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ABSTRACT

Environmental, Social, and Governance (ESG) principles have become important to
sustainable banking worldwide, but their communication in emerging economies like Ghana is
underexplored. This study examines ESG communication strategies within the Ghanaian
banking sector, utilizing Zenith Bank Ghana as a case study to analyze the impact of ESG
messaging on customer awareness, trust, loyalty, and engagement. Rooted in Stakeholder
Theory, Legitimacy Theory, Signaling Theory, the Technology Acceptance Model (TAM), and
Social Capital Theory, the study employs a mixed-methods approach that combines
quantitative data from 384 customer surveys with qualitative analysis of Zenith Bank’s official
ESG communication materials.
Research indicates a substantial disparity between ESG initiatives and customer awareness.
Despite the bank's engagement in several ESG initiatives, the majority of customers have a
limited understanding of these efforts owing to insufficient communication visibility,
inconsistent reporting depth, and poor disclosure of quantifiable results. Statistical
investigations indicate that successful ESG communication is a strong predictor of elevated
customer trust and loyalty, illustrating that transparent and credible ESG messaging fortifies
relational connections and amplifies the bank's reputational capital. Customer feedback has
been shown to be a vital, but underexploited, element of ESG communication. Participants said
that integrating customer viewpoints into reporting via participatory platforms, digital
interaction, and feedback mechanisms will enhance the relevance, clarity, and credibility of
ESG narratives.
The qualitative component emphasizes three predominant communication frameworks:
technocratic disclosures centered on governance and compliance, narrative-driven descriptions
of social interventions, and product-oriented environmental marketing. Nevertheless, these

remain disjointed and inadequately matched with stakeholder expectations. The study indicates



that strategic, technology-driven, and stakeholder-oriented ESG communication is crucial for
enhancing legitimacy, increasing transparency, and securing competitive advantage in Ghana's
developing sustainability context. It advocates for the enhancement of disclosure uniformity,
the adoption of internationally recognized reporting standards, the expansion of digital ESG
communication, and the integration of structured stakeholder feedback for enhancing

forthcoming ESG communication processes.

Keywords: ESG communication, Sustainable banking, Stakeholder engagement, and Customer

trust and loyalty
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CHAPTER ONE

INTRODUCTION

1.0 Introduction

This section provides a comprehensive examination of the key components of the investigation
on ESG communication in the banking sector using Zenith Bank Ghana as a case study. It
begins with a detailed background that contextualizes and emphasizes the research issue. The
research problem statement follows to clarify the study's focus. The section also delineates the
specific research questions. The study's purpose and key objectives are also stated. The
significance of the study is examined to show its relevance and prospective contributions

regarding the topic, while the scope defines its boundaries.

Additionally, research shortcomings are acknowledged, enabling transparency. The theoretical

framework for the study allows analysis of the research problem.

1.1 Background of the Study

Environmental, Social, and Governance (ESG) investing has rapidly reshaped the global
financial landscape, driven by rising public expectations, climate imperatives, and the pursuit
of sustainable development (Reichelt & Diogo, 2025). ESG considerations have shifted from
peripheral concerns to central determinants of organizational evaluation and investment
decision-making. This evolution is particularly visible in the banking sector, where institutions
function as stewards of financial flows and macroeconomic stability (Forben, 2025). Banks, as
custodians of capital, play a pivotal role in advancing global sustainability, and their ESG
frameworks have a significant influence on climate action, social equity, and corporate

accountability (Ling et al., 2023).



The benefits and challenges of the global ESG movement increasingly affect Ghana's banking
sector (Yiadom, 2025). This influence is evident as institutions such as Zenith Bank Ghana
incorporate ESG policies in alignment with global investor expectations and national
sustainability regulations. A key milestone is the Bank of Ghana’s Sustainable Banking
Principles, which mandate the integration of ESG risk assessments into lending practices.
However, ESG communication encompassing disclosure, explanation, and promotion of
sustainability efforts remains underdeveloped across Ghanaian banks. Compared to global
counterparts, local banks often demonstrate inconsistencies and limited depth in ESG
reporting, creating concerns among investors, regulators, and society. Global trends illustrate
the magnitude of progress elsewhere: by 2022, 96% of S&P 500 companies produced
sustainability reports, compared to less than 20% in 2011, and ESG-focused mutual funds
attracted $20 billion in 2019 (Gillan et al., 2021). These developments reinforce ESG as a core

benchmark that Ghanaian banks must integrate into their communication strategies.

Institutional investors controlling over $86 trillion globally are increasingly demanding
enhanced ESG transparency and accountability (Gillan et al., 2021). Consequently, Ghanaian
banks, including Zenith Bank Ghana, face escalating pressure to comply with global disclosure
standards to maintain access to ESG-sensitive capital markets. ESG communication has
therefore become a strategic necessity for competitiveness and credibility in the interconnected
global financial system.
Traditional financial statements remain inadequate in capturing a firm’s intangible value
components, brand reputation, expertise, culture, and adaptive capacity (Reichelt & Diogo,
2025). ESG evaluation frameworks bridge this gap by integrating environmental
accountability, social performance, and governance integrity into comprehensive corporate
assessments. In banking, ESG metrics are essential for evaluating managerial competence and

identifying  latent  risks  invisible = in  conventional  financial  reporting.



As environmental risks, resource depletion, and social inequality reshape global markets and
regulatory agendas, the need for strong ESG communication has intensified (Kopnina &
Bedford, 2024; Cheng et al., 2023). Carbon-pricing mechanisms, sustainable finance policies,
and green lending directives now emerging across Africa and enforced by institutions such as
the Bank of Ghana necessitate transparent ESG communication from banks.
Given that ESG affects risk management, corporate reputation, and stakeholder engagement,
all banking personnel must integrate sustainability considerations into everyday operations
(Zournatzidou et al., 2025). This shift is visible in the growth of renewable energy financing
and sustainability-linked products. ESG now functions as an integrative framework that
promotes transparency, accountability, and public trust (Santos & Pereira, 2022). Yet many
Ghanaian banks still lack the infrastructure, reliable data systems, and skilled professionals
needed to meet international expectations. This study investigates how Zenith Bank Ghana can
strengthen its ESG communication to enhance investor confidence, regulatory compliance, and

public trust.

Investors increasingly influence banks' ESG priorities. Evidence shows that institutional
investors emphasize environmental and governance dimensions such as emissions reduction,
waste management, shareholder rights, and risk governance more strongly than social factors
(Reichelt & Diogo, 2025). In Ghana, this aligns with emerging regulatory reforms: NPRA
guidelines encourage ESG-based pension investments, allowing a 5% allocation to green
bonds, while the Ghana Stock Exchange’s 2022 ESG Disclosures Guidance promotes
transparency (Njoku, 2022). As a result, institutions like Zenith Bank Ghana prioritize green

finance, sustainability-linked lending, and strict adherence to Sustainable Banking Principles.

Effective ESG communication must align with stakeholder priorities and ensure disclosures
are transparent, relevant, and comparable (Arvidsson & Dumay, 2021). For Zenith Bank
Ghana, this involves expanding the scope, clarity, and rigor of ESG reporting while
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demonstrating real progress in environmental and governance performance. This study
examines how the bank’s ESG communication strategies influence investor confidence,

customer loyalty, and regulatory approval within Ghana’s evolving financial sector.

1.2 Statement of the Problem

Notwithstanding the growing global importance of Environmental, Social, and Governance
(ESG) practices in promoting sustainable banking, ESG communication within Ghana's
banking sector remains inadequately studied and poorly understood. Despite Zenith Bank
Ghana's involvement in ESG initiatives, the clarity, transparency, and alignment of its ESG
disclosures with international standards have not undergone thorough evaluation. This creates
a notable gap between ESG implementation and stakeholder comprehension, thereby
undermining stakeholder trust, market readiness, and long-term financial viability.
In Ghana's evolving regulatory and investment environment, where investor expectations for
ESG performance are rising, insufficient ESG communication may result in reduced
stakeholder confidence, forfeited investment possibilities, and failure to meet international
standards. Recent studies have mostly overlooked the influence of ESG communication
strategies on consumer trust and decision-making in banks situated in emerging nations. This
study investigates the inadequacy by meticulously assessing Zenith Bank Ghana's ESG
communication to ascertain its substance, compliance with international standards, and impact

on stakeholder views and trust. This will contribute to addressing the gap in the literature.

1.3 Research Objectives

1. To assess customer perceptions of Zenith Bank Ghana’s ESG communication practices.
2. To explore the impact of ESG communication on customer trust and loyalty.
3. To investigate the influence of customer feedback on the bank’s ESG communication

and reporting strategies.



1.4 Research Questions

1. How do customers perceive Zenith Bank Ghana’s ESG communication efforts?
2. Whatrole does ESG communication play in shaping customer trust and loyalty towards
the bank?

3. How does customer feedback influence ESG reporting and communication?

1.5 Significance of the Study

This research on ESG communication within the banking sector, utilizing Zenith Bank Ghana
as a case study, is significant for academics, the banking industry, and prospective scholars.
This paper examines deficiencies in empirical research regarding how banks in emerging
economies, specifically Ghana, convey their Environmental, Social, and Governance (ESG)
initiatives to stakeholders. Despite the global rise in ESG reporting, there has been less
research on its communication strategies and efficacy within Ghana's banking sector. This
study enhances the theoretical comprehension of corporate communication, sustainability
reporting, stakeholder involvement, and ethical banking practices through a critical evaluation
of ESG communication strategies. It also utilizes an interdisciplinary approach, adopting
principles from corporate social responsibility (CSR), sustainable finance, and communication

theory to expand the knowledge base on these interrelated subjects.

This study offers valuable insights into the importance and influence of effective ESG
communication for practitioners, especially banks and financial institutions in Ghana.
Customers, investors, and regulators are progressively insisting on transparency and socially
responsible practices. Consequently, banks must develop communication strategies that
explicitly articulate their ESG commitments. This report provides recommendations on
optimal practices for ESG disclosure, aiding institutions like Zenith Bank Ghana in enhancing

their public reputation, fostering stakeholder trust, and securing a competitive advantage in a



market where ethical considerations are increasingly pivotal in decision-making. Moreover,
the results can assist policymakers and regulatory bodies in establishing standards and

benchmarks for ESG reporting within Ghana's banking sector.

This study offers a robust structure and approach for future researchers to apply to analogous
questions across various sectors or geographical contexts. The study employs both qualitative
and quantitative methodologies, establishing a thorough framework for assessing ESG
communication that can be adapted to examine different banks, enterprises, or regions. Future
researchers may build upon this study by examining associated variables, including the
influence of ESG communication on customer loyalty, investor confidence, and corporate
reputation. This research utilizes Ghana as a case study, facilitating comparison analyzes with
other African nations or emerging economies, thereby enhancing the understanding of ESG

practices and their ramifications in the global banking sector.

1.6 Scope of the Study

This research examines ESG communication strategies within Ghana's banking industry, using
Zenith Bank Ghana as the principal case study. It analyzes how Zenith Bank Ghana
communicates its ESG objectives to various stakeholders, including customers, investors,
regulatory bodies, and the general public. The study examines the bank's strategy and methods
for communicating its ESG operations and commitments, encompassing annual reports,
corporate websites, press releases, and social media platforms. The study evaluates the
effectiveness of these communication strategies in fostering trust, enhancing the bank's public

image, and meeting stakeholder expectations about sustainability and corporate responsibility.

This study's geographical scope was confined to Ghana, specifically focusing on Zenith Bank
Ghana in Accra. This study exclusively examines the Ghanaian context, even though ESG

practices and communication efforts by banks in other regions may adhere to distinct



frameworks and encounter diverse challenges. This regional perspective acknowledges that
the socioeconomic, cultural, and regulatory factors unique to Ghana affect the communication
and reception of ESG information by stakeholders. This research excludes other banks in
Ghana and foreign financial institutions, enhancing a comprehensive and focused analysis of

Zenith Bank Ghana's ESG communication within its local operational context.

1.7 Limitations of the Study

This study acknowledges several limitations that warrant consideration. First, its focus on
Zenith Bank Ghana may restrict the generalizability of findings to other financial institutions,
as ESG communication practices and stakeholder expectations can differ based on
organizational size, ownership structure, regulatory environments, and institutional culture.
Although the study provides meaningful insights into Zenith Bank Ghana’s ESG
communication strategies, broader applicability requires further examination across diverse

banking contexts.

Second, the research relies heavily on quantitative data from corporate communication
materials and stakeholder questionnaires. These methods are subject to self-reporting bias, as
respondents may provide socially desirable rather than fully accurate assessments of the bank’s

ESG communication.

Additionally, ESG standards and reporting frameworks evolve rapidly. Because the study
reflects a specific time period, it may not capture future regulatory changes, shifting

stakeholder expectations, or emerging sustainability priorities.

Finally, the study’s cross-sectional design prevented longitudinal analysis, limiting the ability

to assess how Zenith Bank Ghana’s ESG communication evolves over time.



1.8 Theoretical Framework

This research is grounded in five interconnected theoretical frameworks: Stakeholder Theory,
Legitimacy Theory, Signaling Theory, the Technology Acceptance Model (TAM), and Social
Capital Theory. Together, these frameworks provide a comprehensive lens for examining the
significance of ESG communication within the banking industry, particularly in the case of
Zenith Bank Ghana. Each theory contributes a distinct yet complementary perspective on how
ESG communication enhances organizational legitimacy, stakeholder engagement,

technological adoption, and ultimately financial performance.

Stakeholder Theory, as advanced by Freeman (2017), emphasizes the importance of identifying
and addressing the needs of individuals and groups who influence or are influenced by an
organization’s activities. For Zenith Bank Ghana, this highlights the necessity of engaging
customers, employees, investors, regulators, and local communities through transparent and
relevant ESG communication. Effective stakeholder engagement fosters trust, strengthens

loyalty, enhances reputational capital, and supports long-term profitability and sustainability.

Legitimacy Theory, originally articulated by Lindblom (1994) and later expanded by Deegan
(2019), posits that organizations must align their actions with prevailing societal norms to
maintain legitimacy. In Ghana’s evolving financial landscape where ESG awareness is rising,
Zenith Bank Ghana must demonstrate that its sustainability initiatives extend beyond
compliance to embody ethical responsibility. ESG communication thus becomes a crucial
mechanism for reinforcing the bank’s social contract, satisfying regulatory expectations, and
appealing to global investors. This is particularly important in Ghana, where societal
expectations are increasingly shaped by global ESG standards but moderated by local cultural

values.



Signaling Theory (Spence, 1973; Rezaee, 2016) explains how firms use disclosures to reduce
information asymmetry. Voluntary ESG reporting acts as a signal distinguishing credible,
responsible institutions from less transparent ones. For Zenith Bank Ghana, consistent ESG
communication signals financial discipline, ethical governance, and long-term value creation.
These signals shape investor confidence and market reputation, especially in developing

economies where transparency and institutional trust are often limited.

The Technology Acceptance Model (Davis, 1989) introduces a technological dimension by
examining how digital tools such as Al, blockchain, and online reporting platforms facilitate
ESG communication. In Ghana, where technological infrastructure continues to develop, the
adoption of these tools is critical for improving the accuracy, accessibility, and credibility of
ESG disclosures. TAM highlights the importance of perceived usefulness and ease of use in

promoting ESG reporting systems within Zenith Bank Ghana.

Finally, Social Capital Theory (Putnam, 1995) underscores the value created through networks
of trust and shared norms. Transparent ESG communication enhances relational capital among
stakeholders, strengthening the bank’s reputation and resilience. While ESG-driven social
capital remains underexplored in Ghana’s banking context, it holds potential for improving

competitiveness and long-term performance.

Collectively, these five theories establish ESG communication as a strategic imperative rather
than a mere regulatory formality. Grounded in this theoretical foundation, the study analyzes
how Zenith Bank Ghana’s ESG communication shapes stakeholder perceptions, regulatory

legitimacy, and financial outcomes within an emerging-market context.



1.9 Organization of the Study

The research is structured into five chapters. The initial chapter delineates the research by
outlining the backdrop, problem statement, objectives, research questions, significance, scope,
limitations, and overall study framework. Chapter Two analyzes significant literature on ESG
communication, particularly within the banking industry, and finds deficiencies that the study
intends to address. Chapter three delineates the study approaches utilized, encompassing the
design, data gathering, and analytical procedures. Chapter Four encapsulates and analyzes the
research findings. Chapter Five concludes by summarizing the principal findings, offering

practical recommendations, and highlighting potential avenues for future research.

1.10 Chapter Summary

Chapter One provides an essential overview of the study, focusing on Environmental, Social,
and Governance (ESG) communication in the banking sector with Zenith Bank Ghana as the
case institution. It begins by highlighting the growing global importance of ESG, driven by
climate imperatives, investor expectations, and evolving regulatory pressures. ESG has shifted
from a voluntary initiative to a strategic necessity for banks, which play a central role in
promoting sustainable development. The background contextualizes both global and national
trends, including increasing investor interest, regulatory reforms in Ghana, and the rising

demand for transparent ESG reporting.

The research problem emphasizes the underdeveloped and insufficiently examined nature of
ESG communication within Ghana’s banking sector. Although banks engage in ESG activities,
gaps persist in the clarity, coherence, and effectiveness of communicating these efforts to
stakeholders. Such weaknesses risk undermining stakeholder trust, limiting access to ESG-
sensitive capital, and hindering compliance with global reporting standards.

The study pursues three core objectives: assessing customer perceptions of Zenith Bank

10



Ghana’s ESG communication, examining the impact of ESG communication on trust and
loyalty, and evaluating how customer feedback shapes ESG reporting. Corresponding research
questions guide the inquiry.
The study is significant for its theoretical, practical, and policy contributions, offering insights
for banks, regulators, and researchers. Its scope focuses on Zenith Bank Ghana in Accra and
evaluates multiple ESG communication channels.
Limitations include the single case-study design, potential self-reporting bias, and the absence
of longitudinal data. The chapter concludes with a comprehensive theoretical framework
integrating Stakeholder Theory, Legitimacy Theory, Signaling Theory, TAM, and Social
Capital Theory to explain ESG communication’s strategic role in fostering legitimacy,

stakeholder trust, technological integration, and sustainable performance.
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CHAPTER TWO

LITERATURE REVIEW AND THEORETICAL FOUNDATIONS

2.0 Introduction

This chapter examines the literature on ESG communication within the banking industry,
emphasizing its strategic significance in emerging nations. It examines fundamental theories,
actual evidence, and the impact of ESG on transparency, stakeholder confidence, and
institutional value. The study examines the internal and external factors influencing ESG
adoption, encompassing regulatory, investor, and societal forces. Particular attention is geared
towards ESG communication in Africa, especially in Ghana, where practices remain
underdeveloped. This chapter examines Zenith Bank Ghana to identify research limitations
and establish ESG communication as a strategic tool for sustainability and sustainable financial

resilience.

2.1 Theoretical Frameworks Guiding ESG Communication

This study examines how ESG communication influences corporate financial performance
(CFP) utilizing five interconnected theoretical frameworks: Stakeholder Theory, the
Technology Acceptance Model (TAM), and Signaling Theory. Collectively, these frameworks
offer a thorough perspective for evaluating ESG communication as a strategic instrument for
improving reputational capital and financial results, especially in emerging markets like Ghana
and within organizations such as Zenith Bank Ghana. The literature on ESG disclosure utilizes
various theoretical frameworks to elucidate how organizations generate and convey
sustainability information. Research from TAM indicates that efficient internal systems and
analytics, seen as beneficial and user-friendly, result in more prompt and thorough ESG
metrics. Signaling Theory posits that credible indicators, like compliance with GRI or ISSB
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standards, external validation, and pertinent KPIs, mitigate information risk and enhance
investor confidence. Stakeholder Theory asserts that disclosures targeting significant
stakeholder issues enhance relevance and participation.
This research addresses significant deficiencies in the African banking sector, where limited
studies encompass the entire continuum from internal technology adoption (TAM) to disclosure
quality (Signaling, Legitimacy), stakeholder perceptions (Stakeholder Theory), and relational
outcomes (Social Capital). Current methodologies frequently emphasize quantitative
measurements, overlooking qualitative aspects such as specificity, materiality, congruence, and
assurance. Furthermore, there is scant evidence regarding the variety of Ghanaian stakeholders,
namely the distinctions among regulators, international investors, and retail clients. The
significance of assurance levels and framework selection in differentiating legitimate ESG
reporting from greenwashing is still inadequately examined, as is the efficacy of
communication platforms, including annual reports, websites, microsites, and social media.
The identified gaps validate the integrated approach utilized in this study to empirically analyze
Zenith Bank Ghana’s ESG communication as a series of interrelated processes informed by

five complementing theories.

2.1.1 Technology Acceptance Model (TAM)

The Technology Acceptance Model (TAM), introduced by Davis in 1989, serves as a prominent
framework for clarifying and forecasting user adoption of novel technologies. The Technology
Acceptance Model (TAM) asserts that two fundamental beliefs, Perceived Usefulness (PU) and
Perceived Ease of Use (PEOU), shape an individual's Behavioral Intention to utilize a system,
subsequently affecting Actual Usage. Perceived Usefulness denotes the extent to which an
individual believes that utilizing a specific system will improve job performance, whereas

Perceived Ease of Use indicates the extent to which the system is regarded as requiring minimal
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effort (Davis, 1989).
The banking sector has extensively utilized TAM to analyze the adoption of digital innovations,
including mobile and online banking platforms, advanced analytics dashboards, and various
FinTech solutions. TAM offers critical insights into the internal adoption of sustainability-
related data management systems within the framework of Environmental, Social, and
Governance (ESG) communication. This includes systems such as ESG data warehouses, Al-
driven disclosure tools, and real-time dashboards for monitoring key performance indicators
(KPIs). These technologies are crucial for the effective collection, verification, analysis, and
dissemination of ESG information.
The strength of the Technology Acceptance Model (TAM) resides in its well-defined and
quantifiable constructs, which provide robust predictive validity for employee technology
adoption. TAM emphasizes users' perceptions of usefulness and ease of use, allowing
organizations to discern factors that promote or obstruct the adoption of new systems.
Nonetheless, the scope of TAM is primarily confined to elucidating user adoption; it fails to
consider the external perceptions of stakeholders or the strategic decisions regarding the
communication of ESG information to the public.
This study utilizes the Technology Acceptance Model (TAM) to analyze the adoption of ESG
data and reporting systems by staff at Zenith Bank Ghana. Perceived Usefulness pertains to the
belief that these systems enhance the accuracy, timeliness, and comprehensiveness of ESG
KPIs. In contrast, Perceived Ease of Use refers to intuitive workflows and minimal training
requirements. Considering Ghana's developing technological infrastructure, data quality issues,
and changing regulatory landscape, TAM provides a valuable framework for analyzing the
internal factors that facilitate credible ESG communication. The model aims to determine if
the perceived advantages of these systems at Zenith Bank Ghana are adequate to warrant their

adoption and ongoing utilization, thereby impacting the bank's capacity to generate timely,
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accurate, and reliable ESG disclosures that bolster stakeholder trust and promote long-term

financial resilience.

2.1.2 Stakeholder Theory

Stakeholder Theory, originally introduced by Freeman (1984) and later refined by Freeman and
Dmytriyev (2017), marks a significant shift from the traditional shareholder-centric view of
corporate purpose. Rather than viewing the firm solely as a vehicle for maximizing shareholder
value, the theory positions organizations within a broader ecosystem of interconnected
relationships. For Zenith Bank Ghana, this ecosystem includes investors, regulators,
employees, customers, suppliers, communities, and non-governmental organizations (NGOs),
all of whom both influence and are influenced by the bank’s decisions and performance.
Central to this framework is the idea that long-term organizational success is contingent upon
cultivating mutually beneficial relationships with all salient stakeholders. Within an ESG
(Environmental, Social, and Governance) context, this expands beyond regulatory compliance
to encompass strategic, stakeholder-informed disclosure practices. Materiality assessments
structured evaluations of ESG issues based on stakeholder salience factors, such as power,
legitimacy, and urgency, enable banks to determine what information to disclose, how to
disclose it, and to whom. These assessments ensure that ESG communication is relevant,

credible, and decision-useful.

Empirical evidence affirms the value of this approach. Al Amosh and Khatib (2022)
demonstrate that banks aligning ESG reporting with stakeholder expectations experience
heightened trust, legitimacy, and competitive positioning. Their findings highlight the
importance of stakeholder segmentation: regulators tend to prioritize governance, compliance,
and systemic stability; institutional investors focus on climate risk, long-term resilience, and

credit exposure; and retail customers respond most strongly to initiatives related to financial
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inclusion, ethical lending, and customer protection. Such differentiated communication does

more than transmit information it signals responsiveness, accountability, and integrity.

Stakeholder Theory is therefore both diagnostic and strategic. It assists organizations in
identifying ESG issues most likely to shape stakeholder perceptions and decisions, while
guiding the development of communication strategies that enhance engagement, reduce
skepticism, and strengthen institutional reputation. Without structured materiality processes,
however, the theory’s breadth can become a limitation, leading to diffuse disclosures or
conflicting stakeholder demands, for example, tensions between cost efficiency and
environmental stewardship or between short-term profits and long-term sustainability. The
theory provides limited guidance on resolving such trade-offs, placing responsibility on
managerial judgment.
For Zenith Bank Ghana, Stakeholder Theory offers a practical foundation for designing
purposeful ESG communication. Regulators such as the Bank of Ghana may require detailed
governance and risk disclosures; corporate clients may seek evidence of sustainable lending;
retail customers may prioritize ethical banking practices; and international investors may
expect alignment with global frameworks such as GRI and ISSB. By tailoring ESG
communication to these varied priorities and selecting appropriate channels for each group,
Zenith Bank can transform ESG reporting into a strategic tool for building trust and reinforcing

its legitimacy within Ghana’s evolving financial landscape.

2.1.3 Signaling Theory

Signaling Theory, also known as Disclosure Theory, emerges from the economics of
information asymmetry, where one party possesses superior knowledge compared to another.
First introduced by Spence (1973) and later adapted for corporate reporting by Rezaee (2016),

the theory explains how organizations utilize costly, credible, and observable signals to reduce
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uncertainty and shape stakeholder perceptions. In situations where external audiences cannot
directly evaluate a company’s internal operations, such as a bank’s governance quality,
sustainability commitment, or risk-management effectiveness, firms emit signals that are
intentionally resource-intensive and therefore difficult for less committed firms to replicate.
Within an ESG context, these signals include externally assured sustainability reports,
alignment with global reporting frameworks such as the GRI, ISSB, or SASB, and the
publication of specific, decision-useful ESG key performance indicators (KPIs). Because these
actions demand significant investments of expertise, time, and financial resources, they carry
higher  credibility = than  vague or  unsubstantiated  sustainability  claims.
Empirical evidence underscores the importance of such signaling. Studies by Connelly et al.
(2011) and Baruah and Panda (2020) demonstrate that high-quality ESG signals positively
influence stakeholder judgments about managerial competence, ethical integrity, and long-term
strategic vision. Verified ESG ratings, independent assurance, and quantifiable disclosures on
carbon intensity, board diversity, and community investment signal robust governance and
strong operational controls. For investors, credible ESG signals reduce perceived investment
risk, lower the cost of capital, and enhance access to funds from sustainability-focused capital
markets. Regulators interpret these disclosures as indicators of compliance maturity, while
customers view them as evidence of corporate integrity, strengthening brand loyalty and trust.
Signaling Theory thus provides substantial explanatory power for understanding how ESG
disclosures influence stakeholder perceptions and deliver economic benefits. In banking, the
theory is particularly relevant because external parties lack visibility into internal risk
assessment practices, climate-risk modelling, or ethical lending standards. Regulators cannot
continuously scrutinize every operational detail, and customers cannot independently evaluate
lending ethics. Consequently, credible and costly ESG signals, especially those supported by

independent assurance, global framework alignment, and transparent KPI reporting, play an
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essential role in reducing uncertainty and influencing decision-making. From a financial
perspective, these credible signals help lower uncertainty premiums embedded in lending
terms, equity valuations, and bond pricing.
Despite its strengths, Signaling Theory faces limitations. Low-cost disclosures, such as
unverified claims or symbolic policies, risk being dismissed as greenwashing. Effective signals
must therefore meet three criteria: costliness, demonstrated through investments in external
assurance or integrated reporting; consistency, reflected in stable and repeated disclosures over
time; and external validation, supported by third-party audits, ratings, or compliance with
reputable frameworks. Without these elements, signals lose credibility and fail to shape
stakeholder behavior.
This study employs Signaling Theory to assess Zenith Bank Ghana’s ESG communication
approach. Alignment with global standards (GRI, ISSB), the extent of assurance on climate-
risk and governance disclosures, and the specificity of KPIs such as measurable green loan
portfolios, scope 1-3 emissions, and community investment ratios serve as indicators of signal
strength. Stakeholders interpret these signals differently: international investors prioritize
assurance and global comparability, domestic regulators emphasize governance and
compliance indicators, and customers respond to disclosures on ethical lending and community
development.

Given Ghana’s evolving ESG landscape, credible signaling provides a crucial competitive
advantage. For Zenith Bank Ghana, strategically crafted ESG signals can strengthen trust,

bolster regulatory confidence, enhance capital access, and support long-term customer loyalty.

2.2 ESG Communications in the Banking Sector

The global financial services sector is undergoing a structural transition in which traditional

priorities like profitability, shareholder value, and operational efficiency are being integrated
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with environmental stewardship, social responsibility, and transparent governance. Banks no
longer view Environmental, Social, and Governance (ESG) values as solely aspirational,
instead, they are incorporating these factors into standard decision-making and organizational
processes. For organizations such as Zenith Bank Ghana, effective ESG communication has
become a strategic imperative. It strengthens regulatory compliance, fosters confidence among
investors and clients, boosts legitimacy, and improves competitive positioning within Ghana's
dynamic financial sector.
Santos and Pereira (2022) note that financial institutions globally are adopting comprehensive
ESG disclosure frameworks to meet the demands of regulators, investors, clients, and society
as a whole. These frameworks transform banks from passive intermediaries into influential
agents of societal change, shaping development trajectories through their lending, investment,
and risk management decisions. Zenith Bank Ghana's compliance with frameworks such as the
Global Reporting Initiative (GRI) and the International Sustainability Standards Board (ISSB)
meets regulatory obligations while showcasing credibility and an ongoing dedication to both
local and global stakeholders.
Technological advancements have improved the breadth and reliability of ESG
communication. Technologies such as artificial intelligence (AI), big data analytics, and
interactive disclosure platforms facilitate banks in acquiring, validating, and disseminating
ESG data with enhanced efficiency and accuracy (Santos & Pereira, 2022). The Technology
Acceptance Model (TAM) asserts that when employees perceive ESG systems as advantageous
and intuitive, adoption rates increase, resulting in improved quality and punctuality of ESG
reporting. Zenith Bank Ghana's investments in these systems can improve internal efficiency
and strengthen perceptions of accountability.
Robust risk management necessitates effective ESG communication. Clear disclosures

concerning environmental exposures, governance structures, and social repercussions enable
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stakeholders to assess long-term vulnerabilities, including climate risks, policy alterations, and
reputational hazards (Kopnina & Bedford, 2024). In Ghana, a developing economy shaped by
environmental challenges, financial volatility, and rigorous regulatory requirements, proactive
ESG communication serves as an early-warning mechanism that enhances institutional
resilience. Cheng et al. (2023) assert that resilience stemming from ESG factors is crucial for
maintaining financial stability throughout environmental or economic crises.
Signaling Theory clarifies the strategic importance of ESG disclosure. In contexts
characterized by information asymmetry, banks employ credible and often costly signals, such
as third-party verification, adherence to international standards, and the disclosure of pertinent
key performance indicators (KPIs), to demonstrate their commitment and differentiate
themselves from entities engaged in superficial greenwashing. Zenith Bank's decisions on
disclosure rigor, assurance standards, and KPI accuracy within Ghana's developing ESG
framework significantly influence its capital expenditures, investor confidence, and market
valuation.

Stakeholder Theory reconceptualizes ESG communication as a process of responsiveness
rather than just compliance. Disclosures that address the substantial concerns of main
stakeholders, regulators, institutional investors, customers, and civil society are more likely to
be perceived as credible. Zenith Bank Ghana must methodically involve its numerous
stakeholders to align defined ESG themes with stakeholder expectations, ultimately fostering
trust and enduring loyalty.
ESG communication transcending conventional sustainability reporting. Gassmann and
Herman (2021) contend that it must be incorporated into an institution's comprehensive
strategic narrative and adapted to evolving legislative, societal, and market demands. While
strategic ESG storytelling is well-documented in developed markets, with over 90% of S&P

500 corporations publishing sustainability reports by 2019, information on similar practices
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among African banks is limited.
The financial consequences of proficient ESG communication are significant. Galletta et al.
(2022) illustrate that ESG information influences lending conditions, prompting essential
questions for Ghana: To what extent does Zenith Bank incorporate ESG factors in its credit risk
models? What impact do these tactics have on profitability and portfolio resilience? Azmi et
al. (2021) note that investors are progressively prioritizing environmental disclosures in their
assessments of bank stability, a trend anticipated to intensify as climate concerns gain
prominence in Ghana.
Notwithstanding worldwide advancements, considerable differences remain in understanding
ESG communication within African banking organizations. The financial sector in Ghana
operates under a system of evolving ESG regulations, a variety of stakeholders, and differing
degrees of technological readiness. Empirical studies regarding the influence of ESG
communication on financial performance, investor perceptions, and stakeholder trust are
scarce. This study examines Zenith Bank Ghana to address shortcomings related to internal
enablers, disclosure quality, stakeholder alignment, and trust-based outcomes within a cohesive

theoretical framework appropriate for emerging markets.

2.3 The Importance of ESG In the Banking Sector

Environmental, Social, and Governance (ESG) considerations have progressed from peripheral
concerns to essential components of the global financial system, redefining banks' roles as both
financial intermediaries and drivers of sustainable development. Modern evaluations of bank
performance now encompass not only profitability and market share but also environmental
stewardship, social responsibility, and governance transparency. This shift signifies an
increasing acknowledgment that ESG integration is crucial for risk mitigation, stakeholder

trust, and long-term resilience, rather than being merely an optional ethical enhancement. For
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institutions like Zenith Bank Ghana, ESG policies are essential for upholding legitimacy with
regulators, investors, and consumers, as well as for obtaining a competitive edge in a market
progressively focused on sustainability.
Cornell and Damodaran (2020) define ESG as an assessment of a corporation's efficacy in
integrating environmental, social, and governance principles into its fundamental business
model, an approach that investors today consider essential to firm value. For Zenith Bank
Ghana, the incorporation of ESG is not solely a matter of regulatory compliance but a strategic
imperative that affects capital acquisition, investor trust, and market significance.
The environmental pillar, as articulated by Cadman (2012), encompasses the management of
both direct ecological footprints, such as energy usage and emissions, and indirect effects
arising from financing ecologically sensitive industries. This is particularly vital in Africa,
where economies are susceptible to climate change. Considering Ghana's dependence on
agriculture, infrastructure, and extractive sectors, a comprehensive environmental risk
assessment is essential for Zenith Bank's credit and investment determinations.
The social dimension pertains to fair work practices, consumer protection, financial inclusion,
and community development, all of which are closely linked to society's welfare and economic
advancement. Cornell and Damodaran (2020) emphasize that in Ghana, where developmental
constraints persist, effective social involvement enhances institutional credibility. Zenith
Bank's efforts that support SMEs, promote community welfare, and facilitate inclusive banking
cultivate trust, strengthen loyalty, and mitigate reputational risk.
Governance, the third component of ESG, is similarly essential. Ketter et al. (2020) contend
that governance structures such as board independence, oversight processes, and accountability
frameworks serve as protections against corruption and ensure adherence to regulations. In a
developing institutional framework such as Ghana, robust governance indicates operational

integrity and strategic proficiency.
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Empirical studies substantiate the economic advantages of ESG integration. Halbritter and
Dorfleitner (2015) demonstrate that banks exhibiting robust ESG performance encounter
diminished operational and reputational risks, enhanced investor attractiveness, and improved
customer retention. Achim and Borlea (2015) also conclude that the adoption of ESG promotes
resilience during volatile periods, hence enabling sustained profitability. These findings contest
the view of ESG as a financial liability and instead frame it as a competitive asset, especially
in economically and environmentally precarious markets.
Baker et al. (2022) assert that ESG measures enhance stakeholder connections and distinguish
banks in competitive markets, which is particularly pertinent for Zenith Bank in West Africa's
saturated banking sector. Saka et al. (2025) illustrate a favorable correlation between
transparent ESG disclosures and financial metrics, including ROA and market valuation, in
Ghana, Nigeria, and South Africa, highlighting the economic significance of reliable ESG
communication.

Nonetheless, the effects of ESG are not consistent. Shakil et al. (2019) demonstrate that
environmental and social factors more reliably augment profitability than governance,
especially in emerging economies. Buallay (2019) cautions that aggregated ESG rankings may
conceal these discrepancies, highlighting the necessity for customized methods.
Current ESG research in African banking is disjointed. Research by Menicucci and Paolucci
(2022) and El Khoury et al. (2021) indicates that numerous analyses do not effectively isolate
the distinct impacts of each ESG pillar on financial metrics such as ROA or ROE. Additionally,
Inderst and Stewart (2018) warn against merging ESG with CSR, which diminishes conceptual
clarity. Furthermore, the majority of empirical research originates from developed economies,
resulting in deficiencies in comprehending ESG dynamics in African contexts.
Considering Ghana's distinct socio-economic circumstances and regulatory focuses such as

sustainable finance and financial inclusion, analyzing Zenith Bank Ghana's approach to ESG
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integration is both academically significant and strategically essential for promoting

sustainable banking in the region.

2.4 ESG and Bank Financial Performance

The correlation between ESG practices and the financial performance of banks has become a
significant area of academic research as global finance shifts towards sustainable and
responsible models. In the banking sector, ESG policies have evolved from peripheral or
voluntary measures to essential components of corporate strategy, affecting how institutions
such as Zenith Bank Ghana manage risk, attract capital, and ensure long-term profitability.
Banks serve not only as financial intermediaries but also as crucial agents in advancing
environmental stewardship, social responsibility, and ethical governance. Gangi et al. (2018)
indicate that banks demonstrate environmental commitment through the financing of
renewable energy projects, minimizing investments in environmentally harmful enterprises,
and improving internal resource efficiency. These initiatives improve sustainability outcomes
while also generating cost savings and reputational advantages that can strengthen a bank's
competitive position.
Stakeholder theory provides a crucial basis for understanding this relationship. Al Amosh and
Khatib (2022) argue that banks achieve a competitive advantage by aligning their ESG
initiatives with the expectations of stakeholders, including investors, regulators, consumers,
and local communities. Transparent and credible ESG policies can strengthen stakeholder trust,
improve corporate reputation, and ultimately lead to better financial outcomes, such as higher
profitability, increased market valuation, and enhanced consumer loyalty. Zenith Bank Ghana
demonstrates that ESG participation goes beyond mere compliance, functioning as a strategic
tool for enhancing resilience and attaining long-term financial success within the competitive

banking sector in Ghana.
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The relationship between ESG and financial performance is not consistently positive or
straightforward. While many studies demonstrate the financial benefits of ESG integration,
some researchers highlight potential trade-offs. Kim and Lyon (2015) caution that ESG
initiatives may require substantial initial investments, such as technology upgrades, employee
training, and reporting systems, potentially leading to a temporary reduction in profitability or
increased strain on financial resources. This contradiction underscores the need for banks to
carefully balance ESG investments with financial performance objectives, particularly in
resource-constrained or developing areas.
Despite these challenges, evidence suggests that effective ESG participation can positively
impact key financial metrics. Banks that incorporate environmental and governance factors
may experience improvements in net profit margins, return on assets (ROA), and return on
equity (ROE), due to reduced risk exposure, enhanced operational efficiency, and greater
stakeholder confidence. Al Amosh and Khatib (2022) highlight that these results are contingent
upon factors such as the quality of ESG implementation, the relevance of ESG issues to the
bank's core operations, and the market environment in which the bank operates.
There is a limited amount of empirical research regarding the relationship between ESG factors
and financial success in emerging markets. A significant amount of contemporary research has
focused on banks in developed economies, where regulatory frameworks and stakeholder
pressures differ considerably from those in Africa. The influence of ESG initiatives on financial
performance in African banks, such as Zenith Bank Ghana, remains underexplored, particularly
due to the unique economic, regulatory, and social challenges and opportunities present in the

region.
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2.5 Conceptual Framework

This study conceptualizes ESG communication as a strategic lever capable of influencing
corporate financial performance (CFP) in the banking sector, with a focus on Zenith Bank
Ghana. This framework contrasts with approaches that view ESG disclosure solely as a
regulatory obligation, instead framing it as an interactive and value-creating process. Through
this lens, banks can enhance credibility, manage risks, and bolster competitive advantage within
emerging economies. The model incorporates four complementary theoretical frameworks: the
Technology Acceptance Model (TAM), Stakeholder Theory and Signaling Theory, to elucidate
how ESG communication influences financial outcomes via technology adoption, stakeholder
alignment, trust-building, and credible signaling.
The Technology Acceptance Model (TAM) provides an understanding of the impact of
perceived usefulness and ease of use on the adoption of innovative tools aimed at enhancing
the quality of ESG reporting. In Ghana's developing financial ecosystem, the internal adoption
of technologies such as artificial intelligence (AI), blockchain, and big data analytics is
essential, given that digital transformation is still in its early stages. Integrating these tools into
Zenith Bank Ghana's ESG processes is expected to enhance operational efficiency, improve
data accuracy, and ensure timely and accessible disclosures. This integration enhances
transparency, diminishes information asymmetry, and improves the comparability of ESG
reports, thereby increasing credibility. This technology-driven method can draw investment,
mitigate operational risks, and enhance regulatory adherence, resulting in sustained financial
benefits.

Stakeholder Theory posits that a bank's success is contingent upon its capacity to engage
effectively with various stakeholder groups, such as investors, regulators, customers,
employees, and local communities. In the context of ESG, this entails moving beyond

superficial compliance to effectively address significant stakeholder concerns through
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authentic, responsive, and inclusive approaches. Zenith Bank Ghana can enhance trust,
legitimacy, and brand equity by aligning its ESG initiatives with carbon emission reduction,
inclusive hiring practices, and community investment projects. These relationships can affect
customer loyalty, investor decision-making, and market valuation.
Consistent and transparent ESG communication indicates reliability and shared values,
strengthening relationships with investors, clients, regulators, and civil society. Zenith Bank
Ghana's establishment of such networks reduces reputational and financial risks, enhances
access to capital, and ensures resilience during periods of market uncertainty. In a context
where environmental and social factors are increasingly pivotal to investment and consumption
decisions, trust-based networks emerge as a crucial source of competitive advantage.
Signaling Theory provides an essential framework for understanding the dynamics of ESG
communication within markets marked by information asymmetry, exemplified by Ghana’s
banking sector. Costly and verifiable signals, including alignment with the Global Reporting
Initiative (GRI) or International Sustainability Standards Board (ISSB) frameworks,
independent third-party assurance, and the publication of decision-useful key performance
indicators (KPIs), act as concrete indicators of managerial quality and long-term commitment.
The reliability of these signals depends on factors such as costliness, consistency, and external
verification, which differentiate authentic engagement from mere symbolic rhetoric.
The conceptual framework integrates four perspectives to demonstrate the evolution of ESG
communication from a compliance activity to a strategic performance driver. This is
particularly relevant in emerging markets characterized by fragile stakeholder trust, uneven
technology adoption, and the necessity to distinguish credible commitments from symbolic
gestures. This study examines how Zenith Bank Ghana's ESG communication strategies, which

include technology integration, stakeholder engagement, trust-building, and credible signaling,
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shape perceptions, influence stakeholder behaviour, and ultimately affect corporate financial

performance.

2.6 Empirical Review

The growing discourse regarding Environmental, Social, and Governance (ESG) policies in the
financial sector has sparked increased scholarly interest, emphasizing the complex relationship
between ESG communication, business performance, and stakeholder trust. Zournatzidou et al.
(2025) significantly contribute to this research by analyzing 352 European financial institutions
from 2019 to 2021, illustrating that ethical and corporate responsibility practices substantially
enhance profitability and institutional resilience. However, they also note significant variance
in the effective implementation of ESG programs. Their findings challenge conventional
assumptions by demonstrating a direct positive association between ethical behavior and
financial stability, a revelation with substantial implications for banks in emerging markets. For
entities like Zenith Bank Ghana, consistent and dependable ESG communication may bolster
long-term stability and stakeholder confidence.
Kim and Yung (2025) analyze Fortune 300 companies and reveal that board size improves ESG
performance, whereas country diversity unexpectedly reduces it, and gender diversity has no
significant effect. The Social dimension enhances financial results, the Environmental
dimension negatively affects performance, and Governance has minimal statistical
significance. These observations underscore the imperative of cohesive, board-driven ESG
leadership essential for Zenith Bank Ghana, where CEO communication profoundly impacts
stakeholder perceptions.
Amarna et al. (2024) conduct an investigation examining the relationship between ESG
disclosure and real earnings management in a sample of 177 European enterprises. Transparent

ESG disclosure decreases debt financing costs by bolstering lender confidence, but may elevate
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equity costs if investors suspect earnings manipulation. This highlights the imperative for
genuine, stakeholder-centric ESG disclosures at Zenith Bank Ghana, rather than cursory
reporting.

Saka et al. (2025) examine publicly traded banks in Ghana and reveal that while ESG reporting
has a minimal adverse effect on net profit, it shows a positive link with ROA and ROE. This
signifies that ESG initiatives have long-term financial benefits, highlighting the imperative for
ongoing ESG communication to improve operational efficiency and shareholder value at
Zenith Bank.
Rastogi and Singh (2022) illustrate that Information and Communication Technology (ICT)
capabilities significantly influence the relationship between ESG performance. Without a
strong ICT infrastructure, ESG initiatives may hinder business valuation; nevertheless, with
such infrastructure, they become substantial value creators. This underscores the importance
of digital platforms, data systems, and technology-enabled stakeholder engagement for Zenith
Bank Ghana.
Broader theoretical progress underpins this tendency. Gesso and Lodhi (2024) identify
stakeholder theory as the primary concept guiding ESG disclosure, while emphasizing a
growing reliance on legitimacy, agency, and signaling theories. This indicates a requirement
for diverse theoretical frameworks in ESG communication. Celestin (2024) demonstrates the
transformative influence of Artificial Intelligence (AI) in enhancing data reliability and
stakeholder confidence in Ghanaian ESG reporting instruments that Zenith Bank can employ
to strengthen its transparency and innovative reputation.
Global legislative progress enhances the strategic importance of ESG. Forbes (2025) highlights
the EU’s 2024 Sustainability Reporting Directive, which is reshaping global standards.
Compliance with these rules may augment Zenith Bank's competitiveness and international

prominence.
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El Khoury et al. (2021) assert that the impact of ESG is non-linear, warning that excessive
investment may reduce returns, a crucial consideration for resource optimization in Ghana.
Menicucci and Paolucci (2022) and Reichelt and Diogo (2025) similarly underscore the varied
effects of ESG factors on financial performance and reputation. Their analysis suggests that
prioritizing significant environmental and social elements could greatly enhance Zenith Bank
Ghana’s brand equity and stakeholder goodwill.
These empirical studies jointly affirm that transparent, consistent, and technology-driven ESG
communication is essential for financial resilience, stakeholder trust, and long-term
sustainability. Zenith Bank Ghana's authentic dedication to ESG, enhanced by digital
innovation and strategic stakeholder collaboration, offers a pathway to enhanced market

positioning and enduring financial stability.

2.7 Chapter Summary

Chapter Two presents an extensive literature review on the developing correlation between
Environmental, Social, and Governance (ESG) communication and financial success within
the banking sector, specifically examining Zenith Bank Ghana. It synthesizes theoretical
frameworks and practical evidence to establish ESG communication as a strategic instrument
for value generation rather than a basic compliance task. ESG, which includes environmental
stewardship, social responsibility, and governance integrity, is widely seen as vital for
resilience, stakeholder trust, and long-term competitiveness. In Ghana, ESG has transitioned
from a voluntary endeavor to an essential strategic foundation underpinning financial stability
and institutional credibility.
The chapter utilizes Stakeholder Theory, emphasizing transparent engagement; Signaling
Theory, which interprets ESG disclosure as a means to mitigate information asymmetry; and

the Technology Acceptance Model (TAM), which underscores the importance of digital tools
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in enhancing reporting reliability. Notwithstanding worldwide progress, substantial contextual
deficiencies remain in Ghana regarding digital capabilities, legal frameworks, and stakeholder
expectations. Empirical research indicates varied financial impacts: ESG reporting exhibits a
favorable correlation with ROA and ROE, although it demonstrates minimal short-term profit
implications. Research on communication channels, message framing, and techniques tailored
to individual stakeholders is limited. Chapter Two lays the theoretical and empirical foundation
for assessing the impact of ESG on financial resilience, trust, and competitive advantage in
emerging-market banking by analyzing Zenith Bank Ghana's ESG communication strategies,

technological adoption, and conformity with global norms.
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CHAPTER THREE

METHODOLOGY

3.1 Chapter Introduction

This chapter outlines the methodology that will be adopted to achieve the objectives of the
study on ESG communication in the banking sector, with Zenith Bank Ghana as the case study.
It will describe the philosophical paradigm that guides the research, the chosen approach and
design, and the target population of interest. It will also present the sampling techniques, data
collection instruments, and procedures that will be employed, as well as the strategies for
ensuring validity and reliability. Furthermore, the chapter will explain how the collected data
will be analysed and the ethical considerations that will govern the study. By presenting these
components, the chapter establishes a clear and rigorous framework for examining customer

perceptions, trust, and feedback in relation to Zenith Bank’s ESG communication practices.

3.2 Research Paradigm

A research paradigm (also referred to as a worldview) is the overarching philosophical
orientation a researcher brings to a study. Creswell & Creswell (2018) define it as "the general
philosophical orientation about the world and the nature of research that a researcher brings to
a study. This study will be situated within the positivist research paradigm, which emphasizes
objectivity, quantification, and the use of observable evidence to draw conclusions. Positivism
assumes that reality is stable and can be measured through systematic data collection and
statistical analysis (Creswell & Creswell, 2018). Since this study aims to assess customer
perceptions of Zenith Bank Ghana’s ESG communication practices, explore the impact of such
communication on trust and loyalty, and investigate the role of customer feedback in shaping
reporting strategies, a paradigm that values measurable, empirical evidence is most appropriate.
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The positivist paradigm is justified because the study seeks to establish relationships and
patterns between ESG communication and customer-related outcomes. By applying structured
instruments such as questionnaires and analyzing responses statistically, the study ensures
reliability, replicability, and objectivity. Moreover, the positivist stance supports the use of
large-scale data, allowing generalizable insights within the context of Zenith Bank Ghana’s
customers.

However, while positivism remains dominant, this study will also acknowledge elements of
interpretivism, particularly when examining how customers interpret and respond to ESG
communication. Interpretivism emphasizes subjective meanings and contextual understanding
(Saunders, Lewis, & Thornhill, 2019). This dual consideration provides a more holistic view,
as ESG communication not only involves measurable awareness but also personal perceptions
and interpretations.

Thus, the research paradigm for this study will be predominantly positivist, complemented by
interpretivist insights, to ensure that both the quantifiable impact of ESG communication and

the subjective perspectives of customers are adequately captured.

3.3 Research Approach

A research approach refers to the overall plan or strategy for conducting research,
encompassing the assumptions, methods, and procedures used to collect and analyze data
(Creswell & Creswell, 2018). This study will adopt a mixed-methods research approach, which
combines both quantitative and qualitative strategies to provide a comprehensive
understanding of how Zenith Bank Ghana communicates its Environmental, Social, and
Governance (ESQ) initiatives and how these communications affect customer trust and loyalty.
A mixed methods approach is appropriate because it allows for the integration of measurable

customer responses with contextual insights from institutional documents.
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The quantitative aspect will focus on collecting numerical data through structured
questionnaires to identify trends, patterns, and relationships between variables such as ESG
communication, customer trust, and loyalty. This approach aligns with Bryman’s (2016) view
that quantitative methods are suitable for exploring variable relationships and generating
generalizable findings. In parallel, the qualitative aspect will involve analysing ESG-related
documents such as sustainability reports, press releases, and online content to explore how the
bank frames and presents its ESG messages. As Creswell and Plano Clark (2017) argue,
integrating qualitative insights within a quantitative framework adds interpretive depth,
enhances contextual understanding, and supports a more nuanced analysis. This approach will
enable the study to capture both the institutional messaging and the stakeholder reception,

offering a more holistic examination of the research problem.

3.4 Research Design

A research design is “the types of inquiry within qualitative, quantitative, and mixed methods
approaches that provide specific direction for procedures in a research study” (Creswell &
Creswell, 2018, p. 11). To operationalise the mixed methods approach, the study will follow a
convergent parallel research design. In this design, both qualitative and quantitative data will
be collected simultaneously, analysed independently, and then integrated during interpretation.
This structure will allow the researcher to compare and contrast findings from both sources,
thereby strengthening the validity of conclusions through methodological triangulation.

The quantitative component will involve the administration of structured questionnaires to a
sample of Zenith Bank Ghana customers. The questionnaire will include closed-ended and
Likert-scale items aimed at measuring levels of awareness, perception, trust, and loyalty related
to the bank’s ESG communication. The resulting data will be analysed using descriptive and

inferential statistics to identify patterns and relationships (Bryman, 2016).
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The qualitative component will consist of document analysis of Zenith Bank Ghana’s ESG
communication materials, including annual sustainability reports, press releases, website
content, and social media posts. This analysis will be guided by a structured framework to
identify themes, language choices, and framing techniques used in the bank’s ESG narrative
(Bowen, 2009).

By collecting and analyzing both types of data concurrently, the convergent parallel design will
ensure a comprehensive understanding of how ESG communication is both constructed and
received. This will enhance the study’s credibility and provide richer insights into the

relationship between ESG messaging and customer behaviour.

3.5 Population

A population refers to the entire group of individuals or elements that possess one or more
characteristics of interest to the researcher and from which data may be gathered (Bryman,
2016). The population for this study will comprise two main groups. The first will include the
textual and archival records of Zenith Bank Ghana, and the second will consist of its customer
base, which has grown to over half a million individuals (Zenith Bank — A Leader At 19
Shaping Ghana’s Financial Future, 2024). The textual and archival data will include official
ESG communication outputs such as sustainability and ESG reports, press releases,
newsletters, website publications, and social media posts. These materials will provide insight
into how the bank frames, presents, and disseminates its ESG commitments. According to
Bowen (2009), corporate reports and public documents are essential in CSR and ESG research
because they reflect how organizations demonstrate accountability and transparency to
stakeholders. The human population consists of customers who engage with the bank’s services

and are therefore likely to have encountered its ESG messaging. Their perceptions, levels of
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trust, and experiences are central to understanding the effectiveness of these communications.
Du, Bhattacharya, and Sen (2010) note that customers actively interpret and respond to
corporate responsibility messages, which in turn influences the broader impact and reception
of such efforts.

The availability of an estimated customer population of over 500000 will enable the use of
Yamane’s formula for sample size determination. This will allow for a statistically informed
yet practical approach to selecting participants from this large group in a manner that supports
qualitative inquiry. By incorporating both institutional materials and stakeholder perspectives,
the study will provide a well-rounded understanding of ESG communication practices at Zenith
Bank Ghana. This approach also enhances the credibility of the research through the

triangulation of multiple data sources and viewpoints.

3.6 Sample and Sampling Procedures/Technique

A sample refers to a subset of individuals or elements selected from a larger population for the
purpose of conducting research and drawing conclusions about that population (Bryman,
2016). Sampling enables researchers to study a manageable group while making informed
inferences about the broader context. This study will draw its sample from two main sources.
The first source comprises archival and textual data, while the second includes customers of
Zenith Bank Ghana.

In relation to the archival and textual data, purposive sampling will be employed to select
relevant ESG-related documents. These will include annual sustainability reports, press
releases, and social media communications produced by the bank. This technique is deemed
appropriate because it allows the researcher to intentionally focus on materials that are directly
aligned with the study's objectives and central to understanding the bank’s ESG communication

practices. As Patton (2015) explains, purposive sampling is particularly effective in qualitative
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research because it facilitates the identification and selection of information-rich cases that
provide deep insights into the phenomenon under investigation.

For the customer component of the study, a combination of purposive and convenience
sampling techniques will be used. Purposive sampling will ensure the inclusion of individuals
who actively engage with the bank’s services and are, therefore, more likely to have
encountered its ESG communications. This approach helps to target respondents who can
provide relevant and insightful data. In addition, convenience sampling will be applied to
facilitate access to participants who are readily available and willing to take part in the study,
especially in view of practical constraints such as limited time and resources. According to
Etikan, Sulaiman, and Rukayya (2016), both purposive and convenience sampling methods are
widely employed in exploratory social science research where the primary aim is to obtain
informed perspectives rather than achieve statistical generalisation.

To determine the appropriate sample size for customer respondents, Yamane’s (1967) formula

will be applied:

N
n =" —
1+N(e)"2

Where:

n = sample size

N = total population size, (customer base)

e = margin of error (usually 0.05 for 95% confidence level)

Given that Zenith Bank Ghana currently serves an estimated 500,000 customers, and

using a margin of error of 5% (e = 0.05):

0= 500,000
1+500,000(0.05)"2

0= 500,000
1+500,000(0.0025)

500,000
1+1250
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500,000
1251

n =400
Thus, a sample size of approximately 400 customer respondents will be targeted. This ensures
a manageable and representative group for qualitative analysis, while balancing feasibility and
depth. However, since the study is exploratory and qualitatively driven, this figure serves as a
guiding estimate rather than a rigid target, with adjustments made as needed based on the
principle of data saturation. Hence, this dual sampling approach will provide a robust
foundation for understanding how Zenith Bank Ghana communicates its ESG practices and

how customers perceive and interpret these messages.

3.7 Data Collection Instruments

Data collection instruments are the tools or techniques that researchers employ to
systematically collect information related to the study's aims. These include surveys,
interviews, observation questionnaires, and document analysis protocols, contingent upon the
research framework. Creswell (2014) highlights that properly designed instruments promote
consistency and improve the validity and reliability of research outcomes. Kumar (2011)
emphasizes that data collection tools link research questions to the necessary empirical
evidence, highlighting the importance of selecting appropriate instruments for credible results.
This research will employ two main data collection tools: document analysis guides and
structured questionnaires. The document analysis guide will rigorously evaluate Zenith Bank
Ghana's ESG communications, encompassing sustainability reports, website content, and
social media posts. Bowen (2009) emphasizes document analysis as a valuable approach for
interpreting and synthesizing written materials. A structured questionnaire will collect primary
data from customers through closed-ended and Likert-scale items to assess perceptions of ESG

communication, trust, and loyalty. Bryman (2016) asserts that structured questionnaires
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improve comparability and facilitate statistical analysis.
The use of both instruments facilitates triangulation, enhancing reliability by concurrently

capturing institutional communication strategies and customer responses.

3.8 Validity and Reliability of Instruments, including pretesting

Validity refers to the extent to which a data collection instrument accurately measures what it
is intended to measure. It ensures that the instrument captures the true essence of the concept
under investigation (Creswell & Creswell, 2018). Reliability, on the other hand, concerns the
consistency and stability of the instrument over time or across different observers. A reliable
instrument yields the same results under consistent conditions (Tavakol & Dennick, 2011). The
validity and reliability of the instruments will be ensured through multiple strategies. Content
validity will be established by aligning the questionnaire items with the study objectives and
themes derived from the literature on ESG communication and consumer loyalty. Expert
review will also be sought from academics in communication and sustainability studies to
ensure that the items adequately reflect the constructs being measured. According to Creswell
and Creswell (2018), expert validation is critical in refining instruments to ensure they capture
the intended concepts without ambiguity.

Construct validity will be enhanced by drawing upon established measurement scales in prior
research on corporate responsibility communication and consumer behavior. For example,
questions related to trust and loyalty will be adapted from validated studies such as Chaudhuri
and Holbrook (2001), who developed a robust framework for linking trust, loyalty, and brand
relationships. Adapting such established scales will strengthen the instrument’s theoretical
grounding and comparability with existing studies.

Reliability will be assessed through internal consistency testing using Cronbach’s alpha once

the data is collected. As noted by Tavakol and Dennick (2011), a Cronbach’s alpha coefficient
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of 0.70 or above is generally considered acceptable for demonstrating reliability in social
science research. The questionnaire will also undergo pretesting with a small group of
customers (approximately 15-20) who share similar characteristics with the target population
but will not be included in the final sample. Feedback from the pretest will be used to refine
wording, eliminate ambiguities, and ensure the clarity and appropriateness of items.

For document analysis, reliability will be addressed through the use of a coding framework.
This framework will guide the systematic extraction and categorization of themes from Zenith
Bank Ghana’s ESG communications. To enhance consistency, the coding process will be
piloted on a small subset of documents, after which revisions will be made to ensure clarity
and uniform interpretation. As Krippendorff (2018) argues, such pilot coding enhances the
dependability and replicability of content analysis findings.

By incorporating these measures, the study will ensure that the instruments are both valid and

reliable, thus strengthening the credibility and robustness of the findings.

3.9 Data Collection Procedure

The data collection process pertains to the methodical steps undertaken by a researcher to
assemble information in accordance with the study's objectives and methodology. The process
encompasses preparatory activities, instrument administration, and post-collection handling to
ensure efficiency, ethical compliance, and methodological rigor. According to Burns and
Grove (2011), this procedure entails the selection of appropriate methods, acquisition of
permissions, administration of instruments, and the implementation of secure data management
practices. Creswell and Creswell (2018) assert that a well-defined procedure improves the
reliability, credibility, and replicability of research.
This research will employ survey administration alongside documentary analysis. Primary data

will be gathered using structured questionnaires administered to customers of Zenith Bank
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Ghana at selected branches in Accra and Kumasi, which were chosen based on accessibility
and customer density. Questionnaires will be distributed in both physical and electronic
formats, with support from the bank’s communications department, in accordance with the
recommendation by Saunders, Lewis, and Thornhill (2019) for multi-mode distribution to
enhance response rates. Prior ethical clearance and informed consent will be obtained.
Secondary data, including ESG reports, press releases, and disclosures, will be obtained from
Zenith Bank Ghana’s official platforms for triangulation purposes. Bowen (2009) emphasizes
that document analysis enhances contextual comprehension. All data will be securely stored to

maintain integrity for analysis.

3.10 Data Analysis Procedures

The data analysis procedure is the systematic process of reviewing, organizing, and interpreting
obtained data to discover patterns, relationships, and insights related to the study objectives.
Creswell and Creswell (2018) indicate that data analysis encompasses the preparation of data,
the execution of descriptive or inferential analyses for quantitative data, and the coding and
identification of themes for qualitative data. Creswell and Plano Clark (2017) assert that mixed-
method studies necessitate both independent and integrated analyses to improve validity via
triangulation.

This research will employ a mixed-method approach. Quantitative survey data will undergo
coding and analysis via SPSS. Descriptive statistics, including frequencies, means, and
percentages, will summarize customer perceptions of Zenith Bank Ghana's ESG
communication. Inferential tests, along with correlation and regression analyses, will
investigate the relationships between ESG communication, trust, and loyalty. Pallant (2020)
asserts that these tools are appropriate for evaluating predictive relationships within the social

sciences.
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Qualitative data derived from ESG reports, press releases, and additional communications will
be subjected to thematic content analysis in accordance with Braun and Clarke’s (2006) six-
phase model. Emerging themes will be analyzed alongside quantitative findings to evaluate
their convergence or divergence. Creswell and Plano Clark (2017) highlight that this
triangulation improves reliability.
Results will be displayed using tables, charts, and narrative synthesis to enhance clarity and

accessibility.

3.11 Ethical Considerations

Ethical considerations ensure the safety of participants and study integrity. The principles
encompass informed consent, confidentiality, minimizing harm, and voluntary participation
(Resnik, 2018). The Belmont Report (1979) delineates respect for persons, beneficence, and
justice as fundamental principles. This study will secure ethical approval from the relevant
review board, and participants will be provided with comprehensive information regarding the
study, their voluntary participation, and their right to withdraw at any time (National
Commission, 1979). Confidentiality will be upheld by employing coded data and secure,
password-protected storage, adhering to the guidelines established by Bryman (2016). Neutral
and non-intrusive inquiries will mitigate potential harm, and all secondary sources will be
appropriately cited. Findings will be presented clearly to maintain beneficence and credibility

(Resnik, 2018).

3.12 Chapter Summary

This chapter presents the methodological framework that will guide the study. The research is
situated within an interpretivist paradigm, deemed most suitable for examining the subjective
perceptions and meanings customers associate with Zenith Bank Ghana’s ESG communication
practices. A qualitative case study design was justified for its ability to provide depth and
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contextual richness essential for investigating the research objectives. The study population
comprised textual and archival sources, including Zenith Bank Ghana’s sustainability reports,
press releases, and digital communication materials, along with customers interacting with the
bank’s ESG messaging.
Sampling procedures were delineated, with purposive sampling recognized as the most
appropriate method to guarantee the selection of respondents possessing knowledge regarding
the bank’s ESG communication. Data collection methods will consist of semi-structured
interviews and document analysis, supplemented by digital ethnographic tools as needed.
Validity and reliability will be ensured by pretesting interview guides, triangulating data
sources, and maintaining transparent documentation of procedures. The data collection process
will be conducted systematically, ensuring accuracy and consistency. Data analysis will
employ a thematic approach to identify emerging patterns and insights pertinent to the research
objectives.

The study's ethical considerations were thoroughly outlined, highlighting informed consent,
confidentiality, voluntary participation, and the responsible management of both primary and
secondary data. The methodological choices outlined will ensure the research is credible,
ethically sound, and capable of generating meaningful insights into the influence of ESG

communication on customer perceptions, trust, and loyalty within Ghana’s banking sector.
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CHAPTER FOUR

DATA ANALYSIS, PRESENTATION OF FINDINGS, AND DISCUSSION

4.1 Introduction

This chapter presents the analysis and findings of the data collected to investigate
Environmental, Social, and Governance (ESG) communication at Zenith Bank Ghana and its
impact on customer perceptions, trust, and loyalty. Following the convergent parallel mixed-
methods design (Creswell & Plano Clark, 2017) outlined in Chapter Three, this chapter is
structured into three main parts. First, it presents the quantitative findings derived from the
survey of 384 customers. Second, it details the qualitative findings from the thematic analysis
of Zenith Bank Ghana's ESG documents. Finally, it provides an integrated discussion where
the quantitative and qualitative results are merged to offer a comprehensive and triangulated
understanding of the research problem, directly addressing the study's objectives and research

questions.

4.2 Analysis of Quantitative Data

A total of 384 usable questionnaires were analyzed, representing a 96% response rate. The data
was coded and analyzed using the Statistical Package for the Social Sciences (SPSS Version
28). Descriptive statistics (frequencies, means, standard deviations) were used to summarize
the data, while inferential statistics (Pearson Correlation and Linear Regression) were

employed to test the relationships between variables.

4.2.1 Demographic Profile of Respondents

The demographic profile, summarized in Table 4.1, indicates a diverse and representative

sample of Zenith Bank Ghana's customer base. The sample was predominantly male (55.2%),

44



with the largest age cohort being 26-35 years (43.8%). A significant proportion held a

Bachelor's degree (40.6%), and most had been customers for between 1 to 3 years (34.4%).

Figure 1: Gender Distribution of Respondents (N=384)
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Figure 2: Age Group Distribution of Respondents (N=384)
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Figure 3: Educational Level Distribution of Respondents (N=384)
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Figure 4: Customer Tenure Distribution of Respondents (N=384)
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4.2.2 Reliability and Validity of the Variables

Prior to testing the hypotheses, the reliability of the key composite variables was assessed using
Cronbach's Alpha to ensure the internal consistency of the survey items. As shown in Table 4.2,

all constructs demonstrated high reliability, with alpha coefficients well above the accepted

46



threshold of 0.7 (Nunnally, 1978). This indicates that the items used to measure each construct

were consistent and reliable.

Table 1: Reliability Statistics for Composite Variables

Construct Number of Items | Cronbach's Alpha
ESG Communication Quality | 7 0.891
Customer Trust 5 0.902
Customer Loyalty 4 0.872

Content validity was established through a comprehensive review of literature and pre-testing
of the survey instrument with academic experts and a small sample of bank customers. The
high factor loadings (all above 0.6) in an exploratory factor analysis confirmed the constructs'

one-dimensionality, supporting their validity for this study.

4.2.3 Customer Awareness and Perception of ESG Communication (Addressing Research

Question 1)

The first research question sought to understand how customers perceive Zenith Bank Ghana's
ESG communication efforts. The results, summarized in Table 4.2, indicate a moderate level

of awareness with significant room for improvement.
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Figure 4: Customer Awareness and Perception of ESG Communication (N=384)
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The data reveals that while customers generally acknowledge the bank's efforts (composite
mean of 3.44), their awareness is not strong. This finding resonates with studies in emerging
markets, which often note a gap between corporate ESG activities and stakeholder awareness
(Kogi et al., 2025; Maama, 2021). The highest agreement is with the alignment of ESG
communication with customer values (Mean=3.55), suggesting a receptive audience. However,
the neutrality of scores for clarity, consistency, and adequacy of information (Means between
3.32 and 3.41) points to a significant communication gap, supporting the problem statement
that ESG communication in Ghana's banking sector remains "inadequately developed"

(Yiadom, 2025).

4.2.4 Regression Analysis on the Impact of ESG Communication on Trust and Loyalty

(Addressing Research Question 2)

To address the second research question, a Pearson correlation analysis was first conducted.
The results, presented in Table 4.4, indicate a strong, positive, and statistically significant
correlation between ESG Communication Quality and Customer Trust (r =.718, p <.01). This

finding strongly aligns with Signaling Theory (Spence, 1973; Connelly et al., 2011), which
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posits that transparent disclosure reduces information asymmetry and builds confidence.
Similarly, the very strong positive correlation between Customer Trust and Loyalty (r = .802,
p <.01) is consistent with established marketing literature (Chaudhuri & Holbrook, 2001). The
relationship between ESG Communication and Loyalty is also significant and positive (r =

.654, p <.01), corroborating empirical work by Saka et al. (2025) in the Ghanaian context.

Table 2: Correlations between ESG Communication, Trust, and Loyalty

Variable 1 2 3

1. ESG Communication Quality | 1

2. Customer Trust J18 1
3. Customer Loyalty 6541 .802 | 1
p <0.01

To further investigate the predictive power of ESG communication, a simple linear regression
was performed with ESG Communication Quality as the independent variable and Customer
Trust as the dependent variable. The model was significant, F(1, 382) = 412.56, p < .001,
indicating that the model is a good fit for the data. As shown in Table 4.5, ESG Communication
Quality explained 51.6% of the variance in Customer Trust (R* = .516). The regression
coefficient (B = 0.701, p < .001) confirms that a one-unit increase in the perception of ESG

Communication Quality leads to a 0.701 unit increase in Customer Trust.
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Table 3 Simple Linear Regression of ESG Communication on Customer Trust

Customer Trust

Model | R R? Adjusted R* | Std. Error of the Estimate

1 0.718 | 0.516 | 0.514 0.45112

Variable Unstandardized Standardized Coefficients | t Sig.
Coefficients (B) (Beta)

(Constant) 0.891 4.122 | .000

ESG 0.701 0.718 20.31 | .000

Communication 1

Quality

Dependent

Variable:

This provides strong empirical evidence that effective ESG communication is a major driver

of trust among Zenith Bank's customers, a notion central to Stakeholder Theory (Freeman,

1984) which argues that addressing stakeholder concerns fosters mutually beneficial

relationships.

4.2.4 The Impact of ESG Communication on Trust and Loyalty (Addressing Research

Question 2)

To address the second research question, composite variables for ESG Communication Quality,

Customer Trust, and Customer Loyalty were created from their respective survey items. A

Pearson correlation analysis was conducted, and the results are presented in Table 4.3.
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Table 4: Correlations between ESG Communication, Trust, and Loyalty
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The results indicate a strong, positive, and statistically significant correlation between ESG

Communication Quality and Customer Trust (r = .718, p <.01). This finding strongly aligns
with Signaling Theory (Spence, 1973; Connelly et al., 2011), which posits that transparent
disclosure reduces information asymmetry and builds confidence. Similarly, the very strong
positive correlation between Customer Trust and Loyalty (r = .802, p < .01) is consistent with
established marketing literature (Chaudhuri & Holbrook, 2001). The relationship between ESG
Communication and Loyalty is also significant and positive (r = .654, p < .01), corroborating

empirical work by Saka et al. (2025) in the Ghanaian context.

A simple linear regression was performed with ESG Communication Quality as the
independent variable and Customer Trust as the dependent variable. The model was significant,
F(1, 382) = 412.56, p < .001, with ESG Communication explaining 51.6% of the variance in
Customer Trust (R? = .516). This provides strong empirical evidence that effective ESG
communication is a major driver of trust among Zenith Bank's customers, a notion central to
Stakeholder Theory (Freeman, 1984) which argues that addressing stakeholder concerns fosters

mutually beneficial relationships.
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4.2.4 The Role of Customer Feedback (Addressing Research Question 3)

The third objective was to investigate the influence of customer feedback. The descriptive
statistics for the feedback-related questions, presented in Table 4.4, reveal a critical weakness

in the bank's strategy.

Figure 6: Perception of Customer Feedback Integration (N=384)
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The consistently neutral scores (composite mean of 2.96) across all feedback-related items
indicate that customers do not perceive a robust, two-way communication channel. This
represents a significant gap between the bank's disclosure practices and the principles of
Stakeholder Theory and Legitimacy Theory (Deegan, 2019), which emphasize the need for
dialogue and responsiveness to maintain social license. This finding is critical as it suggests the
communication is largely a monologue, limiting the bank's ability to adapt and enhance its
strategies based on stakeholder input, a challenge noted in prior research on CSR

communication in Africa (Siueia et al., 2019).
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4.3 Analysis of Qualitative Data

Thematic analysis (Braun & Clarke, 2006) of Zenith Bank Ghana's Sustainability Reports
(2022-2023), website content, and press releases yielded three primary themes that

contextualize the quantitative findings.

4.3.1 Theme 1: Technocratic Framing of ESG as Compliance and Governance

The bank’s official documents predominantly frame ESG through a lens of regulatory
compliance and risk management. There is a strong emphasis on adhering to the Bank of
Ghana's Sustainable Banking Principles and aligning with frameworks like the GRI. The
language is formal, focusing on board oversight, policy frameworks, and integrated risk
assessments. For example, the 2023 report states, "Our governance structure ensures ESG risks
are embedded in our credit appraisal process." This aligns with Signaling Theory, targeting
regulators and institutional investors with credible, technical signals (Rezaee, 2016) and

seeking legitimacy (Lindblom, 1994) within a strict regulatory environment.

4.3.2 Theme 2: Narrative-Driven Showcasing of Social Impact

The most vivid and prominent communication theme is social investment. Documents are rich
with narratives and visuals highlighting scholarships, ICT lab donations, health initiatives, and
support for SMEs. This communication appears strategically targeted at the general public and
local communities to build a reputation as a caring corporate citizen, resonating strongly with
Stakeholder Theory by addressing salient social issues and building relational capital (Al

Amosh & Khatib, 2022).

4.3.3 Theme 3: Product-Centric Environmental Communication

The bank’s environmental messaging is primarily channeled through its "green" financial

products, such as loans for renewable energy and sustainable agriculture. The communication
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focuses on the availability and benefits of these commercial offerings rather than on the bank's
own operational environmental footprint (e.g., carbon emissions, waste management). This
frames environmental responsibility as a business opportunity and innovative service, an
approach observed in other studies of banking ESG communication (Galletta et al., 2022;

Santos & Pereira, 2022).

4.4 Integrated Discussion of Findings

This section merges the quantitative and qualitative findings to provide a holistic interpretation,

addressing the core research objectives.

4.4.1 Discussion on Customer Perceptions of ESG Communication (Objective 1)

The integrated analysis reveals a clear strategic misalignment. Qualitatively, the bank heavily
emphasizes Governance/Compliance (Theme 1) and Green Products (Theme 3). However, the
quantitative data shows that customer awareness and perception scores are only moderately
positive. This disconnect can be explained by the nature of the signals: technical governance
and product information are less accessible and engaging for the average retail customer
compared to narrative social content (Arvidsson & Dumay, 2021). The highest quantitative
agreement was for "alignment with values" (Mean=3.55), which is likely a direct response to
the bank's strong social narrative (Theme 2). This suggests that while the bank’s strategy
successfully signals to regulators and investors (Signaling Theory), it fails to achieve full
clarity and penetration with its retail customers, a common challenge in emerging markets

where stakeholder sophistication varies (Kogi et al., 2025).
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4.4.2 Discussion on the Impact of ESG Communication on Trust and Loyalty (Objective
2)

The powerful correlation and regression results (R? = .516) provide compelling evidence that
when ESG communication is perceived effectively, it is a fundamental driver of customer trust.
The qualitative data helps explain this: the bank’s consistent reporting (a costly signal per
Signaling Theory) and its visible social investments (building relational capital per Stakeholder
Theory and Social Capital Theory) create perceptions of integrity and benevolence. This
integrated finding confirms the proposition of scholars like Zournatzidou et al. (2025) and
Halbritter & Dorfleitner (2015) that ESG is not a peripheral activity but a core strategic lever
for building durable customer relationships, enhancing reputational capital, and ensuring

financial resilience.

4.4.3 Discussion on the Role of Customer Feedback (Objective 3)

A critical finding from the integration is the absence of a closed feedback loop. The qualitative
document analysis showed no evidence of customer feedback mechanisms or how such
feedback influences strategy. This is starkly reflected in the quantitative data, where all
feedback-related items scored a neutral composite mean of 2.96. This indicates that the bank’s
ESG communication remains a monologue, a one-way dissemination of information, rather
than a dialogue. This represents a significant operational gap in the application of Stakeholder
Theory (Freeman & Dmytriyev, 2017), which advocates for ongoing engagement. It also limits
the bank's ability to use feedback to improve the perceived quality and relevance of its
communication, thereby constraining its potential to fully maximize trust and loyalty (Du et

al., 2010).
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4.5 Chapter Summary

This chapter presented the empirical findings of the study. The quantitative analysis of 384
responses established that customer awareness of Zenith Bank's ESG communication is
moderate, and while effective communication strongly enhances trust and loyalty, there is a
notable deficiency in perceived feedback integration. The qualitative analysis uncovered the
key themes in the bank's ESG narrative: governance/compliance, social impact, and green
products. The integrated discussion, framed by Signaling, Stakeholder, and Legitimacy
Theories, revealed that the bank's communication is strategically bifurcated, effectively
signaling to some stakeholders but failing to achieve full clarity and engagement with its
customer base. It confirmed the powerful link between ESG communication and relational
outcomes like trust and highlighted a critical missed opportunity in leveraging customer
feedback to create a more dynamic and responsive communication strategy. The next chapter
will present the study's conclusions, recommendations, and suggestions for future research

based on these findings.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.0 Introduction

This chapter provides a summary, conclusions, and recommendations derived from the study
on Environmental, Social, and Governance (ESG) communication at Zenith Bank Ghana and
its impact on customer perceptions, trust, and loyalty. This chapter synthesizes the quantitative
and qualitative findings from Chapter Four, offering a cohesive view of the research outcomes
based on the data analysis and comments offered therein. It reassesses the study's aims,
formulates conclusions derived from empirical data, and presents pragmatic recommendations
to inform practice, policy, and subsequent research. The chapter is structured into three primary
sections: the first encapsulates the key findings, the second articulates the conclusions in
accordance with the research objectives, and the third delineates recommendations intended to
improve ESG communication efficacy and stakeholder engagement within the Ghanaian

banking sector.

5.1 Summary of Findings

The objective of this study was to examine the impact of Environmental, Social, and
Governance (ESG) communication on consumer perceptions, trust, and loyalty at Zenith Bank
Ghana. Data were gathered utilizing a convergent parallel mixed-method design, comprising a
survey of 384 consumers and a thematic content analysis of the bank's sustainability
publications and official communications. The integration of quantitative and qualitative
methodologies offered an extensive insight into client perceptions and reactions to the bank's
ESG communication efforts.
The investigation of customer perceptions of ESG communication at Zenith Bank Ghana
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indicated a modest level of awareness and comprehension among customers. The composite
mean score of 3.44 suggests that although customers acknowledge the bank's sustainability
efforts, their overall understanding of the bank's ESG initiatives is still constrained. Participants
exhibited the most consensus with the assertion that ESG communication corresponds with
their personal beliefs (Mean = 3.55), indicating a favorable response to the bank's social
investment initiatives. The intermediate ratings for clarity, consistency, and information
adequacy (means ranging from 3.32 to 3.41) indicate significant communication deficiencies
that impede comprehensive involvement and comprehension.
The qualitative findings indicated that the bank's ESG communication is mostly technical and
focused on compliance. The material primarily emphasizes regulatory alignment and risk
management, intended to convey transparency and accountability to investors and regulators.
This technique bolsters corporate reputation but fails to adequately connect with retail
customers who desire more personable and accessible communications. Consequently, Zenith
Bank's ESG communication, while credible and organized, lacks emotional resonance and
connection with its wider client demographic.
The quantitative findings for the second objective, which aimed to assess the influence of ESG
communication on customer trust and loyalty, revealed a robust, positive, and statistically
significant correlation between ESG Communication Quality and Customer Trust (r = 0.718, p
<0.01), as well as between Customer Trust and Loyalty (r =0.802, p <0.01). Regression study
revealed that ESG communication explains 51.6% of the variance in Customer Trust (R? =
0.516), signifying that successful ESG communication is a significant factor in the
development of trust. These findings highlight the predictive efficacy of ESG communication
as a strategic tool for enhancing customer relationships.
The qualitative data corroborate these statistical findings, indicating that consistent ESG

disclosures and prominent social impact projects work as reliable indicators of integrity,
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responsibility, and long-term commitment. Signaling Theory and Stakeholder Theory
collectively offer a robust explanatory framework: clear and genuine communication
diminishes information asymmetry, fosters trust, and strengthens customers' emotional
connection and loyalty to the bank.
The final objective aimed to assess the significance of customer input in ESG communication.
A significant discovery of the study is the lack of a functional feedback mechanism.
Respondents indicated neutrality on the bank's responsiveness to their comments on ESG-
related issues, as evidenced by a composite mean score of 2.96. The qualitative research
confirmed this finding, indicating that there are no well-defined avenues for consumers to
express their ideas, suggestions, or responses to the bank's ESG initiatives.
This discovery reveals a significant flaw in Zenith Bank's communication approach. ESG
communication presently functions as a unilateral procedure, primarily serving as disclosure
rather than facilitating interactive dialogue. The absence of a systematic feedback mechanism
hinders the bank's capacity to glean insights from its stakeholders and modify its strategies
accordingly. Thus, this constraint diminishes the profundity of client interaction and
undermines enduring trust and loyalty. Establishing bidirectional communication mechanisms
is vital for creating a more dynamic and mutually advantageous ESG communication

framework.

5.2 Conclusion

The study concludes that customer trust and loyalty within the banking sector, particularly in
the Ghanaian context, are significantly influenced by Environmental, Social, and Governance
(ESG) communication. Zenith Bank Ghana's communication of ESG activities effectively
demonstrates compliance, governance integrity, and institutional responsibility, hence

enhancing the bank's legitimacy and credibility with regulatory bodies and investors.
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Nonetheless, from the viewpoint of retail customers, the study indicates that this
communication is deficient in depth, clarity, and interaction, hindering its relational and
engagement potential.
The findings affirm that successful ESG communication serves both informational and
relationship roles. Transparent and consistent communication bolsters the bank's reputation and
cultivates impressions of integrity and dependability. Conversely, it fosters emotional
connections between the institution and its clientele, resulting in enhanced trust and brand
loyalty. In contrast, insufficient customer awareness, together with the lack of active feedback
incorporation, undermines the quality of communication and reduces the overall efficacy of the
bank's sustainability initiatives.
The study theoretically substantiates the utilization of certain essential frameworks. Signaling
Theory is corroborated by research indicating that credible and consistent ESG disclosures
mitigate information asymmetry and enhance stakeholder confidence. Stakeholder Theory is
validated by the discovery that reciprocal participation and responsiveness are crucial for
maintaining enduring trust. Similarly, Legitimacy Theory is substantiated, indicating that
although compliance-oriented communication bolsters institutional credibility, it is inadequate
for attaining comprehensive stakeholder legitimacy without active involvement.
The study indicates that Zenith Bank Ghana's ESG communication effectively fosters
confidence through social investment storylines, transparent reporting, and compliance with
regulations. Nonetheless, its technocratic and compliance-focused orientation has constrained
the effectiveness of these messages on customer comprehension and engagement. The study
thus advocates for a transition to a more dialogic, customer-centric ESG communication
paradigm that emphasizes accessibility, feedback, and emotional impact. This approach would
enhance trust and loyalty while establishing Zenith Bank as a leader in sustainable, stakeholder-

focused banking communication in Ghana.
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5.3 Recommendations

In light of the study's findings, several recommendations are proposed to improve ESG
communication processes, develop customer connections, and direct future research. The
recommendations aim to engage Zenith Bank Ghana, policymakers, and the broader business
community in fostering transparent, credible, and participatory sustainability communication
in the financial sector.
Zenith Bank Ghana should establish a bidirectional ESG communication system. The study
indicated that existing communication is predominantly one-directional, which restricts
stakeholder engagement and feedback. The shift from an informational model to a participatory
structure will improve mutual understanding and accountability. Digital feedback platforms,
periodic stakeholder forums, and regular customer surveys facilitate this process. These
mechanisms will enable the bank to more effectively interpret stakeholder concerns, enhance
ESG strategies, and bolster relational trust and legitimacy.
The bank should streamline and tailor its ESG communication. The findings suggest that
customers view current messages as excessively technical and focused on compliance, which
diminishes accessibility and engagement. Effective communication of ESG initiatives through
clear narratives, complemented by infographics, videos, and community stories, enhances the
comprehensibility and contextual relevance of sustainability themes. Highlighting local
initiatives, including community development and environmental conservation efforts, can
foster emotional connections and strengthen brand loyalty.
It is recommended to institutionalise ESG as a strategic communication function. ESG
communication must transcend regulatory obligations and integrate as a fundamental element
of the bank's branding and stakeholder engagement strategies. Creating a dedicated ESG
communication unit or incorporating sustainability specialists into the corporate affairs

department would promote consistency, strategic alignment, and long-term effectiveness.
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Zenith Bank should enhance its feedback and stakeholder engagement frameworks. The
research revealed a lack of established formal mechanisms for stakeholder engagement.
Structured engagement tools, including annual ESG dialogue sessions, interactive online
portals, and systematic customer perception assessments, offer ongoing insights to inform ESG
enhancements and strengthen transparency.
Staff training and capacity building are crucial. Employees, particularly those in customer-
facing and communications roles, require ongoing training in ESG concepts and
communication strategies. Providing staff with essential skills improves message credibility
and promotes a culture of sustainability within the organisation. Leadership engagement is
essential  for  integrating ESG  principles into  strategic  decision-making.
The bank should establish partnerships with regulators and industry organisations.
Collaboration with the Bank of Ghana, the Ghana Association of Bankers, and other
stakeholders can facilitate the establishment of standardised ESG communication frameworks.
Alignment across the sector will enhance comparability, diminish ambiguity, and bolster the
reputation of Ghana's financial sector.
Regulators must implement clear frameworks and enforce mandatory disclosure standards for
ESG communication at the policy level. National guidelines will enhance consistency,
accountability, and comparability among banks. Policymakers can incentivise strong ESG
performers by implementing recognition schemes, providing tax benefits, or granting
preferential access to sustainable financing.
Outside the banking sector, enterprises ought to regard ESG communication as a strategic asset
instead of merely a compliance obligation. Transparent and ethical communication enhances
legitimacy, attracts sustainability-focused investors, and bolsters customer trust.
Future research should undertake comparative studies among banks to evaluate variations in

the effectiveness of ESG communication. Qualitative methods, including interviews and focus
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groups, are suggested for obtaining deeper insights. Longitudinal studies may examine the
impact of evolving ESG strategies on trust and loyalty over time.
These recommendations provide a framework for enhancing ESG communication, building

stakeholder trust, and promoting sustainable business practices in Ghana’s banking sector.

63



References

Achim, M.-V,, & Borlea, S. N. (2015). Developing of ESG Score to Assess the Non-financial
Performances in Romanian Companies. Procedia Economics and Finance, 32, 1209—
1224. https://doi.org/10.1016/s2212-5671(15)01499-9

Alatawi, F. M. H., Alomar, J. A., & Balakrishnan, J. (2024). Fostering long-term commitment
in the sharing economy: Strategies formulated through mixed methods research
design. Technological ~ Forecasting and  Social = Change, 201, 123231.
https://doi.org/10.1016/j.techfore.2024.123231

Al Amosh, H., & Khatib, S. F. A. (2022). Websites Visits and Financial Performance for GCC
Banks: The Moderating Role of Environmental, Social and Governance
Performance. Global Business Review, 097215092211095.
https://doi.org/10.1177/09721509221109576

Al-Jalahma, A., Al-Fadhel, H., Al-Muhanadi, M., & Al-Zaimoor, N. (2020). Environmental,
Social, and Governance (ESG) disclosure and firm performance: Evidence from GCC
Banking sector. 2020 International Conference on Decision Aid Sciences and
Application (DASA), Decision Aid Sciences and Application (DASA), 2020
International Conference On, 54-58. https://10.1109/DASA51403.2020.9317210

Amara, T., & Ahmadi, A. (2024, November 22). Impact of Board of Directors Composition on
the ESG Performance. ResearchGate; unknown.
https://www.researchgate.net/publication/386045238 Impact_of Board_of Directo
rs_Composition_on_the_ESG_Performance

Amarna, K., Garde Sanchez, R., Lopez, P. M. V., & Marzouk, M. (2024). The effect of
environmental, social, and governance disclosure and real earning management on the
cost of financing. Corporate Social Responsibility & Environmental Management,
31(4), 3181-3193. https://10.1002/csr.2740

64


https://doi.org/10.1016/s2212-5671(15)01499-9
https://doi.org/10.1016/j.techfore.2024.123231
https://doi.org/10.1177/09721509221109576
https://10.1109/DASA51403.2020.9317210
https://www.researchgate.net/publication/386045238_Impact_of_Board_of_Directors_Composition_on_the_ESG_Performance
https://www.researchgate.net/publication/386045238_Impact_of_Board_of_Directors_Composition_on_the_ESG_Performance
https://10.1002/csr.2740

Arvidsson, S., & Dumay, J. (2021). Corporate ESG Reporting quantity, Quality and
performance: Where to Now for Environmental Policy and practice? Business Strategy
and the Environment, 31(3), 1091-1110. https://doi.org/10.1002/bse.2937
Azmi, W., Hassan, M. K., Houston, R., & Karim, M. S. (2021). ESG activities and banking
performance: International evidence from emerging economies. Journal of
International ~ Financial ~Markets, Institutions and Money, 70, 101277.
https://doi.org/10.1016/j.intfin.2020.101277
Baker, M. P., Egan, M., & Sarkar, S. (2022). How Do Investors Value ESG? SSRN Electronic
Journal. https://doi.org/10.2139/ssrn.4293621
Baruah, L., & Panda, N. M. (2020). Measuring corporate reputation: a comprehensive model
with enhanced objectivity. Asia-Pacific Journal of Business Administration, 12(2),
139-161. https://doi.org/10.1108/apjba-10-2019-0215
Bhattacharya, S., & Ritter, J. R. (1983). Innovation and Communication: Signalling with Partial
Disclosure. The Review of  Economic  Studies, 50(2), 331-346.
https://doi.org/10.2307/2297419
Birindelli, G., Dell’Atti, S., [annuzzi, A. P., & Savioli, M. (2018). Composition and Activity of
the Board of Directors: Impact on ESG Performance in the Banking
System. Sustainability, 10(12), 4699. https://doi.org/10.3390/su10124699
Boiral, O. (2013). Sustainability reports as simulacra? A counter-account of A and A+ GRI
reports. Accounting, Auditing & Accountability Journal, 26(7), 1036-1071.
https://doi.org/10.1108/AAAJ-04-2012-00998

Bowen, G. A. (2009). Document Analysis as a Qualitative Research Method. Qualitative
Research Journal, 9(2), 27-40.

Braun, V., & Clarke, V. (2006). Using Thematic Analysis in Psychology. Qualitative Research

in Psychology, 3(2), 77-101.

65


https://doi.org/10.2139/ssrn.4293621
https://doi.org/10.3390/su10124699
https://doi.org/10.1108/AAAJ-04-2012-00998

Bruno, M., & Lagasio, V. (2021). An Overview of the European Policies on ESG in the Banking
Sector. Sustainability, 13(22), 12641. https://doi.org/10.3390/sul132212641

Bryman, A. (2016). Social Research Methods (5th ed.). London: Oxford University Press.

Buallay, A. (2019). Is sustainability reporting (ESG) associated with performance? Evidence
from the European banking sector. Management of Environmental Quality: An
International Journal, 30(1), 98—115.

Buchholz, R. A., & Rosenthal, S. B. (2004). Stakeholder Theory and Public Policy: How
Governments Matter. Journal of Business Ethics, 51(2), 143-153.
https://doi.org/10.1023/b:busi.0000033608.61005.1f

Cadman, T. (2012). The Legitimacy of ESG Standards as an Analytical Framework for
Responsible Investment. Issues in Business Ethics, 35-53.
https://doi.org/10.1007/978-90-481-9319-6_3

Casonato, F., Farneti, F., & Dumay, J. (2019). Social capital and integrated reporting. Journal
of Intellectual Capital, 20(1), 144—164. https://doi.org/10.1108/jic-08-2018-0132

Celestin, M. and Gidisu, J. A (2024). Environmental, Social, and Governance (ESQG)
Accounting: Insights from Ghana-Based Corporations. 9. 66-76.

Chan, M. C., Watson, J., & Woodliff, D. (2014). Corporate Governance Quality and CSR
Disclosures. Journal of Business Ethics, 125(1), 59-73.
https://doi.org/10.1007/s10551-013-1887-8

Chaudhuri, A., & Holbrook, M. (2001). The Chain of Effects from Brand Trust and Brand
Affect to Brand Performance: The Role of Brand Loyalty. Journal of Marketing(65),
81-93. doi:10.1509/jmkg.65.2.81.18255

Cheng, L. T. W, Lee, S. K., Li, S. K., & Tsang, C. K. (2023). Understanding resource

deployment efficiency for ESG and financial performance: A DEA approach. Research

66


https://doi.org/10.1023/b:busi.0000033608.61005.1f
https://doi.org/10.1007/978-90-481-9319-6_3

n International Business and Finance, 65, 101941.
https://doi.org/10.1016/j.ribaf.2023.101941

Cho, C. H., Michelon, G., Patten, D. M., & Roberts, R. W. (2015). CSR disclosure: the more
things change...? Accounting, Auditing & Accountability Journal, 28(1), 14-35.
https://doi.org/10.1108/aaaj-12-2013-1549

Cornell, B., & Damodaran, A. (2020). Valuing ESG: Doing Good or Sounding Good? The
Journal of Impact and ESG Investing, 1(1), 76-93.
https://doi.org/10.3905/jesg.2020.1.1.076

Connelly, B. L., Certo, S. T., Ireland, R. D., & Reutzel, C. R. (2010). Signaling Theory: a
Review and Assessment. Journal of Management, 37(1), 39-67.
https://doi.org/10.1177/0149206310388419

Creswell, J. W., & Plano Clark, V. L. (2017). Designing and Conducting Mixed Methods
Research. Thousand Oaks, California , United States of America: Sage Publications.

Creswell, J., & Creswell, J. (2018). Mixed Methods Procedures. In Research Design:
Qualitative, Quantitative, and Mixed Methods Approaches (Vol. 2, pp. 213-246). Los
Angeles, California, United Sates of America: SAGE Publication, Inc. Retrieved 2022
17, November

DasGupta, R. (2022). Financial Performance Shortfall, ESG Controversies, and ESG
Performance: Evidence from Firms Around the World. Finance Research
Letters, 46(B), 102487. https://doi.org/10.1016/].fr.2021.102487

Deegan, C. M. (2019). Legitimacy theory: Despite its enduring popularity and contribution,
time is right for a necessary makeover. Accounting, Auditing & Accountability
Journal, 32(8). https://doi.org/10.1108/aaaj-08-2018-3638

Del Gesso, C.and Lodhi, R.N. (2025). Theories underlying environmental, social and

governance (ESG) disclosure: a systematic review of accounting studies. Journal of

67


https://doi.org/10.3905/jesg.2020.1.1.076
https://doi.org/10.1016/j.frl.2021.102487
https://ezproxy.ug.edu.gh:2102/insight/search?q=Carla%20Del%20Gesso
https://ezproxy.ug.edu.gh:2102/insight/search?q=Rab%20Nawaz%20Lodhi
https://ezproxy.ug.edu.gh:2102/insight/publication/issn/0737-4607

Accounting Literature, Vol. 47 No. 2, pp. 433-461. https://doi.org/10.1108/JAL-08-
2023-0143

El Khoury, R., Nasrallah, N., & Alareeni, B. (2021). ESG and financial performance of banks
in the MENAT region: concavity—convexity patterns. Journal of Sustainable Finance &
Investment, 13(1), 406—430. https://doi.org/10.1080/20430795.2021.1929807

Ellili, N. O. D. (2023). Impact of corporate governance on environmental, social, and
governance disclosure: Any difference between financial and non-financial companies?
Corporate Social Responsibility & Environmental Management, 30(2), 858—873.
https://10.1002/csr.2393

Etikan, I., Sulaiman, A. M., & Rukayya, S. A. (2016). Comparison of Convenience Sampling
and Purposive Sampling. American Journal of Theoretical and Applied Statistics., 5(1),
1-4. doi:doi: 10.11648/j.ajtas.20160501.11

Fatemi, A., Glaum, M., & Kaiser, S. (2018). ESG performance and firm value: The moderating
role of  disclosure. Global Finance Journal, 38(1044-0283), 45-64.
https://doi.org/10.1016/j.gfj.2017.03.001

Fiorini, P. de C., Seles, B. M. R. P., Jabbour, C. J. C., Mariano, E. B., & Jabbour, A. B. L. de S.
(2018). Management theory and big data literature: From a review to a research agenda.
International ~ Journal of  Information = Management, 43(1), 112-129.
https://doi.org/10.1016/j.ijinfomgt.2018.07.005

Forben, W. (2025). ESG (Environmental, Social, and Governance) Investing: The Key to
Sustainable Business Growth in the U.S. SSRN Electronic Journal. (PDF) ESG
(Environmental, Social, and Governance) Investing: The Key to Sustainable Business
Growth in the U.S

Freeman, R. E., & Dmytriyev, S. D. (2017, December). (PDF) Corporate Social Responsibility

and Stakeholder Theory: Learning From Each Other. ResearchGate.

68


https://ezproxy.ug.edu.gh:2102/insight/publication/issn/0737-4607
https://ezproxy.ug.edu.gh:2066/10.1108/JAL-08-2023-0143
https://ezproxy.ug.edu.gh:2066/10.1108/JAL-08-2023-0143
https://doi.org/10.1080/20430795.2021.1929807
https://10.1002/csr.2393
https://doi.org/10.1016/j.gfj.2017.03.001
https://doi.org/10.1016/j.ijinfomgt.2018.07.005
https://www.researchgate.net/publication/389357312_ESG_Environmental_Social_and_Governance_Investing_The_Key_to_Sustainable_Business_Growth_in_the_US
https://www.researchgate.net/publication/389357312_ESG_Environmental_Social_and_Governance_Investing_The_Key_to_Sustainable_Business_Growth_in_the_US
https://www.researchgate.net/publication/389357312_ESG_Environmental_Social_and_Governance_Investing_The_Key_to_Sustainable_Business_Growth_in_the_US

https://www.researchgate.net/publication/345050809 Corporate_Social_Responsibi
lity_and_Stakeholder_Theory_Learning_From_Each_Other

Galletta, S., Mazzu, S., & Naciti, V. (2022). A bibliometric analysis of ESG performance in the
banking industry: From the current status to future directions. Research in International
Business and Finance, 62, 101684. https://doi.org/10.1016/j.ribaf.2022.101684

Gangi, F., Meles, A., D’Angelo, E., & Daniele, L. M. (2018). Sustainable development and
corporate governance in the financial system: Are environmentally friendly banks less
risky? Corporate Social Responsibility and Environmental Management, 26(3), 529—
547. https://doi.org/10.1002/csr.1699

Gassmann, P, & Herman, C. (2021).Are you ready for the ESG
revolution? https://www.pwc.com/gx/en/issues/reinventing-the-future/take-on-
tomorrow/download/pwcSB_2021-06-15-Are-you-ready-ESG-revolution.pdf

Garcia, A. S., Mendes-Da-Silva, W., & Orsato, R. J. (2017). Sensitive industries produce better
ESG performance: Evidence from emerging markets. Journal of Cleaner
Production, 150, 135-147. https://doi.org/10.1016/].jclepro.2017.02.180

Gillan, S. L., Koch, A., & Starks, L. T. (2021). Firms and Social responsibility: a Review of
ESG and CSR Research in Corporate Finance.Journal of Corporate
Finance, 66(101889), 101889. https://doi.org/10.1016/j.jcorpfin.2021.101889

Greenwood, M., & Edward, F. R. (2011). Ethics and HRM: The Contribution of Stakeholder
Theory. Business & Professional Ethics Journal, 30(3/4), 269-292. JSTOR.
https://doi.org/10.2307/41340859

Halbritter, G., & Dorfleitner, G. (2015). The wages of social responsibility — where are they?
A critical review of ESG investing. Review of Financial Economics, 26(1), 25-35.

https://doi.org/10.1016/j.rfe.2015.03.004

69


https://www.researchgate.net/publication/345050809_Corporate_Social_Responsibility_and_Stakeholder_Theory_Learning_From_Each_Other
https://www.researchgate.net/publication/345050809_Corporate_Social_Responsibility_and_Stakeholder_Theory_Learning_From_Each_Other
https://doi.org/10.1016/j.ribaf.2022.101684
https://doi.org/10.1002/csr.1699
https://www.pwc.com/gx/en/issues/reinventing-the-future/take-on-tomorrow/download/pwcSB_2021-06-15-Are-you-ready-ESG-revolution.pdf
https://www.pwc.com/gx/en/issues/reinventing-the-future/take-on-tomorrow/download/pwcSB_2021-06-15-Are-you-ready-ESG-revolution.pdf
https://doi.org/10.1016/j.jclepro.2017.02.180
https://doi.org/10.1016/j.jcorpfin.2021.101889
https://doi.org/10.2307/41340859

Harrison, J., Freeman, R. E., & Abreu, M. C. S. de. (2015). Stakeholder theory as an ethical
approach to effective management: Applying the theory to multiple contexts. Review
of Business Management, 17(55), 858—869. https://doi.org/10.7819/rbgn.v17155.2647

Inderst, G., & Stewart, F. (2018). Incorporating Environmental, Social and Governance (ESG)
factors into fixed  income investment. SSRN Electronic Journal.
https://doi.org/10.2139/ssrn.3175830

Jasni, N. S., Yusoff, H., Zain, M. M., Md Yusoff, N., & Shaffee, N. S. (2019). Business strategy
for environmental social governance practices: evidence from telecommunication
companies in  Malaysia. Social ~ Responsibility  Journal, 16(2), 271-289.
https://doi.org/10.1108/s1j-03-2017-0047

Ketter, W., Padmanabhan, B., Pant, G., & Raghu, T. S. (2020). Special Issue Editorial:
Addressing Societal Challenges through Analytics: An ESG ICE Framework and
Research Agenda. AIS Electronic Library (AISeL).
http://dx.doi.org/10.17705/1jais.00631

Kim, H.-J., & Yang, O.-S. (2025). Linking ESG Management to Corporate Success: The
Influence of Board Composition. Sustainability, 17(3), 819.
https://doi.org/10.3390/su17030819

Kim, E.-H., & Lyon, T. P. (2015). Greenwash vs. Brownwash: Exaggeration and Undue
Modesty in Corporate Sustainability Disclosure. Organization Science, 26(3), 705—
723. https://doi.org/10.1287/orsc.2014.0949

Kogi, S.K., Kristanto, A.B.and Cao, J.(2025). A systematic literature review of
environmental, social and governance (ESG) research in Africa. Meditari Accountancy

Research, Vol. 33 No. 7, pp. 199-245. https://doi.org/10.1108/ MEDAR-08-2024-2623

70


https://doi.org/10.2139/ssrn.3175830
http://dx.doi.org/10.17705/1jais.00631
https://doi.org/10.3390/su17030819
https://doi.org/10.1287/orsc.2014.0949
https://ezproxy.ug.edu.gh:2102/insight/search?q=Samuel%20Karanja%20Kogi
https://ezproxy.ug.edu.gh:2102/insight/search?q=Ari%20Budi%20Kristanto
https://ezproxy.ug.edu.gh:2102/insight/search?q=June%20Cao
https://ezproxy.ug.edu.gh:2102/insight/publication/issn/2049-372X
https://ezproxy.ug.edu.gh:2102/insight/publication/issn/2049-372X
https://ezproxy.ug.edu.gh:2066/10.1108/MEDAR-08-2024-2623

Kopnina, H., & Bedford, T. (2024). From Pseudo to Real Sustainability: Ecopedagogy in
Business and Management Education. The Palgrave Handbook of Global Social
Change, 1-15. https://doi.org/10.1007/978-3-030-87624-1_369-1

Krippendorft, K. (2018). Content Analysis: An Introduction to Its Methodology (4, illustrated
ed.). SAGE Publications.

Lai, A., Melloni, G., & Stacchezzini, R. (2014). Corporate Sustainable Development: is
“Integrated Reporting” a Legitimation Strategy?. Business Strategy and the
Environment, 25(3), 165-177. https://doi.org/10.1002/bse.1863

Lindblom, C. K. (1994). The implications of organizational legitimacy for corporate social
performance and disclosure. Critical Perspectives on Accounting Conference.

Ling, A., Li,J., Wen, L., & Zhang, Y. (2023). When trackers are aware of ESG: Do ESG ratings
matter to tracking error portfolio performance? Economic Modelling, 106346.
https://doi.org/10.1016/j.econmod.2023.106346

Maama, H. (2021). Achieving Financial Sustainability in Ghana’s Banking Sector: Is
Environmental, Social and Governance Reporting Contributive? Global Business
Review, 097215092110443. https://doi.org/10.1177/09721509211044300

McKeever, E., Anderson, A., & Jack, S. (2014). Entrepreneurship and mutuality: social capital
in processes and practices. Entrepreneurship & Regional Development, 26(5-6), 453—
477. https://doi.org/10.1080/08985626.2014.939536

McShane, C. J., Turnour, J., Thompson, M., Dale, A., Prideaux, B., & Atkinson, M. (2016).
Connections: the contribution of social capital to regional development. Rural
Society, 25(2), 154—169. https://doi.org/10.1080/10371656.2016.1194326

Menicucci, E. (2025). ESG Regulations and Concepts. Springer Nature Switzerland.

https://10.1007/978-3-031-81677-2 2

71


https://doi.org/10.1007/978-3-030-87624-1_369-1
https://doi.org/10.1002/bse.1863
https://doi.org/10.1080/08985626.2014.939536
https://doi.org/10.1080/10371656.2016.1194326
https://10.1007/978-3-031-81677-2_2

Menicucci, E., & Paolucci, G. (2022). ESG dimensions and bank performance: An empirical
investigation in Italy. Corporate Governance: The International Journal of Business in
Society, 23(3), 563—586. https://doi.org/10.1108/cg-03-2022-0094

Morrison, R. (2021). Environmental, Social, and Governance Theory: Defusing a Major Threat
to Shareholder Rights. SSRN Electronic Journal.
https://doi.org/10.2139/ssrn.3845709

Moufty, S., AL, N. B., & Ibrahim, A. (2024). Communications of sustainability practices in the
banking sector: Evidence from cross-country analysis. International Journal of Finance
& Economics, 29(1), 135-161. https://10.1002/ijfe.2679

National Commission for the Protection of Human Subjects of Biomedical and Behavioral
Research. (1979). The Belmont Report: Ethical principles and guidelines for the
protection of human subjects of research. Washington, DC: U.S. Department of Health,
Education, and Welfare. Retrieved from https://www.hhs.gov/ohrp/regulations-and-
policy/belmont-report/index.html

Njoku, E. C. A. (2022, November 4). Stock Exchange unveils ESG disclosures guidance
manual; pledges to lead with self-reporting. The Business & Financial Times.
https://thebftonline.com/2022/11/04/stock-exchange-unveils-esg-disclosures-
guidance-manual-pledges-to-lead-with-self-reporting/?utm

Pallant, J. (2020). SPSS Survival Manual: A Step by Step Guide to Data Analysis Using IBM
SPSS. London: McGraw-Hill: Open University Press. doi:10.4324/9781003117452

Patton, M. Q. (2015). Qualitative Research & Evaluation Methods : Integrating Theory and
Practice (4th ed.). Thousand Oaks, California, United States of America: SAGE
Publication.

Patvardhan, N., Bhattacharyya, S., Ranade, C. M., & Joshi, D. (2024). Smart Data Analytics:

Measuring ESG Impact and Banking Performance Through ROA in Industry 4.0. 2024

72


https://doi.org/10.1108/cg-03-2022-0094
https://doi.org/10.2139/ssrn.3845709
https://10.1002/ijfe.2679

15th International Conference on Computing Communication and Networking
Technologies (ICCCNT), Computing Communication and Networking Technologies
(ICCCNT), 2024 15th International Conference On, 1-5.
https://10.1109/ICCCNT61001.2024.10725001

Plumlee, M., Brown, D., Hayes, R. M., & Marshall, R. S. (2015). Voluntary environmental
disclosure quality and firm value: Further evidence. Journal of Accounting and Public
Policy, 34(4), 336-361.

Poder, T. G. (2011). What is Really Social Capital? A Critical Review. The American
Sociologist, 42(4), 341-367. https://doi.org/10.1007/s12108-011-9136-z

Rastogi, S. and Singh, K. (2023), "The impact of ESG on the bank valuation: evidence of
moderation by ICT", Journal of Global Responsibility, Vol. 14 No. 2, pp. 273-
288. https://doi.org/10.1108/JGR-07-2022-0075

Reber, B., Gold, A., & Gold, S. (2021). ESG Disclosure and Idiosyncratic Risk in Initial Public
Offerings. Journal of Business Ethics, 179. https://doi.org/10.1007/s10551-021-04847-
8

Reichelt, V. P., & Diogo. (2025). ESG and Corporate Reputation: An Academic Essay on the
Interrelation Between ESG Actions and Their Impacts on The Corporate Reputation of
Organizations. Revista de Gestdo Social E Ambiental, 19(4), e011584—e011584.
https://doi.org/10.24857/rgsa.v19n4-002

Resnik, D. (2018). The Ethics of Research with Human Subjects: Protecting People, Advancing
Science, Promoting Trust (Vols. Volume 74 of International Library of Ethics, Law, and
the New Medicine). Springer.

Rezaee, Z. (2016). Business Sustainability Research: A Theoretical and Integrated

Perspective. Journal of Accounting Literature, 36(1), 48—64.

73


https://10.1109/ICCCNT61001.2024.10725001
https://doi.org/10.1007/s12108-011-9136-z
https://ezproxy.ug.edu.gh:2102/insight/search?q=Shailesh%20Rastogi
https://ezproxy.ug.edu.gh:2102/insight/search?q=Kuldeep%20Singh
https://ezproxy.ug.edu.gh:2102/insight/publication/issn/2041-2568
https://ezproxy.ug.edu.gh:2066/10.1108/JGR-07-2022-0075
https://doi.org/10.24857/rgsa.v19n4-002

Saka, A. Q., Ohene Selorm, & Saka, T. O. (2025). The Effect of Environmental, Social and
Governance Reporting on Firms’ Financial Performance: Evidence from Listed Banks
on the Ghana Stock Exchange. Archives of Business Research, 13(05), 110-136.
https://doi.org/10.14738/abr.1305.18810

Santos, M. C. dos, & Pereira, F. H. (2022). ESG Performance Scoring Method to Support
Responsible Investments in Port Operations. Case Studies on Transport Policy.
https://doi.org/10.1016/j.cstp.2022.01.027

Saunders, M., Lewis, P., & Thornhill, A. (2019). Research Methods for Business Students (8th
ed.). New York: Pearson.

Shakil, M. H., Mahmood, N., Tasnia, M., & Munim, Z. H. (2019). Do environmental, social
and governance performance affect the financial performance of banks? A cross-
country study of emerging market banks. Management of Environmental Quality: An
International Journal, 30(6), 1331-1344. https://doi.org/10.1108/meq-08-2018-0155

Siueia, T. T., Wang, J., & Deladem, T. G. (2019). Corporate Social Responsibility and financial
performance: A comparative study in the Sub-Saharan Africa banking sector. Journal
of Cleaner Production, 226, 658—668. https://doi.org/10.1016/j.jclepro.2019.04.027

Spence, M. (1973). Job market signaling. The Quarterly Journal of Economics, 87(3), 355—
374. https://doi.org/10.2307/1882010

Suchman, M. C. (1995). Managing Legitimacy: Strategic and Institutional Approaches. The
Academy of Management Review, 20(3), 571-610. https://doi.org/10.2307/258788

Tarmuji, 1., Maelah, R., & Tarmuji, N. H. (2016). The Impact of Environmental, Social and
Governance Practices (ESG) on Economic Performance: Evidence from ESG
Score. International Journal of Trade, Economics and Finance, 7(3), 67-74.

https://doi.org/10.18178/ijtef.2016.7.3.501

74


https://doi.org/10.14738/abr.1305.18810
https://doi.org/10.1108/meq-08-2018-0155

Tavakol, M., & Dennick, R. (2011). Making Sense of Cronbach’s Alpha. International Journal
of Medical Education. International Journal of Medical Education(2), 53-55.
doi:10.5116/ijme.4dtb.8dfd

Thompson, E. K., Ashimwe, O., Buertey, S., & Kim, S.-Y. (2022). The value relevance of
sustainability reporting: does assurance and the type of assurer matter? Sustainability
Accounting, Management and Policy Journal, 13(4). https://doi.org/10.1108/sampj-08-
2021-0329

Yamane, Y. (1967). Mathematical Formulae for Sample Size Determination.

Yiadom, E. B. (2025). Sustainable Futures: Unpacking ESG for Business Growth in
Ghana. ResearchGate. https://doi.org/10.13140/RG.2.2.27129.58723

Zenith Bank — A Leader At 19 Shaping Ghana’s Financial Future. (2024, September 16).
Retrieved from Daily Guide Network: https://dailyguidenetwork.com/zenith-bank-a
leader-at-19-shaping-ghanas-financial-future/?

Zournatzidou, G. (2024). Evaluating Executives and Non-Executives’ Impact toward ESG
Performance in Banking Sector: An Entropy Weight and TOPSIS Method.
Administrative Sciences (2076-3387), 14(10), 255. https://10.3390/admsci14100255

Zournatzidou, G., Ragazou, K., Sklavos, G., & Sariannidis, N. (2025). Examining the Impact
of Environmental, Social, and Corporate Governance Factors on Long-Term Financial
Stability of the European Financial Institutions: Dynamic Panel Data Models with
Fixed Effects. International Journal of Financial Studies, 13(1), 3.

https://10.3390/1js13010003

75


https://doi.org/10.13140/RG.2.2.27129.58723
https://dailyguidenetwork.com/zenith-bank-a
https://10.3390/admsci14100255
https://10.3390/ijfs13010003

Appendix

Questionnaire

SECTION A: DEMOGRAPHIC BACKGROUND OF RESPONDENTS

1. What is your Gender?

] Male

[J Female
2. What is your Age group?

018 -25
026 - 35
036 - 45

[1 46 and above
3. What is your Level of Education?

L1 No formal education

L1 Basic education (Primary/JHS)

L1 Secondary/High school (SHS/Technical/Vocational)
U] Diploma/HND

L1 Bachelor’s degree

L1 Master’s degree

L1 Doctorate (PhD/Professional degree)

O Other
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4. What is your Occupation?

0] Student

L1 Public Sector Employee
L] Private Sector Employee
01 Self-employed

L1 Retired

O Other

5. How many years have you been a customer of Zenith Bank Ghana

L1 Less than 1 year
O 1 -3 years

L1 4 - 6 years
[17-10 years

L1 More than 10 years
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SECTION B: CUSTOMER PERCEPTIONS OF ESG COMMUNICATION
Kindly indicate your level of agreement with each statement using the scale below:

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 =Agree 5 = Strongly Agree

Statement 1 2 3

6 I am aware of Zenith Bank’s ESG communication practices. O O O

7  The bank communicates its ESG initiatives clearly and O O O
consistently.

8  Zenith Bank provides adequate information on its ESG-related O O O
projects.
9  The bank uses accessible platforms (e.g., website, social media) [ [0 [O

to share ESG communication.

10 The information provided on ESG initiatives is easy to O O O
understand.
11 Zenith Bank communicates ESG efforts in a way that aligns O O O

with my values as a customer.
12 The bank’s ESG communication demonstrates transparency and [ [0 [

openness
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SECTION C: IMPACT OF ESG COMMUNICATION ON CUSTOMER TRUST
Kindly indicate your level of agreement with each statement using the scale below:

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 =Agree 5 = Strongly Agree

Statement 1 2 3 4

13 Zenith Bank’s ESG communication increases my trust in the O O O
bank.

14 Ibelieve Zenith Bank is genuinely committed to its ESG O O O
responsibilities.

15 The bank’s ESG practices make me confident in its long-term O O O

sustainability.

16 The bank’s communication of ESG initiatives enhances its O O O
credibility.

17 1 trust Zenith Bank to fulfill its ESG commitments. O O O

18 1 feel secure associating with a bank that actively communicates [ [ [
its ESG practices.
19 Zenith Bank’s ESG communication helps reduce doubts or O O O

skepticism I might have about the bank.
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SECTION D: INFLUENCE OF CUSTOMER FEEDBACK ON ESG
COMMUNICATION
Kindly indicate your level of agreement with each statement using the scale below:

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 =Agree 5 = Strongly Agree

Statement 1 2 3

20 Zenith Bank provides opportunities for customers to share O O O
feedback on its ESG activities.

21 The bank values customer opinions in shaping its ESG O O O
communication strategies.

22 I have seen changes or improvements in ESG communication O O O

that reflect customer feedback.

23 The bank encourages dialogue with customers about ESG O O O
issues.
24 Zenith Bank is responsive to concerns raised by customers O O O

regarding ESG initiatives.

25 Customer feedback influences the bank’s ESG reporting and O O O
communication practices.

26 The bank demonstrates accountability by integrating customer O O O

feedback into its ESG communication.
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SECTION E: OVERALL EVALUATION OF ZENITH BANK’S ESG
COMMUNICATION
Kindly indicate your level of agreement with each statement using the scale below:

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 =Agree 5 = Strongly Agree

Statement 1 2 3 4 5

27 Overall, Zenith Bank’s ESG communication meets my O 0O O g O
expectations as a customer.

28 The bank’s ESG communication reflects genuine commitment O O O O O
rather than a marketing strategy.

29 [ feel more confident banking with Zenith Bank because of its O O 0o o g
ESG engagement.

30 The bank’s ESG communication makes it stand out from other O O O O O
banks in Ghana.

31 Ibelieve customer trust, loyalty, and feedback are strengthened [ O O O O

through the bank’s ESG communication efforts.
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