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1. [bookmark: _Toc183633260]Introduction
At 9 Payment Service Bank (“9PSB” or “the Bank”), we recognize that effective and transparent communication with our stakeholders is fundamental to building trust, enhancing relationships, and achieving our strategic objectives. This Policy framework is for engaging with stakeholders, ensuring timely, accurate, and consistent communication regarding the Bank's activities, achievements, updates and strategic direction.
2. [bookmark: _Toc183633261]Purpose
The purpose of this policy is to:
1. Enhance communication and interaction with stakeholders.
2. Keep stakeholders informed of the Bank’s activities, initiatives, and performance.
3. Build trust and foster strong relationship with stakeholders.
4. Align stakeholder expectations with the Bank’s goals and vision.
5. Ensure compliance with regulatory and corporate governance standards.
3. [bookmark: _Toc183633262]Scope
This policy applies to all employees, contractors, and representatives of the Bank involved in stakeholder engagement and communication activities. Key stakeholders include, but are not limited to:
· Customers and Clients: Individuals and organizations using the Bank’s services.
· Shareholders: Investors and owners with financial interests in the Bank.
· Regulators: Central Bank of Nigeria (CBN) and other supervisory bodies.
· Employees: Internal teams and staff members at all levels.
· Partners and Suppliers: Vendors and collaborators in service delivery.
· Community Members: Local communities impacted by the Bank’s operations.
· Media and Advocacy Groups: Channels for disseminating information and engaging in public discourse.
4. [bookmark: _Toc183633263]Guiding Principles
The Bank’s communication with stakeholders will be guided by the following principles:

1. Transparency: Communicate openly and honestly to foster trust and credibility.
2. Relevance: Share information that is pertinent to stakeholder interests and concerns.
3. Consistency: Ensure messaging is aligned across all communication channels and platforms.
4. Proactiveness: Anticipating stakeholder information needs and addressing them before they arise.
5. Engagement: Actively seeking and responding to stakeholder feedback to improve the Bank’s performance.
6. Timeliness: Provide updates in a timely manner to keep stakeholders informed.
7. Accessibility: Use multiple communication channels to reach diverse stakeholder groups.
5. [bookmark: _Toc183633264]Communication Channels
The Bank will use a combination of traditional and digital communication channels, to ensure stakeholders are effectively reached:

· Press Releases: To announce significant developments and milestones.
· Stakeholder Meetings: Regular engagements, such as Annual General Meetings (AGMs), town halls, breakfast sessions, industry stakeholders’ event and focus group discussions.
· Digital Platforms: Website, mobile applications, email newsletters, and social media for real-time updates.
· Reports and Publications: Quarterly and annual reports, sustainability reports, industry whitepapers, opinion editorials and newsletters.
· Media Engagements: Interviews, press conferences, and collaborations with media channels and personalities.
· Community Outreach Programs: In-person interactions to engage local communities and NGOs, deliver Corporate Social Responsibility (CSR) initiatives.
6. [bookmark: _Toc183633265]Key Communication Activities
1. Strategic Announcements:
· Financial results, product launches, and strategic milestones.
· Updates on regulatory compliance and market developments.
· Strategic partnerships and collaborations.
2. Stakeholder Engagement:
· Hosting forums for direct interaction with stakeholders to foster mutual understanding.
· Periodic surveys and feedback mechanisms to gauge stakeholder satisfaction and expectations.
3. Crisis Communication:
· A dedicated plan to manage communication during crises, ensuring stakeholders receive accurate and timely updates.
4. Corporate Responsibility Reporting:
· Highlighting the Bank’s contributions to social and economic development, with a focus on financial inclusion, sustainability, and local impact.
7. [bookmark: _Toc183633266]Roles and Responsibilities
1. Board of Directors: Provide oversight and guidance on stakeholder communication strategies and ensure alignment with corporate goals.
2. Executive Management: Lead communication efforts, set the tone for transparency and engagement, and align messaging with the Bank’s objectives.
3. Marketing Communications Team: Develop and implement communication plans, manage media relations, and oversee digital and conventional messaging approach.
4. Compliance and Risk Teams: Ensure communications comply with regulatory requirements and address risks associated with disclosure.
5. All Employees: Act as ambassadors of the Bank, adhering to the principles of this policy in their daily interactions.
8. [bookmark: _Toc183633267]Monitoring and Evaluation
The Bank will monitor and evaluate the effectiveness of its communication efforts through:
· Engagement Metrics: Analysis of website traffic, social media interaction, perception audit reports, sentiment analysis and feedback from stakeholder events.
· Feedback Analysis: Regular collection and review of stakeholder feedback through surveys, focus groups, qualitative research studies and customer service reports.
· Performance Reviews: Annual evaluations of communication plans and adjustments based on stakeholder insights and organizational needs.
9. [bookmark: _Toc183633268]Policy Review
This policy will be reviewed annually to ensure its continued relevance and effectiveness. Changes in regulatory requirements, stakeholder expectations, or strategic priorities will prompt interim reviews as necessary.
10. [bookmark: _Toc183633269]Approval and Implementation
This policy has been approved by the Board of Directors and is effective as of December 12th, 2024, The Marketing Communications Team will oversee its implementation, ensuring all staff members and representatives understand and adhere to their roles in stakeholder communication.

11. Enquiries
For enquiries regarding guidelines in the Communications Policy and how they apply or should be applied to any stakeholder, please contact: 
The Chief Marketing Officer, 
Branding, Marketing and Corporate Communications via:

a. Email: marketingcommunications@9psb.com.ng
b. Mobile: 07002200005

12. [bookmark: _Toc183633270]Approvals

	Name 
	Position
	Signature

	Branka Mracajac
	CEO/MD
	

	Paul Oki
	Chairman of the Board
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