Building trust in Africa's tech ecosystem
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The African tech ecosystem is currently experiencing a transformative phase characterised by significant growth potential and unique challenges. Central to sustainable success within this environment is the concept of trust, which serves as a vital component in defining relationships between businesses and their stakeholders. Trust is portrayed as essential for the long-term viability of tech companies, providing a foundation for credibility and resilience.
A study conducted in 2021 by Klasha and TechCabal highlighted a notable trust deficit between African businesses and consumers, with concerns surrounding hidden charges, previous negative experiences, and the security of online transactions. The findings revealed that, particularly among small and medium enterprises (SMEs), trust is often nurtured through personal connections rather than transactions. This situation underscores the critical need for African tech companies, especially those operating digital platforms, to make trust-building a strategic priority.
Further insights into trust dynamics can be found in a 2021 report from McKinsey regarding the African financial services landscape, which indicated that 67% of banked customers placed greater trust in traditional banks than in fintech companies. Although this gap has begun to narrow, certain demographics, particularly digitally savvy, middle-aged, and affluent consumers, continue to exhibit scepticism. Challenges such as unsatisfactory user experiences, slow complaint resolution, and inefficient services necessitate that fintech and digital-first firms embed trust-enhancing mechanisms from their inception.
Paystack, a prominent online payment provider, serves as a notable example of effective trust-building; the company allows merchants to set up payment services within minutes while offering additional features like invoicing and transaction dashboards. As a result, over 400,000 businesses utilise Paystack’s platform, reflecting the trust it has garnered through reliable and transparent services.
Piggyvest, another firm, has similarly demonstrated resilience against challenges posed by misinformation on social media. The online savings platform, which launched in 2018 with only 700 users, has expanded dramatically to over 5.5 million users by 2024, demonstrating the importance of customer trust in achieving growth. By prioritising customer service and fulfilling commitments, Piggyvest has been able to maintain and grow trust effectively.
The article elaborates on a practical framework for founders within the African tech ecosystem to build trust, identifying four critical pillars: strong governance, robust financial processes, strategic branding, and exceptional sales and customer success. Establishing a solid governance structure, characterised by transparency and accountability, can inspire confidence among stakeholders, particularly in a complex regulatory environment.
Financial management is also emphasised as a core component of trust. A strong finance function supports transparency and resilience, while effective financial reporting becomes crucial for attracting investments. The 2023 Wimbart Investors Report identified financial reporting as the most significant key performance indicator for investors when engaging with founders, emphasising its role in managing uncertainty.
Effective branding further contributes to trust, where founders should clearly communicate what makes their brand unique and ensure that their values align with customer expectations. Consistent communication and storytelling can shift consumer perceptions from scepticism to loyalty. Piggyvest exemplifies successful branding through a commitment to customer experience and stakeholder engagement.
Lastly, the importance of sales and customer success in fostering direct interactions with customers is underscored. By offering personalised experiences and investing in staff training to handle customer queries effectively, businesses can convert satisfied customers into brand advocates.
Overall, the comprehensive insights provide a framework for African tech entrepreneurs to deepen relationships with stakeholders through trust, thereby positioning their businesses for improved resilience and sustainable growth amid the complexities of the region's economic landscape. According to a 2024 PwC report, 41% of executives noted that a lack of investor trust could jeopardise the cost of capital, thereby underlining the crucial role trust plays in achieving broader success within the business sector.
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