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Abstract 
Small Medium Enterprises contribute immensely to the economic development of any 
country globally. Thus, their involvement in new innovative usage in recent times cannot be 
over-emphasized. Among the innovative is Financial Technologies (FinTech) which assists the 
enterprises to improve their performance. Therefore, this study examined the impact of 
Financial Technology usage on the financial and non-financial performance of Small the 
Medium Enterprises’ in Nigeria. The study was carried out in Oyo State, Nigeria. 381 SMEs’ 
were randomly selected from the 33 LGAs of the Oyo State. The data were analyzed using the 
one-way ANOVA analytical technique. The findings revealed that there is a significant 
relationship between FinTech usage and SME customer satisfaction; customer retention; 
turnover; and profitability. The study concluded that FinTech improves SMEs’ performance 
significantly. It was recommended that SMEs should continue the implementation of FinTech 
in business operation because its improved financial and non-financial performance.  
Keywords: Financial Technology, SMEs, FinTech, Financial Performance, Non-financial 
Performance  
 
Introduction 
 The last two decades have witnessed advancements in technology in business which 
have empowered societies and changed the entire business landscape with new business and 
service models. However, the influx of financial technology (FinTech) has invariably affected 
different organizational cultures across the world. FinTech is a technology that is used to 
provide financial services of all kinds such as online transfer payment, online financial 
planning services, and online lending and borrowing through peer-to-peer systems, among 
others (Kyari & Akinwale, 2020). To put it in the simplest of terms, FinTech is the generic term 
used to describe the technology (internet, mobile devices, software app, cloud services, and 
many more) that are used in delivering financial services that were exclusive to traditional 
financial institutions (EFN, 2020).  
 Financial technology refers to companies that are in the business of interrupting the 
financial services industry by using technology and innovation to develop new business 
models and financial products/services. FinTech refers to the intersection of finance and 
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technology (Koffi, 2016; Ojo & Nwaokike, 2018), and it combines innovative business models 
and technology to improve and disrupt financial services (Ernst & Young, 2019). FinTech 
companies use technology to change how people pay, save, invest, borrow, transfer, and 
secure money, as well as how financial services providers conduct and deliver their services 
(Ojo & Nwaokike, 2018). FinTech is becoming more widely used around the world. 
 However, though since SMEs are the engines that lead to economic growth in both 
developing and developed countries, a greater focus on all factors that contribute to SMEs' 
growth and sustainability, particularly in Nigeria, is unavoidable. SMEs are a driver of ideas 
and fierce competition, in addition to being a vehicle for employment and political stability 
(Adeosun & Shittu, 2021). This implies that smaller companies are not public goods to be 
maintained by the government for political or social reasons, but rather tools for fostering 
entrepreneurship. Several other types of econometric studies have found a link between 
entrepreneurship and economic growth (Hamdana et al., 2020). 
 The shift in economic activity from the 1970s to the 1980s played a significant role in 
SMEs' current relevance (Adewole, 2017). The dramatic expansion of the economy's service 
sector paved the way for the rise of SMEs. Because developed and developing countries are 
rapidly deindustrializing, the industrial sector, particularly large firms, will be unable to 
provide much in terms of job creation, poverty alleviation, and high growth rates, the need 
to create an enabling environment for SMEs will become unavoidable.  
 SMEs, according to Oyelaran-Oyeyinka (2020), are businesses with a turnover of less 
than N100 million per year and/or fewer than 300 employees. According to IFC studies, 96 
percent of Nigerian businesses are SMEs, compared to 53 percent in the US and 65 percent 
in Europe. In terms of number of businesses, SMEs account for roughly 90% of the 
manufacturing/industrial sector. They contribute about 1% of GDP, compared to 40% in Asian 
countries and 50% in the United States and Europe. This demonstrates that Nigerian SMEs 
still have a long way to go. 
 A young population, rising smartphone penetration, and a focused regulatory push to 
increase financial inclusion and cashless payments are combining to create the perfect recipe 
for a thriving FinTech sector, which is indirectly creating an enabling environment for 
businesses to thrive in terms of credit facility, customer perception, and payment solution. 
Nigeria now has over 200 FinTech start-ups, as well as several FinTech solutions offered by 
banks and mobile network operators as part of their overall product portfolio (Kola-Oyeneyin 
et al., 2021). However, the problems faced by SMEs before FinTech are enormous which 
include: lack of access to funding or credit facilities, rigorous process of applying for and 
getting a loan, inadequate, non-functional technological infrastructural facilities, inefficient, 
and at times, tend to escalate costs of operation (this can be in form of payment systems used 
by SMEs), lack of access to appropriate technology as well as the near absence of research 
and development and weakness in an organization, marketing, processing and retrieval, 
accounting records and processing, information-usage, and personnel management, etc. 
arising from the dearth of such skills in most SMEs due to inadequate educational and 
technical background on the part of the SME promoters and their staff. 

 Furthermore, most of these issues persist even after the adoption of FinTech, such as 
the lack of long-term finance to fund capital assets and equipment under project finance for 
SMEs, as well as a high fraud rate. For instance, a fake credit alert, a business email 
compromise, a phishing attack, and network failure when it is most needed, such as when a 
customer needs to make a payment and has no other choice. high levels of competition. 
However, few studies have been carried out in Nigeria to examine if these problems of 
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FinTech adoptions have derailed them from improving their performance in both financial 
and non-financial perspectives. Thus, this is the gap that this study intends to fill. 

 
Objective of The Study 
The objectives of the study are to: 

● examine the relationship between FinTech usage and SMEs’ customer satisfaction in 
Nigeria. 

● ascertain the relationship between FinTech usage and SMEs; customer retention in 
Nigeria. 

● examine the relationship between FinTech usage and the turnover of SMEs in Nigeria. 
● analyze the relationship between FinTech usage and the profitability of SMEs in 

Nigeria. 
 
Literature Review 
Concept of SME Financial and Non-Financial Performance 
 Belás et. al., (2017) found that small and medium-sized businesses are the primary 
driving force behind the creation of new jobs and increased GDP. One of the most important 
prerequisites for the country's healthy economic development is the dynamic development 
of small and medium-sized businesses (Slovak Business Agency, 2016; Androniceanu & 
Popescu, 2017). Year after year, the number of small and medium-sized businesses increases. 
Risk-taking and competitive aggressiveness, both important aspects of SMEs' entrepreneurial 
orientation, have a big impact on their management. SMEs' ability to grow is highly dependent 
on their willingness to invest in restructuring, innovation, and training (Dobrovic et al., 2018). 
 Performance is one of the most important indicators for determining a society's level 
of development. To maximize business efficiency, measuring enterprise performance is 
critical. The challenges of the global business environment have recently re-emphasized the 
need for corporate organizations to be more concerned about business firm success. One of 
the most important variables that have attracted the attention of researchers in both finance 
and management literature is firm performance. 
 Firm performance is a concept that describes how well an organization achieves its 
goals. It shows how organizations have interacted over time (Saeidi et al., 2014; Ahmed and 
Manab, 2016). Firm performance is a metric that can be used to assess and measure how well 
a company achieves its business goals for all of its stakeholders. Firm performance refers to a 
company's ability to achieve its objectives through the efficient and effective use of available 
resources (Asat et al., 2015). Different types of performance indicators have been used in 
some studies to assess firm performance. Murphy et al (1996), for example, identified 71 
performance parameters that researchers have used to assess both financial and non-
financial performance. In most cases, financial measures are used to explain firm 
performance. Return on investment, return on sale, and return on equity, for example, are 
some of the most commonly used performance indicators. 
 Organizations have reverted to using both financial and non-financial performance 
measures for a more comprehensive assessment. According to Hakkak and Ghodsi (2015), 
implementing nonfinancial performance measures has a significant positive impact on a firm's 
competitive advantage and long-term viability. Furthermore, researchers have claimed that 
the current focus on traditional performance measures like return on investment or net 
earnings diverts a company's attention away from non-financial factors like customer 
satisfaction, product quality, productivity, and business efficiency. 
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 Non-financial measures are thought to be better predictors of a long-term firm's 
performance, as well as allowing business leaders to monitor and assess their company more 
efficiently (Ahmed et. al., 2016). Nonfinancial performance metrics, despite their lower 
measurement accuracy, focus on components that directly relate to operations that are under 
management's control. Firms engaged in unethical accounting strategies to omit relevant 
information about their financial data, as revealed by recent scandals. These and other factors 
have justified the need for businesses to place a premium on firm performance (i.e., both 
financial and non-financial). 
 
Conceptual Framework for the Study 
 It is critical to explain the conceptual model used in this study to ensure a clear and 
precise reading that leads to a thorough understanding of the research topic. The conceptual 
model explains the interrelationships between the variables or concepts used in the research 
(Akpabio, 2015). The conceptual model is a collection of interconnected diagrams that aid in 
the presentation of a systematic view of phenomena by specifying relationships between 
independent and dependent variables to explain and predict phenomena for decision-making 
(Kivunja, 2018). 
 Because it explains the variables under study, the conceptual model in a study ensures 
that the study's results are not left hanging. The proposed model, as shown in Figure 1, links 
the interactions between the study's independent, intervening, and dependent variables. The 
researcher used the following metrics to measure financial and non-financial performance, 
which were the dependent variables FinTech was compared to, to determine the effect of 
FinTech usage: (1) customer satisfaction; (2) customer retention; (3) turnover; and (4) 
profitability are all important factors to consider. SME product/service quality and 
competition are identified as independent intervening variables. The following conceptual 
model will be used to investigate the impact of FinTech on SMEs' financial and non-financial 
performance. FinTech was an independent variable in the framework, while product quality 
and competition were intervening independent variables, and SME financial and nonfinancial 
performance was the dependent variable. The study's four hypotheses were established using 
the conceptual framework. 
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Hypotheses of the Study 
The following hypotheses were tested in the study: 
H01: There is no significant relationship between FinTech usage and SME customer 

satisfaction 
H02: There is no significant relationship between FinTech usage and SME customer 

retention 
H03: There is no significant relationship between FinTech usage and the turnover of SMEs 
H04: There is no significant relationship between FinTech usage and the profitability of SME 
 
Methodology 
 The study was conducted in Oyo state. Oyo state is mostly known for its capital city – 
Ibadan, which is the third-most populous city in Nigeria and a hub for various commercial 
activities. 
The population for this study consists of all Small and Medium Scale Enterprises in Oyo, a 
recent report published by SMEDAN (2013) shows that there were as at the time of the report 
7,468 and 519 small and medium scale enterprises respectively in Oyo state. Though the 
figures would have increased massively during the time of this research study, there was no 
data to verify this, thus the exact population under study was unknown, but comprises all 
small and medium scale enterprises in Oyo state. The total population was 7,987 (7,468 +519). 
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Yamane technique was used to reduce the population to a 381 sampling size. Therefore, 381 
SMEs’ were randomly selected from all the 33 local government areas in Oyo State. For the 
validity of the research instrument, the questionnaire was subjected to face validation by 
lecturers in the Department of Accounting at Ladoke Akintola University of Technology, 
Ogbomoso. For the reliability of the research instrument, a pilot survey was carried out. The 
pilot survey was measured using Cronbach’s Alpha method. Data collected through the 
questionnaire were analyzed using one-way ANOVA at a 0.05 level of significance. The 
analysis was computer-based with the use of the Statistical Package for Social Sciences (SPSS 
25.0 version). 
 
Results and Discussion 
 The hypotheses stated for the study were tested accordingly and the results are 
presented as follows: 
 
H01: There is no significant relationship between FinTech usage and SME customer 

satisfaction 
 This hypothesis was tested using one-way ANOVA without a post hoc because the 
group is not up to three. FinTech usage among SMEs and customer satisfaction were divided 
into two groups. The first group is those satisfied with FinTech usage while the second group 
is those that are not satisfied. The ANOVA result is presented in table 1.  
 
Table 1: One-way ANOVA for a significant relationship between FinTech usage and SME 
customer satisfaction 

 Sum of Squares df Mean Square F Sig. 

Between Groups 5.851 1 5.851 120.684 .000 

Within Groups 18.375 379 .048   

Total 24.226 380    

Source: Field survey (2022) 
 
 A p-value of less than .05 was required for significance. The ANOVA was significant 
F(1, 380)= 120.684, p= 0.00. This result allowed prompted the rejection of the first null 
hypothesis (H01). Hence, the hypothesis of the study that stated that there is no significant 
relationship between FinTech usage and SME customer satisfaction was rejected. 
 
H02: There is no significant relationship between FinTech usage and SME customer 

retention 
 
 This hypothesis was also tested using one-way ANOVA. FinTech usage among SMEs 
and customer retention were divided into two groups. The first group is those satisfied with 
FinTech usage while the second group is those that are not satisfied. The ANOVA result is 
presented in table 2.  
 
 
 
 
 



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN ACCOUNTING, FINANCE AND 

MANAGEMENT SCIENCES  

 Vol. 1 2 , No. 2, 2022, E-ISSN: 2225-8329 © 2022 HRMARS 
 

313 
 

Table 2: One-way ANOVA for a relationship between FinTech usage and SME customer 
retention 

 Sum of Squares df Mean Square F Sig. 

Between Groups 4.175 1 4.175 50.033 .000 

Within Groups 31.626 379 .083   

Total 35.801 380    

Source: Field survey (2022) 
 
 A p-value of less than .05 was required for significance. The ANOVA was significant 
F(1, 380)= 50.033, p= 0.00. This result allowed the rejection of the second null hypothesis 
(H02). Hence, the hypothesis of the study that stated that there is no significant relationship 
between FinTech usage and SME customer retention was rejected. 
 
H03: There is no significant relationship between FinTech usage and the turnover of SMEs 
 This hypothesis was also tested using one-way ANOVA. FinTech usage among SMEs 
and their turnover were divided into two groups. The first group is those satisfied with FinTech 
usage while the second group is those that are not satisfied. The ANOVA result is presented 
in table 3.  
 
Table 3: One-way ANOVA for a relationship between FinTech usage and the turnover of 
SME 

 Sum of Squares df Mean Square F Sig. 

Between Groups 4.625 1 4.625 62.663 .000 

Within Groups 27.973 379 .074   

Total 32.598 380    

Source: Field survey (2022) 
 
 A p-value of less than .05 was required for significance. The ANOVA was significant 
F(1, 380)= 62.663, p= 0.00. This result allowed the rejection of the third null hypothesis(H03). 
Hence, the hypothesis of the study that stated that there is no significant relationship 
between FinTech usage and the turnover of SMEs was rejected. 
 
H04: There is no significant relationship between FinTech usage and the profitability of 

SME 
 This hypothesis was also tested using one-way ANOVA. FinTech usage among SMEs 
and their profitability were divided into two groups. The first group is those satisfied with 
FinTech usage while the second group is those that are not satisfied. The ANOVA result is 
presented in table 4.  
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Table 4: One-way ANOVA for a relationship between FinTech usage and the profitability of 
SME 

 Sum of Squares df Mean Square F Sig. 

Between Groups 9.774 1 9.774 162.296 .000 

Within Groups 22.824 379 .060   

Total 32.598 380    

Source: Field survey (2022) 
 
 A p-value of less than .05 was required for significance. The ANOVA was significant 
F(1, 380)= 162.296, p= 0.00. This result allowed the rejection of the fourth null hypothesis 
(H04). Hence, the hypothesis of the study that stated that there is no significant relationship 
between FinTech usage and the profitability of SMEs was rejected. 
 
Discussion of Findings 
 The first hypothesis of the study was tested using one-way ANOVA. The p-value is less 
than .05. Also, the ANOVA was significant F(1, 380)= 120.684, p= 0.00. Hence, the hypothesis 
of the study that stated that there is no significant relationship between FinTech usage and 
SME customer satisfaction was rejected. The second hypothesis was also tested with one-way 
ANOVA. The ANOVA was significant F(1, 380)= 50.033, p= 0.00. Therefore, the hypothesis of 
the study that stated that there is no significant relationship between FinTech usage and SME 
customer retention was rejected.  The third hypothesis was also tested using one-way 
ANOVA. The ANOVA was significant F(1, 380)= 62.663, p= 0.00. Therefore, the hypothesis of 
the study that stated that there is no significant relationship between FinTech usage and the 
turnover of SMEs was rejected. Lastly, the fourth hypothesis was also tested using one-way 
ANOVA. The ANOVA was significant F(1, 380)= 162.296, p= 0.00. Thus, the hypothesis of the 
study that stated that there is no significant relationship between FinTech usage and the 
profitability of SMEs was rejected. 
 
Conclusion  
The study concludes that FinTech usage: has a significant effect on customer satisfaction and 
retention of SMEs; payment solution of SMEs; turnover of SMEs and; ease of access to a loan 
of SMEs. Thus, FinTech implementation in business has become more significant, and it brings 
about rapid positive change in business from a financial and non-financial standpoint. 
 
However, there are few studies on FinTech in Nigeria, most especially its impact on non-
financial performance. Thus, this study will not only add to the empirical literature but also 
add to the understanding of business practitioners about business growth in terms of business 
performance improvement, decision making, and customer satisfaction.  
 
Recommendations 
Small and Medium Enterprises are employed to continue the implementation of FinTech in 
their business as it improves performance. Secondly, if it requires more financial aid to engage 
more sophisticated FinTech devices and software, SMEs should not hesitate to seek financial 
assistance from the relevant quota.  
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