovery while minimizing customer alienation. 

Mediation and Problem-Solving: For disputed charges or service issues, effective platforms employ mediation 

approaches, using "listening," "questions," and "interest" tactics to understand customer concerns and develop 

mutually acceptable solutions (Khan, 2016). 

 

4.3 Partnership Negotiations: Strategic Alliances and Collaborations 

The 40 partnership negotiations examined encompass diverse arrangements including technology integration 

partnerships, banking-FinTech collaborations, regulatory sandbox participation, and investor relations. These 

negotiations proved more complex and interpersonal than customer-facing lending negotiations, requiring 

sophisticated communication strategies. 

 

4.3.1 Bank-FinTech Partnership Negotiations 

Negotiations between FinTech platforms and traditional banks represent particularly interesting cases, as they 

involve organizations with different cultures, capabilities, and competitive positions (Mention et al., 2019): 

Mutual Education Phase: Initial negotiations typically involve extensive education, with FinTech platforms 

explaining their technology, business models, and value propositions, while banks educate FinTech partners on 

regulatory requirements, risk management practices, and organizational procedures. This phase employs 

"interest," "listening," and "questions" tactics extensively (Dârjan & Vac, 2016). 

Value Proposition Articulation: FinTech platforms must clearly communicate their value proposition— whether 

customer acquisition, technological innovation, operational efficiency, or regulatory compliance solutions. 

Successful negotiations employ "reciprocity" tactics, demonstrating how partnerships benefit both parties (Shell, 

2006). 

Risk Allocation Negotiation: Given banks' risk-averse culture and regulatory obligations, extensive negotiation 

occurs around risk allocation, data security, liability for failures, compliance responsibilities, and exit terms. These 

discussions require "conditional" proposals ("if-then" statements), "balance" seeking, and "multiple solutions" 

exploration (Hiltrop & Udall, 1995). 

Cultural Bridging: Successful partnerships require bridging cultural gaps between agile, entrepreneurial FinTech 

teams and structured, process-oriented bank organizations. This involves "empathy," "adaptation," and "patience" 

tactics, acknowledging different timelines, decision-making processes, and organizational priorities. 

Pilot and Iteration Approach: Rather than immediate large-scale partnerships, successful cases often employed 

"small steps" strategies, beginning with limited pilots, demonstrating value through results, and gradually 

expanding scope based on performance (Petrescu, 2007). 

Executive Sponsorship: Complex bank-FinTech negotiations benefit from executive sponsorship on both sides, 

providing authority to make decisions and overcome organizational resistance. Absence of sponsorship often leads 

to negotiations stalling in mid-level bureaucracy. 

 

4.3.2 Investor Negotiations 

Fundraising negotiations with angel investors, venture capitalists, and private equity firms revealed distinctive 

patterns: 
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Story-Telling and Vision Communication: Successful fundraising heavily depends on compelling narrative 

communication about market opportunities, technological innovation, team capabilities, and growth potential. 

This goes beyond financial projections to paint vivid pictures of future possibilities (Gomber et al., 2017). 

Data-Driven Credibility: While vision inspires, investors demand data validation. Effective negotiations balance 

aspirational communication with rigorous data on customer acquisition costs, lifetime values, churn rates, unit 

economics, and market sizing. 

Term Sheet Negotiation: Negotiations around valuation, equity stakes, board composition, liquidation 

preferences, anti-dilution protection, and exit terms require sophisticated understanding of venture capital 

structures. Successful FinTech founders employ advisors, use "multiple options" tactics, and leverage competitive 

investor interest when possible. 

Relationship Building: Given long-term nature of investor-entrepreneur relationships, negotiations emphasize 

cultural fit, value alignment, and mutual respect beyond purely financial terms. "Empathy," "friendship and 

honesty," and "humor" tactics build rapport (Dârjan & Vac, 2016). 

Transparency and Disclosure: Investors value transparency about challenges, risks, and uncertainties. Attempts 

at "mystification" or concealing problems typically backfire when discovered, damaging trust and potentially 

derailing deals (Fisher et al., 2011). 

 

4.3.3 Regulatory Engagement 

Negotiations with regulatory bodies (primarily Central Bank of Nigeria) present unique challenges: 

1. Technical Education: Regulators may have limited familiarity with emerging FinTech business models 

and technologies. Effective engagement involves patient education, using "interest," "listening," and 

"adaptation" tactics to understand regulatory concerns while explaining innovations (Ozili, 2021). 

2. Collaborative Problem-Solving: Successful regulatory negotiations frame interactions as collaborative 

problem-solving rather than adversarial confrontation. FinTech platforms emphasize shared objectives 

(financial inclusion, consumer protection, financial stability) while proposing innovative approaches to 

achieving them (Omarini, 2018). 

3. Graduated Approach: Regulatory sandbox participation exemplifies "small steps" and "pilot" 

strategies, allowing testing of innovations in controlled environments before full-scale deployment. This 

reduces regulatory risk while enabling innovation. 

4. Industry Coalition Building: Individual FinTech platforms often lack sufficient influence with 

regulators, leading to industry associations and coalitions that can more effectively engage in policy 

dialogue. These collective approaches amplify voice and demonstrate sector-wide implications of 

regulatory decisions. 

5. Documentation and Formality: Regulatory negotiations require extensive documentation, formal 

submissions, and attention to procedural requirements, contrasting with informal styles common in 

commercial negotiations. "Caution," "precision," and "professionalism" are essential (Segal & Smith, 

2014). 

 

4.4 Technology-Mediated Communication in FinTech Negotiations 

Digital communication channels fundamentally shape FinTech negotiations, with both advantages and challenges: 

4.4.1 Advantages of Digital Communication 

Speed and Efficiency: Digital channels enable rapid information exchange, quick decision cycles, and efficient 

coordination across geographic distances. Negotiations that might take weeks through traditional channels can be 

completed in days or hours. 

Documentation and Transparency: Digital communication creates automatic records of exchanges, enhancing 

transparency, reducing misunderstandings, and providing clear audit trails. 

Data Integration: Digital platforms integrate communication with underlying data systems, enabling real-time 

access to financial information, transaction histories, and analytical insights during negotiations. 

Scalability: Digital communication allows FinTech platforms to engage many customers simultaneously, 

supporting rapid growth that would be impossible with purely human-mediated communication. 

Accessibility: Digital channels reduce geographic and temporal barriers, enabling participation from anywhere 

with internet connectivity and accommodating different schedules through asynchronous communication. 

4.4.2 Challenges of Digital Communication 

Reduced Rapport Building: Digital-first relationships may develop more slowly than face-to-face relationships, 

as non-verbal cues, social presence, and interpersonal warmth are attenuated in text-based or even video-mediated 

communication (Suh, 1999). 

Misinterpretation Risk: Absence of non-verbal cues increases risk of misinterpreting tone, intent, or emphasis 

in written communication. Attempts at humor or informal language may be misunderstood. 
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Digital Divide: Not all stakeholders have equal digital literacy or access to technology. Negotiations requiring 

sophisticated digital tools may exclude or disadvantage less tech-savvy participants. 

Security and Privacy Concerns: Digital communication raises concerns about data security, privacy, and 

potential interception. Sensitive negotiations may require secure channels and encryption. 

Depersonalization: Excessive automation and algorithm-mediated communication may feel impersonal, reducing 

engagement and loyalty, particularly when customers face problems requiring human empathy and judgment. 

 

4.5 Cultural Dimensions of Nigerian FinTech Negotiations 

Nigerian business culture shapes FinTech negotiations in distinctive ways: 

Relationship Orientation: Nigerian business culture emphasizes personal relationships and trust-building 

(Ogundele & Opeifa, 2004). While FinTech introduces efficiency and automation, successful platforms maintain 

personal touches such as dedicated relationship managers for business clients, human customer service 

accessibility, and participation in community events and professional networks. 

Respect for Authority: Hierarchical social structures influence negotiations, with respect shown to senior figures 

and formal titles. FinTech negotiations involving government officials, bank executives, or elder entrepreneurs 

require appropriate deference and formality. 

Indirect Communication: Nigerian communication often employs indirectness, implication, and careful 

facesaving rather than blunt directness. Effective FinTech negotiators recognize these patterns, reading between 

lines and avoiding communication that causes embarrassment or confrontation (Ogundele & Opeifa, 2004). 

Extended Timelines: Decision-making may follow unhurried timelines reflecting cultural values around 

relationship building and consensus development. FinTech platforms accustomed to rapid cycles must adapt 

patience and persistence for certain negotiations, particularly with traditional institutions. 

 

5. Conclusion and Recommendations 
5.1 Conclusion 

This study examined communication proficiency and negotiation strategies within Nigeria’s rapidly 

expanding FinTech sector, drawing on extensive qualitative evidence from over 250 digital lending cases and 40 

strategic partnership negotiations. The findings demonstrate that effective communication is a central determinant 

of successful negotiation outcomes in FinTech environments, where speed, transparency, technological mediation, 

and regulatory complexity redefine traditional banking practices. 

The analysis reveals that Nigerian FinTech negotiations differ fundamentally from conventional banking 

negotiations in both form and substance. While traditional banking relies heavily on face-to-face interactions, 

hierarchical decision-making, and extended timelines, FinTech negotiations prioritize technology-mediated 

communication, data-driven decision processes, and agile, collaborative approaches. Digital platforms leverage 

automation and analytics to standardize many negotiation elements—particularly in lending—while retaining 

human communication for relationship management, exception handling, and complex decision-making. 

The study further highlights that successful FinTech negotiations emphasize integrative rather than 

distributive strategies, focusing on mutual value creation, partnership sustainability, and long-term relationship 

building. Communication competencies such as digital literacy, regulatory fluency, cultural sensitivity, 

transparency, and adaptive messaging emerged as critical success factors across customer, investor, partner, and 

regulatory negotiation contexts. These competencies enable FinTech firms to navigate Nigeria’s complex 

institutional environment while maintaining trust and legitimacy among diverse stakeholders. 

Importantly, the findings underscore that digital transformation does not eliminate the need for human 

communication; rather, it reshapes how communication is structured, delivered, and interpreted. Technology 

enhances efficiency and scalability but also introduces challenges related to rapport-building, misinterpretation, 

and depersonalization. Effective FinTech negotiators therefore combine technological tools with strong 

interpersonal communication skills to balance efficiency with empathy. 

 

Practical Recommendations 

Based on the findings of this study, the following recommendations are proposed for key stakeholders in the 

Nigerian FinTech ecosystem: 

 

For FinTech Entrepreneurs and Managers: 

FinTech leaders should invest deliberately in communication skill development, particularly in areas of digital 

communication, negotiation framing, and stakeholder engagement. Training programs should emphasize clarity, 

transparency, and empathy in customer communication, as well as structured negotiation approaches for 

partnerships and regulatory engagement. Maintaining hybrid models that combine automation with human 

oversight is essential for managing complex or sensitive negotiations. 
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For Traditional Financial Institutions: 

Banks engaging with FinTech firms should adapt negotiation frameworks to accommodate faster timelines, 

iterative pilots, and shared value creation. Building internal digital literacy and adopting more flexible 

communication structures will facilitate more productive collaborations with FinTech partners. 

 

For Regulators and Policymakers: 

Regulatory bodies should continue to engage FinTech stakeholders through consultative and collaborative 

mechanisms such as regulatory sandboxes. Clear communication of regulatory expectations, coupled with 

openness to innovation, will reduce negotiation friction and support responsible sector growth. 

 

For Investors: 

Investors should assess not only the technological and financial metrics of FinTech ventures but also the 

communication proficiency and negotiation capabilities of founding teams. These soft competencies significantly 

influence partnership stability, regulatory compliance, and long-term performance. 

 

For Researchers and Educators: 

Future research should extend this analysis to comparative studies across African markets and explore quantitative 

validation of identified communication competencies. Academic curricula in business, finance, and 

communication should incorporate FinTech-specific negotiation and digital communication training to prepare 

professionals for evolving financial services environments. 

 

Directions for Future Research 

Future studies could employ mixed-method or longitudinal designs to examine how communication and 

negotiation practices evolve as Nigerian FinTech firms mature and expand internationally. Additionally, empirical 

investigation into the role of artificial intelligence, chatbots, and algorithmic decision systems in shaping 

negotiation outcomes would provide valuable insights into the next phase of digital financial communication. 
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