Q-Colvimn

=FMDQ

VOL.10

Beyond Service: Delivering Trusted Experiences Across
Nigeria's Financial Markets

Ms. Uju Iwuamadi
Vice President, Debt Listings and Quotations
FMDQ Securities Exchange Limited

completed. It is shaped by the ease with which information

can be accessed, the speed and quality of responses to
enquiries, and the consistency with which commitments are
delivered.

In financial markets, trust is built long before a transaction is

Yet when we talk about trust in Nigeria's financial markets, we
often consider institutions one at a time. Market participants do
not experience them that way. An issuer raising debt capital, an
investor, and an intermediary advising both may interact with a
chain of institutions: a regulator, a listing venue, a trustee, a
registrar, a settlement agent, technology provider, etc, To the
market participant, that chain is the market. Trust, therefore, is
only as strong as the weakest link in that chain.

This is why service must be considered beyond its traditional
meaning. In an increasingly interconnected financial-market
ecosystem, service excellence is not simply about how an
individual institution responds to its stakeholders; it is about how
effectively the institutions within the ecosystem work together to
create a seamless and trusted market experience.

That requires a culture of continuous improvement: one that
identifies pain points, listens to stakeholders, co-creates
solutions, and uses feedback to strengthen processes. Service is
no longer merely a function of responsiveness; it is an
institutional commitment to building experiences that reinforce
trust.

The New Meaning of Service

Traditionally, service has been associated with speed, courtesy,
and the ability to resolve problems. These remain essential, but
the expectations of today's market participants extend further.

Trust in financial markets rests first on integrity: accurate
disclosure, sound risk management, ethical conduct, and robust
governance. No degree of responsiveness can compensate for
weakness in these areas. Yet integrity alone is not always visible
to the participant. What they experience is whether requirements
are clear, processes are dependable, information is accessible and
enquiries are addressed in a timely manner. Service is the point at
which institutional integrity becomes tangible.

Market participants want clarity. They want processes that are
intuitive, dependable, and transparent. They expect timely
communication and meaningful support as they navigate
increasingly complex market structures. They want confidence
that the institutions they engage with understand their needs and
are committed to delivering consistently.

Trust is not established through a single interaction. It is built
progressively through repeated experiences. In financial markets,
where transactions often involve significant capital and
relationships may span years, a delayed response, unclear
communication, or inefficient process may appear
inconsequential in isolation. Repeated, however, such
experiences shape how participants

perceive an institution and the market

itself. Conversely, consistent,

and dependable service
strengthens relationships
and encourages greater
participation.

Trust is often
described as
intangible, but
participants
experience it in very
tangible ways: in the
clarity of
requirements, the
consistency of
communication, the
reliability of systems and
the ease with which they can
navigate the institutions that

support their participation. For

market infrastructure institutions such as

FMDAQ, this responsibility extends beyond facilitating
transactions. It involves developing the systems, processes, and
channels through which participants access information, engage
with the market, and participate with confidence.

This matters in Nigeria's financial markets. Investors are more
likely to participate when they have confidence in the structures
through which their investments are made and managed.
Businesses are more willing to access capital when they
understand the processes involved. Intermediaries are better
positioned to serve their clients when they can rely on the
institutions around them. Trust, in this sense, contributes to the
credibility of the broader market.

“Looking ahead, the
collective ambition must be
to build markets that inspire
trust, promote sustainable
growth, and contribute
meaningfully to national

prosperity”.

Partnerships Make the Difference

No institution operates in isolation, and the quality of one
stakeholder's experience is shaped by the performance of several
institutions. Collaboration is therefore central to service
excellence. Strong partnerships help institutions address
challenges more effectively, streamline processes and develop
solutions that reflect the realities of the market. The objective
should extend beyond an excellent experience within individual
organisations to a more seamless experience across the market.

The most effective institutions also recognise that every
transaction is part of a longer relationship. An interaction is not
only a request resolved; it is an opportunity to demonstrate
reliability, understand emerging needs and strengthen
confidence. The aim is a service culture that is not simply
reactive, but anticipatory: one that identifies evolving
stakeholder needs and continually improves the market
experience.

‘What We Can Do Differently

The continued development of Nigeria's financial markets will
require sustained investment in infrastructure, regulatory
capacity, technology, and people, along with steady
strengthening of governance and compliance. Digital
transformation will be central to that effort, but it must not cost
participants the human judgment that tells them what to do next.

The prize is market confidence. When institutions
deliver on their commitments, communicate
clearly and design around the participant's
experience, they contribute to something
more consequential than a good
individual interaction. Capital moves
more readily to markets that are
efficient, transparent, and easy to

trust.

Getting there is a practical matter,

and each part of the market has a

role. For issuers, it means engaging

early and giving candid feedback

on where the process was unclear.

For intermediaries, it means helping

to surface recurring points of friction

rather than absorbing them quietly on

behalf of clients. For regulators and

market infrastructures, it means designing

rules and processes with the whole journey in

view and measuring success by the participant's
experience rather than the completion of internal steps.

At FMDQ, this commitment is reflected in our focus on
developing efficient, transparent, and accessible financial
markets, while continuously improving the experience of those
who participate in them.

Looking ahead, the collective ambition must be to build markets
that inspire trust, promote sustainable growth, and contribute
meaningfully to national prosperity. Through a sector-wide
commitment to service excellence, Nigeria's financial markets
can set a benchmark for the continent, demonstrating that trust
and innovation are not mutually exclusive, but mutually
reinforcing.
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