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Abstract: The tendency to be distrusting and also fear of extra costs (surprise 

charges) act as hindrance to the take-up of formal savings even by urban micro 

enterprises such one belonging to small shop keepers. This study intends to 

explore the trust formation process of financial literacy activities and outreach 

programs in the networks using integrative conceptual modelling and 

taxonomy development. More specifically, based on literature on social 

capital, service transparency, face-to-face interaction and make parting from 

developed theories around social capital (2) service transparency (3) face-to-

face interaction and we have increased our aggregated model to off-line and 

hybrid trust engines we structure on trust in the user is examined with a specific 

attention on the effect of local context financial education, clarity of fees 

communication and market trusted local actors involvement. The work then 

elaborates a typology that distinguishes cognitive and relational trust to 

illustrate how these dimensions correspond with practices of inclusive service 

delivery and engagement. Key performance indicators are trust before and 

after intervention, percentage of participation in the program, satisfaction 

among Index users, perception of transparency in order to improve the 

program. The framework provides practical guidance to FSPs and 

policymakers, particularly practical and policy pathways to augment demand 

among 'micro-entrepreneurs' for formal savings, and provides a basis for 

continued refinement in institutional and customer-led design. 
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Introduction 

Informal financial exclusion: trust, expectations and control Urban 

microenterprises, especially small shop owners, increasingly experience exclusion 

along the temporalities, subjectivities and infrastructures of regulated finance, 

including experiences of shadow service fees, low financial literacy and illiteracy, as 

well as exotic involvement. In response to these challenges, a solid line of recent 

research on financial inclusion highlights the value of trust-building approaches, via 

transparent communications (Song et al., 2023; Bai, 2023), community-based 

outreach and networks, the mobilization of social capital and so forth, to catalyse 

trust in promoting financial behavior change. Yet, the dimensions and synthesis of 

cognitive and relational trust in the context of financial outreach programs have not 

been well researched, especially in urban centres which are densely populated by 

micro-entrepreneurs. This paper presents a structured model, based on existing 

theoretical and practice-based underpinnings, for how systematic use of local actors, 

clear fee disclosure and interactive education can boost both individual confidence 

and collective demand for savings schemes. Through the development of a 

framework for scalable, transferable, and empirically validated trust-building 

interventions, the research is intended to provide actionable guidance for outreach 

and product design, highlighting new opportunities for policy and service innovation 

in support of small, urban businesses who have been historically underserved. 

Background and Research Context 

The literature highlights the role of social capital in facilitating relational trust 

through interpersonal relations and local stakeholder engagement, as these relations 

will reduce mistrust and promote the adoption of financial products (Cobian et al., 

2024; Schwartz et al., 2024). Transparency of service (specifically, clear and easy-

to-understand fees and product structures) contributes to cognitive trust by 

decreasing informational asymmetry and perceived risk (Song et al., 2023). 

Successful financial inclusion interventions tend to combine community-based 

financial education, open operations and interpersonal interactions to address both 

the relational and cognitive trust dimensions. In this regard, the differentiation 

between trust-building mechanisms - including the use of local trust brokers, 

transparent information sharing, and two-way participation - is key to informing the 

design of inclusive savings schemes that respond to poor micro-entrepreneurs' 

demands and guide focused policy intervention approaches (Rasheed, et al., 2024). 
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Figure 1. Conceptual overview of key trust-building factors within financial literacy initiatives for urban 
micro-enterprises. 

This figure (1) synthesizes the interplay of social capital, service transparency, and 

interpersonal engagement as foundational components influencing trust in financial 

literacy outreach. 

Objectives and Research Questions 

This research seeks to explore and describe the conceptual framework and practical 

processes involved in trust-building in financial literacy and outreach programmes 

with small shopkeepers in urban micro-enterprises. The main goals are 1) to 

consolidate theoretical insights relating to social capital, transparency and 

engagement; 2) to produce a framework for practice in trust-building applicable to 

financial inclusion; and 3) to inform practice for both DWP and other service 

providers. A central research question is: What are the determinants of confidence in 

financial outreach programs? To what extent do both the components of a program 

and the local people involved affect the confidence levels of new users? How does 

financial education appear to foster micro-entrepreneur involvement with savings 

opportunities? 
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Conceptual Foundations  

Conceptually, trust-building in financial literacy programs for urban micro-

enterprises is founded on multiple concept areas equipped with overlapping 

meanings, which ate; social capital, transparency of interaction and customer 

engagement practices. Theoretical modelling suggests that, for successful trust 

development, a prolonged engagement with citizens, familiarity and regular 

community outreach are central, particularly when engaging communities who have 

previously been excluded from formal finances (Fadikpe et al., 2022; Bai, 2023; 

Song et al., 2023). The social capital theory is based on mutuality, reciprocity, 

network ties, mutual obligation and is further developed by trust building which can 

be enhanced by program transparency and the perceived honesty, professionalism of 

the service providers. In urban settings, the emphasis on cultural relevance 

engagement and participatory outreach also resonates with established strategies for 

influence in financial inclusion and financial literacy activities. 

Table 1. Key Theoretical Models and Components in Trust-Building for Financial Literacy 

Model or 

Perspective 
Core Focus 

Primary Trust-

Building 

Mechanism 

Relevance to 

Urban Micro-

Enterprises 

Social Capital 

Theory 

Network strength 

and reciprocity 

Relationship ties 

and shared norms 
High 

Transparency 

Model 

Open access to 

program 

information 

Perceived honesty 

and reduced 

asymmetry 

Medium 

Community 

Outreach Paradigm 

Locally embedded 

engagement 

Familiarity and 

repeated contact 
High 

Cultural Relevance 

Framework 

Culturally tailored 

interventions 

Respect for local 

values and 

practices 

High 

Customer 

Engagement 

Model 

Interactive 

educational 

methods 

Responsiveness to 

micro-enterprise 

needs 

Medium 

 

This table (1) summarizes core models and mechanisms relevant for conceptualizing 

trust-building within financial literacy initiatives targeting urban micro-enterprises. 

 

𝑇𝑟𝑢𝑠𝑡 𝐼𝑛𝑑𝑒𝑥 =
∑𝑛

𝑖=1 𝑤𝑖 ⋅ 𝑠𝑖

∑𝑛
𝑖=1 𝑤𝑖

#(1)  



Amit Verma et. al 

June 2025                                             Enterprise Development & Microfinance Vol. 35 No. 1  

 

 

Equation (1) provides the functional form for calculating a composite trust index 

based on weighted scores of identified trust indicators within financial literacy 

initiatives. 

 

Figure 2. Conceptual framework illustrating the interrelations between social capital, transparency, 
interpersonal engagement, and trust-building mechanisms within financial literacy initiatives targeting 
urban micro-enterprises. 

 

This figure (2) presents the synthesized conceptual framework that underpins the 

structuring and argumentation of trust-building mechanisms in the study. 

Social Capital and Trust in Financial Inclusion 

Table 2. Program Mechanisms That Link Social Capital to Trust-Building 

Mechanism Core Function 

Demonstrated 

Impact on Urban 

Micro-Enterprises 

Examples or 

Features 

Community 

Outreach 

Facilitates personal 

interaction and 

local awareness 

Enhances 

participation and 

trust 

Workshops, peer 

educators, local 

partnerships 

Transparent 

Savings Programs 

Ensures clarity in 

rules and access to 

funds 

Strengthens 

perception of 

fairness and 

credibility 

Public interest 

rates, clear 

withdrawal terms 

Interpersonal 

Trust-Building 

Develops mutual 

confidence among 

participants 

Encourages 

consistent 

engagement and 

risk-sharing 

Mentorship, peer 

accountability 

circles 

Customer 

Engagement 

Collects continual 

feedback and 

customizes 

services 

Improves 

satisfaction and 

long-term 

participation 

Surveys, 

suggestion 

channels, flexible 

offerings 
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This table (2) presents a structured overview of the primary social capital-based 

mechanisms through which trust is cultivated within financial inclusion initiatives 

targeting urban micro-enterprises. 

 

Social capital plays a significant role in the success of financial inclusion 

programmes, particularly in the case of urban micro-entrepreneurs. It is realised 

through outreach into the community, open savings programmes, trust building 

within communities, and customer focused socialisation - building (or rather 

efficacy) of cooperative norms, and of shared responsibilities. They are conducive to 

the emergence of environments founded upon the perception of the institutional actor 

as reliable, while participating in collective savings and credit arrangements. Strong 

community networks not only lead to higher participation rates in financial literacy 

programs, but also to greater resilience to external shocks. Using local relationships 

and adapting engagement to local norms, programs can counter scepticism and foster 

durable financial behaviours (McQueen et al., 2024; Fadikpe et al., 2022; Bai, 2023). 

Transparency and Interpersonal Engagement 

Transparency in communication, for example, by revealing fees, service terms or 

program structures, can significantly contribute to trust in urban micro-enterprises 

by reducing information asymmetry and eliciting feelings of fairness (Rossi et al., 

2024a; Sun et al., 2024). Interpersonal engagement through community-based 

financial education, peer support, and participatory outreach also fosters trust, which 

reinforces both cognitive knowledge and relational confidence (Albert et al., 2023; 

Lachance et al., 2022). If these mechanisms are well-coordinated, this can reduce 

scepticism and barriers against participation, notably among the disadvantaged 

groups, also through displaying of accountability and respect to the perspectives of 

various stakeholders (Jennings et al., 2024). 

Table 3. Comparison of Transparency and Engagement Strategies in Financial Initiatives 

Strategy Mechanism 
Primary Trust 

Outcome 

Reported 

Challenge 

Open Fee 

Disclosure 

Clear explanation 

of all charges 

Reduces suspicion 

and builds fairness 

Complexity for the 

less literate 

Transparent 

Service Terms 

Written and verbal 

contract clarity 

Improves 

predictability and 

reliability 

Resource intensive 

to maintain 
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Community-Based 

Workshops 

Face-to-face peer-

led sessions 

Increases 

familiarity and 

confidence 

Requires local 

facilitator buy-in 

Participatory 

Outreach 

Engaging local 

stakeholders in 

design 

Boosts relevance 

and social cohesion 

Sustained 

resourcing needed 

Peer Support 

Networks 

Knowledge sharing 

among participants 

Strengthens 

relational trust and 

agency 

Inclusion of 

diverse subgroups 

 

This table (3) compares key transparency and engagement strategies, their 

mechanisms, main trust outcomes, and reported challenges within urban micro-

enterprise financial literacy programs. 

 

𝑇𝑟𝑎𝑛𝑠𝑝𝑎𝑟𝑒𝑛𝑐𝑦 𝐼𝑛𝑑𝑒𝑥 =
∑𝑚

𝑗=1 𝑣𝑗 ⋅ 𝑡𝑗

∑𝑚
𝑗=1 𝑣𝑗

#(2)  

 

Equation (2) presents a method to quantify the perceived transparency of financial 

literacy initiatives by aggregating weighted transparency indicators, allowing 

evaluators to systematically assess progress in building trust among urban micro-

enterprises. 

Methodology 

This research utilized an integrative conceptual modelling methodology drawing 

upon a systematic synthesis of theory in social capital, service transparency, and 

interpersonal engagement in the context of financial inclusion. Workshop procedure 

A taxonomy-development process surfaced trust-building mechanisms, 

differentiating between cognitive and relational trust, and identified key program 

ingredients such as community-based financial education, transparent fee 

communication, and local facilitator engagement. Iterative literature reviews of 

financial literacy material and documented urban micro-enterprise projects informed 

model revision, and real-world outreach scenarios were considered to ensure 

practical relevance for program development. Focus was on metrics for action in trust 

appraisal and progress of the program (Bai, 2023; Song et al, 2023; Bernays et al., 

2023). 
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Figure 3. Conceptual framework illustrating the integrative modelling and taxonomy development 
approach used to analyse trust-building mechanisms in financial literacy initiatives for urban micro-
enterprises. 

 

This figure (3) demonstrates the methodological process of integrating conceptual 

modelling with taxonomy development to analyse mechanisms of trust-building in 

financial literacy initiatives focused on urban micro-enterprises. 

Model Development Approach 

Table 4. Key Steps in Integrative Conceptual Modelling and Taxonomy Development 

Step Description Purpose Output 

Literature 

Synthesis 

Review and 

integration of 

multidisciplinary 

sources 

Identify key trust 

constructs and 

diverse 

frameworks 

Initial pool of 

mechanisms 

Theoretical 

Mapping 

Alignment of 

concepts across 

theories 

Clarify 

interrelations 

among cognitive 

and relational trust 

elements 

Integrated model 

foundation 

Itemization and 

Classification 

Delineation of 

mechanisms and 

attributes 

Distinguish distinct 

types and 

dimensions of 

trust-building 

Draft taxonomy 

structure 

Iterative Validation 
Expert review and 

refinement cycles 

Ensure theoretical 

and contextual 

robustness 

Validated 

taxonomy 

Contextual 

Adaptation 

Customization for 

urban micro-

enterprises 

Increase relevance 

for financial 

literacy initiatives 

Finalized domain-

specific taxonomy 
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This table (4) outlines the structured workflow applied to produce an integrative 

conceptual model and an empirically grounded taxonomy relevant to trust-building 

in financial literacy outreach. 

 

The study used an "integrative conceptual modelling and taxonomy building 

approach" to deconstruct trust mechanisms in the context of financial literacy 

interventions for urban micro-enterprises. This method began with a comprehensive 

review of a multisource literature to assess primary constructs and competing 

theories. This modelling approach gave insight into the constructs in the social 

capital, cognitive trust and relational trust literatures, into how these constructs were 

unpacked into similar and distinct dimensions across theoretical traditions (Linda & 

Belford, 2023; Potvin et al. Trust relevant mechanisms and features were extracted 

and classified as building blocks of a first trust taxonomy, which reflects important 

trust dimensions. An iterative validation over rounds, expertise and context 

specificity refinement resulted in a sound cognitive and relational trust building 

process taxonomy for the urban micro-enterprise financial literacy context (Gottlieb, 

et al., 2024). 

Taxonomy Construction Process 

An integrative approach to the conceptual modeling informed the development of 

a comprehensive taxonomy of trust-building mechanism for financial literacy 

interventions targeted towards urban micro-enterprises. The forex systematics 

review was then initiated through a systematic review of the multidisciplinary 

literature to find key constructs and previous frameworks related to trust and through 

their mapping exercise to highlight their interconnections and situational nuances in 

micro-enterprise settings (Ly & Cope, 2023; Rossi et al., 2024). Subsequently, the 

emergent mechanisms were listed and categorized by its identification and 

differentiation of an explicit role for each mechanisms type, refined through 

iterations with expert validations, and the adaptation towards a domain-related model 

(Bai, 2023; Bernays et al., 2023). 

Table 5. Key Steps in Integrative Conceptual Modelling and Taxonomy Development 

Step Description Purpose Output 

Literature 

Synthesis 

Review and 

integration of 

multidisciplinary 

sources 

Identify key trust 

constructs and 

diverse 

frameworks 

Initial pool of 

mechanisms 
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Theoretical 

Mapping 

Alignment of 

concepts across 

theories 

Clarify 

interrelations 

among cognitive 

and relational trust 

elements 

Integrated model 

foundation 

Itemization and 

Classification 

Delineation of 

mechanisms and 

attributes 

Distinguish distinct 

types and 

dimensions of 

trust-building 

Draft taxonomy 

structure 

Iterative Validation 
Expert review and 

refinement cycles 

Ensure theoretical 

and contextual 

robustness 

Validated 

taxonomy 

Contextual 

Adaptation 

Customization for 

urban micro-

enterprises 

Increase relevance 

for financial 

literacy initiatives 

Finalized domain-

specific taxonomy 

 

This table (5) outlines the structured workflow applied to produce an integrative 

conceptual model and an empirically grounded taxonomy relevant to trust-building 

in financial literacy outreach. 

Findings 

Evaluation of urban MSE financial literacy initiatives has identified progress with 

respect to all four of those outcomes. Intervention. The trust in the project as 

indicated by pre-course and post-course assessment improved significantly and even 

bettered the trust to the program delivery and context. Rates of attendance continued 

to rise across the intervention period, suggesting sustained interest and engagement 

of micro-enterprises. Average satisfaction scores were extremely high, indicating 

positive experiences with both forms of instruction and availability of resources. 

Scores for perceived transparency also rose, as more comprehensive communication 

and transparent frameworks were key in achieving participant perceptions of fairness 

and accountability (Bernays et al., $year; Stephenson-Hunter et al., $year; Giang et 

al., $year). 

Table 6. Comparative Overview of Outcome Metrics for Financial Literacy Initiatives 

Metric Measurement Approach Core Findings 

Trust Levels 
Pre/post intervention 

surveys 

Significant positive 

increase post-intervention 
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Program Participation 

Rates 

Attendance and retention 

tracking 

Consistent upward trend 

throughout program 

delivery 

User Satisfaction Indices 
Post-program standardized 

satisfaction forms 

High mean scores and 

positive qualitative 

feedback 

Perceived Transparency 

Scores 

Structured perception-

based survey items 

Marked improvement in 

clarity and accountability 

 

This table (6) provides a comparative summary of each key outcome metric, 

reporting measurement strategy and principal empirical findings from the financial 

literacy interventions. 

𝑃𝑒𝑟𝑐𝑒𝑛𝑡𝑎𝑔𝑒 𝐶ℎ𝑎𝑛𝑔𝑒 =
𝑃𝑜𝑠𝑡 − 𝑉𝑎𝑙𝑢𝑒 − 𝑃𝑟𝑒 − 𝑉𝑎𝑙𝑢𝑒

𝑃𝑟𝑒 − 𝑉𝑎𝑙𝑢𝑒
× 100\%#(3)  

 

Equation (3) defines the calculation used to determine the relative increase in trust 

levels, user satisfaction, or transparency scores following the intervention. 

 

 

Figure 4. Key outcome metrics for trust-building effectiveness 

 
This figure (4) visually summarizes the core result metrics—trust levels, program 

participation, satisfaction indices, and transparency scores—to support evaluation of 

the financial literacy initiatives' effectiveness. 

Mechanisms of Trust-Building 

Trust-building in urban micro-enterprises’ financial literacy initiatives is facilitated 

by several interrelated ways such as visible channels of communication, outreach 

efforts by the community and inclusive design features of the programs. Critical 

success factors are ongoing targeting of local interests; predictable delivery of 

savings needs using locally customised programmes and consistent financial 

awareness that is accessible to the poor. Catalytic pathways also feature the 

utilization of respected and connected actors in the community, participatory 

approaches that foster shared ownership and the integration of continuous feedback 

loops to ensure that programs can be flexible and accountable (Song et al., 2023; 

Fadikpe et al., 2022; Lachance et al., 2022). Such mechanisms not only promote 
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initial participation, but also help promote, maintain and lend credibility to long term 

behaviour change and the program within marginalized urban settings. 

Table 7. Distinct Mechanisms Facilitating Trust-Building in Financial Literacy Initiatives 

Mechanism Core Process Example Features 
Primary Trust 

Outcome 

Transparent 

Communication 

Provision of clear, 

accessible program 

information 

Open FAQs, plain-

language materials 

Reduces perceived 

information 

asymmetry 

Community 

Outreach 

Direct in-person 

engagement with 

local enterprises 

Workshops, door-

to-door sessions 

Strengthens 

familiarity and 

social presence 

Trusted Actor 

Involvement 

Engagement of 

respected 

community figures 

Local leaders, peer 

educators 

Boosts initial 

credibility and 

acceptance 

Participatory 

Program Design 

Collaborative 

tailoring of 

program content 

Stakeholder 

advisory boards, 

co-design sessions 

Enhances 

perceived 

ownership 

Responsive 

Feedback Systems 

Ongoing collection 

and integration of 

user input 

Surveys, 

suggestion 

channels 

Demonstrates 

adaptability and 

builds 

accountability 

 

This table (7) details five central mechanisms by which community-based financial 

literacy initiatives foster trust among urban micro-enterprises. 

 

Figure 5. Conceptual model illustrating the various mechanisms of trust-building identified within 
community-based financial literacy initiatives for urban micro-enterprises. The figure maps relationships 
between outreach strategies, transparent communication, involvement of local actors, and their combined 
effect on participant trust. 
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This figure (5) provides a visual synthesis of the identified core mechanisms and 

their relational dynamics in cultivating trust among participants of financial literacy 

programs for urban micro-enterprises. 

Cognitive and Relational Trust Components 

Cognitive and relational trust underpin the effectiveness of trust-building 

mechanisms in financial literacy initiatives targeting urban micro-enterprise, 

influencing the perceptions of the capability of program deliverers and the degree of 

social cohesion among participants. Cognitive trust is based on evaluations of 

trustworthiness, impartiality, and expertise, while relational trust is developed 

through repeated interpersonal exchanges and common community experiences 

(Giang et al., 2024; Beauchemin et al., 2023). Among the distinguishing 

characteristics of these two components are the logical reasoning that intervenes, the 

presence of emotional implication and the use of networks or previous 

collaborations. Successful financial literacy outreach programs often combine 

aspects of cognitive and relational components to improve educational outcomes and 

promote sustained participation (Chang et al., 2024). 

Table 8. Comparison of Cognitive and Relational Trust Components in Financial Literacy Initiatives 

Trust Component Definition Primary Drivers Example Attributes 

Cognitive Trust 

Belief in program 

competence and 

transparency 

Perceived 

reliability, 

qualification, 

process clarity 

Consistent 

information, 

professional 

facilitation 

Relational Trust 

Belief grounded in 

social ties and 

familiarity 

Shared 

experiences, 

repeated 

interaction, 

emotional rapport 

Peer networks, 

community leader 

involvement 

Hybrid 

Approaches 

Integration of 

cognitive and 

relational factors 

Combining 

expertise with 

relational 

embedding 

Co-developed 

curricula, 

collaborative 

outreach 

 

This table (8) compares cognitive and relational trust components, their core drivers, 

and illustrative attributes relevant to financial literacy outreach. 
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Discussion 

The conceptual model developed in the study provides empirical evidence that 

cognitive and relational trust mechanisms facilitate increase in financial literacy 

outreach to urban micro-enterprises with implications for service design and policy 

considerations. community-based financial education is the cornerstone of 

disseminating education n as well as the cure to a relationship of trust that has had 

long standing problems; through the use of local actors and peer-to-peer relationship 

s. Transparent information about the savings product is necessary to reduce perceived 

risks, particularly sensitive settings in which it is worried that there might be a hidden 

cost for participation (3.2)(Bai, 2023; Song et al., 2023). Specific advice is offered 

within the taxonomy of trust promoting program components on how to include 

transparent fee disclosure, participatory outreach, and feedback mechanisms in 

engagement strategies. Trust and participation, satisfaction and level of transparency, 

as well as other, more quantitative attributes, became strong assets as measurement 

for success, but also as a holding basis for constantly looking for improvements in 

the program, under the required plurality of the participative methods (Giang et al., 

2024). 

Table 9. Outcome Metrics for Evaluating Financial Literacy Program Success 

Metric Definition 
Measurement 

Method 
Significance 

Trust Levels 

Degree of 

confidence in 

outreach and 

products 

Pre/post 

intervention 

surveys 

Indicates overall 

impact on user 

perceptions 

Program 

Participation Rates 

Extent of sustained 

engagement and 

use 

Tracking 

attendance, 

retention, new 

sign-ups 

Reflects uptake of 

financial inclusion 

efforts 

User Satisfaction 

Indices 

User-reported 

program 

experience quality 

Post-program 

standardized 

surveys 

Assesses 

effectiveness and 

acceptability 

Perceived 

Transparency 

Scores 

Clarity and 

openness of service 

features 

Structured survey 

items on 

transparency 

Measures trust in 

product and 

provider 

 

This table (9) delineates the principal quantitative metrics used to evaluate and guide 
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the effectiveness of trust-building components within financial literacy programs for 

urban micro-enterprises. 

Policy and Practice Implications 

Financial service professionals and policy makers should focus on multi-

dimensional trust-building approaches that include both cognitive and relational 

dimensions in order to make financial literacy outreach efforts for urban micro-

enterprises more effective. Program features that can be addressed with practical 

interventions are: transparent and accessible fee schedules, regular in-person 

interaction with well-regarded local functionaries, joint program adaptation in 

response to participant needs (Song et al., 2023; Lachance et al., 2022, Fadikpe et 

al., 2022). Continued use of structured participatory feedback mechanisms and open 

reporting will help to ensure that MFI services are continually improving and micro-

entrepreneurs are confident that their experiences are shared transparently and 

consistently. Providers should adapt outreach and communication to social and 

cultural contexts, expand peer educator training and create clear mechanisms for 

participant contributions. These strategies can combine to provide a way to raise use 

of formal savings instruments and sustain this use among un- and under- served urban 

business owners. 

Conclusion 

We outline an over-arching framework that designates trust-building mechanisms 

as a cornerstone in the efficacy of financial literacy programs for urban micro-

enterprises, integrating findings on social capital, service transparency, and 

community involvement to combat stubborn obstacles to the adoption of formal 

savings. Critical highlights point towards the significance of contextually relevant, 

community-accommodated education, clear transmission of fees, and the central role 

of trusted local actors in engendering cognitive and relational trust with first-time 

users. In a practical sense, the framework provides a set of actionable pathways for 

financial service providers who wish to design inclusive financial products, and 

engage the public in adopting these by providing transparent and customer-centered 

communications. Policy implications pertain to the requirement to ensure transparent 

communication, participative program structure, and continuous assessment of the 

level of trust. Potential next steps for research include further development of trust 

taxonomies, longitudinal assessment of program impacts, and examination of hybrid 

engagement models that can successfully integrate interpersonal and digital 

components across a range of urban contexts (Song et al., 2023; Bai, 2023; Lachance 

et al., 2022). 
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