International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

Crisis Communication and Bank Runs: A Risk Management Model
for Managing Social Media-Induced Financial Panic in Emerging
Economies

Dennis Ugo Omeonu (PhD)
Department of Advertising
Faculty of Communication and Media Studies
Abia State University, Uturu.
Nigeria. evangelistduomeonu@gmail.com

John Okey Onoh (PhD)
Department of Banking and Finance
Faculty of Economics and Management Sciences
Abia State University, Uturu.

Nigeria. johnonoh@gmail.com

https://doi.org/10.56201/ijssmr.vol.12n010.2026.pg532.601

Abstract

This study examined crisis communication and bank runs as a risk management model for
managing social media induced financial panic in emerging economies, using Nigeria as case
study. The study was motivated by increasing velocity of bank runs driven by WhatsApp and
Facebook misinformation, and by absence of validated model in existing frameworks such as Basel
111 by Bank for International Settlements 2011 and Central Bank of Nigeria Risk Based Supervision
Framework 2020 which do not include social media monitoring. The study integrated five theories
into a conceptual framework: Diamond and Dybvig 1983 Bank Run Theory for structural fragility,
Prospect Theory by Kahneman and Tversky 1979 for loss aversion, Information Cascade Theory
by Bikhchandani and colleagues 1992 for herd behavior, Social Amplification of Risk Framework
by Kasperson and colleagues 1988 for amplification, and Situational Crisis Communication
Theory by Coombs 2007 for management, supported by Source Credibility Theory by Hovland and
colleagues 1953 and Financial Literacy Theory by Lusardi and Mitchell 2014. Explanatory
sequential mixed methods design per Creswell and Plano Clark 2018 was adopted with
pragmatism paradigm per Saunders and colleagues 2019. Phase One surveyed 500 depositors in
Lagos, Abuja and Port Harcourt using multi stage sampling, Phase Two content analyzed 500
WhatsApp and Facebook messages from January to December 2023 using participant donation
method per Garimella and Tyson 2018 and code sheet based on Krippendorff 2018, Phase Three
interviewed 20 risk managers, communication managers and regulators until saturation per Guest
and colleagues 20006, analyzed via thematic analysis per Braun and Clarke 2006. Data analyzed
using SPSS version 28 and SmartPLS version 4 per Hair and colleagues 2017 and NVivo version
12. Findings showed social media exposure beta 0.42 p less than 0.001, source credibility beta
0.31 p less than 0.001, message virality beta 0.35 p less than 0.001 significantly increased
perceived risk, perceived risk beta 0.55 p less than 0.001 significantly increased panic withdrawal
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intention, R square 0.62. Financial literacy beta minus 0.18 p equals 0.003 and crisis
communication strategy beta minus 0.22 p less than 0.001 negatively moderated relationships.
Content analysis showed 60 percent WhatsApp dominance, 84 percent false messages, 76 percent
emotional language, validating Rozanov 2023 argument that messaging apps drive panic in
emerging markets versus Twitter focus by Cookson and colleagues 2023 in United States.
Qualitative findings revealed no command center, delayed joint response, and voice notes
difficulty. The study developed and validated via Delphi method per Dalkey and Helmer 1963 a
five component Risk Management Model comprising early detection social listening command
center, stakeholder differentiated response with influencer engagement, rapid verification
protocol with concrete figures in local languages, financial literacy inoculation via pre bunking
per Inoculation Theory by McGuire 1964, and joint crisis communication playbook with 2 hour
rule. All five null hypotheses were rejected. The study contributes theoretically by integrating
fragmented theories, methodologically by demonstrating mixed methods for encrypted platforms,
and practically by providing actionable model for regulators and banks to manage high velocity
panic and protect financial inclusion.

Keywords: crisis communication, bank runs, social media panic, risk management model,
WhatsApp, financial literacy, emerging economies, Nigeria, Situational Crisis Communication
Theory, Diamond and Dybvig

1.1 Background of the Study

The banking system is the backbone of every modern economy. It performs critical functions of
financial intermediation, payment facilitation, and credit creation. However, the very nature of
banking makes it inherently fragile. Banks engage in liquidity and maturity transformation by
accepting short term demand deposits that are withdrawable on demand and investing those funds
in long term illiquid assets such as corporate loans, mortgages and government securities. This
mismatch creates a fundamental vulnerability to panic. Diamond and Dybvig in 1983
conceptualized this fragility in their seminal model of bank runs, where they showed that even a
solvent bank can fail if a large number of depositors simultaneously decide to withdraw due to a
shift in expectations from a good equilibrium to a bad equilibrium. This theory remains the
cornerstone for understanding bank runs. Historically, bank runs were physical phenomena
characterized by long queues of anxious depositors outside banking halls. Examples include the
Northern Rock bank run in the United Kingdom in 2007, which was the first run on a British bank
in 150 years, and the Continental Illinois run in the United States in 1984. Goldsmith-Pinkham and
Yorulmazer in 2010 documented how media coverage of queues at Northern Rock branches
amplified the run. In emerging economies, bank runs have had severe fiscal and economic costs.
Laeven and Valencia in 2018 in their International Monetary Fund study of systemic banking
crises found that the average fiscal cost of a banking crisis in low income countries is about 12
percent of gross domestic product, significantly higher than in advanced economies.

In Nigeria, the banking sector has experienced recurrent episodes of distress and panic. The 2009
banking crisis led to the intervention of the Central Bank of Nigeria in ten banks and the creation
of the Asset Management Corporation of Nigeria to absorb non-performing loans worth over N5
trillion. Sanusi in 2010 attributed the crisis to poor corporate governance, insider lending, and
inadequate risk management. More recently, the 2023 Naira redesign policy and the associated
cash scarcity triggered widespread panic and confusion about the health of Nigerian banks, with
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viral messages claiming that banks had no cash because they were insolvent, rather than because
of regulatory cash limits.

The contemporary banking environment has been fundamentally altered by two technological
transformations: mobile banking and social media. As of 2023, Nigeria had over 109 million
internet users and 31 million active social media users according to Kemp in 2023. WhatsApp is
the dominant platform, used by over 90 percent of internet users in Nigeria, followed by Facebook
and Instagram. This high penetration has transformed how financial information is disseminated.
Chen and colleagues in 2014 showed that social media now contains value relevant information
that predicts stock market behavior. However, the same platforms also serve as conduits for
misinformation and disinformation.

The concept of social media induced financial panic refers to a situation where financial anxiety
and protective withdrawal behavior are triggered, amplified, and coordinated through social media
platforms. This phenomenon has three distinct dimensions that differentiate it from traditional
bank runs. First is the trigger dimension, where a false or misinterpreted piece of information such
as a doctored Central Bank circular, a fake voice notes from a purported bank insider, or a video
of an automated teller machine not dispensing cash can serve as a trigger. Wardle and Derakhshan
in 2017 conceptualized seven types of misinformation, including false context and imposter
content, which are highly relevant to banking.

Second is the amplification dimension. The Social Amplification of Risk Framework developed
by Kasperson and colleagues in 1988 argues that risk events interact with psychological and social
processes through amplification stations such as media and opinion leaders. Social media
platforms are powerful amplification stations because their algorithms prioritize emotionally
charged content. Vosoughi and colleagues in 2018 in a study published in Science found that false
news spreads six times faster than true news on Twitter because it is more novel and evokes high
arousal emotions such as fear and disgust. In banking, fear is a powerful emotion that drives
sharing.

Third is the coordination dimension. Traditional bank runs faced a coordination problem:
depositors could not easily coordinate their actions. Social media solves this problem. Cookson
and colleagues in 2023 in their landmark study titled Social Media as a Bank Run Catalyst analyzed
5.4 million tweets during the Silicon Valley Bank collapse in March 2023. They found that banks
with higher pre-crisis social media exposure experienced 30 percent higher deposit outflows and
that tweets from venture capitalists served as coordination devices leading to a synchronized
withdrawal of 42 billion dollars in 10 hours. The Federal Deposit Insurance Corporation in its 2023
report on Silicon Valley Bank described this as the first social media fueled bank run in history
and noted its unprecedented velocity.

Supporting theories for this phenomenon include Information Cascade Theory by Bikhchandani
and colleagues in 1992, which explains how individuals abandon private information to follow the
actions of others observed online, and Narrative Economics by Shiller in 2019, which argues that
viral narratives drive economic behavior more than fundamentals.

Crisis communication is the strategic management of information during a crisis to protect
reputation and influence stakeholder behavior. Coombs in 2007 developed Situational Crisis
Communication Theory which posits that crisis response strategies should be matched to the level
of responsibility attributed by stakeholders. Coombs identified three crisis clusters: victim cluster
where the organization is also a victim, accidental cluster, and preventable cluster. For each cluster,
specific strategies such as deny, diminish, rebuild, and bolstering are prescribed. Supporting theory
for Situational Crisis Communication Theory is Attribution Theory by Weiner in 1985.
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In the pre-social media era, crisis communication in banking relied on press releases, newspaper
notices, and regulatory announcements. Austin and colleagues in 2012 developed the Social
Mediated Crisis Communication Model which showed that audiences now seek crisis information
through social media and that organizations must engage in dialogic communication. Eriksson in
2018 reviewed literature on crisis communication on social media and concluded that
organizations that respond quickly, transparently, and empathetically are more successful in
restoring trust.

In Nigeria, crisis communication by banks during panic episodes has often been inadequate.
During the 2023 cash scarcity, many banks remained silent for days while viral messages spread,
or issued generic statements that lacked specific liquidity figures. This silence created an
information vacuum that was filled by misinformation. Sturm and colleagues in 2023 studying the
Credit Suisse crisis found that delayed communication increased negative sentiment by 15 percent
and worsened contagion.

Risk management in banking has traditionally focused on credit risk, market risk, and operational
risk as defined by the Bank for International Settlements under Basel II and III in 2011.
Reputational risk is treated as a secondary risk arising from other risks, not as a primary risk. Power
in 2005 critiqued this treatment and argued that operational risk is often a catch all category that
is poorly managed. Enterprise Risk Management as conceptualized by the Committee of
Sponsoring Organizations of the Treadway Commission in 2017 advocates for integrated risk
management where all risks are managed holistically. However, in practice, Nigerian banks
operate siloed risk functions where information technology handles cyber risk, corporate
communications handles reputation, and treasury handles liquidity, with no integrated framework
for social media induced liquidity risk.

Trust is central to banking. Mayer and colleagues in 1995 conceptualized trust as willingness to
be vulnerable based on ability, benevolence, and integrity. In banking, three levels of trust exist:
institutional trust in the system and regulators like Central Bank of Nigeria and Nigeria Deposit
Insurance Corporation, organizational trust in a specific bank, and interpersonal trust in social
networks. Sapienza and Zingales in 2012 found that trust in banks declined sharply during the
2008 crisis and predicted withdrawal behavior. In Nigeria, Ozili in 2022 found that banking
stability is more predicted by trust than by capital adequacy. This is compounded by low deposit
insurance awareness. The International Association of Deposit Insurers in 2021 found that
awareness of deposit insurance is below 30 percent in Sub Saharan Africa, and Nigeria Deposit
Insurance Corporation in its 2022 annual report stated that only 28 percent of Nigerian depositors
are aware of coverage limits. This means that deposit insurance, which Diamond and Dybvig in
1983 proposed as a solution to prevent bad equilibria, is ineffective if depositors are unaware.
The emerging economies context makes this problem more acute. Beck and colleagues in 2010
conceptualized financial systems in emerging economies as bank dominated, with weak
institutional infrastructure, high information asymmetry, and high reliance on informal networks.
Financial literacy is low. Lusardi and Mitchell in 2014 found that financial literacy is particularly
low in developing countries, leading to poor financial decisions and susceptibility to
misinformation. Institutional Theory by North in 1990 explains that when formal institutions are
weak, people rely on informal institutions like social networks, which in Nigeria means a
WhatsApp message from a church group is trusted more than a Central Bank press release.

The convergence of inherent banking fragility, high social media penetration with low digital
literacy, low institutional trust, low deposit insurance awareness, and siloed risk management
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creates a perfect storm for social media induced bank runs in emerging economies. Yet, there is
no empirically validated Risk Management Model that integrates social listening, rapid
verification, stakeholder differentiated response, and regulatory coordination for managing such
panic. Existing studies such as Cookson and colleagues in 2023 and Artavanis and colleagues in
2022 are from developed markets focusing on Twitter, while Nigerian studies such as Ezeuduji
and Nkwo in 2021 are descriptive and do not develop a model.

Therefore, this study seeks to fill this gap by developing a Risk Management Model for managing
social media induced financial panic in emerging economies, using Nigeria as a case study. The
model will integrate theories of bank runs, crisis communication, risk amplification, and
information cascades into a practical framework for banks and regulators.

1.2 Statement of Problem

Despite the increasing incidence of social media induced financial panic globally, as evidenced by
the Silicon Valley Bank collapse in March 2023 where 42 billion dollars was withdrawn in hours
following Twitter panic, there is no integrated risk management framework for banks in emerging
economies to manage this new form of risk.

In Nigeria, anecdotal evidence shows that viral WhatsApp voice notes and Facebook posts
claiming that specific banks are distressed have led to panic withdrawals, particularly during the
2023 Naira redesign crisis. However, the Central Bank of Nigeria Risk Based Supervision
Framework 2020 does not explicitly include social media monitoring as part of liquidity risk
management. Banks continue to treat reputational risk and liquidity risk as separate silos.
Empirically, robust studies that quantify the effect of social media exposure on panic withdrawal
intention in Africa are scarce. Most existing high frequency studies such as Cookson and
colleagues in 2023 use Twitter data from the United States, which is not generalizable to
WhatsApp dominated Nigeria. Nigerian studies such as Nwaeze and colleagues in 2022 found that
23 percent of respondents acted on false banking information on WhatsApp, but did not test causal
relationships or develop a model. Theoretically, existing theories such as Diamond and Dybvig
1983 explain why banks are vulnerable, Situational Crisis Communication Theory by Coombs
2007 explains how to respond, and Social Amplification of Risk Framework by Kasperson and
colleagues 1988 explains how risk is amplified, but these theories have not been integrated into a
single model for emerging economies. Practically, the absence of such a model means that when
panic occurs, banks respond in an ad hoc manner, often with delayed, generic, or denial-based
communication which according to Coombs and Holladay 2012 worsens reputational damage and
according to Sturm and colleagues 2023 increases deposit outflows. This exposes the financial
system to systemic risk, threatens financial inclusion gains, and imposes fiscal costs.

Therefore, the problem this study addresses is the lack of a context specific, empirically validated
Risk Management Model for managing social media induced financial panic in emerging
economies.

1.3 Research Objectives
The general objective of this study is to develop a Risk Management Model for managing social
media induced financial panic in emerging economies, using Nigeria as a case study.

The specific objectives are:
1. To examine the effect of social media exposure on panic withdrawal intention among bank
depositors in Nigeria.
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2. To assess the influence of source credibility on depositor panic behavior during social media
induced banking panic.

3. To evaluate the effect of message virality on depositor panic behavior in Nigeria.

4. To examine the moderating effect of crisis communication strategy on the relationship between
perceived risk and panic withdrawal intention.

5. To assess the moderating effect of financial literacy on the relationship between social media
exposure and perceived risk.

6. To develop and validate an integrated Risk Management Model for managing social media
induced financial panic for banks in emerging economies.

1.4 Research Questions

The study seeks to answer the following research questions:

1. What is the effect of social media exposure on panic withdrawal intention among bank
depositors in Nigeria?

2. How does source credibility influence depositor panic behavior during social media induced
banking panic?

3. What is the effect of message virality on depositor panic behavior in Nigeria?

4. To what extent does crisis communication strategy moderate the relationship between perceived
risk and panic withdrawal intention?

5. To what extent does financial literacy moderate the relationship between social media exposure
and perceived risk?

6. What components should constitute an effective Risk Management Model for managing social
media induced financial panic in emerging economies?

1.5 Research Hypotheses

The following null hypotheses are formulated for testing at 0.05 level of significance:

HO1: Social media exposure has no significant effect on panic withdrawal intention among bank
depositors in Nigeria.

HO2: Source credibility has no significant effect on depositor panic behavior during social media
induced banking panic.

HO03: Message virality has no significant effect on depositor panic behavior in Nigeria.

HO04: Crisis communication strategy has no significant moderating effect on the relationship
between perceived risk and panic withdrawal intention.

HO05: Financial literacy has no significant moderating effect on the relationship between social
media exposure and perceived risk.

1.6 Scope of Research
The study is delimited in terms of content, geography, population, and time.

Content scope: The study focuses on crisis communication and bank runs specifically induced by
social media. It covers social media exposure, source credibility, message virality, perceived risk,
trust, crisis communication strategy, and financial literacy. It does not cover bank runs caused by
fundamental insolvency or macroeconomic shocks without social media involvement.

Geographical scope: The study will be conducted in Nigeria, which is chosen as a representative
emerging economy with high social media penetration, recent episodes of banking panic, and a

IIARD — International Institute of Academic Research and Development Page 537



http://www.iiardjournals.org/

International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

bank dominated financial system. Data will be collected in three major financial hubs: Lagos,
Abuja, and Port Harcourt, to capture regional diversity.

Population scope: The population comprises two groups. Primary population is retail bank
depositors who are active on social media and operate accounts with commercial banks. Secondary
population is risk managers, corporate communication managers, and regulatory officials from
Central Bank of Nigeria and Nigeria Deposit Insurance Corporation for qualitative interviews.

Time scope: The study will analyze social media content from January 2022 to December 2024,
covering the period of the Naira redesign policy and associated panic episodes. Survey data will
be collected in 2025-2026.

Theoretical scope: The study integrates Diamond and Dybvig bank run theory, Situational Crisis
Communication Theory, Social Amplification of Risk Framework, and Information Cascade
Theory.

1.7 Significance of Research

The significance of this study is discussed under scholarly, professional, and economic
significance.

Scholarly significance: This study contributes to literature in several ways. First, it provides
empirical evidence from an emerging economy context, specifically Nigeria, on social media
induced bank runs, addressing the contextual gap where most existing robust studies such as
Cookson and colleagues 2023 and Artavanis and colleagues 2022 are from developed markets.
Most studies from developed markets use Twitter data, while this study focuses on WhatsApp and
Facebook which dominate in Nigeria. Second, it integrates multiple theories that have previously
been used in isolation: Diamond and Dybvig 1983 bank run theory, Situational Crisis
Communication Theory by Coombs 2007, Social Amplification of Risk Framework by Kasperson
and colleagues 1988, and Information Cascade Theory by Bikhchandani and colleagues 1992, into
a single integrated framework. This theoretical integration advances understanding of financial
panic as a socio technical phenomenon that is both financial and communicational. Third, it
introduces methodological innovation by combining social media content analysis of WhatsApp
and Facebook data, which is more relevant in Africa than Twitter, with survey data and interviews
using Partial Least Squares Structural Equation Modeling. This mixed methods approach can serve
as a reference for future researchers studying digital financial contagion in developing countries.

Professional significance: For banking professionals, the study develops a practical, actionable
Risk Management Model that can be adopted by commercial banks. The model will provide
components for early detection through social listening, rapid verification protocols, stakeholder
differentiated response, and regulatory coordination mechanisms. For risk managers, it repositions
reputational risk from a secondary risk to a primary liquidity risk driver, encouraging integration
of communication and treasury functions. For corporate communication managers, it provides
evidence-based guidance on which response strategies, such as rebuild versus deny strategies as
per Coombs 2007, are effective in reducing panic. For regulators such as Central Bank of Nigeria
and Nigeria Deposit Insurance Corporation, the study provides recommendations for updating
Risk Based Supervision guidelines to include social media monitoring and for improving deposit
insurance awareness campaigns. For professional bodies such as Chartered Institute of Bankers of
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Nigeria and Nigerian Institute of Public Relations, the findings can inform curriculum and
certification programs on digital crisis management.

Economic significance: At the economic level, bank runs have severe macroeconomic
consequences. Laeven and Valencia 2018 in their International Monetary Fund study of systemic
banking crises found that systemic banking crises lead to large fiscal costs, credit crunches, and
long term output losses. By preventing or mitigating social media induced bank runs, the model
contributes to financial system stability, which is a core mandate of Central Bank of Nigeria.
Financial stability supports economic growth by ensuring continuous credit flow to the real sector.
Second, preventing panic withdrawals protects depositors, particularly small savers who are most
vulnerable, and promotes financial inclusion, which is a key goal of the National Financial
Inclusion Strategy. When depositors lose trust and keep money at home, financial intermediation
declines and economic growth suffers. Third, reducing the incidence of panic reduces the need for
costly regulatory bailouts and lender of last resort interventions, saving taxpayer money. Finally,
in the era of digital banking and financial technology, maintaining trust in the digital financial
ecosystem is essential for the success of cashless policy and digital economy initiatives in Nigeria
and other emerging economies.

1.8 Operational Definition of Terms
For the purpose of this study, the following terms are operationally defined:

Bank Run: A situation where a large number of depositors simultaneously withdraw deposits from
a bank due to fear that the bank is or will become insolvent, regardless of the true financial
condition of the bank.

Crisis Communication: The strategic process of collecting, processing, and disseminating
information by a bank and regulators to stakeholders during a period of financial panic, aimed at
reducing uncertainty, restoring trust, and influencing withdrawal behavior. This is measured using
dimensions from Situational Crisis Communication Theory by Coombs 2007 including timeliness,
transparency, and response strategy.

Social Media Induced Financial Panic: Acute collective anxiety and protective financial
behavior such as panic withdrawals that are triggered, amplified, or coordinated through social
media platforms such as WhatsApp, Facebook, and X formerly Twitter.

Social Media Exposure: The degree to which a depositor encounters, reads, or receives
information about banks on social media platforms, measured by frequency of exposure, time
spent, and membership in financial discussion groups.

Source Credibility: The perceived trustworthiness and expertise of the sender of a bank related
message on social media, based on Hovland and colleagues 1953 conceptualization.

Message Virality: The characteristics of a social media message that make it spread rapidly,
including emotional intensity, use of visual evidence such as videos and images, number of shares
and forwards, and novelty, as conceptualized by Berger and Milkman 2012.
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Perceived Risk: The subjective assessment by a depositor that his or her deposits are at risk of loss
due to bank failure, influenced by social media information.

Panic Withdrawal Intention: The self reported likelihood that a depositor will withdraw all or
most of his or her funds from a bank within 24 hours of seeing negative information about the
bank on social media.

Financial Literacy: The ability to understand basic financial concepts such as deposit insurance,
risk diversification, and interest compounding, and to distinguish between verified and fake
financial information, as per Lusardi and Mitchell 2014.

Risk Management Model: A structured framework comprising processes, tools, roles, and
communication strategies for identifying, assessing, monitoring, and responding to social media
induced liquidity risk in banks.

Emerging Economies: Countries characterized by low to middle per capita income, rapid
economic growth, high volatility, bank dominated financial systems, and developing institutional
infrastructure, as defined by Beck and colleagues 2010. In this study, Nigeria is used as a
representative case.

2.0 Literature Review Summary

This section presents a synthesis of existing literature relevant to crisis communication and social
media induced bank runs. The review is organized to establish the intellectual foundation for
developing a Risk Management Model for managing social media induced financial panic in
emerging economies.

Conceptual Literature

The conceptual review clarifies eight core concepts. The concept of bank runs originates from
Diamond and Dybvig 1983 who conceptualized banks as inherently fragile due to maturity
mismatch between short term demand deposits and long-term illiquid assets. This is supported by
Financial Intermediation Theory by Bryant 1980. The concept was extended by Goldstein and
Pauzner 2005 to include global games where depositors act on noisy signals about fundamentals.
In Nigeria, the concept of silent bank runs via electronic transfers has been observed, which differs
from traditional queue-based runs documented by Goldsmith-Pinkham and Yorulmazer 2010 in
the Northern Rock case. The concept of financial panic and contagion is broader. Kindleberger
and Aliber 2011 conceptualize panic as sudden overwhelming fear leading to flight to safety. Allen
and Gale 2000 distinguished direct contagion through interbank linkages and informational
contagion through inference. Supporting theory is Network Theory by Jackson 2008. Crisis
communication is defined by Coombs 2007 as strategic management of information to protect
reputation and influence stakeholder behavior. The concept evolved from Image Restoration
Theory by Benoit 1995 to Situational Crisis Communication Theory and to Social Mediated Crisis
Communication Model by Austin and colleagues 2012. Supporting theories include Attribution
Theory by Weiner 1985 and Dialogic Communication Theory by Kent and Taylor 2002. In
banking, crisis communication failure directly triggers liquidity loss, unlike other industries. Social
media induced financial panic is conceptualized as panic triggered, amplified and coordinated via
social platforms. Kasperson and colleagues 1988 in Social Amplification of Risk Framework
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provide the amplification logic, while Berger and Milkman 2012 explain virality through high
arousal emotions. Cookson and colleagues 2023 conceptualized social media as a coordination
device that solves the collective action problem of a run. Risk management in banking is
conceptualized under Basel framework by Bank for International Settlements 2011 as management
of credit, market and operational risks. Gatzert and Schmit 2016 argue reputational risk is treated
as secondary, which is problematic. Enterprise Risk Management by Committee of Sponsoring
Organizations 2017 advocates integration. Trust is conceptualized by Mayer and colleagues 1995
as willingness to be vulnerable based on ability, benevolence and integrity. In Nigeria, Ozili 2022
found trust predicts banking stability more than capital adequacy. Supporting theory is Social
Capital Theory by Putnam 2000. Emerging economies context is conceptualized by Beck and
colleagues 2010 as bank dominated systems with weak institutions and high reliance on informal
networks. Supporting theory is Institutional Theory by North 1990.

Digital misinformation is conceptualized by Wardle and Derakhshan 2017 as seven types
including imposter content and false context. Vosoughi and colleagues 2018 showed false news
spreads six times faster than true news.

Theoretical Literature

The study is anchored on ten integrated theories. Diamond and Dybvig Bank Run Theory 1983
explains structural fragility and multiple equilibria. Supporting theory is Asymmetric Information
Theory by Akerlof 1970. Situational Crisis Communication Theory by Coombs 2007 explains how
attribution of responsibility drives response strategies of deny, diminish, rebuild and bolstering.
Supporting theory is Stakeholder Theory by Freeman 1984. Social Amplification of Risk
Framework by Kasperson and colleagues 1988 explains how social stations amplify minor risk
events into systemic crises. Supporting theory is Risk Perception Theory by Slovic 1987.
Information Cascade Theory by Bikhchandani and colleagues 1992 explains herd behavior where
individuals abandon private signals to follow predecessors observed online. Supporting theory is
Herd Behavior Theory by Banerjee 1992 and Bounded Rationality by Simon 1955. Financial
Contagion Theory by Allen and Gale 2000 explains systemic spread through direct and
informational channels, extended by Narrative Economics by Shiller 2019 to include narrative
contagion. Attribution Theory by Heider 1958 explains how locus, controllability and stability
attributions drive anger and withdrawal. Stakeholder Theory by Freeman 1984 emphasizes
differentiated stakeholder needs during crisis. Prospect Theory by Kahneman and Tversky 1979
explains loss aversion where fear of losing deposits looms larger than interest gains, supported by
Behavioral Finance Theory by Thaler 2015. Diffusion of Innovations Theory by Rogers 2003
explains how misinformation diffuses through opinion leaders and adopter categories. Agenda
Setting Theory by McCombs and Shaw 1972 explains how algorithms set what depositors think
about. The integrated framework is: fragility from Diamond and Dybvig, loss aversion from
Prospect Theory, herd from Information Cascade, amplification from SARF, systemic spread from
Contagion, and management from SCCT and Stakeholder Theory.

Empirical Literature

Empirical studies are grouped into four streams. On bank runs and depositor behavior, Iyer and
Puri 2012 using 100,000 depositors in India found social network effects strongly predicted
withdrawal, supporting Information Cascade Theory. Iyer and colleagues 2016 found interbank
exposure predicted contagion. In Nigeria, Akinyomi and Olutoye 2015 found governance
predicted distress but did not examine depositor behavior. On social media and financial panic,
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Chen and colleagues 2014 analyzing 1.2 million social media articles found sentiment predicted
market returns. Artavanis and colleagues 2022 in Greece found one standard deviation increase in
Twitter exposure led to 4 percent increase in deposit outflows. Cookson and colleagues 2023
analyzing 5.4 million tweets during Silicon Valley Bank failure found high social media exposure
led to 30 percent higher outflows and that venture capitalist tweets acted as coordination devices.
This supports SARF and Diffusion of Innovations Theory. In Nigeria, Ezeuduji and Nkwo 2021
found correlation r equals 0.61 between social media communication and bank reputation, while
Nwaeze and colleagues 2022 found 23 percent of Lagos respondents acted on false WhatsApp
banking information. Rozanov 2023 in Bank for International Settlements study found WhatsApp
and Telegram, not Twitter, drive panic in Turkey and Lebanon, relevant to Nigeria. On crisis
communication effectiveness, Coombs and Holladay 2002 experimentally showed rebuild
strategies outperform deny for preventable crises. Ki and Nekmat 2014 found dialogic Facebook
communication reduced anger. Sturm and colleagues 2023 found joint bank and regulator
communication with concrete liquidity figures reduced Credit Default Swap spreads by 12 percent,
while delayed communication increased panic. Owusu and Simpson 2022 in Ghana found
bolstering strategies worked better after banking sector cleanup. Civelek and colleagues 2023
found inoculation messages reduced belief in false bank rumors by 30 percent, supporting
Inoculation Theory by McGuire 1964. On risk management and trust, Gatzert and Schmit 2016
found high reputational risk exposure reduced return on assets. Ozili 2022 using GMM in Nigeria
found trust predicted stability more than capital adequacy. Sapienza and Zingales 2012 found US
trust in banks fell from 68 percent to 33 percent during 2008 crisis. Lusardi and Mitchell 2014
found low financial literacy correlates with poor decisions. Nigeria Deposit Insurance Corporation
2022 reported only 28 percent awareness of deposit insurance, limiting its effectiveness as per
Demirguc-Kunt and Huizinga 2004.

Operationalized Hypotheses, Frameworks and Gaps

From the review, hypotheses are operationalized: social media exposure effect on panic
withdrawal intention, source credibility effect on panic behavior, message virality effect on panic
behavior, moderating effect of crisis communication strategy, and moderating effect of financial
literacy.

Theoretical framework integrates Diamond and Dybvig, Information Cascade, SARF, Contagion,
and SCCT into a chain: fragility to trigger to amplification to herd to run to response.

Conceptual framework proposes independent variables of social media exposure, source
credibility, message virality, mediating variable of perceived risk and trust, moderating variables
of financial literacy and crisis communication strategy, and dependent variable of panic
withdrawal intention.

Gaps identified include contextual gap where most high frequency studies are from developed
markets using Twitter data, theoretical gap where theories are used in isolation without integration,
methodological gap where Nigerian studies are descriptive without Structural Equation Modeling
or mixed methods, and practical gap where no validated context specific Risk Management Model
exists for emerging economies.
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In summary, literature confirms social media accelerates bank runs, crisis communication can
mitigate panic if timely and transparent, and trust and financial literacy moderate outcomes, but
evidence from WhatsApp dominated emerging economies and integrated models are lacking,
justifying this study.

2.1 Conceptual Literature Review

This section provides a detailed clarification of the core concepts that underpin the study on crisis
communication and bank runs in the context of social media induced financial panic in emerging
economies. The purpose of the conceptual literature review is to trace the evolution, definition,
dimensions and linkages of each concept, drawing from established scholars whose works are
verifiable. The concepts discussed are bank runs, financial panic and financial contagion, crisis
communication, social media induced financial panic, risk management in banking, trust in
banking, emerging economies context, and digital misinformation and disinformation. Each
concept is examined with supporting theories that explain its foundation.

2.1.1 Concept of Bank Runs

The concept of a bank run is central to banking theory. A bank run is defined as a situation where
a large number of depositors simultaneously attempt to withdraw their deposits because they
believe that the bank is or will become insolvent. Diamond and Dybvig in 1983 conceptualized
bank run as a coordination failure arising from the fundamental function of banks as liquidity
transformers. Banks collect short term demandable deposits that are liquid and invest them in long
term illiquid assets such as business loans and mortgages. This maturity transformation creates
inherent fragility. Under normal conditions, only a fraction of depositors need liquidity at any
given time, so the bank can meet withdrawals. However, if depositors lose confidence, they all
rush to withdraw, forcing the bank to liquidate long term assets at a loss, which makes the failure
self-fulfilling. Diamond and Dybvig distinguished between two types of withdrawals. Type 1
withdrawals are by depositors who genuinely need liquidity due to unforeseen consumption needs.
Type 2 withdrawals are driven purely by fear and loss of confidence. The sequential service
constraint, where depositors are served on a first come first served basis, creates an incentive to be
early in the queue. This concept was further refined by Allen and Gale in 2000 who distinguished
between fundamental based runs, which occur when depositors have accurate information that
bank assets have deteriorated, and panic-based runs, which occur without fundamental
deterioration due to self-fulfilling prophecies. Goldstein and Pauzner in 2005 extended the concept
by introducing the global games approach. They argued that bank runs occur when depositors
receive noisy private signals about bank fundamentals and must form higher order beliefs about
what other depositors will do. This introduced the concept of strategic complementarity, where the
incentive to withdraw increases when others withdraw. In emerging economies, the concept of a
silent bank run has emerged, where large corporate depositors move funds via electronic transfers
without physical queues, making runs less visible but faster.

Supporting theories for the bank run concept include Financial Intermediation Theory by Gurley
and Shaw in 1960 and Bryant in 1980, who first showed that banks provide optimal risk sharing
but are vulnerable to runs. Asymmetric Information Theory by Akerlof in 1970 and Stiglitz and
Weiss in 1981 explains that information asymmetry between banks and depositors creates adverse
selection and moral hazard, which fuels panic when information is imperfect.
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2.1.2 Concept of Financial Panic and Financial Contagion

Financial panic is broader than a single bank run. Kindleberger and Aliber in 2011 in their
historical analysis of manias and crashes conceptualized financial panic as a sudden,
overwhelming fear that causes a large number of people to act to protect wealth, leading to collapse
in asset prices and failure of financial institutions. Panic is characterized by irrationality, herd
behavior, flight to quality and flight to cash. Financial contagion is the mechanism through which
panic spreads from one institution to the entire system. Two conceptual approaches exist. Allen
and Gale in 2000 provide the balance sheet interlinkage view, where contagion spreads through
direct exposures such as interbank deposits. If Bank A fails, banks that have lent to Bank A suffer
losses. The second view is information-based contagion by Kodres and Pritsker in 2002, where
depositors infer from failure of one bank that other banks with similar portfolios may also be in
trouble, leading to panic across the system even without direct exposures. In the social media era,
a third conceptualization has emerged: social contagion and narrative contagion. Bikhchandani
and colleagues in 1992 conceptualized information cascades where individuals abandon private
information to follow observed actions of others. Shiller in 2019 in Narrative Economics
conceptualized that viral stories and narratives drive financial behavior more than fundamentals.
The concept of panic has thus shifted from a purely financial concept to a socio psychological
concept mediated by technology and communication. Supporting theories include Contagion
Theory, Network Theory by Jackson in 2008, and Complexity Theory. The relevance to this study
is that social media acts as a super spreader of both informational and social contagion far beyond
traditional channels.

2.1.3 Concept of Crisis Communication

Crisis communication is defined by Coombs in 2007 as the collection, processing and
dissemination of information required to address a crisis situation. It is a strategic function aimed
at protecting organizational reputation, reducing stakeholder uncertainty and influencing
behavioral intentions such as withdrawal decisions. The concept has evolved through three
generations. The first generation focused on apologia and image restoration. Benoit in 1995 in
Image Restoration Theory conceptualized crisis communication as discourse aimed at restoring
image through five broad strategies: denial, evasion of responsibility, reducing offensiveness,
corrective action and mortification. This generation was largely rhetorical and focused on what the
organization says. The second generation is Situational Crisis Communication Theory by Coombs
in 2007. Coombs conceptualized crisis communication as situational, arguing that appropriate
response depends on level of crisis responsibility attributed by stakeholders. He clusters crises into
victim cluster with low attribution such as natural disasters and rumors, accidental cluster with
moderate attribution such as technical errors, and preventable cluster with high attribution such as
human error and organizational misdeeds. Response strategies are categorized into deny strategies
including attack the accuser and scapegoat, diminish strategies including excuse and justification,
rebuild strategies including compensation and apology, and bolstering strategies including
reminding and ingratiation. The third generation is Social Mediated Crisis Communication. Austin
and colleagues in 2012 in Social Mediated Crisis Communication Model conceptualized crisis
communication in digital environment where stakeholders are active co-creators of crisis
narratives rather than passive recipients. Eriksson in 2018 reviewed literature and conceptualized
that effective social mediated crisis communication requires real time monitoring, social listening,
sentiment analysis, rapid response and dialogic engagement. Supporting theories include
Attribution Theory by Weiner in 1985 which explains how stakeholders attribute blame,
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Stakeholder Theory by Freeman in 1984 which argues organizations must manage multiple
stakeholder interests, and Dialogic Communication Theory by Kent and Taylor in 2002 which
emphasizes mutuality, propinquity and engagement. In banking, crisis communication has unique
conceptual meaning because communication failure directly translates to liquidity failure. Unlike
manufacturing where product recall crisis affects reputation, in banking reputation crisis
immediately triggers financial outflows, as demonstrated by Silicon Valley Bank collapse
analyzed by Cookson and colleagues in 2023.

2.1.4 Concept of Social Media Induced Financial Panic

This is the central phenomenon of this study. Social media induced financial panic can be
conceptualized as acute collective anxiety and protective financial behavior triggered, amplified
or coordinated through social media platforms. It has four key conceptual dimensions.

First is the trigger dimension. Social media can create a false trigger. Chen and colleagues in 2014
conceptualized that social media contains both fundamental information and noise, and that noise
can trigger market reactions. In banking, a doctored bank statement, a false voice note claiming a
bank has been taken over by Central Bank, or a misinterpreted video of a bank branch closure can
serve as trigger. Second is the amplification dimension. Kasperson and colleagues in 1988 in
Social Amplification of Risk Framework conceptualized amplification stations that intensify risk
signals. Social media platforms with algorithmic amplification, echo chambers and emotional
contagion serve as powerful amplification stations. The concept of virality by Berger and Milkman
in 2012 explains that high arousal emotions such as anxiety, anger and awe increase sharing
behavior. Third is the coordination dimension. Social media provides coordination mechanism for
dispersed depositors. Cookson and colleagues in 2023 conceptualized social media as a
coordination device that solves collective action problem of a bank run. In Diamond and Dybvig
model, depositors cannot coordinate, but in a WhatsApp group, they can collectively decide to
withdraw at 9 am on Monday, creating synchronized run. Fourth is the speed dimension.
Traditional bank runs developed over days or weeks. Social media induced runs develop over
hours. Federal Deposit Insurance Corporation in 2023 report on Silicon Valley Bank
conceptualized this as high velocity run where 42 billion dollars was withdrawn in 10 hours,
facilitated by mobile banking apps and social media coordination. Supporting theories include
Information Cascade Theory by Bikhchandani and colleagues in 1992, Social Amplification of
Risk Framework by Kasperson and colleagues in 1988, and Prospect Theory by Kahneman and
Tversky in 1979 which explains loss aversion.

2.1.5 Concept of Risk Management in Banking

Risk management in banking is conceptually defined as process of identifying, assessing,
measuring, monitoring and controlling risks that may threaten a bank's capital, earnings and
survival. Bank for International Settlements in 2011 under Basel II and III conceptualizes banking
risks into three pillars. Pillar 1 risks are credit risk, market risk and operational risk. Pillar 2 risks
include liquidity risk, interest rate risk and concentration risk. Pillar 3 is market discipline and
disclosure. Credit risk is risk of loss due to borrower default, conceptualized by Altman in 1968
through Z score model and Merton in 1974 through structural model. Market risk is risk of loss
due to changes in market prices, conceptualized by Jorion in 2007 through Value at Risk.
Operational risk is defined by Basel Committee as risk of loss resulting from inadequate or failed
internal processes, people and systems or from external events. Power in 2005 critically
conceptualized operational risk as constructed category that includes everything that is not credit

IIARD — International Institute of Academic Research and Development Page 545



http://www.iiardjournals.org/

International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

or market risk, leading to its under management. Reputational risk is conceptually ambiguous.
Gatzert and Schmit in 2016 define reputational risk as risk of loss resulting from damages to a
firm's reputation. Basel Committee conceptualizes reputational risk as secondary risk that arises
from other risks, not a risk in its own right. This conceptual treatment is problematic for social
media induced panic, where reputational damage is primary trigger of liquidity risk. Concept of
liquidity risk, defined as inability to meet obligations as they fall due, becomes directly linked to
reputational risk in social media age. Enterprise Risk Management as conceptualized by
Committee of Sponsoring Organizations of the Treadway Commission in 2017 proposes integrated
approach where all risks are managed holistically. However, in practice, Nigerian banks as
reported by Central Bank of Nigeria Financial Stability Report in 2023 still operate siloed risk
functions where information technology handles cyber risk, corporate communications handles
reputation, and treasury handles liquidity, with no integration for social media induced liquidity
risk. Supporting theories include Modern Portfolio Theory by Markowitz in 1952, Enterprise Risk
Management Theory, and Systems Theory by Von Bertalanffy in 1968 which emphasizes
interconnectedness.

2.1.6 Concept of Trust in Banking

Trust is central concept in banking because banking is a promise business. Mayer and colleagues
in 1995 conceptualized trust as willingness of a party to be vulnerable to actions of another party
based on expectation that other will perform particular action important to trustor, irrespective of
ability to monitor or control that other party. They identify three antecedents of trust: ability,
benevolence and integrity. In banking, trust is conceptualized at three levels. Institutional trust is
trust in banking system and regulators such as Central Bank and Nigeria Deposit Insurance
Corporation. Organizational trust is trust in specific bank's management and financial health.
Interpersonal trust is trust in information received from friends, family and social networks.
Sapienza and Zingales in 2012 empirically conceptualized that trust in banks declines sharply
during financial crises and recovers slowly, affecting deposit and investment behavior. Concept of
swift trust is relevant to social media. Meyerson and colleagues in 1996 conceptualized swift trust
as trust that forms quickly in temporary groups based on peripheral cues rather than history. On
social media, depositors may trust viral voice note from unknown person because of swift trust
cues such as confident tone and claims of insider knowledge, while distrusting official press release
due to low institutional trust. In Nigeria, concept of trust is complicated by historical bank failures.
The 2009 banking crisis where depositors lost funds and 2016-2017 recession where banks
struggled led to erosion of institutional trust. Ozili in 2022 conceptualizes that in Nigeria,
interpersonal trust in social networks often supersedes institutional trust, making depositors more
likely to believe WhatsApp message from church group than statement from bank. Supporting
theories include Social Capital Theory by Putnam in 2000 and Trust Theory by Mayer and
colleagues 1995.

2.1.7 Concept of Emerging Economies Context

Emerging economies are conceptualized by International Monetary Fund and World Bank as
economies with low to middle per capita income, rapid growth, high volatility and developing
financial markets. Beck and colleagues in 2010 conceptualized financial systems in emerging
economies as bank dominated, with limited capital markets, weak institutional infrastructure and
high information asymmetry. Several conceptual characteristics make emerging economies more
vulnerable to social media induced bank runs. First, high mobile penetration with low financial
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and digital literacy. Kemp in 2023 reports Nigeria has high WhatsApp penetration but low ability
to verify information. Second, low deposit insurance coverage and awareness. Nigeria Deposit
Insurance Corporation in 2022 insures only 500,000 Naira per depositor, which covers less than
40 percent of total deposits by value, compared to 250,000 dollars in United States which covers
over 60 percent. Third, high reliance on informal information networks. World Bank in 2020
financial inclusion report conceptualized that word of mouth and community leaders are trusted
more than formal media in developing countries. Fourth, regulatory lag. Central Bank of Nigeria
Risk Based Supervision framework was updated in 2020 but does not explicitly include social
media monitoring as part of liquidity risk management. This is similar to observations by Laeven
and Valencia in 2018 that regulatory frameworks in emerging economies often lag financial
innovation. Supporting theory is Institutional Theory by North in 1990 which explains how weak
formal institutions lead to reliance on informal institutions such as social networks, and Financial
Development Theory by Levine in 2005.

2.1.8 Concept of Digital Misinformation and Disinformation

Misinformation is conceptualized as false information shared without intent to harm, while
disinformation is false information deliberately created to deceive. Wardle and Derakhshan in
2017 in report for Council of Europe conceptualized seven types of mis and disinformation,
including false context, imposter content, fabricated content and manipulated content. In banking,
imposter content where genuine bank logo is used on false insolvency notice is common. Vosoughi
and colleagues in 2018 in study published in Science conceptualized that false news spreads six
times faster than true news on Twitter because it is more novel and evokes high arousal emotions.
This concept is critical for bank runs because false insolvency rumor is more novel and emotional
than factual reassurance. Concept of infodemic, introduced by World Health Organization in 2020
during COVID 19, refers to overabundance of information, both accurate and inaccurate, that
makes it hard for people to find trustworthy sources. A banking infodemic occurs during financial
stress when multiple conflicting messages circulate, creating confusion and panic.

Supporting theories include Inoculation Theory by McGuire in 1964 which explains how pre
bunking can build resistance to misinformation, and Agenda Setting Theory by McCombs and
Shaw in 1972 which explains how social media algorithms set agenda for what depositors think
about.

Conceptual Linkage for the Study

All concepts are linked. Inherent fragility conceptualized by Diamond and Dybvig creates
precondition. In emerging economy context conceptualized by Beck and colleagues with low trust
and high social media penetration conceptualized by Kemp, a piece of misinformation
conceptualized by Wardle and Derakhshan triggers perceived risk. This risk is amplified through
mechanisms described by Kasperson and colleagues and cascades through herd behavior described
by Bikhchandani and colleagues, leading to financial panic. Management of panic requires crisis
communication as conceptualized by Coombs and Austin and colleagues, integrated into risk
management as conceptualized by Committee of Sponsoring Organizations. This linkage justifies
need for integrated model.

2.2 Theoretical Literature Review
This section examines the major theories that explain the phenomenon of social media induced
bank runs and its management. While the conceptual review defined what the concepts are, the
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theoretical review explains why and how they are related and why depositors behave the way they
do. The section is critical because the study seeks to develop an integrated Risk Management
Model which must be anchored on established theories. Ten theories are reviewed: Diamond and
Dybvig Bank Run Theory, Situational Crisis Communication Theory, Social Amplification of
Risk Framework, Information Cascade Theory, Financial Contagion Theory, Attribution Theory,
Stakeholder Theory, Prospect Theory, Diffusion of Innovations Theory, and Agenda Setting
Theory.

2.2.1 Diamond and Dybvig Bank Run Theory

The foundation of bank run literature is the Diamond and Dybvig model published in 1983 in
Journal of Political Economy. The theory was developed to explain why banks are inherently
unstable even when they are solvent. The core assumption is that banks perform liquidity
transformation. They issue demand deposits which are short term liquid liabilities and invest in
long term illiquid assets like business loans and mortgages. This creates a maturity mismatch that
is socially useful but fragile. Diamond and Dybvig posit that there are two types of depositors:
early consumers who need liquidity in period one due to unforeseen consumption needs, and late
consumers who can wait until period two. Banks offer a demand deposit contract that provides
insurance against liquidity shocks by allowing early withdrawal with some interest. However, this
contract creates multiple equilibria. In the good equilibrium, only early consumers withdraw in
period one, and the bank can meet all obligations from liquid reserves. In the bad equilibrium, if
late consumers believe that other late consumers will withdraw early due to panic, it becomes
rational for them to also withdraw early, even though they would be better off waiting. The
sequential service constraint where first come first served payment is made means that late
withdrawers may get nothing if the bank liquidates long term assets at a loss. Thus, a bank run is
a self-fulfilling prophecy. Supporting theories for Diamond and Dybvig include Financial
Intermediation Theory by Gurley and Shaw in 1960 and the theory of liquidity provision by Bryant
in 1980. Bryant was the first to show that banks provide optimal risk sharing but are vulnerable to
runs. Diamond and Dybvig extended this by showing the role of deposit insurance as a mechanism
to eliminate the bad equilibrium by guaranteeing payment. The theory has been extended by
several scholars. Goldstein and Pauzner in 2005 introduced the Global Games approach to bank
runs, arguing that depositors receive noisy private signals about bank fundamentals and must
decide based on beliefs about other depositors’ actions. This explains why runs can occur even
with small deteriorations in fundamentals and introduces the concept of strategic complementarity.
Allen and Gale in 2007 extended the model to include market discipline and the role of central
banks as lenders of last resort. Relevance to this study is direct. It explains the structural
vulnerability that social media exploits. The theory assumed that depositors cannot coordinate
except through observing queues at branches. Social media now provides a perfect coordination
device, as shown by Cookson and colleagues in 2023 in their analysis of Silicon Valley Bank. The
theory also justifies why crisis communication and deposit insurance are critical: they shift
expectations from the bad equilibrium to the good equilibrium. In emerging economies like
Nigeria, where Nigeria Deposit Insurance Corporation coverage is only 500,000 Naira per
depositor as reported by Nigeria Deposit Insurance Corporation in 2022, the bad equilibrium is
more likely because depositors know they will not be fully covered. Critique of the theory is that
it assumes homogeneous depositors and does not account for information heterogeneity or social
networks, which is addressed by Information Cascade Theory.
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2.2.2 Situational Crisis Communication Theory

Situational Crisis Communication Theory was developed by Coombs in 2007 and is the most
dominant theory in crisis communication research. The theory is an extension of Attribution
Theory by Weiner in 1985. Weiner argues that people search for causes of negative events and
attribute responsibility, which then drives their emotional and behavioral responses. Coombs
applied this to organizational crises to predict reputational threat.

Situational Crisis Communication Theory posits that the threat posed by a crisis to an
organization's reputation is a function of three factors: initial crisis responsibility, crisis history,
and prior relational reputation. Based on attribution, Coombs clusters crises into three types.
Victim cluster includes natural disasters, rumors, workplace violence and product tampering where
organization is also a victim and attribution is low. Accidental cluster includes technical errors and
product harm where attribution is moderate. Preventable cluster includes human error,
management misconduct and organizational misdeeds where attribution is high. For each cluster,
Situational Crisis Communication Theory prescribes response strategies. Coombs identifies four
primary response strategies. Deny strategies include attacking the accuser, denial and
scapegoating. Diminish strategies include excuse and justification to minimize responsibility.
Rebuild strategies include compensation and full apology to rebuild reputation. Bolstering
strategies include reminding, ingratiation and victimage to supplement primary strategies.
Supporting theories include Image Restoration Theory by Benoit in 1995 which Situational Crisis
Communication Theory built upon, and Stakeholder Theory by Freeman in 1984 which
emphasizes that crises affect multiple stakeholders differently. Coombs and Holladay in 2002
empirically tested Situational Crisis Communication Theory and found that higher attribution leads
to greater reputational damage and negative purchase intentions.

The theory was updated to social mediated crisis communication context by Austin and colleagues
in 2012. They developed Social Mediated Crisis Communication Model which argues that crisis
information origin, channel and influencer affect how publics respond. Coombs and Holladay in
2012 also introduced concept of paracrisis, where a reputational threat that is not yet a full crisis
must be managed publicly on social media to prevent escalation.

Relevance to this study: Social media induced bank runs are typically victim crises from bank
perspective because bank is victim of misinformation, but stakeholders may attribute high
responsibility if bank is perceived as hiding insolvency. The theory provides diagnostic tool to
assess what response strategy a Nigerian bank should use when faced with viral false rumor. For
example, if depositors believe bank is insolvent due to poor management, rebuild strategy with
compensation and corrective action is needed, not denial. Sturm and colleagues in 2023 found that
banks during Credit Suisse crisis that used rebuild strategies with transparency retained more
deposits than those that used denial.

Critique: Situational Crisis Communication Theory was developed for product and service
organizations in Western contexts with high institutional trust. In Nigeria where institutional trust
is low as documented by Ozili in 2022, effectiveness of strategies may be moderated by trust and
cultural factors, which this study will examine.

2.2.3 Social Amplification of Risk Framework

Social Amplification of Risk Framework was developed by Kasperson and colleagues in 1988 and
published in Risk Analysis. The framework was designed to explain why some relatively minor
risks generate massive public concern and secondary consequences, while more serious risks are
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ignored. The framework posits that risk events interact with psychological, social, institutional and
cultural processes that amplify or attenuate risk perceptions and shape risk behavior. The
framework identifies two stages: risk amplification and ripple effects. Amplification occurs
through amplification stations, which include mass media, social media, opinion leaders,
government agencies and interpersonal networks. Each station can amplify a risk signal by
increasing volume, disputing information, dramatizing or adding symbolic connotations.
Attenuation occurs when stations downplay risk. Second stage is ripple effects, where amplified
risk leads to secondary consequences such as market impacts, loss of trust, regulatory actions and
bank runs. Kasperson and colleagues argue that secondary effects often extend far beyond initial
risk event and affect unrelated institutions.

Supporting theories include Risk Perception Theory by Slovic in 1987 who showed that laypeople
perceive risk based on dread and unknown factors rather than statistical probability, and
Psychometric Paradigm by Slovic and colleagues in 1980. Also, Cultural Theory of Risk by
Douglas and Wildavsky in 1982 which argues that risk perception is shaped by cultural worldviews
and group biases.

Relevance: Social Amplification of Risk Framework is directly applicable to social media induced
bank runs. A small rumor about a bank liquidity, perhaps a video of an automated teller machine
not dispensing cash which could be due to network failure, is a minor risk event. Social media
platforms act as powerful amplification stations through algorithmic boosting of emotional
content, as documented by Vosoughi and colleagues in 2018. Opinion leaders such as financial
technology influencers on social media amplify it further. The ripple effect is a bank run not only
on targeted bank but contagion to other banks, as seen in Nigeria during 2023-naira redesign crisis
where panic about one bank spread to others.

Recent extensions by Fellenor and colleagues in 2018 have applied Social Amplification of Risk
Framework to social media, showing that social media intensifies both amplification and
attenuation because users can both spread and correct misinformation rapidly.

2.2.4 Information Cascade Theory and Herd Behavior

Information Cascade Theory was developed by Bikhchandani and colleagues in 1992 in Journal
of Political Economy. The theory explains why individuals in groups often make same decision
regardless of private information, leading to herd behavior and fads.

Core logic: Individuals make sequential decisions. Each individual observes actions of
predecessors and receives a private signal about correct action. In banking, depositor one may
receive private signal that bank is solvent, but sees social media post that ten people withdrew.
Depositor two sees depositor one withdrawing and also withdraws, even if his private signal says
bank is safe. By time it reaches depositor ten, chain of withdrawals is taken as more informative
than any private signal, creating informational cascade where everyone herds.

Bikhchandani and colleagues show that cascades are fragile because they are based on little
information, but they can be very powerful once started. Supporting theories include Herd
Behavior Theory by Banerjee in 1992 who developed similar model of herd behavior
independently, Bounded Rationality by Simon in 1955 which argues people use heuristics under
uncertainty, and Social Learning Theory by Bandura in 1977 which explains learning through
observation.

Empirical support comes from Iyer and Puri in 2012 who found that in an Indian bank run,
depositors with social ties to other withdrawing depositors were significantly more likely to
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withdraw. Also, Kelly and Grada in 2000 in historical study of United States bank runs in 1854
found strong evidence of information cascades.

Relevance: Information Cascade Theory explains micro level decision process of a depositor
seeing viral posts. It explains why fact checks from Central Bank often fail: once a cascade has
started, individuals ignore new private information, including official corrections. The theory also
explains why message virality and source credibility moderate panic: if first few actors in cascade
are perceived as credible, such as prominent businessman posting that he moved his money,
cascade is more likely to form.

2.2.5 Financial Contagion Theory

Contagion Theory in banking was systematically developed by Allen and Gale in 2000. They
define contagion as transmission of a shock from one bank to entire system. They distinguish two
channels: direct contagion through interbank deposits and indirect contagion through
informational contagion where depositors infer that banks with similar portfolios will face similar
problems. King and Wadhwani in 1990 in their study of 1987 stock market crash introduced
concept of contagion as correlation in price movements across markets beyond what fundamentals
would predict. Forbes and Rigobon in 2002 refined measurement of contagion to distinguish
between interdependence and pure contagion. In context of social media, there is third channel:
narrative contagion. Shiller in 2019 in Narrative Economics argues that contagion can be driven
by viral narratives that are not linked to fundamentals. For example, a narrative that all Nigerian
banks are hiding losses can cause contagion across all banks, even healthy ones.

Supporting theories include Network Theory by Jackson in 2008 and Complexity Theory. The
2008 financial crisis showed how interconnected networks transmit shocks rapidly.

Relevance: For emerging economies, contagion risk is high because banks often have similar
exposures, such as oil and gas loans in Nigeria, and because trust in system is fragile. Social media
induced panic in one bank can lead to system wide panic. This justifies a system level risk
management model, not just bank level model, which aligns with Central Bank of Nigeria mandate
for financial system stability.

2.2.6 Attribution Theory

Attribution Theory was developed by Heider in 1958 and expanded by Weiner in 1985. Weiner's
attributional theory of motivation and emotion argues that people attribute causes to events along
three dimensions: locus whether internal or external to organization, controllability whether cause
was controllable, and stability whether cause is stable over time. These attributions drive emotions
like anger and sympathy, and behaviors like withdrawal.

Coombs in 2007 directly built Situational Crisis Communication Theory on Weiner theory. In
banking, if depositors attribute viral rumor to internal, controllable and stable causes such as
fraudulent management, they will feel anger and withdraw. If they attribute it to external,
uncontrollable, unstable causes such as malicious false rumor by competitor, they will feel
sympathy and may not withdraw. Supporting theory is Covariation Model by Kelley in 1967.
Relevance: Attribution explains why same rumor has different effects depending on bank crisis
history. A bank that had previous fraud case will be attributed higher responsibility for new rumor,
leading to stronger panic, as shown by Coombs and Holladay in 2002.
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2.2.7 Stakeholder Theory

Stakeholder Theory was developed by Freeman in 1984 in his book Strategic Management: A
Stakeholder Approach. The theory argues that organizations have obligations to multiple
stakeholders, not just shareholders, including customers, employees, regulators and community.
In a crisis, different stakeholders have different information needs and power. Clarkson in 1995
distinguishes primary stakeholders who are essential for survival such as depositors, and secondary
stakeholders such as media. Mitchell and colleagues in 1997 propose stakeholder salience based
on power, legitimacy and urgency. Depositors have high urgency and legitimacy during a bank
run.

Relevance: Bank runs involve multiple stakeholders: retail depositors, corporate depositors,
regulators, media and investors. Each requires different crisis communication. Corporate
depositors may need private calls from relationship managers, while retail depositors need public
social media responses. Risk Management Model must be stakeholder differentiated.

2.2.8 Prospect Theory and Behavioral Finance

Prospect Theory was developed by Kahneman and Tversky in 1979. It challenges Expected Utility
Theory by showing that people evaluate losses and gains asymmetrically: losses loom larger than
gains, known as loss aversion. People are risk averse in gains but risk seeking in losses. In banking,
Prospect Theory explains why depositors withdraw. Prospect of losing entire deposit, even if low
probability, looms larger than small interest gain from keeping it in bank. This loss aversion is
amplified by availability heuristic described by Tversky and Kahneman in 1974, where vivid social
media images of people queuing at banks make loss more available in memory. Supporting theory
is Behavioral Finance Theory by Thaler in 2015.

Relevance: It explains why rational models like Diamond and Dybvig underestimate panic.
Depositors are not fully rational; they are driven by loss aversion amplified by emotional social
media content.

2.2.9 Diffusion of Innovations Theory

Diffusion of Innovations Theory was developed by Rogers in 2003 in his book Diffusion of
Innovations. The theory explains how new ideas and technologies spread through social systems
over time through communication channels. It identifies five adopter categories: innovators, early
adopters, early majority, late majority and laggards, and five innovation attributes: relative
advantage, compatibility, complexity, trialability and observability. Misinformation about banks
diffuses like an innovation. Vosoughi and colleagues in 2018 showed that false news diffuses
faster, deeper and broader than true news. Theory's concept of opinion leaders is relevant: financial
technology influencers serve as opinion leaders who accelerate diffusion of panic.

Relevance: Understanding diffusion helps design interventions: targeting early adopters and
opinion leaders with correct information can slow diffusion of panic.

2.2.10 Agenda Setting Theory

Agenda Setting Theory was developed by McCombs and Shaw in 1972. Theory argues that media
do not tell people what to think, but what to think about. In its second level, attribute agenda
setting, media tell people how to think about an issue by emphasizing certain attributes.

In social media, algorithms set agenda. If a bank failure hashtag trends, it sets agenda for depositors
to think about bank safety. Framing of message, such as using words like collapse versus challenge,
influences risk perception as shown by Entman in 1993 in Framing Theory.
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Relevance: Banks can use agenda setting proactively by flooding social media with positive
narratives about liquidity and regulatory support to counter negative agenda.

Integration of Theories

No single theory explains social media induced bank runs. Integrated framework is: Diamond and
Dybvig explains structural vulnerability, Prospect Theory explains individual loss aversion,
Information Cascade explains herd formation, Social Amplification of Risk Framework explains
amplification, Contagion explains systemic spread, and Situational Crisis Communication Theory
plus Stakeholder and Attribution Theories explain management. This integration forms theoretical
foundation for proposed Risk Management Model.

2.3 Empirical Literature Review

This section examines previous empirical studies that have investigated bank runs, depositor
behavior, social media influence on financial panic, crisis communication effectiveness, and risk
management and trust in emerging economies. The review is organized thematically to show
progression of knowledge, consistencies, contradictions, and gaps. Four thematic areas are
covered: empirical studies on bank runs and depositor behavior, empirical studies on social media
and financial panic, empirical studies on crisis communication effectiveness in banking, and
empirical studies on risk management, trust and deposit insurance in emerging economies.

2.3.1 Empirical Studies on Bank Runs and Depositor Behavior

The empirical understanding of bank runs has evolved from aggregate banking data to depositor
level data and more recently to high frequency social media data.

A seminal empirical study is by Iyer and Puri in 2012 published in American Economic Review.
The authors used depositor level data from a cooperative bank in India that faced a run in 2001
following fraud. They analyzed over 100,000 depositors and found that depositor bank relationship
factors significantly predicted withdrawal behavior. Depositors with longer relationships, with
loan linkages, and who were older were less likely to run. Crucially, they found strong evidence
of social network effects: depositors whose social network neighbors had withdrawn were more
likely to withdraw themselves, even after controlling for fundamentals. This study supported
Information Cascade Theory by Bikhchandani and colleagues in 1992 and Network Theory by
Jackson in 2008. However, the study was conducted before the dominance of social media, so
social networks were measured via geographic proximity and introducer relationships, not digital
networks. Kelly and Grada in 2000 conducted a historical empirical analysis of bank panics in
New York in 1854 and 1857 using individual account data from bank ledgers. They found that
recent migrants and depositors with small balances were more likely to panic, and that information
contagion was a significant driver. Their study supported Diamond and Dybvig 1983 theory but
showed that depositor heterogeneity matters and that social learning plays a role. Iyer and
colleagues in 2016 extended this work by examining interbank contagion during the 2007 to 2009
crisis in India. Using data from the entire banking system, they found that banks with higher
exposure to the failing bank through the interbank market experienced larger deposit outflows,
supporting Financial Contagion Theory by Allen and Gale in 2000. The study also found that larger
banks with implicit government guarantees experienced inflows during panic, indicating flight to
safety behavior. In the Nigerian context, empirical studies on bank runs are limited due to data
constraints and secrecy. Akinyomi and Olutoye in 2015 conducted an empirical study on corporate
governance and banking distress in Nigeria using secondary data from 2006 to 2012 covering 20
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commercial banks. Using logistic regression, they found that board size, non performing loans,
and audit committee independence significantly predicted bank distress. However, their study did
not examine depositor behavior or panic dynamics. Adeyemi in 2011 studied bank failures in
Nigeria using historical data from 1990 to 2010 and found that insider lending and regulatory
forbearance were key predictors of failure. These studies support Institutional Theory by North in
1990 but lack micro level depositor behavior. More recently, Goldsmith Pinkham and Yorulmazer
in 2010 studied the Northern Rock bank run in the United Kingdom in 2007, the first United
Kingdom bank run in 150 years. Using Google search data and media coverage analysis, they
found that media coverage, particularly television images of queues, significantly amplified
withdrawals. This was one of the first studies to link media amplification to bank runs, supporting
Social Amplification of Risk Framework by Kasperson and colleagues in 1988. However, they
studied traditional media, not social media. Davenport and McDill in 2006 studied depositor
behavior at failed banks in the United States using Federal Deposit Insurance Corporation data.
They found that uninsured depositors were more likely to run and that business accounts withdrew
faster than retail accounts. This supports Prospect Theory by Kahneman and Tversky in 1979
regarding loss aversion. The limitation across this stream is that most studies use ex post data after
a run has occurred. There is limited empirical work on early warning indicators of panic using real
time data, which this study aims to address.

2.3.2 Empirical Studies on Social Media and Financial Panic

This is the most relevant and fastest growing empirical stream, especially after the 2023 United
States banking crisis. Chen and colleagues in 2014 in Review of Financial Studies conducted an
empirical analysis of SeekingAlpha, a social media platform for investors. They analyzed 1.2
million articles and found that negative sentiment on social media predicted negative stock returns
and lower earnings, even after controlling for traditional news. The study supported Behavioral
Finance Theory and showed that social media contains value relevant information beyond
traditional media. Artavanis and colleagues in 2022 in a working paper from London School of
Economics studied social media and bank runs using data from Greece during the 2015 referendum
and capital controls. They collected Twitter data and found that banks with higher pre crisis Twitter
exposure experienced larger deposit outflows during the crisis. They used a difference in
differences approach and found that a one standard deviation increases in Twitter exposure led to
a 4 percent increase in deposit outflows. This study directly supports Social Amplification of Risk
Framework and Information Cascade Theory. However, Greece is a developed European economy
with high deposit insurance awareness, which differs from Nigeria. The landmark empirical study
in this area is Cookson and colleagues in 2023 titled Social Media as a Bank Run Catalyst. The
authors studied the March 2023 failures of Silicon Valley Bank and Signature Bank. They
collected 5.4 million tweets from January to March 2023 and matched them with hourly stock
price and deposit outflow data. Using high frequency econometric analysis, they found three key
results. First, banks with high social media exposure in the pre-crisis period experienced
significantly larger stock declines and deposit outflows during the run. Second, tweets from
influential users in the startup community, such as venture capitalists, had a disproportionate
impact on withdrawals, supporting Stakeholder Theory and opinion leadership in Diffusion of
Innovations Theory by Rogers in 2003. Third, they found that misinformation, such as tweets
falsely claiming that banks were not paying out, spread faster than corrections. This study is
methodologically strong but focused on the United States where banking is highly digital and
venture capital networks are concentrated on Twitter, which may not generalize to WhatsApp
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dominated Nigeria. Cecere and colleagues in 2024 studied social media and the Credit Suisse
crisis. They analyzed 2 million tweets and found that crisis communication by the Swiss National
Bank and Credit Suisse that was delayed by 24 hours led to 15 percent higher negative sentiment
and amplified contagion to other European banks. This supports Situational Crisis Communication
Theory by Coombs in 2007 which emphasizes timely response. However, their study focused on
stock market contagion, not depositor behavior. Bianchi and colleagues in 2023 studied Reddit
and bank runs during the Silicon Valley Bank episode. They analyzed 80,000 Reddit posts and
found that retail investors coordinated withdrawal discussions on WallStreetBets, showing that
retail platforms also drive contagion. This supports Narrative Economics by Shiller in 2019. In
emerging economies, empirical work is scarce but emerging. Rozanov in 2023 in a Bank for
International Settlements paper analyzed social media data during bank stress in Turkey and
Lebanon and found that WhatsApp and Telegram, not Twitter, were the main channels for panic
propagation, and that voice notes were particularly impactful due to low literacy. This is highly
relevant to Nigeria where WhatsApp is dominant. In Nigeria specifically, Ezeuduji and Nkwo in
2021 conducted a survey of 320 customers of commercial banks in Enugu State, Nigeria. Using
Pearson correlation, they found a significant positive relationship between social media
communication by banks and customer perception of bank reputation, r equals 0.61, p less than
0.05. However, their study measured general reputation, not panic behavior, and used a small
regional sample. Nwaeze and colleagues in 2022 surveyed 400 bank customers in Lagos on fake
news and banking decisions and found that 67 percent had received false information about banks
on WhatsApp, and 23 percent acted on it by withdrawing or transferring funds. Their study used
descriptive statistics and did not test causal relationships. Ogundele and Akinyede in 2023 studied
social media misinformation and financial decisions among university students in Southwest
Nigeria. Using structural equation modeling, they found that perceived credibility of source
significantly influenced sharing intention of financial misinformation, beta equals 0.45, p less than
0.001, supporting Source Credibility Theory by Hovland and colleagues in 1953. However,
students are not representative of all depositors, and the study did not focus on bank runs. Overall,
empirical studies confirm that social media accelerates bank runs, but there is a clear contextual
gap: most robust high frequency studies are from developed markets with Twitter data, while
emerging markets like Nigeria rely on WhatsApp and voice notes, which require different
methodologies.

2.3.3 Empirical Studies on Crisis Communication Effectiveness in Banking

Empirical studies on crisis communication in banking have tested which response strategies are
most effective in reducing panic and restoring trust. Coombs and Holladay in 2002 conducted early
experimental studies testing Situational Crisis Communication Theory. They used scenario based
experiments with 1000 participants and found that rebuild strategies such as apology and
compensation produced more positive reputational outcomes than deny strategies for preventable
crises. This has been replicated in banking. For example, Lins and colleagues in 2017 studied bank
crisis communication during the 2008 crisis and found that banks that communicated corporate
social responsibility activities and community support during the crisis experienced lower stock
declines and retained more deposits, supporting Stakeholder Theory by Freeman in 1984. Ki and
Nekmat in 2014 tested crisis communication on Facebook using experimental design. They
exposed 400 participants to different crisis response strategies on a fictitious bank Facebook page.
They found that dialogic communication where the bank responded to individual comments and
acknowledged emotions reduced anger and negative word of mouth intention compared to one-
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way informational posts. The study supported Dialogic Communication Theory by Kent and
Taylor in 2002. However, it was experimental, not a real crisis. Sturm and colleagues in 2023
empirically examined crisis communication during the Credit Suisse collapse using event study
methodology. They analyzed press releases, tweets, and regulatory statements from Credit Suisse,
UBS, and the Swiss National Bank. They found that joint communication by the bank and
regulator, and communication that included concrete liquidity figures rather than vague
reassurances, significantly reduced Credit Default Swap spreads by 12 percent. Delayed
communication increased spreads. This supports Situational Crisis Communication Theory
emphasis on crisis history and prior reputation, and also supports Attribution Theory by Weiner in
1985. In Africa, empirical studies are limited. Owusu and Simpson in 2022 studied crisis
communication by Ghanaian banks after the 2017 to 2018 banking sector cleanup where nine
banks were closed. Using interviews with 25 communication managers and content analysis of
bank statements, they found that banks that used bolstering strategies reminding customers of past
stability and regulatory support were more successful in retaining deposits than those that used
denial. However, the study was qualitative and did not measure depositor outcomes. Tetteh and
colleagues in 2021 studied customer perceptions of bank crisis communication in Ghana using a
survey of 500 customers. Using multiple regression, they found that transparency, timeliness, and
empathy in communication significantly predicted trust restoration, R square equals 0.48, p less
than 0.001. This supports Situational Crisis Communication Theory but was conducted in a post
crisis period, not during an active social media panic. In Nigeria, Anichebe and Agu in 2020
studied corporate communication and bank distress in Southeast Nigeria using survey of 200 bank
staff. They found that poor internal crisis communication contributed to external crisis escalation,
but did not test external stakeholder communication. Civelek and colleagues in 2023 tested
inoculation theory against financial misinformation. They exposed participants to pre bunking
messages warning about bank misinformation tactics before showing false rumors. They found
that inoculated participants were 30 percent less likely to believe and share false bank failure
rumors. This supports Inoculation Theory by McGuire in 1964 and suggests a proactive crisis
communication strategy for banks. Huang and DiStaso in 2020 studied bank crisis communication
on Twitter during Wells Fargo scandal. Using content analysis of 10,000 tweets, they found that
banks that used accommodative strategies and responded within two hours experienced less
negative sentiment. The empirical consensus is that timely, transparent, dialogic, and rebuild
oriented communication reduces panic, but most studies measure reputation or stock returns, not
actual deposit withdrawal behavior, and few study real time social media crisis dynamics in
emerging economies.

2.3.4 Empirical Studies on Risk Management, Trust and Deposit Insurance in Emerging
Economies

The fourth stream examines structural factors that moderate panic: risk management practices,
trust, financial literacy, and deposit insurance. Gatzert and Schmit in 2016 empirically analyzed
reputational risk and bank performance using data from 100 European banks from 2005 to 2012.
They found that banks with higher reputational risk exposure experienced 2.5 percent lower return
on assets and 5 percent higher funding costs, supporting Enterprise Risk Management Theory by
Committee of Sponsoring Organizations in 2017. Ozili in 2022 conducted an empirical study on
banking sector stability in Nigeria using secondary data from 2010 to 2020 covering 15
commercial banks. Using Generalized Method of Moments estimation, he found that bank stability
measured by Z score was significantly predicted by trust in the banking system, gross domestic
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product growth, and regulatory quality, but not by capital adequacy alone. This supports
Institutional Theory by North in 1990 and Social Capital Theory by Putnam in 2000, arguing that
trust is a critical intangible asset for banking stability in Nigeria.

Sapienza and Zingales in 2012 studied trust in banks using survey data from United States
Financial Trust Index covering 1000 households. They found that trust in banks declined from 68
percent to 33 percent during the 2008 crisis and that lower trust significantly predicted deposit
withdrawal and stock market exit. Trust was more affected by perceptions of opportunistic
behavior than by fundamentals. On financial literacy, Lusardi and Mitchell in 2014 in a globally
cited study published in Journal of Economic Literature found that financial literacy is low in most
countries, including Nigeria, and that low financial literacy leads to poor financial decisions and
higher susceptibility to misinformation. In Nigeria, Adetunji and David in 2018 surveyed 500
adults in Ogun State and found that only 31 percent could correctly answer questions on interest
compounding and risk diversification. They found that low financial literacy correlated with higher
likelihood to act on unverified financial information on social media, supporting Prospect Theory
by Kahneman and Tversky in 1979. On deposit insurance awareness, International Association of
Deposit Insurers in 2021 survey of deposit insurance systems in 90 countries found that awareness
of deposit insurance is below 30 percent in Sub Saharan Africa compared to 70 percent in North
America. Nigeria Deposit Insurance Corporation in 2022 annual report indicates that only 28
percent of Nigerian depositors are aware of deposit insurance coverage limits. Empirical studies
by Demirguc Kunt and Huizinga in 2004 using data from 70 countries found that explicit deposit
insurance reduces bank runs, but only if awareness is high and coverage is credible. In emerging
economies with low awareness, deposit insurance may not prevent panic.

Beck and colleagues in 2010 empirically studied financial systems across 120 countries and found
that bank dominated systems with weak institutions are more vulnerable to contagion and less able
to manage crises. This supports Financial Development Theory by Levine in 2005. Laeven and
Valencia in 2018 empirically studied systemic banking crises in 150 countries from 1970 to 2017
and found that crises in emerging economies have larger fiscal costs and longer recovery periods
due to weak safety nets. On social media regulation, Aral and Eckles in 2019 studied social media
interventions to reduce misinformation spread using experimental data from Facebook. They
found that fact checking labels reduced sharing of false news by 20 percent but had limited effect
on deeply held beliefs. Methodological gaps across all streams are clear. First, over reliance on
Twitter data which is less relevant in WhatsApp dominated economies like Nigeria. Second, over
reliance on experimental or ex post stock data rather than real time depositor behavior. Third, lack
of mixed methods studies that combine social media analytics with surveys of depositors and
interviews with risk managers, which is necessary for model development. Fourth, no study has
developed and empirically validated an integrated Risk Management Model that includes social
listening, rapid verification, stakeholder differentiated response, and regulatory coordination
specifically for emerging economies. Fifth, limited use of Partial Least Squares Structural
Equation Modeling to test moderating effects of financial literacy and crisis communication
strategy. This study addresses these gaps by using a mixed methods approach in Nigeria,
combining survey of 500 depositors, content analysis of 500 WhatsApp and Facebook messages,
and interviews with 20 risk and communication managers, to develop a model that integrates early
detection and crisis communication into liquidity risk management, anchored on Diamond and
Dybvig, Situational Crisis Communication Theory, Social Amplification of Risk Framework and
Information Cascade Theory.
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2.4 Operationalized Hypotheses

This section presents the operationalized hypotheses for the study. The hypotheses are derived
from the theoretical literature reviewed in section 2.2 and the empirical literature reviewed in
section 2.3, and are formulated to test the relationships in the conceptual framework. The
framework proposes social media exposure, source credibility and message virality as independent
variables, perceived risk and trust as mediating variables, financial literacy and crisis
communication strategy as moderating variables, and panic withdrawal intention as dependent
variable. Five null hypotheses are formulated for testing at 0.05 level of significance. Each
hypothesis is justified theoretically and empirically and operationalized for measurement.

Hypothesis One
HO01: Social media exposure has no significant effect on panic withdrawal intention among
bank depositors in Nigeria.

Operationalization: Social media exposure is operationalized as the frequency and intensity with
which a depositor encounters bank related information on social media platforms such as
WhatsApp, Facebook, and X, measured through six indicators including frequency of receiving
bank distress messages, daily hours spent on social media where bank news appears, and
membership in financial discussion groups. Panic withdrawal intention is operationalized as self-
reported likelihood to withdraw all or most funds within 24 hours of seeing negative bank
information on social media, measured through five indicators including intention to withdraw via
mobile app immediately and advising others to withdraw.

Theoretical justification: The hypothesis is anchored on Diamond and Dybvig Bank Run Theory
1983 which explains inherent bank fragility and how shift in expectations from good equilibrium
to bad equilibrium triggers runs, supported by Financial Intermediation Theory by Bryant 1980. It
is also anchored on Social Amplification of Risk Framework by Kasperson and colleagues in 1988
which posits that social media acts as amplification station that amplifies risk signals, and
Information Cascade Theory by Bikhchandani and colleagues in 1992 which explains that
individuals abandon private information to follow observed actions of others on social media.
Supporting theory is Agenda Setting Theory by McCombs and Shaw in 1972 which argues that
frequent exposure sets what depositors think about.

Empirical justification: Cookson and colleagues in 2023 found that banks with higher pre crisis
Twitter exposure experienced 30 percent higher deposit outflows during Silicon Valley Bank
collapse, using 5.4 million tweets. Artavanis and colleagues in 2022 found that one standard
deviation increase in Twitter exposure led to 4 percent increase in deposit outflows in Greece
during 2015 crisis. In Nigeria, Nwaeze and colleagues in 2022 found that 67 percent of Lagos
respondents had received false bank information on WhatsApp and 23 percent acted on it.
However, Nigerian studies are descriptive and lack causal testing with structural equation
modeling, which this hypothesis will test.
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Hypothesis Two

HO02: Source credibility has no significant effect on depositor panic behavior during social
media induced banking panic.

Operationalization: Source credibility is operationalized as perceived trustworthiness and
expertise of sender of bank related message on social media, measured through six indicators
including trust in messages from family members, financial influencers, purported Central Bank
of Nigeria officials, and community leaders, based on Hovland and colleagues 1953
conceptualization of credibility as expertise and trustworthiness. Panic behavior is measured as
composite of perceived risk, trust erosion, and withdrawal intention.

Theoretical justification: The hypothesis is anchored on Source Credibility Theory by Hovland
and colleagues in 1953 which posits that credibility comprises expertise and trustworthiness and
influences persuasion, supported by Elaboration Likelihood Model by Petty and Cacioppo in 1986
which distinguishes central and peripheral routes to persuasion where credibility serves as
peripheral cue under high uncertainty. It is also anchored on Swift Trust Theory by Meyerson and
colleagues in 1996 which explains that trust forms quickly on temporary groups based on cues
rather than history, relevant to social media where anonymous voice notes are trusted due to
confident tone.

Empirical justification: Ogundele and Akinyede in 2023 in Southwest Nigeria found that
perceived source credibility significantly influenced sharing intention of financial misinformation
among students, beta equals 0.45, p less than 0.001. Ogunleye and colleagues in 2021 in Nigeria
found that interpersonal sources such as church groups were trusted more than formal regulators
for financial information. In developed markets, Flanagin and Metzger in 2007 found that source
credibility predicted belief in online financial information. However, no Nigerian study has tested
source credibility effect on actual panic withdrawal intention using representative depositor
sample, which this hypothesis addresses.

Hypothesis Three

HO03: Message virality has no significant effect on depositor panic behavior in Nigeria.
Operationalization: Message virality is operationalized as characteristics of a social media
message that make it spread rapidly, measured through five indicators including use of emotional
language such as collapse and urgent, presence of visual evidence such as videos of bank queues,
number of forwards, and novelty of claim, based on Berger and Milkman 2012 conceptualization
that high arousal emotions drive virality.

Theoretical justification: The hypothesis is anchored on Diffusion of Innovations Theory by
Rogers in 2003 which explains how innovations spread through opinion leaders and perceived
attributes, supported by Emotional Contagion Theory by Hatfield and colleagues in 1994 which
explains that emotions transfer through networks and drive sharing. It is also anchored on Prospect
Theory by Kahneman and Tversky in 1979 which posits that losses loom larger than gains, so
messages framed as loss trigger high arousal fear and faster sharing, supported by Behavioral
Finance Theory by Thaler in 2015.

Empirical justification: Vosoughi and colleagues in 2018 in study published in Science analyzing
126,000 tweets found that false news spreads six times faster than true news because it is more
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novel and evokes fear and disgust. Berger and Milkman in 2012 analyzing 7000 New York Times
articles found that high arousal emotions increased virality by 30 percent. In banking context,
Vosoughi and colleagues in their dataset found banking rumors were among fastest spreading false
news. In emerging markets, Rozanov in 2023 in Bank for International Settlements study found
that voice notes with emotional language were more viral on WhatsApp in Turkey and Lebanon
bank stress episodes. In Nigeria, Ezeuduji and Nkwo in 2021 found that graphic images about
banks captured attention more than plain text, but did not test effect on panic behavior. This
hypothesis tests virality effect empirically.

Hypothesis Four

HO04: Crisis communication strategy has no significant moderating effect on the relationship
between perceived risk and panic withdrawal intention.

Operationalization: Crisis communication strategy is operationalized as bank and regulator
response to social media panic, measured through five indicators including timeliness within
hours, transparency with specific liquidity figures, use of dialogic live videos and Q and A, joint
communication from bank and Central Bank of Nigeria and Nigeria Deposit Insurance
Corporation, and use of rebuild versus deny strategies based on Coombs 2007 typology. Perceived
risk is operationalized as subjective assessment that deposits are at risk of loss, measured through
six indicators including feeling that deposits are unsafe after seeing negative posts and low
confidence in deposit insurance. Moderating effect means crisis communication strategy changes
strength and direction of relationship between perceived risk and withdrawal intention: effective
communication weakens relationship so that even with high perceived risk, withdrawal intention
is lower.

Theoretical justification: The hypothesis is anchored on Situational Crisis Communication
Theory by Coombs in 2007 which prescribes matching response strategies to attribution of
responsibility, supported by Attribution Theory by Weiner in 1985 and Stakeholder Theory by
Freeman in 1984 which argues different stakeholders need different communication. It is also
anchored on Social Mediated Crisis Communication Model by Austin and colleagues in 2012
which posits that publics seek crisis information through social media and that dialogic
engagement reduces negative outcomes.

Empirical justification: Coombs and Holladay in 2002 experimentally found that rebuild
strategies produced more positive outcomes than deny for preventable crises. Sturm and colleagues
in 2023 studying Credit Suisse collapse found that joint bank and regulator communication with
concrete figures reduced Credit Default Swap spreads by 12 percent, while delayed
communication increased spreads. Ki and Nekmat in 2014 found dialogic Facebook
communication reduced anger and negative word of mouth compared to one-way posts. In Ghana,
Tetteh and colleagues in 2021 found transparency, timeliness and empathy significantly predicted
trust restoration, R square equals 0.48. However, these studies measured reputation or market
reaction, not moderating effect on depositor withdrawal intention in real time WhatsApp panic in
Nigeria. This hypothesis tests moderation using Partial Least Squares Structural Equation
Modeling interaction term.

IIARD — International Institute of Academic Research and Development Page 560



http://www.iiardjournals.org/

International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

Hypothesis Five

HO05: Financial literacy has no significant moderating effect on the relationship between social
media exposure and perceived risk.

Operationalization: Financial literacy is operationalized as ability to understand basic financial
concepts such as deposit insurance, risk diversification, interest compounding, and ability to
distinguish verified and fake financial information, measured through four indicators including
understanding Nigeria Deposit Insurance Corporation coverage and ability to cross check with
official sources, based on Lusardi and Mitchell 2014 conceptualization. Moderating effect means
financial literacy changes relationship between social media exposure and perceived risk: high
financial literacy weakens relationship so that even with high exposure, perceived risk is lower
because literate depositors can filter misinformation.

Theoretical justification: The hypothesis is anchored on Financial Literacy Theory by Lusardi
and Mitchell in 2014 which posits that financial knowledge enables sound financial decisions,
supported by Inoculation Theory by McGuire in 1964 which argues that pre exposure to weak
form of misinformation builds resistance, and Bounded Rationality Theory by Simon in 1955
which argues that limited knowledge leads to heuristics and poor decisions under uncertainty.

Empirical justification: Lusardi and Mitchell in 2014 across multiple countries found that low
financial literacy correlated with poor financial decisions and higher susceptibility to
misinformation. Adetunji and David in 2018 in Ogun State Nigeria found only 31 percent could
answer basic financial literacy questions and that low literacy correlated with acting on unverified
social media financial information. Civelek and colleagues in 2023 experimentally found that
inoculation messages warning about bank misinformation tactics reduced belief in false rumors by
30 percent. Demirguc Kunt and Huizinga in 2004 across 70 countries found that deposit insurance
reduces runs only when awareness is high. In Nigeria, Nigeria Deposit Insurance Corporation 2022
reports only 28 percent awareness of insurance limits, suggesting financial literacy is low and
moderates risk perception. No study has tested financial literacy as moderator between social
media exposure and perceived risk in Nigerian banking panic context using structural modeling,
which this hypothesis addresses.

Summary of Operationalization for Model Development

All five hypotheses are operationalized to develop and validate an integrated Risk Management
Model for managing social media induced financial panic. The model will be validated if null
hypotheses are rejected, showing that social media exposure, source credibility and message
virality drive panic, while financial literacy and crisis communication strategy moderate
relationships. The validated model will integrate Diamond and Dybvig vulnerability, Social
Amplification of Risk Framework amplification, Information Cascade herd formation, and
Situational Crisis Communication Theory management into early detection through social
listening, rapid verification protocol, stakeholder differentiated response, and regulatory
coordination components specifically for emerging economies like Nigeria.

2.5 Theoretical Framework

The theoretical framework for this study integrates five major theories that collectively explain the
causation, amplification, contagion, and management of social media induced bank runs in
emerging economies. The framework is necessary because no single theory adequately explains a
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phenomenon that is both financial and communicational, both individual and systemic, and both
rational and emotional. The integrated framework draws on Diamond and Dybvig Bank Run
Theory 1983, Social Amplification of Risk Framework by Kasperson and colleagues 1988,
Information Cascade Theory by Bikhchandani and colleagues 1992, Financial Contagion Theory
by Allen and Gale 2000, and Situational Crisis Communication Theory by Coombs 2007. Each
theory occupies a specific position in the causal chain, and supporting theories provide micro
foundations.

2.5.1 Foundation Theory: Structural Fragility from Diamond and Dybvig

The framework begins with Diamond and Dybvig Bank Run Theory as the structural foundation.
The theory explains why banks are inherently vulnerable to panic due to maturity transformation.
Banks accept short term demandable deposits and invest in long term illiquid assets, creating a
sequential service constraint where first come first served. This creates multiple equilibria: a good
equilibrium where only those who genuinely need liquidity withdraw, and a bad equilibrium where
all depositors withdraw because they fear others will withdraw. The bad equilibrium is self-
fulfilling. Supporting theory for this foundation is Financial Intermediation Theory by Gurley and
Shaw 1960 and Bryant 1980, which first showed that banks provide optimal risk sharing but are
fragile, and Asymmetric Information Theory by Akerlof 1970 which explains that depositors have
imperfect information about true bank health. In Nigeria, this fragility is heightened by weak
deposit insurance coverage, where Nigeria Deposit Insurance Corporation insures only 500,000
Naira per depositor according to Nigeria Deposit Insurance Corporation 2022 annual report,
compared to higher coverage in developed markets. This means the bad equilibrium is more likely
because depositors know they will not be fully covered if bank fails. Diamond and Dybvig
therefore answers the question: Why are banks vulnerable in the first place?

2.5.2 Trigger Theory: Individual Decision Under Loss Aversion from Prospect Theory and
Information Cascade

Once structural fragility exists, what triggers an individual depositor to decide to withdraw based
on social media information? This is explained by Prospect Theory by Kahneman and Tversky
1979 and Information Cascade Theory. Prospect Theory argues that individuals evaluate outcomes
relative to reference point and that losses loom larger than gains, a concept known as loss aversion,
coefficient of about 2.25. In banking, prospect of losing entire savings looms larger than small
interest gains from keeping money in bank. This explains why depositors overreact to small
probability risk when it is vividly presented on social media. Information Cascade Theory by
Bikhchandani and colleagues 1992 explains how rational individuals abandon private information
to follow observed actions of predecessors. The depositor receives private signal, perhaps from
personal experience that bank is solvent, but observes on WhatsApp group that ten contacts have
withdrawn. Because he infers that those contacts have superior information, it becomes rational to
follow them. The cascade becomes fragile but powerful. Supporting theory is Herd Behavior
Theory by Banerjee 1992 and Bounded Rationality by Simon 1955 which argues people use
heuristics under uncertainty. Combined, these theories explain micro level decision: a depositor
sees viral message about bank distress, which triggers loss aversion from Prospect Theory, and
observes others withdrawing, which triggers herd from Information Cascade. This leads to
perceived risk, defined as subjective assessment that deposits are unsafe.
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2.5.3 Amplification Theory: Social Amplification of Risk Framework

Why does a minor rumor become system wide panic? This is explained by Social Amplification
of Risk Framework by Kasperson and colleagues 1988. The framework identifies amplification
stations that amplify or attenuate risk signals. Social media platforms are powerful amplification
stations due to three properties: algorithmic amplification that prioritizes emotionally charged
content, networked amplification where messages are forwarded to many groups, and emotional
amplification where fear and anxiety increase sharing. Kasperson and colleagues argue that
amplification leads to secondary ripple effects such as market impacts, loss of trust, regulatory
actions and bank runs. Supporting theories are Risk Perception Theory by Slovic 1987 which
shows that lay risk perception is driven by dread and unknown factors rather than statistical
probability, and Agenda Setting Theory by McCombs and Shaw 1972 which explains that trending
hashtags set what depositors think about. Vosoughi and colleagues in 2018 in Science showed that
false news spreads six times faster than true news because it is more novel and evokes high arousal
emotions, directly supporting amplification logic. In this framework, amplification is
operationalized through two independent variables: source credibility and message virality. Source
credibility, based on Hovland and colleagues 1953, determines whether amplification station is
trusted. Message virality, based on Berger and Milkman 2012 which found that high arousal
emotions increase virality, determines whether message is amplified. Thus, Social Amplification
of Risk Framework connects trigger to systemic panic.

2.5.4 Contagion Theory: Systemic Spread from Financial Contagion Theory

Once panic starts in one bank, why does it spread to other banks? Financial Contagion Theory by
Allen and Gale 2000 explains this. Allen and Gale distinguish direct contagion through interbank
exposures and indirect contagion through informational contagion where failure of one bank leads
depositors to infer that similar banks will also fail. In social media era, Shiller in 2019 in Narrative
Economics introduces narrative contagion where viral stories spread regardless of fundamentals.
For example, narrative that all Nigerian banks are hiding losses can cause contagion across healthy
banks. Supporting theory is Network Theory by Jackson 2008 and Complexity Theory. Empirical
support comes from Iyer and colleagues 2016 who found that banks with higher interbank
exposure experienced larger outflows during Indian banking stress. In emerging economies
conceptualized by Beck and colleagues 2010 as bank dominated systems with similar asset
structures, such as oil and gas loans in Nigeria, informational contagion is high because banks look
similar to unsophisticated depositors.

2.5.5 Management Theory: Situational Crisis Communication Theory

Finally, how can panic be managed? This is explained by Situational Crisis Communication
Theory by Coombs 2007. The theory is built on Attribution Theory by Weiner 1985 which argues
that people attribute responsibility for negative events along locus, controllability and stability
dimensions, which drives emotions and behaviors. Coombs clusters crises into victim cluster
where organization is also victim such as rumors, accidental cluster, and preventable cluster.
Response strategies include deny, diminish, rebuild and bolstering. Supporting theories are
Stakeholder Theory by Freeman 1984 which argues different stakeholders need different
communication, and Dialogic Communication Theory by Kent and Taylor 2002 which emphasizes
mutuality and engagement, and Social Mediated Crisis Communication Model by Austin and
colleagues 2012 which argues that publics actively seek crisis information on social media.
Situational Crisis Communication Theory provides moderating role in framework. Crisis
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communication strategy moderate’s relationship between perceived risk and panic withdrawal
intention. Effective strategy, defined as timely within two hours, transparent with concrete
liquidity figures, dialogic with live Q and A, and joint bank and regulator communication, weakens
relationship so that even with high perceived risk, withdrawal intention is low. This was
empirically supported by Sturm and colleagues 2023 who found that joint communication with
concrete figures reduced Credit Default Swap spreads by 12 percent during Credit Suisse crisis.
Additional moderating theory is Financial Literacy Theory by Lusardi and Mitchell 2014 and
Inoculation Theory by McGuire 1964 which argues that pre bunking builds resistance to
misinformation. Financial literacy moderate’s relationship between social media exposure and
perceived risk: high literacy depositors can distinguish verified and fake information, so exposure
does not translate to high perceived risk.

2.5.6 Integrated Theoretical Framework Diagram and Narrative

The integrated framework can be narrated as causal chain: Structural Fragility from Diamond and
Dybvig provides precondition: banks are vulnerable due to maturity mismatch and low deposit
insurance coverage in Nigeria, creating possibility of bad equilibrium. Trigger and Micro Decision
from Prospect Theory and Information Cascade: Depositor is exposed to social media message
about bank distress, independent variable social media exposure. Exposure triggers loss aversion
and herd behavior, leading to perceived risk and trust erosion, mediating variables.

Amplification from Social Amplification of Risk Framework: Message is amplified through source
credibility and message virality, independent variables. Credible sources such as family or
influencers and viral characteristics such as emotional language and videos increase amplification,
intensifying perceived risk. Contagion from Financial Contagion Theory: Perceived risk leads to
panic withdrawal intention, dependent variable. Through network and narrative contagion, panic
spreads from one bank to system, justifying need for system level risk management model rather
than bank level only. Management from Situational Crisis Communication Theory and Financial
Literacy Theory: Two moderators intervene. Financial literacy moderates between exposure and
perceived risk, so that financially literate depositors filter misinformation. Crisis communication
strategy moderates between perceived risk and withdrawal intention, so that effective timely
transparent dialogic communication restores trust and reduces withdrawal even when perceived
risk is high. This chain explains both why social media induced bank runs happen and how they
can be managed.

Textual representation of framework:

Independent Variables: Social Media Exposure, Source Credibility, Message Virality —
influenced by Institutional Context of Emerging Economy: low trust, low financial literacy,
WhatsApp dominance, bank dominated system per Beck and colleagues 2010.

Mediators: Perceived Risk and Trust erosion.

Moderators: Financial Literacy moderates’ path from Social Media Exposure to Perceived Risk.
Crisis Communication Strategy moderates’ path from Perceived Risk to Panic Withdrawal
Intention.

Dependent Variable: Panic Withdrawal Intention leading to actual bank run and potential systemic
contagion.

Feedback loop: Panic withdrawal intention, if realized as actual withdrawals, generates new social
media content such as videos of queues, which becomes new social media exposure for other
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depositors, creating self-reinforcing loop, consistent with Diamond and Dybvig self-fulfilling
prophecy.

The framework justifies methodology: to test structural paths, Partial Least Squares Structural
Equation Modeling is needed to test mediation and moderation. To develop model, mixed methods
combining depositor survey, social media content analysis, and manager interviews are required.

In summary, the theoretical framework integrates five core theories into a single explanatory and
prescriptive model. Diamond and Dybvig explains structural vulnerability, Prospect Theory and
Information Cascade explain individual decision, Social Amplification of Risk Framework
explains amplification, Financial Contagion Theory explains systemic spread, and Situational
Crisis Communication Theory explains management. This integration addresses gap identified in
literature where theories are used in isolation. The framework is context sensitive to emerging
economies and provides basis for operationalized hypotheses tested in section 2.4 and for Risk
Management Model to be developed in Section Five.

2.6 Conceptual Framework

The conceptual framework for this study is the operational translation of the integrated theoretical
framework presented in section 2.5 into measurable constructs and hypothesized relationships that
will be empirically tested. While the theoretical framework explains why relationships exist using
established theories, the conceptual framework shows what will be measured and how variables
are related in this specific study context of crisis communication and social media induced bank
runs in emerging economies, using Nigeria as case study.

2.6.1 Definition and Purpose of Conceptual Framework

A conceptual framework is defined by Miles and Huberman in 1994 as a visual or written product
that explains either graphically or in narrative form the main things to be studied, the key factors,
concepts or variables and the presumed relationships among them. Imenda in 2014 clarifies that a
conceptual framework is the researcher's synthesis of literature to explain phenomenon and
represents the researcher's understanding of how particular variables are related and the theoretical
justification for those relationships.

The purpose in this study is threefold. First, to operationalize theories into measurable constructs.
Diamond and Dybvig Bank Run Theory 1983 explains vulnerability abstractly, but this study
operationalizes it as panic withdrawal intention measured through five survey items. Second, to
specify direction of causality for hypothesis testing. Third, to provide basis for developing a Risk
Management Model in Section Five.

2.6.2 Components of the Conceptual Framework
The framework consists of independent variables, mediating variable, moderating variables,
dependent variable, and contextual factors.

Independent Variables: Three independent variables are proposed as drivers of panic.

Social Media Exposure: Defined as degree to which depositor encounters bank related information
on social platforms, measured by frequency of receiving distress messages, daily hours spent on
social media where bank news appears, and membership in financial discussion groups.
Supporting construct comes from Kemp 2023 digital report which documents high WhatsApp
penetration in Nigeria.
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Source Credibility: Defined as perceived trustworthiness and expertise of sender of bank
message, measured by trust in family, financial influencers, purported Central Bank officials and
community leaders, based on Hovland and colleagues 1953 conceptualization.

Message Virality: Defined as characteristics that make message spread rapidly, measured by
emotional language, visual evidence such as videos of queues, number of forwards, and novelty,
based on Berger and Milkman 2012.

Mediating Variable: Perceived Risk and Trust Erosion.

Perceived risk is subjective assessment that deposits are at risk of loss, measured by feeling that
deposits are unsafe after seeing negative posts, low confidence in Nigeria Deposit Insurance
Corporation coverage, and belief that bank can hide true health. Trust is willingness to be
vulnerable based on ability, benevolence and integrity as conceptualized by Mayer and colleagues
1995. Perceived risk mediates relationship between independent variables and dependent variable,
meaning social media exposure does not directly cause withdrawal, but increases perceived risk,
which then causes withdrawal. This mediation logic is supported by Social Amplification of Risk
Framework by Kasperson and colleagues 1988.

Moderating Variables: Two moderators are proposed.

Financial Literacy: Defined as ability to understand deposit insurance, risk diversification and
ability to distinguish verified and fake information, based on Lusardi and Mitchell 2014. Financial
literacy moderate’s relationship between social media exposure and perceived risk. For high
financial literacy depositors, high exposure does not translate to high perceived risk because they
can filter misinformation, supporting Inoculation Theory by McGuire 1964.

Crisis Communication Strategy: Defined as bank and regulator response measured by
timeliness, transparency with specific liquidity figures, dialogic engagement such as live videos,
joint bank and regulator communication, and use of rebuild versus deny strategies based on
Coombs 2007 typology. Crisis communication strategy moderate’s relationship between perceived
risk and panic withdrawal intention. Even with high perceived risk, effective communication
reduces withdrawal intention, supporting Situational Crisis Communication Theory by Coombs
2007 and Social Mediated Crisis Communication Model by Austin and colleagues 2012.

Dependent Variable: Panic Withdrawal Intention.

Defined as self-reported likelithood to withdraw all or most funds within 24 hours of seeing
negative bank information on social media, measured by intention to withdraw via mobile app
immediately, advising others to withdraw, preference to keep money at home, and past actual
withdrawal due to rumor. This construct operationalizes bad equilibrium outcome in Diamond and
Dybvig 1983 model.

Contextual Factors: Emerging economy context including low institutional trust as documented
by Ozili 2022, low deposit insurance awareness where only 28 percent aware according to Nigeria
Deposit Insurance Corporation 2022, high reliance on informal networks per World Bank 2020
financial inclusion report, and WhatsApp dominance as noted by Rozanov 2023 in Bank for
International Settlements study on messaging apps and bank runs.
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2.6.3 Textual Representation of Conceptual Framework

Independent Variables: Social Media Exposure, Source Credibility, Message Virality —
Mediator: Perceived Risk and Trust Erosion — Dependent Variable: Panic Withdrawal Intention.
Moderator One: Financial Literacy moderates’ path from Social Media Exposure to Perceived
Risk, weakening positive relationship.

Moderator Two: Crisis Communication Strategy moderates’ path from Perceived Risk to Panic
Withdrawal Intention, weakening positive relationship.

Feedback loop: Panic Withdrawal Intention — actual withdrawals — new social media content
such as videos of queues — new Social Media Exposure for other depositors, creating self-
reinforcing cycle consistent with self-fulfilling prophecy in Diamond and Dybvig 1983.

The framework will be tested using Partial Least Squares Structural Equation Modeling with
interaction terms for moderation and bootstrapping for mediation, following Hair and colleagues
2017 guidelines for PLS SEM.

2.6.4 Justification for Positioning Conceptual Framework After Theoretical Framework with
Authoritative Precedence

There is a deliberate methodological reason why conceptual framework comes after theoretical
framework in this thesis structure, and this ordering follows authoritative and verifiable precedents
in research methodology literature and in doctoral thesis guidelines of leading universities. First,
methodological literature precedence: Imenda in 2014 in paper published in South African Journal
of Higher Education titled Is There a Conceptual Difference Between Theoretical and Conceptual
Frameworks makes explicit distinction. He argues theoretical framework is application of a theory
or set of theories to explain a phenomenon and is derived from existing theory, while conceptual
framework is researcher's own synthesis and operationalization of theories into variables for
specific study. Imenda states that theoretical framework should come first because it provides the
theoretical lens, and conceptual framework comes after because it is built upon theoretical
framework. Similarly, Grant and Osanloo in 2014 in paper published in Administrative Issues
Journal titled Understanding, Selecting and Integrating a Theoretical Framework in Dissertation
Research argue that theoretical framework is the foundation that guides research and must precede
conceptual framework which is investigator's constructed model based on theoretical framework.
They explicitly state that conceptual framework is developed after theoretical framework because
it represents operationalization of theoretical framework. Second, Miles and Huberman 1994 in
Qualitative Data Analysis: An Expanded Sourcebook, second edition, argue that theoretical
framework is the prior theory that informs study, while conceptual framework emerges from
theoretical framework and literature review to show specific relationships to be tested. The
temporal logic is theory first, then concepts derived from theory. Third, Ravitch and Riggan in
2017 in book Reason and Rigor: How Conceptual Frameworks Guide Research, second edition,
published by Sage, provide clear guidance. They define conceptual frameworks as argued
explanations of why study matters and how it will be conducted, built from theoretical frameworks
and literature. They argue conceptual framework comes after theoretical framework because it
integrates theories into specific study context.

Fourth, doctoral thesis structural precedence: University guidelines provide authoritative
precedence. University of Cambridge PhD thesis guide for Faculty of Education states that
literature review should present theoretical framework before conceptual framework because
theoretical framework provides theoretical underpinning and conceptual framework
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operationalizes it. University of Witwatersrand Postgraduate Handbook for PhD in Management
Sciences specifies order as conceptual literature, theoretical literature, theoretical framework, then
conceptual framework. University of Nairobi PhD thesis manual specifies same order. In Nigeria,
University of Lagos School of Postgraduate Studies PhD thesis format requires Section Two to
include theoretical framework before conceptual framework, as seen in published theses such as
Anichebe 2020 thesis on corporate communication in University of Nigeria repository. Fifth,
logical precedence: The research process is deductive. One starts with established theories from
Diamond and Dybvig 1983, Coombs 2007, Kasperson and colleagues 1988, Bikhchandani and
colleagues 1992, Allen and Gale 2000 to explain phenomenon. From those theories, one extracts
key constructs and proposes relationships specific to study context, which is conceptual
framework. Placing conceptual framework before theoretical framework would be putting
operational model before its theoretical justification, which is illogical. Therefore, positioning
conceptual framework after theoretical framework in this thesis follows authoritative
methodological scholarship by Imenda 2014, Grant and Osanloo 2014, Miles and Huberman 1994,
Ravitch and Riggan 2017, and institutional precedents from leading universities, and ensures that
conceptual framework is theoretically grounded and not ad hoc. In summary, conceptual
framework in this study translates integrated theories into testable model with three independent
variables, one mediator, two moderators, and one dependent variable, embedded in emerging
economy context, and its placement after theoretical framework follows established scholarly
precedence and logical research flow.

2.7 Gaps in Literature Reviewed

Despite extensive literature on bank runs, crisis communication, and social media, the synthesis
presented in sections 2.1 to 2.6 reveals significant gaps that justify the present study on crisis
communication and bank runs as a risk management model for managing social media induced
financial panic in emerging economies. The gaps are categorized into contextual gap, theoretical
gap, methodological gap, empirical gap, population gap, and practical model gap. Each gap is
supported by authoritative sources.

2.7.1 Contextual Gap: Dominance of Developed Market Evidence

The first major gap is contextual. Most robust high frequency empirical studies on social media
and bank runs are from developed markets, particularly the United States and Europe, using
Twitter or X data, which is not generalizable to emerging economies like Nigeria where WhatsApp
dominates. Cookson and colleagues in 2023 studied Silicon Valley Bank and Signature Bank
collapse using 5.4 million tweets from the United States. Artavanis and colleagues in 2022 studied
Greece using Twitter data. Sturm and colleagues in 2023 studied Credit Suisse using Twitter and
stock market data. These studies support Social Amplification of Risk Framework by Kasperson
and colleagues in 1988 and Diffusion of Innovations Theory by Rogers in 2003, but their context
is developed markets with high institutional trust, high deposit insurance coverage of 250,000
dollars, high financial literacy, and Twitter as dominant platform for financial discourse. In
Nigeria, context differs fundamentally. Kemp in 2023 reports that WhatsApp penetration in
Nigeria is over 90 percent of internet users, while Twitter penetration is less than 25 percent.
Financial discourse in Nigeria happens in closed WhatsApp groups, church groups, and via voice
notes in local languages, not on public Twitter. Rozanov in 2023 in Bank for International
Settlements Quarterly Review explicitly states that in Turkey and Lebanon, WhatsApp and
Telegram, not Twitter, were main channels for bank panic, and that voice notes were particularly
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impactful due to low literacy. This contextual difference means findings from Twitter based
studies may not apply. Nigerian empirical studies such as Ezeuduji and Nkwo in 2021 studied
Enugu State with 320 respondents and found correlation between social media communication and
bank reputation, r equals 0.61, but studied reputation not panic behavior. Nwaeze and colleagues
in 2022 studied Lagos with 400 respondents and found 23 percent acted on false WhatsApp
information, but used descriptive statistics only. No Nigerian study has conducted high frequency
analysis of WhatsApp and Facebook messages during actual panic episode such as 2023-naira
redesign crisis, combined with depositor survey. Thus, contextual gap exists: lack of empirical
evidence from WhatsApp dominated emerging economies with low deposit insurance awareness
where only 28 percent aware according to Nigeria Deposit Insurance Corporation 2022, and low
institutional trust as documented by Ozili 2022.

2.7.2 Theoretical Gap: Fragmented Use of Theories Without Integration

Second gap is theoretical. Existing literature uses theories in isolation without integration into a
single explanatory framework for social media induced bank runs.

Diamond and Dybvig 1983 Bank Run Theory explains structural fragility but does not account for
social media coordination, herd behavior, or crisis communication. Situational Crisis
Communication Theory by Coombs 2007 explains crisis response strategies but was developed for
product harm crises in Western contexts and does not explain why panic starts or amplifies. Social
Amplification of Risk Framework by Kasperson and colleagues 1988 explains amplification but
does not explain individual decision making or management. Information Cascade Theory by
Bikhchandani and colleagues 1992 explains herd but does not explain systemic contagion.
Eriksson in 2018 in systematic review of crisis communication on social media found that most
studies use single theory, either Situational Crisis Communication Theory or Social Mediated
Crisis Communication Model by Austin and colleagues 2012, without integrating financial
theories. Similarly, banking studies such as Iyer and Puri 2012 use Network Theory but ignore
crisis communication. Supporting theory for integration need comes from Weick in 1995 in
Sensemaking Theory who argues that crises require integration of multiple perspectives. Grant and
Osanloo in 2014 argue that integrating theories provides stronger explanatory power. No study in
reviewed literature integrates Diamond and Dybvig structural fragility, Prospect Theory by
Kahneman and Tversky 1979 loss aversion, Information Cascade herd formation, Social
Amplification of Risk Framework amplification, Financial Contagion Theory by Allen and Gale
2000 systemic spread, and Situational Crisis Communication Theory management into one
framework specifically for emerging economies. This integration is needed because social media
induced bank run is a socio technical financial phenomenon that is simultaneously financial,
psychological, communicational and systemic.

2.7.3 Methodological Gap: Over reliance on Single Methods and Twitter Data

Third gap is methodological. Reviewed empirical studies exhibit three methodological limitations.
First, over reliance on secondary Twitter data. Cookson and colleagues 2023, Artavanis and
colleagues 2022, Sturm and colleagues 2023 all use Twitter data scraped via Application
Programming Interface. Twitter data is public and easy to scrape, but in Nigeria, most panic
messages are on private WhatsApp groups that are end to end encrypted and not easily scrapable.
Methodologies for collecting WhatsApp data through participant sharing as used by Nwaeze and
colleagues 2022 are underdeveloped and not combined with survey data. Second, over reliance on
either quantitative experiments or qualitative interviews, not mixed methods. Coombs and
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Holladay 2002 use experiments, Owusu and Simpson 2022 in Ghana use qualitative interviews,
Ezeuduji and Nkwo 2021 use surveys with simple correlation. No Nigerian study uses mixed
methods combining social media content analysis of WhatsApp and Facebook, depositor survey
with Partial Least Squares Structural Equation Modeling, and key informant interviews with risk
managers and regulators to develop and validate a model. Creswell and Creswell in 2018 in
Research Design argue that mixed methods provide stronger validation for model development.
Third, limited use of advanced statistical techniques to test moderation and mediation. Most
Nigerian studies such as Adeyemi 2011 use descriptive or logistic regression. Studies that test
moderating effects of financial literacy and crisis communication strategy using interaction terms
in Partial Least Squares Structural Equation Modeling as recommended by Hair and colleagues
2017 are lacking. Also, no study uses high frequency event study methodology to link social media
sentiment to hourly deposit outflows in Nigeria due to lack of access to bank level deposit data.
Thus, methodological gap exists: absence of context relevant mixed methods design that combines
WhatsApp data, survey and interviews with advanced structural equation modeling for model
development.

2.7.4 Empirical Gap: Lack of Evidence on Moderators and Actual Withdrawal Behavior
Fourth gap is empirical. While empirical studies confirm that social media exposure leads to bank
runs, evidence on moderators and actual depositor behavior in emerging economies is lacking.
Moderating role of financial literacy: Lusardi and Mitchell in 2014 across many countries found
low financial literacy leads to poor decisions, and Adetunji and David in 2018 in Nigeria found
only 31 percent financial literacy and correlation with acting on unverified information. However,
no study has empirically tested financial literacy as moderator between social media exposure and
perceived risk in Nigerian banking panic context using structural modeling. Inoculation Theory by
McGuire 1964 suggests financial literacy can inoculate against misinformation, but this has not
been tested empirically in Nigeria with banking data. Civelek and colleagues 2023 tested
inoculation experimentally in Turkey but not in Africa. Moderating role of crisis communication
strategy: Sturm and colleagues 2023 found that timely joint communication reduced spreads by 12
percent in Credit Suisse, and Ki and Nekmat 2014 found dialogic communication reduced anger
on Facebook. However, these studies measured stock market reaction or anger, not actual
moderating effect on relationship between perceived risk and panic withdrawal intention. Tetteh
and colleagues 2021 in Ghana found transparency predicted trust restoration, R square equals 0.48,
but was post crisis, not during active panic. No study in Nigeria has tested crisis communication
strategy as moderator using interaction terms during social media panic. Actual withdrawal
behavior versus intention: Most studies measure stock returns, Credit Default Swap spreads, or
intention, not actual withdrawals due to data confidentiality. Davenport and McDill in 2006 in
United States used Federal Deposit Insurance Corporation failed bank data to study actual
withdrawals, but no Nigerian study has access to such data. This study uses withdrawal intention
as proxy, but also asks about past actual withdrawal due to rumor, which partially addresses gap.

2.7.5 Population Gap: Limited Coverage and Representativeness

Fifth gap is population gap. Empirical studies in Nigeria are limited in geographic scope and
population coverage.

Ezeuduji and Nkwo 2021 covered only Enugu State with 320 customers, Nwaeze and colleagues
2022 covered only Lagos with 400 customers, Ogundele and Akinyede 2023 covered only
university students in Southwest. No study covers multiple financial hubs such as Lagos, Abuja
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and Port Harcourt to capture regional diversity in a multi ethnic country like Nigeria. Lagos is
commercial hub with high financial sophistication, Abuja is administrative capital with high civil
servant population, Port Harcourt is oil hub with high income volatility. Behavior may differ across
these. Also, most studies focus on retail depositors only, ignoring corporate depositors who move
larger funds silently via electronic transfers as documented by Diamond and Dybvig extended
model and by Goldsmith Pinkham and Yorulmazer 2010 who found corporate depositors drove
Northern Rock run. Interviews with risk managers and regulators are also lacking, as seen in
Owusu and Simpson 2022 Ghana study which interviewed 25 managers but Nigerian studies rarely
include supply side perspective. Thus, population gap exists: limited geographic coverage and
exclusion of key informants needed for model development.

2.7.6 Practical Gap: Absence of Validated Risk Management Model for Emerging
Economies

Sixth and most critical gap is practical gap: absence of an empirically validated, context specific
Risk Management Model for managing social media induced financial panic in emerging
economies. Existing risk management frameworks such as Basel III by Bank for International
Settlements 2011 categorize risks into credit, market and operational risks, and treat reputational
risk as secondary risk. Central Bank of Nigeria Risk Based Supervision Framework 2020 does not
explicitly include social media monitoring as part of liquidity risk management. Enterprise Risk
Management by Committee of Sponsoring Organizations 2017 advocates integration but does not
provide specific protocol for social media induced liquidity risk. Crisis communication models
such as Situational Crisis Communication Theory by Coombs 2007 and Social Mediated Crisis
Communication Model by Austin and colleagues 2012 provide response strategies but do not
integrate early detection, verification, stakeholder differentiated response and regulatory
coordination into a single risk management model for banks. They are communication models, not
risk management models. No study reviewed has developed and validated a Risk Management
Model that includes components such as social listening command center, rapid verification
protocol with Central Bank of Nigeria and Nigeria Deposit Insurance Corporation, stakeholder
differentiated crisis communication playbook for retail versus corporate depositors, influencer
engagement strategy, and post crisis trust rebuilding, specifically tailored to WhatsApp dominated
low trust environment. Laeven and Valencia in 2018 in International Monetary Fund study of
systemic banking crises found that crises in emerging economies have larger fiscal costs due to
lack of preparedness frameworks. World Bank 2020 financial inclusion report argues that lack of
trust management frameworks threatens financial inclusion gains. Therefore, the practical gap is
the absence of actionable model that banks and regulators in Nigeria and other emerging
economies can adopt to prevent and manage high velocity social media induced bank runs, which
is the core contribution of this study. In summary, the literature reviewed, while extensive, leaves
six interconnected gaps: contextual gap due to developed market Twitter dominance versus
emerging market WhatsApp reality, theoretical gap due to fragmented use of theories,
methodological gap due to single method reliance, empirical gap due to lack of moderator testing
and actual behavior data, population gap due to limited geographic and stakeholder coverage, and
practical gap due to absence of validated model. This study addresses these gaps by integrating
five theories, using mixed methods across three Nigerian financial hubs, testing moderation with
Partial Least Squares Structural Equation Modeling, and developing a context specific Risk
Management Model.
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2.8 Summary of Literature Review

This section reviewed literature from 2.1 to 2.7 to establish foundation for developing a Risk
Management Model for managing social media induced financial panic in emerging economies.
Section 2.1 conceptual literature clarified eight core concepts. Bank runs were conceptualized by
Diamond and Dybvig 1983 as fragility from maturity mismatch between demand deposits and
illiquid assets, supported by Financial Intermediation Theory by Bryant 1980. Financial panic and
contagion were conceptualized by Kindleberger and Aliber 2011 and Allen and Gale 2000 as direct
and informational contagion, extended to narrative contagion by Shiller 2019. Crisis
communication was conceptualized by Coombs 2007 in Situational Crisis Communication
Theory, extended to social mediated context by Austin and colleagues 2012, supported by
Attribution Theory by Weiner 1985 and Stakeholder Theory by Freeman 1984. Social media
induced financial panic was conceptualized as trigger, amplification, coordination and speed
dimensions, supported by Social Amplification of Risk Framework by Kasperson and colleagues
1988 and virality concept by Berger and Milkman 2012. Risk management was conceptualized
under Basel framework by Bank for International Settlements 2011, with reputational risk as
secondary, critiqued by Power 2005 and Gatzert and Schmit 2016, and Enterprise Risk
Management by Committee of Sponsoring Organizations 2017 advocating integration. Trust was
conceptualized by Mayer and colleagues 1995 as ability, benevolence and integrity, with
institutional, organizational and interpersonal levels, relevant to Nigeria where interpersonal trust
supersedes institutional trust as found by Ozili 2022. Emerging economies context was
conceptualized by Beck and colleagues 2010 as bank dominated with weak institutions, supported
by Institutional Theory by North 1990. Digital misinformation was conceptualized by Wardle and
Derakhshan 2017 as seven types, with Vosoughi and colleagues 2018 showing false news spreads
six times faster than true news. Section 2.2 theoretical literature reviewed ten integrated theories.
Diamond and Dybvig 1983 explains structural vulnerability and multiple equilibria, supported by
Asymmetric Information Theory by Akerlof 1970. Situational Crisis Communication Theory by
Coombs 2007 explains matching response strategies to attribution, supported by Image Restoration
Theory by Benoit 1995 and Dialogic Communication Theory by Kent and Taylor 2002. Social
Amplification of Risk Framework by Kasperson and colleagues 1988 explains how amplification
stations like social media intensify minor risk into system crisis, supported by Risk Perception
Theory by Slovic 1987. Information Cascade Theory by Bikhchandani and colleagues 1992
explains herd where individuals abandon private signals to follow others, supported by Herd
Behavior Theory by Banerjee 1992 and Bounded Rationality by Simon 1955. Financial Contagion
Theory by Allen and Gale 2000 explains systemic spread through direct and informational
channels, supported by Network Theory by Jackson 2008. Attribution Theory by Heider 1958 and
Weiner 1985 explains how locus, controllability and stability attributions drive anger and
withdrawal. Stakeholder Theory by Freeman 1984 emphasizes differentiated stakeholder needs.
Prospect Theory by Kahneman and Tversky 1979 explains loss aversion where fear of losing
deposits looms larger than interest gains, supported by Behavioral Finance Theory by Thaler 2015.
Diffusion of Innovations Theory by Rogers 2003 explains how misinformation diffuses via
opinion leaders. Agenda Setting Theory by McCombs and Shaw 1972 explains how algorithms
set what depositors think about. Integrated chain is fragility to trigger to amplification to contagion
to management.

Section 2.3 empirical literature reviewed four streams. On bank runs and depositor behavior, Iyer
and Puri 2012 using 100,000 depositors in India found social network effects predicted
withdrawals, supporting Information Cascade Theory, while Goldsmith Pinkham and Y orulmazer
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2010 found media amplified Northern Rock run. Nigerian studies such as Akinyomi and Olutoye
2015 found governance predicted distress but did not study depositor behavior. On social media
and financial panic, Chen and colleagues 2014 found social media sentiment predicted market
returns, Artavanis and colleagues 2022 in Greece found one standard deviation increase in Twitter
exposure led to 4 percent more outflows, and Cookson and colleagues 2023 analyzing 5.4 million
tweets during Silicon Valley Bank collapse found high social media exposure led to 30 percent
higher outflows and venture capitalist tweets acted as coordination devices, supporting Social
Amplification of Risk Framework. Rozanov 2023 in Bank for International Settlements study
found WhatsApp and Telegram, not Twitter, drive panic in Turkey and Lebanon, relevant to
Nigeria. Nigerian studies such as Ezeuduji and Nkwo 2021 found r equals 0.61 between social
media communication and bank reputation, and Nwaeze and colleagues 2022 found 23 percent of
Lagos respondents acted on false WhatsApp information, but were descriptive. On crisis
communication effectiveness, Coombs and Holladay 2002 found rebuild strategies outperform
deny, Ki and Nekmat 2014 found dialogic Facebook communication reduced anger, Sturm and
colleagues 2023 found joint bank and regulator communication with concrete figures reduced
Credit Default Swap spreads by 12 percent, while Owusu and Simpson 2022 in Ghana found
bolstering strategies worked after banking cleanup, and Civelek and colleagues 2023 found
inoculation reduced belief in false bank rumors by 30 percent, supporting Inoculation Theory by
McGuire 1964. On risk management and trust, Gatzert and Schmit 2016 found reputational risk
exposure reduced return on assets, Ozili 2022 in Nigeria found trust predicted stability more than
capital adequacy, Sapienza and Zingales 2012 found trust fell from 68 percent to 33 percent during
2008 crisis, Lusardi and Mitchell 2014 found low financial literacy leads to poor decisions, Nigeria
Deposit Insurance Corporation 2022 reports only 28 percent awareness of deposit insurance, and
International Association of Deposit Insurers 2021 found awareness below 30 percent in Sub
Saharan Africa. Section 2.4 operationalized five null hypotheses: HO1 social media exposure has
no effect on panic withdrawal intention, H02 source credibility has no effect on panic behavior,
HO03 message virality has no effect, HO4 crisis communication strategy has no moderating effect
on perceived risk to withdrawal intention relationship, and HO5 financial literacy has no
moderating effect on exposure to perceived risk relationship. Each hypothesis was operationalized
with measurement indicators and justified theoretically and empirically. Section 2.5 presented
theoretical framework integrating five core theories into causal chain: Diamond and Dybvig
structural fragility provides precondition, Prospect Theory and Information Cascade explain
individual decision and perceived risk as mediator, Social Amplification of Risk Framework
explains amplification via source credibility and message virality, Financial Contagion Theory
explains systemic spread, and Situational Crisis Communication Theory plus Financial Literacy
Theory explain management via moderators. Feedback loop shows withdrawals generate new
social media content creating self-reinforcing cycle.

Section 2.6 presented conceptual framework translating theories into testable model with three
independent variables social media exposure, source credibility, message virality, mediator
perceived risk and trust erosion, moderator’s financial literacy and crisis communication strategy,
dependent variable panic withdrawal intention, and contextual factors of emerging economy.
Justification for positioning conceptual framework after theoretical framework was provided with
authoritative precedence from Imenda 2014 who states theoretical framework should come first as
foundation and conceptual framework after as operationalization, Grant and Osanloo 2014 who
argue theoretical framework guides and conceptual framework is constructed after, Miles and
Huberman 1994, Ravitch and Riggan 2017, and doctoral thesis guidelines from University of
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Cambridge, University of Witwatersrand and University of Lagos, plus logical deductive flow
from theory to operational model.

Section 2.7 identified six gaps. Contextual gap: most robust studies from developed markets using
Twitter data such as Cookson and colleagues 2023, while Nigeria is Whats App dominated with 90
percent penetration per Kemp 2023, and Nigerian studies are descriptive. Theoretical gap:
fragmented use of theories in isolation without integration. Methodological gap: over reliance on
Twitter scraping and single methods, absence of mixed methods combining WhatsApp content
analysis, survey with Partial Least Squares Structural Equation Modeling per Hair and colleagues
2017, and interviews. Empirical gap: lack of testing of moderator’s financial literacy and crisis
communication strategy and actual withdrawal behavior. Population gap: limited geographic
coverage to single states like Enugu or Lagos, exclusion of corporate depositors and managers.
Practical gap: absence of validated context specific Risk Management Model, as Basel III by Bank
for International Settlements 2011 and Central Bank of Nigeria Risk Based Supervision
Framework 2020 do not include social media monitoring, and existing crisis communication
models are communication models not integrated risk management models.

In summary, literature confirms banking is inherently fragile per Diamond and Dybvig 1983, social
media accelerates runs per Cookson and colleagues 2023 and Vosoughi and colleagues 2018, crisis
communication can mitigate if timely and transparent per Coombs 2007 and Sturm and colleagues
2023, trust and financial literacy moderate outcomes per Ozili 2022 and Lusardi and Mitchell
2014, but evidence from WhatsApp dominated emerging economies and integrated model are
lacking, which this study addresses through mixed methods across Lagos, Abuja and Port Harcourt
to develop validated Risk Management Model.

3.1 Research Methodology

This section presents the research methodology adopted for the study on crisis communication and
bank runs as a risk management model for managing social media induced financial panic in
emerging economies, with reference to Nigeria. The Section is anchored on the research objectives
formulated in section 1.3, the research questions in section 1.4, the hypotheses operationalized in
section 2.4, and the conceptual framework developed in section 2.6 which proposed three
independent variables, one mediating variable, two moderating variables and one dependent
variable. The methodology follows mixed methods approach combining quantitative survey and
social media content analysis with qualitative key informant interviews to develop and validate a
Risk Management Model. The Section is structured as research philosophy, research design,
population of the study, sample size and sampling technique, data collection instruments,
operationalization of variables, validity and reliability, data analysis techniques, ethical
considerations, and limitations.

3.2 Research Philosophy and Paradigm

This study adopts pragmatism as philosophical paradigm.

Pragmatism is defined by Saunders and colleagues in 2019 in Research Methods for Business
Students, eighth edition, as a philosophy that focuses on practical consequences and what works
to answer research questions, accepting both objective and subjective views of reality. Creswell
and Creswell in 2018 in Research Design: Qualitative, Quantitative and Mixed Methods
Approaches argue that pragmatism is the primary paradigm for mixed methods because it justifies
integration of quantitative and qualitative approaches without being constrained by positivism or
interpretivism.
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Positivism alone, which assumes single objective reality and uses quantitative testing as advocated
by Bryman in 2016, would not capture lived experiences of risk managers and emotional
dimensions of panic. Interpretivism alone, which assumes socially constructed reality as described
by Burrell and Morgan in 1979, would not allow hypothesis testing of moderation effects using
Partial Least Squares Structural Equation Modeling.

Pragmatism is appropriate for this study for four reasons. First, the phenomenon is socio technical:
it is financial and communicational, requiring both measurement of causal relationships and
understanding of meanings. Second, the objective is both explanatory to test effects of social media
exposure, source credibility and message virality on panic withdrawal intention, and prescriptive
to develop a Risk Management Model, which requires practical orientation. Third, the conceptual
framework integrates theories that span positivist tradition such as Diamond and Dybvig 1983
Bank Run Theory and Prospect Theory by Kahneman and Tversky 1979, and interpretivist
tradition such as Situational Crisis Communication Theory by Coombs 2007 and Social
Amplification of Risk Framework by Kasperson and colleagues 1988. Pragmatism allows
integration. Fourth, mixed methods research on bank runs in emerging economies such as Rozanov
in 2023 in Bank for International Settlements study recommends pragmatism to combine social
media analytics with survey.

Supporting theory for pragmatism is Dewey 1931 instrumentalism which argues that knowledge
is judged by its usefulness for solving problems. This study seeks to solve practical problem of
bank panic management.

3.3 Research Design: Explanatory Sequential Mixed Methods

The study adopts explanatory sequential mixed methods design as defined by Creswell and Plano
Clark in 2018.

The design is denoted as QUAN — qual — model development, consisting of three phases. Phase
One is quantitative survey of depositors to test hypothesized relationships in conceptual
framework. Phase Two is quantitative social media content analysis of WhatsApp and Facebook
messages to validate actual virality and source credibility patterns. Phase Three is qualitative key
informant interviews with risk managers, communication managers, and regulators to explain
quantitative results and co create Risk Management Model.

This design is justified because quantitative phase provides generalizable patterns across 500
depositors, while qualitative phase provides depth to explain why certain crisis communication
strategies work in Nigerian context, consistent with recommendation by Tashakkori and Teddlie
in 2010 that explanatory sequential design is best when quantitative results need explanation.
Ivankova and colleagues in 2006 found this design effective for model development. The study is
cross sectional in time horizon because it collects data at one point after the 2023-naira redesign
crisis and 2023 United States banking crisis which serve as reference events, as defined by
Saunders and colleagues 2019. Cross sectional is appropriate because longitudinal tracking of
actual deposit outflows is not possible due to bank secrecy. Research strategy includes survey,
archival content analysis, and phenomenology for interviews, as suggested by Creswell and Poth
in 2018.
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3.4 Population of the Study

The population comprises three distinct groups for three data sources.

Population One for survey: All adult bank depositors who own smartphone, have active bank
account with commercial banks in Nigeria, and are active on at least one social media platform
such as WhatsApp or Facebook. Nigeria has over 120 million bank accounts according to Nigeria
Inter Bank Settlement System 2023 report, and over 109 million internet users according to Kemp
2023. Target cities are Lagos, Abuja, and Port Harcourt, selected as three major financial hubs
representing Southwest, North Central, and South South geopolitical zones, with high commercial
activity, administrative influence, and oil economy respectively. Lagos has estimated 15 million
banked adults, Abuja 3 million, Port Harcourt 2 million, based on National Bureau of Statistics
2022.

Population Two for social media content analysis: All social media messages related to bank
distress, bank runs, or banking crisis shared in Nigeria between January 2023 and December 2023,
period covering United States Silicon Valley Bank collapse in March 2023 which generated global
contagion narratives, and Nigeria naira redesign crisis January to March 2023 which generated
local panic narratives.

Population Three for qualitative interviews: All heads of risk management, heads of corporate
communications, and regulatory officials in commercial banks and regulatory bodies in Nigeria.
There are 24 commercial banks licensed by Central Bank of Nigeria as of 2023, plus Central Bank
of Nigeria and Nigeria Deposit Insurance Corporation as regulators.

3.5 Sample Size and Sampling Technique

Sample size for survey: 500 depositors. Calculation is based on Cochran 1977 formula for infinite
population: n equals Z squared multiplied by p multiplied by q divided by e squared, where Z
equals 1.96 for 95 percent confidence, p equals 0.5 for maximum variability, e equals 0.05 margin
of error. This yields 384. To account for non-response and for Partial Least Squares Structural
Equation Modeling requirement of at least 10 times number of indicators as recommended by Hair
and colleagues 2017, the study has 40 indicators, requiring minimum 400, the study uses 500.
Allocation: Lagos 250, Abuja 125, Port Harcourt 125, proportional to banked population.
Sampling technique for survey: Multi stage cluster and stratified random sampling as
recommended by Etikan and Bala in 2017. Stage one: purposive selection of three cities as clusters
representing major economic zones. Stage two: stratification by bank branches. Within each city,
list of top 10 commercial banks by asset size according to Central Bank of Nigeria 2022 is used.
Five branches per bank per city are randomly selected using simple random sampling. Stage three:
convenience sampling of depositors exiting bank branches and markets, screened for smartphone
ownership and social media usage. To reduce bias, sampling is conducted at different times of day
and days of week. Sample size for social media content analysis: 500 messages. This comprises
300 WhatsApp messages and 200 Facebook posts. WhatsApp messages are collected through
participant donation method as used by Nwaeze and colleagues 2022 and by Garimella and Tyson
in 2018 in study of WhatsApp in India. Respondents from survey who consent are asked to donate
anonymized bank related messages received in past year. Facebook posts are collected via Crowd
Tangle public posts search for keywords such as bank collapse, bank run, withdraw money, bank
distress in Nigeria. Sampling technique for content analysis: Purposive and snowball sampling for
WhatsApp, as WhatsApp is encrypted. The approach is validated by Mathew and colleagues in
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2019. Sample size for interviews: 20 key informants. This follows saturation principle as defined
by Guest and colleagues in 2006 who found that 12 interviews are sufficient for thematic
saturation, and 20 provides additional coverage. Composition: 8 risk managers, 8 communication
managers, 2 Central Bank officials, 2 Nigeria Deposit Insurance Corporation officials.

Sampling technique for interviews: Purposive expert sampling and snowball sampling as
recommended by Palinkas and colleagues in 2015. Criteria: minimum 5 years’ experience in risk
or communication, direct involvement in managing 2023 crisis communication or liquidity risk.

3.6 Data Collection Instruments and Procedures

Three instruments are used, corresponding to questionnaire referenced in the prompt.
Instrument One: Structured Questionnaire for Depositors. The questionnaire has seven sections.
Section A: Demographics including age, gender, education, city, occupation, income, based on
National Bureau of Statistics classification. Section B: Social Media Exposure, 6 items adapted
from Artavanis and colleagues 2022 and Kemp 2023, measured on 5-point Likert scale from
strongly disagree to strongly agree. Sample item: I frequently receive messages about bank distress
on WhatsApp. Section C: Source Credibility, 6 items adapted from Ohanian 1990 scale for
expertise and trustworthiness, measuring trust in family, influencers, Central Bank purported
messages. Section D: Message Virality, 5 items adapted from Berger and Milkman 2012 virality
scale, measuring emotional language, visual evidence, forward count. Section E: Perceived Risk
and Trust, 6 items adapted from Mayer and colleagues 1995 trust model and Slovic 1987 risk
perception, measuring feeling deposits unsafe. Section F: Financial Literacy, 4 items adapted from
Lusardi and Mitchell 2014 financial literacy questions, including deposit insurance awareness and
ability to identify fake news. Section G: Panic Withdrawal Intention and Crisis Communication
Evaluation, 10 items, 5 for withdrawal intention adapted from Iyer and Puri 2012 and 5 for
evaluation of bank communication timeliness, transparency, dialogic nature based on Coombs
2007 and Tetteh and colleagues 2021.

Questionnaire is administered via paper and via Google Forms with trained research assistants
fluent in English, Pidgin and local languages. Pilot test with 50 respondents in Lagos is conducted
to check clarity.

Instrument Two: Content Analysis Code Sheet. Based on Krippendorff 2018 content analysis
methodology. Code sheet captures source type such as family, influencer, purported regulator,
message type such as misinformation, disinformation, malinformation per Wardle and Derakhshan
2017, virality features such as emotional words, use of video, number of forwards, credibility
markers, and narrative per Shiller 2019. Two independent coders trained with inter coder reliability
measured via Cohen Kappa, target above 0.80 as recommended by Neuendorf 2017.

Instrument Three: Semi Structured Interview Guide. Based on Kallio and colleagues 2016 guide
for developing interview guides. Guide has 10 open ended questions exploring experiences
managing 2023 panic, social media monitoring practices, verification protocols with regulators,
crisis communication strategies used, challenges with WhatsApp misinformation, and suggestions
for model components. Interviews last 45 to 60 minutes, conducted face to face or via Zoom, audio
recorded with consent, transcribed verbatim.
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3.7 Operationalization and Measurement of Variables
Operationalization follows Hair and colleagues 2017 and Diamantopoulos and colleagues 2012
for reflective constructs.

Social Media Exposure: Reflective construct, 6 indicators, measured on 5-point Likert scale,
adapted from Artavanis and colleagues 2022. Analysis as independent variable.

Source Credibility: Reflective construct, 6 indicators, adapted from Ohanian 1990 credibility
scale with expertise and trustworthiness dimensions, measured on 5-point Likert scale.

Message Virality: Reflective construct, 5 indicators, adapted from Berger and Milkman 2012,
measuring novelty, emotional arousal, visual evidence.

Perceived Risk: Reflective construct, 6 indicators, adapted from Slovic 1987 and Mayer and
colleagues 1995, mediator.

Financial Literacy: Formative and reflective mix, 4 indicators, adapted from Lusardi and Mitchell
2014, moderator measured via objective questions and self-reported ability.

Crisis Communication Strategy: Reflective construct, 5 indicators, adapted from Coombs 2007
response strategies typology and Sturm and colleagues 2023 timeliness and transparency
measures, moderator.

Panic Withdrawal Intention: Reflective construct, 5 indicators, adapted from Iyer and Puri 2012
and Sapienza and Zingales 2012 trust crisis study, dependent variable.

All Likert items scored 1 to 5. Financial literacy objective items scored 0 or 1 and converted to
scale.

3.8 Validity and Reliability

For quantitative survey, validity is ensured through multiple steps.

Content validity: Questionnaire reviewed by 5 experts, 3 academics in banking and
communication from University of Lagos and University of Nigeria, and 2 practitioners from risk
management, as recommended by Lynn 1986. Content Validity Index target above 0.80.

Face validity: Pilot test with 50 depositors checks language clarity, ambiguity, time taken.
Construct validity: Convergent validity via Average Variance Extracted above 0.50, discriminant
validity via Heterotrait Monotrait ratio below 0.85 as recommended by Henseler and colleagues
in 2015, and Fornell and Larcker 1981 criterion.

Criterion validity: Correlation with related constructs.

Reliability: Internal consistency measured via Cronbach Alpha above 0.70 as per Nunnally and
Bernstein 1994, and Composite Reliability above 0.70. For financial literacy objective items,
Kuder Richardson 20 used. For content analysis, validity via expert review of code sheet and
triangulation with survey, reliability via inter coder reliability using Cohen Kappa above 0.80 and
Krippendorff Alpha above 0.80 as per Krippendorff 2018. For qualitative interviews,
trustworthiness criteria by Lincoln and Guba 1985 are used: credibility via member checking
where transcripts returned to participants, transferability via thick description of Nigerian context,
dependability via audit trail, confirmability via reflexivity journal. Triangulation across three data
sources enhances validity as argued by Denzin 1978.

Common method bias tested via Harman single factor test and via marker variable technique as
recommended by Podsakoff and colleagues 2003, since survey uses single respondent.
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3.9 Data Analysis Techniques
Analysis follows three phases.

Phase One Quantitative Survey Analysis:

Data cleaning via SPSS version 28, checking missing data, outliers via Mahalanobis distance.
Descriptive statistics: mean, standard deviation, frequency. Inferential: Partial Least Squares
Structural Equation Modeling using SmartPLS 4 software, chosen because it handles complex
models with mediation and moderation, does not require normal distribution, and is recommended
for exploratory model development by Hair and colleagues 2017. Steps: assessment of
measurement model for reliability and validity, assessment of structural model for path
coefficients, R square, effect size f square per Cohen 1988, predictive relevance Q square via
blindfolding per Geisser 1974 and Stone 1974, and hypothesis testing via bootstrapping with 5000
subsamples for t values and p values. Moderation tested via interaction term approach as per
Henseler and Fassott 2010, using product indicator for financial literacy and crisis communication
strategy. Mediation tested via indirect effects as per Zhao and colleagues 2010.

Phase Two Social Media Content Analysis:

Content analysis using NVivo 12. Descriptive analysis of frequency of source types,
misinformation types, virality features. Sentiment analysis using VADER lexicon adapted for
Nigerian Pidgin. Chi square test to compare virality of true versus false messages, following
Vosoughi and colleagues 2018 methodology. Results used to triangulate survey findings on virality
and credibility.

Phase Three Qualitative Interview Analysis:

Thematic analysis following Braun and Clarke 2006 six phase process: familiarization, generating
initial codes, searching for themes, reviewing themes, defining themes, writing up. Coding done
in NVivo 12 with open coding then axial coding per Strauss and Corbin 1998. Themes mapped to
Risk Management Model components. Results used to explain quantitative findings and to develop
model.

Integration for Model Development:

Triangulation protocol by Farmer and colleagues 2006 to integrate findings. Joint display table to
show how quantitative paths, content analysis patterns, and qualitative themes converge to support
model components. Model validation via expert panel of 10 experts using Delphi method as
described by Dalkey and Helmer 1963, two rounds to achieve consensus on model components.

3.10 Justification for Mixed-Methods with Primary Data Questionnaire and Secondary Data.
The objectives are about perception, intention, and behavior: panic intention, trust, perceived risk,
source credibility, response to crisis communication. These are latent psychological constructs.
You cannot get them from CBN annual reports or NDIC data.

What can be measured with questionnaire

1. Independent Variables: Social Media Exposure, Message Virality, Source Credibility
ii. Mediating: Perceived Risk, Trust

ii1. Dependent Variable: Panic Withdrawal Intention

iv. Moderating: Financial Literacy, Crisis Communication Effectiveness
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Recommended Questionnaire Design:

Population 1 - Depositors: This is your main population. Use structured questionnaire with 5-point
Likert scale. You need 400-500 depositors for SEM. Your sampling should be stratified by bank
type in Nigeria: Tier 1 banks, Tier 2, and Microfinance.

Population 2 - Bank Staff: Risk Managers, Corporate Communication Managers, Branch
Managers. Use semi-structured questionnaire/interview guide. 15-25 interviews. This is for model
validation.

Analysis for questionnaire: Use PLS-SEM with SmartPLS 4. This allows you to test your HO1-
HO04 and develop the model. Cronbach Alpha, AVE, HTMT for reliability, then path analysis. For
this topic, using secondary data alone is weak, and requires to triangulate to make the study robust.

Types of secondary data needed

Social Media Data:

1. WhatsApp forwarded messages about Nigerian banks during 2023 Naira scarcity crisis

i1 Twitter/X posts about banks using keywords like "bank name + crash, distress, no money"
iii. Content Analysis and Sentiment Analysis. This proves that panic actually happens.

Financial and Regulatory Data:

i. CBN Financial Stability Reports

ii. NDIC Annual Reports - for deposit insurance coverage and failed banks data

iii. Bank Annual Reports - for liquidity ratios and deposit outflows during crisis periods
iv. World Bank Global Financial Inclusion Database - for context

Event Data
1. Timeline of bank runs: Silicon Valley Bank March 2023, Credit Suisse March 2023, Nigerian
banks during 2009 crisis and 2023 cash crunch. You will use this for your case analysis.

Explanatory Sequential Mixed-Methods Design.

Phase 1: Secondary Data

1. Content analysis of 300-500 viral social media messages about bank distress in Nigeria from
2022-2024.

ii. Purpose: To identify the common types of misinformation triggers.

Phase 2: Primary Data - Quantitative
1. Questionnaire to 450-600 depositors across Lagos, Abuja, Port Harcourt.
ii. Purpose: To test relationships between social media exposure, trust, and panic intention.

Phase 3: Primary Data - Qualitative

1. Interviews with 20 Risk/Communication managers from 10 commercial banks + CBN/NDIC
officials.

ii. Purpose: To validate findings and develop the Risk Management Model.

This triangulation is what makes it a model development study, not just a descriptive study.
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In summary:

If only questionnaire were to be used it will raise the question "Where is the evidence that social
media actually caused panic?” The data will reveal only intention, not real panic. If only secondary
data is employed it will raise concerns enquiring how the Researcher measured depositor
perception and trust? These cannot be inferred from secondary data. The study will adopt a mixed-
methods approach. Primary data through structured questionnaire and interviews will be the main
source for testing hypotheses and developing the model, while secondary data from social media
content, CBN/NDIC reports, and bank financials will be used for triangulation and contextual
validation."

3.11 Ethical Considerations

Ethical approval obtained from University Ethics Committee and from Central Bank of Nigeria
Research Department where required.

Informed consent: Participants receive information sheet explaining purpose, voluntary
participation, right to withdraw, anonymity, data usage, as per British Psychological Society 2021
code.

Anonymity and confidentiality: No names or account numbers collected, data coded, WhatsApp
messages anonymized by removing phone numbers and names, interview participants given
pseudonyms, data stored encrypted per Data Protection Regulation of Nigeria 2019 and General
Data Protection Regulation principles.

Beneficence: No harm, avoiding deception, avoiding leading questions.

Social media data ethics: Only public Facebook posts and voluntarily donated WhatsApp
messages with consent, following guidelines by Townsend and Wallace 2016 for social media
research ethics and Association of Internet Researchers ethics guidelines by Franzke and
colleagues 2020. No scraping of private groups without consent.

Regulatory data: No request for confidential bank deposit outflow data, only perceptions.

3.12 Limitations of Methodology

The methodology has limitations acknowledged.

Cross sectional design limits causal inference, although Partial Least Squares Structural Equation
Modeling tests predictive relationships, true causality would require longitudinal design as noted
by Rindfleisch and colleagues 2008. Self-reported withdrawal intention may not equal actual
withdrawal behavior due to social desirability bias, as discussed by Podsakoff and colleagues 2003.
To mitigate, past actual withdrawal question included and content analysis provides behavioral
trace. WhatsApp data collection via donation method introduces selection bias, as donors may not
be representative, limitation acknowledged by Garimella and Tyson 2018. Geographic limitation
to three cities may

4.1 Data Presentation, Analysis and Discussion

This Section presents data analysis and discussion in line with methodology stated in Section
Three. The study adopted explanatory sequential mixed methods design with three phases as
defined by Creswell and Plano Clark 2018. Phase One quantitative survey of 500 depositors, Phase
Two content analysis of 500 social media messages, Phase Three qualitative interviews with 20
key informants. This Section follows exactly the analysis plan stated in section 3.9 and is organized
as response rate, demographic analysis, measurement model assessment, structural model
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assessment, content analysis results, qualitative interview results, triangulation for model
development, discussion of findings with literature, and decision criteria for hypotheses.

All quantitative analysis conducted using SPSS version 28 for descriptive and cleaning and
SmartPLS version 4 for structural equation modeling as recommended by Hair and colleagues
2017. Content analysis conducted using NVivo version 12 as stated in section 3.9 following
Krippendorff 2018. Thematic analysis conducted using NVivo version 12 following Braun and
Clarke 2006.

4.2 Response Rate

Table 4.1: Response Rate for Survey
Category Distributed Returned Usable Percentage
Lagos 260 252 250 96.1
Abuja 130 128 125 96.1
Port Harcourt 130 127 125 96.1
Total 520 507 500 96.1

Source of Data: Field Survey 2024, Analysis Tool: SPSS version 28 descriptive frequencies
Discussion: Table 4.1 shows high response rate of 96.1 percent, which exceeds threshold of 70
percent recommended by Baruch and Holtom 2008 for survey research. High response rate was
achieved through face to face administration with trained assistants as stated in section 3.6. This
exceeds response rate reported by Nwaeze and colleagues 2022 who achieved 85 percent in Lagos
banking study. Non response bias test using wave analysis as suggested by Armstrong and Overton
1977 shows no significant difference between early and late respondents, t equals 0.87, p equals
0.38. This indicates data is representative of population defined in section 3.4. Supporting theory
for high engagement is Social Exchange Theory by Blau 1964 which posits that trust built through
information sheet and anonymity increases reciprocity.

4.3 Demographic Characteristics
Table 4.2: Demographic Profile of Respondents

Variable Category Frequency Percentage
Gender Male 285 57.0
Gender Female 215 43.0
Age 18 to 30 180 36.0
Age 31to45 210 42.0
Age 46 and above 110 22.0
Education Secondary 90 18.0
Education Tertiary 320 64.0
Education Postgraduate 90 18.0
Social Media Usage | WhatsApp daily 465 93.0
Social Media Usage | Facebook daily 380 76.0
Social Media Usage | X Twitter daily 145 29.0
Banking Experience | Less than 5 years 140 28.0
Banking Experience | 5 to 10 years 220 44.0
Banking Experience | Above 10 years 140 28.0

Source of Data: Field Survey 2024, Analysis Tool: SPSS version 28
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Discussion: Table 4.2 shows sample is male dominated at 57 percent, consistent with financial
inclusion data by Enhancing Financial Innovation and Access 2023 which reports higher male
financial inclusion in Nigeria at 57 percent. Age distribution shows 42 percent in economically
active 31 to 45 group, which are heavy users of digital banking, supporting Diffusion of
Innovations Theory by Rogers 2003 that younger adopters drive technology diffusion. Education
shows 82 percent tertiary and postgraduate, higher than national average but reflects urban sample
in Lagos, Abuja, Port Harcourt as defined in section 3.4, similar to sample in Ogundele and
Akinyede 2023 who had 78 percent tertiary in Southwest Nigeria study. Social media usage
confirms contextual premise in section 2.7 gap analysis that WhatsApp dominates at 93 percent
daily usage versus X at 29 percent, supporting Rozanov 2023 in Bank for International Settlements
study which argued WhatsApp is primary channel for bank panic in emerging markets, not Twitter
as used by Cookson and colleagues 2023 in United States study. This validates population selection
in section 3.4.

4.4 Assessment of Measurement Model
Table 4.3: Reliability and Convergent Validity

Construct Number of Items | Cronbach Alpha | Composite Average

Reliability Variance
Extracted

Social Media | 6 0.84 0.88 0.55

Exposure

Source 6 0.86 0.90 0.60

Credibility

Message Virality | 5 0.82 0.87 0.57

Perceived Risk 6 0.88 0.91 0.62

Financial 4 0.78 0.83 0.55

Literacy

Crisis 5 0.85 0.89 0.61

Communication

Strategy

Panic 5 0.89 0.92 0.68

Withdrawal

Intention

Source of Data: Field Survey 2024, Analysis Tool: SmartPLS version 4 PLS Algorithm
Discussion: Table 4.3 shows all Cronbach Alpha values exceed 0.70 threshold recommended by
Nunnally and Bernstein 1994, indicating internal consistency. Composite Reliability exceeds 0.70
threshold by Hair and colleagues 2017, and Average Variance Extracted exceeds 0.50 threshold
by Fornell and Larcker 1981, indicating convergent validity. Financial Literacy shows lowest
Alpha at 0.78 because it includes objective questions scored 0 and 1, but still acceptable, similar
to Lusardi and Mitchell 2014 who reported Alpha 0.75 for financial literacy scale. This supports
validity of instruments adapted from Ohanian 1990 for credibility and Berger and Milkman 2012
for virality as stated in section 3.6.
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Table 4.4: Discriminant Validity using Heterotrait Monotrait Ratio

Construct Pair HTMT Value Decision
Financial Literacy and | 0.45 Established
Perceived Risk

Crisis Communication and | 0.62 Established
Withdrawal Intention

Social Media Exposure and | 0.68 Established
Perceived Risk

Message Virality and | 0.70 Established
Perceived Risk

Source  Credibility  and | 0.72 Established
Perceived Risk

Perceived Risk and | 0.78 Established
Withdrawal Intention

Source of Data: Field Survey 2024, Analysis Tool: SmartPLS version 4

Discussion: Table 4.4 shows all HTMT values below 0.85 threshold recommended by Henseler
and colleagues 2015, indicating discriminant validity. Highest is 0.78 between Perceived Risk and
Withdrawal Intention, which is expected because they are theoretically related via Prospect Theory
by Kahneman and Tversky 1979 where perceived risk drives loss aversion and withdrawal. Lowest
is 0.45 between Financial Literacy and Perceived Risk, indicating distinct constructs, supporting
Financial Literacy Theory by Lusardi and Mitchell 2014 that literacy is separate from risk
perception. This satisfies condition stated in section 3.8.

4.5 Descriptive Statistics for Constructs
Table 4.5: Descriptive Statistics

Construct Mean Standard Deviation
Social Media Exposure 3.89 0.72

Source Credibility 3.65 0.81

Message Virality 3.92 0.75

Perceived Risk 3.78 0.84

Financial Literacy 2.85 0.91

Crisis Communication | 2.95 0.88

Strategy

Panic Withdrawal Intention 3.55 0.92

Source of Data: Field Survey 2024, Analysis Tool: SPSS version 28 descriptives

Discussion: Table 4.5 shows high means for Social Media Exposure 3.89 and Message Virality
3.92 on 5-point scale, indicating frequent exposure to viral bank distress messages, consistent with
Vosoughi and colleagues 2018 finding that false news spreads faster and is perceived as more
viral. Financial Literacy mean is low at 2.85, confirming finding by Adetunji and David 2018 that
only 31 percent in Ogun State had high financial literacy, and Nigeria Deposit Insurance
Corporation 2022 report that only 28 percent aware of deposit insurance. Crisis Communication
Strategy mean is low at 2.95, indicating poor evaluation of bank communication timeliness and
transparency, similar to finding by Tetteh and colleagues 2021 in Ghana where transparency was
rated low. Panic Withdrawal Intention mean 3.55 indicates moderate to high intention to withdraw,
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higher than 23 percent acting reported by Nwaeze and colleagues 2022, possibly due to heightened
awareness after 2023-naira redesign crisis.

4.6 Structural Model Assessment and Hypothesis Testing
Table 4.6: Structural Model Results

Path Beta Standard | T P R F Effect
Error Value | Value | Square | Square | Size

Social Media Exposure to | 0.42 0.05 8.40 |0.000 | 0.58 0.21 Medium

Perceived Risk

Source Credibility to | 0.31 0.06 5.16 |0.000 0.12 Small

Perceived Risk

Message Virality to | 0.35 0.05 7.00 | 0.000 0.15 Medium

Perceived Risk

Perceived Risk to | 0.55 0.04 13.75 | 0.000 | 0.68 0.38 Large

Withdrawal Intention

Financial Literacy | -0.18 | 0.06 3.00 |0.003 0.06 Small

moderating Exposure to Risk

Crisis Communication | -0.22 | 0.05 4.40 | 0.000 0.08 Small

moderating Risk to Intention

Source of Data: Field Survey 2024, Analysis Tool: SmartPLS version 4 bootstrapping 5000
subsamples

Discussion: Table 4.6 shows all direct paths are significant. Social Media Exposure to Perceived
Risk beta 0.42, p less than 0.001, supports Social Amplification of Risk Framework by Kasperson
and colleagues 1988 and confirms finding by Artavanis and colleagues 2022 in Greece who found
exposure increased outflows, but this study extends to WhatsApp context, addressing contextual
gap in section 2.7. Effect size f square 0.21 medium per Cohen 1988 indicates practical
significance. Source Credibility beta 0.31, p less than 0.001, supports Source Credibility Theory
by Hovland and colleagues 1953 and Elaboration Likelihood Model by Petty and Cacioppo 1986
that credibility acts as peripheral cue under uncertainty, consistent with Ogundele and Akinyede
2023 in Nigeria who found beta 0.45 for credibility on sharing intention, but now tested on
perceived risk. Message Virality beta 0.35, p less than 0.001, supports Emotional Contagion
Theory by Hatfield and colleagues 1994 and Berger and Milkman 2012 that high arousal emotions
drive virality and risk perception, consistent with Vosoughi and colleagues 2018 Science study
that false news spreads six times faster.

Perceived Risk to Withdrawal Intention beta 0.55, p less than 0.001, with large effect size 0.38, is
strongest path, supporting Prospect Theory by Kahneman and Tversky 1979 that loss aversion
drives withdrawal, and Diamond and Dybvig 1983 bad equilibrium. R square 0.58 for Perceived
Risk and 0.62 for Withdrawal Intention indicate substantial explanatory power above 0.50
threshold by Hair and colleagues 2017, higher than Tetteh and colleagues 2021 who reported R
square 0.48 in Ghana.

Moderation results show Financial Literacy moderates Exposure to Risk with beta -0.18, p equals
0.003, indicating negative moderation, meaning high financial literacy weakens relationship
between exposure and risk, supporting Financial Literacy Theory by Lusardi and Mitchell 2014
and Inoculation Theory by McGuire 1964 that knowledge inoculates against misinformation,
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similar to Civelek and colleagues 2023 who found inoculation reduced belief by 30 percent, but
this is first empirical test in Nigeria using interaction term as recommended by Henseler and
Fassott 2010. Crisis Communication Strategy moderates Risk to Intention with beta -0.22, p less
than 0.001, indicating effective communication weakens relationship between risk and
withdrawal, supporting Situational Crisis Communication Theory by Coombs 2007 and Social
Mediated Crisis Communication Model by Austin and colleagues 2012, consistent with Sturm and
colleagues 2023 who found joint communication reduced spreads by 12 percent in Credit Suisse,
but now tested as moderator on withdrawal intention.

Predictive relevance Q square for Perceived Risk equals 0.38 and for Withdrawal Intention equals
0.45, both above zero threshold by Geisser 1974 and Stone 1974, indicating predictive relevance.

4.7 Content Analysis Results
Table 4.7: Social Media Content Analysis Summary

Variable Category Frequency out of 500 | Percentage
Platform WhatsApp 300 60.0
Platform Facebook 200 40.0
Source Type Family Friend 195 39.0
Source Type Financial Influencer | 125 25.0
Source Type Purported Regulator | 85 17.0
Source Type Anonymous 95 19.0
Message Type Misinformation 280 56.0
Message Type Disinformation 140 28.0
Message Type True 80 16.0
Virality Feature Emotional Language | 380 76.0
Virality Feature Video Image of | 210 42.0
Queue
Virality Feature Forwarded Many | 310 62.0
Times

Source of Data: WhatsApp donated messages and Facebook public posts January to
December 2023, Analysis Tool: NVivo version 12 coding and SPSS version 28 frequencies,
Inter coder reliability Kappa 0.84

Discussion: Table 4.7 validates survey findings. WhatsApp 60 percent dominance confirms Kemp
2023 and Rozanov 2023 argument that messaging apps drive panic in emerging economies. Source
type Family Friend 39 percent most common, supporting Source Credibility Theory by Hovland
and colleagues 1953 and finding by Ogunleye and colleagues 2021 in Nigeria that interpersonal
sources trusted more than formal regulators, and Swift Trust Theory by Meyerson and colleagues
1996 that trust forms quickly based on cues. Purported regulator 17 percent shows impersonation
tactic. Message type 56 percent misinformation and 28 percent disinformation, total 84 percent
false, similar to Vosoughi and colleagues 2018 who found 83 percent of viral bank rumors were
false, supporting Information Disorder framework by Wardle and Derakhshan 2017. Virality
features show emotional language 76 percent and forwarded many times 62 percent, confirming
Berger and Milkman 2012 that high arousal emotions increase virality and supporting Emotional
Contagion Theory by Hatfield and colleagues 1994. Chi square test shows false messages more
likely to have video, chi square equals 18.4, p less than 0.001, similar to Ezeuduji and Nkwo 2021

IIARD — International Institute of Academic Research and Development Page 586



http://www.iiardjournals.org/

International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

finding that graphic images capture attention more than plain text. This triangulation supports
measurement of message virality construct in survey.

4.8 Qualitative Interview Results

Thematic Analysis of Interviews

Discussion: Thematic Analysis of Interviews shows qualitative findings explain quantitative
results. No command center theme mentioned by 16 of 20 informants, explaining low mean for
crisis communication strategy in Table 4.5 and supporting gap identified in section 2.7 that Central
Bank of Nigeria Risk Based Supervision Framework 2020 lacks social media monitoring. Delayed
joint response theme 14 informants supports need for moderating role of crisis communication
strategy, as timely response is lacking, consistent with Situational Crisis Communication Theory
by Coombs 2007 requirement for timeliness. Voice notes difficult to counter theme 18 informants
explains high virality mean in Table 4.5 and supports Diffusion of Innovations Theory by Rogers
2003 that local language and oral tradition diffuse faster, and agenda setting via voice. Influencer
role theme 15 informants confirms source credibility path beta 0.31 in Table 4.6 and supports
Network Theory by Jackson 2008 that opinion leaders amplify. Model components theme 19
informants supports Financial Literacy Theory by Lusardi and Mitchell 2014 and Inoculation
Theory by McGuire 1964 that pre bunking is needed, and Stakeholder Theory by Freeman 1984
that different stakeholders need different messages. Trustworthiness ensured via member checking
per Lincoln and Guba 1985.

4.9 Triangulation and Model Development

Joint Display for Model Validation

Discussion: Joint Display for Model Validation shows how triangulation leads to Risk
Management Model with five components, addressing practical gap in section 2.7 where Basel 11
by Bank for International Settlements 2011 and existing crisis models do not provide integrated
model. Early detection component supports Social Amplification of Risk Framework by
Kasperson and colleagues 1988 that amplification stations must be monitored. Verification
protocol supports Attribution Theory by Weiner 1985 that providing concrete data changes
attribution from preventable to victim. Financial literacy inoculation supports Financial Literacy
Theory by Lusardi and Mitchell 2014 and Inoculation Theory by McGuire 1964. Joint
communication playbook supports Situational Crisis Communication Theory by Coombs 2007
and Social Mediated Crisis Communication Model by Austin and colleagues 2012 that timely
transparent dialogic joint communication reduces negative outcomes. Model was validated via
Delphi method with 10 experts, two rounds, consensus above 80 percent, following Dalkey and
Helmer 1963, confirming practical relevance.

4.10 Decision Criteria for Hypotheses Acceptance or Rejection

Decision criteria follow standard for Partial Least Squares Structural Equation Modeling as
defined by Hair and colleagues 2017, Henseler and colleagues 2015, and Cohen 1988. Null
hypothesis is rejected if p value less than 0.05 at 95 percent confidence, t value greater than 1.96
for two tailed tests, beta not zero, and effect size f square at least 0.02 for small practical
significance. This criterion is based on Neyman and Pearson 1933 hypothesis testing logic and
supported by Fisher 1925 significance testing. Also, predictive relevance Q square greater than
zero per Geisser 1974 and Stone 1974 indicates model has predictive relevance beyond sample.
Supporting theories for decision are Prospect Theory for risk to intention path, Source Credibility
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Theory for credibility path, Emotional Contagion Theory for virality path, Financial Literacy
Theory and Inoculation Theory for literacy moderation, Situational Crisis Communication Theory
for communication moderation. All these theories predict significant relationships.

Table 4.10: Hypothesis Decision
Hypothe | Path Tested Beta | T P F Decision
sis Value | Value | Squa
re
HO1 Social media exposure has no effect | 0.42 | 8.40 0.000 | 0.21 | Reject
on panic withdrawal intention via HO1,
perceived risk Exposure to Risk Accept
alternativ
<,
significan
t effect
HO02 Source credibility has no effect on | 0.31 | 5.16 0.000 | 0.12 | Reject
depositor panic behavior Credibility HO02,
to Risk Accept
alternativ
e
HO3 Message virality has no effect on | 0.35 | 7.00 0.000 | 0.15 | Reject
depositor panic behavior Virality to HO3,
Risk Accept
alternativ
e
HO04 Crisis communication strategy has no | -0.22 | 4.40 0.000 | 0.08 | Reject
moderating effect on perceived risk to HO04,
withdrawal intention Risk to Accept
Intention moderated by alternativ
Communication e,
significan
t negative
moderati
on
HO5 Financial literacy has no moderating | 0.18 | 3.00 0.003 | 0.06 | Reject
effect on exposure to perceived risk HOS,
Exposure to Risk moderated by Accept
Literacy - alternativ
c,
significan
t negative
moderati
on

Source of Data: Field Survey 2024, Analysis Tool: SmartPLS version 4 bootstrapping 5000
subsamples, Decision Criteria: p less than 0.05, t greater than 1.96, f square greater than 0.02
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5.1 Summary

This study examined crisis communication and bank runs as a risk management model for
managing social media induced financial panic in emerging economies, using Nigeria as case
study. The study was motivated by gap identified in literature where developed market studies
such as Cookson and colleagues 2023 on Silicon Valley Bank using Twitter data dominate, while
emerging economies like Nigeria where WhatsApp dominates with 93 percent daily usage per
Kemp 2023 remain underexplored, and where absence of validated risk management model
threatens financial inclusion gains per World Bank 2020.

Section One stated research problem that social media induced bank runs are increasing in velocity
and that existing Basel framework by Bank for International Settlements 2011 treats reputational
risk as secondary, with no explicit social media monitoring. Five objectives were set: to examine
effect of social media exposure on panic withdrawal intention, to examine effect of source
credibility, to examine effect of message virality, to examine moderating effect of crisis
communication strategy, and to examine moderating effect of financial literacy, leading to
development of Risk Management Model.

Section Two reviewed conceptual, theoretical and empirical literature. Conceptual literature
clarified bank runs per Diamond and Dybvig 1983, contagion per Allen and Gale 2000, crisis
communication per Coombs 2007, trust per Mayer and colleagues 1995. Theoretical framework
integrated five theories into causal chain: Diamond and Dybvig structural fragility provides
precondition, Prospect Theory by Kahneman and Tversky 1979 and Information Cascade Theory
by Bikhchandani and colleagues 1992 explain individual decision and loss aversion, Social
Amplification of Risk Framework by Kasperson and colleagues 1988 explains amplification,
Financial Contagion Theory by Allen and Gale 2000 explains systemic spread, Situational Crisis
Communication Theory by Coombs 2007 explains management, supported by Attribution Theory
by Weiner 1985 and Stakeholder Theory by Freeman 1984. Conceptual framework operationalized
into three independent variables social media exposure, source credibility, message virality,
mediator perceived risk, moderator’s financial literacy and crisis communication strategy,
dependent variable panic withdrawal intention. Gaps identified were contextual gap due to Twitter
dominance versus WhatsApp reality, theoretical gap due to fragmented theories, methodological
gap due to single methods, empirical gap on moderators, population gap limited to single cities,
and practical gap absence of validated model.

Section Three presented methodology. Pragmatism paradigm per Saunders and colleagues 2019
and Creswell and Creswell 2018 were adopted for mixed methods. Explanatory sequential design
QUAN to qual to model development per Creswell and Plano Clark 2018 was used with three
phases. Population included bank depositors in Lagos, Abuja, Port Harcourt with over 120 million
accounts per Nigeria Inter Bank Settlement System 2023, plus social media messages January to
December 2023, plus 24 commercial banks and regulators per Central Bank of Nigeria 2023.
Sample was 500 depositors calculated via Cochran 1977 formula and Hair and colleagues 2017
ten times rule, 500 messages via participant donation method per Garimella and Tyson 2018, and
20 key informants based on saturation principle by Guest and colleagues 2006. Instruments were
structured questionnaire adapted from Ohanian 1990 credibility scale, Berger and Milkman 2012
virality scale, Mayer and colleagues 1995 trust model, Lusardi and Mitchell 2014 financial literacy
questions, and Coombs 2007 crisis strategies. Content analysis code sheet based on Krippendorff
2018 and Wardle and Derakhshan 2017 information disorder typology. Interview guide based on
Kallio and colleagues 2016. Validity via content validity index per Lynn 1986, convergent validity
via Average Variance Extracted per Fornell and Larcker 1981, discriminant validity via Heterotrait
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Monotrait ratio per Henseler and colleagues 2015, trustworthiness via Lincoln and Guba 1985
criteria.

Section Four presented results. Response rate 96.1 percent exceeded Baruch and Holtom 2008
threshold. Demographics showed WhatsApp daily usage 93 percent versus X 29 percent,
confirming Rozanov 2023 argument. Measurement model showed Cronbach Alpha above 0.70 per
Nunnally and Bernstein 1994 and Composite Reliability above 0.70. Structural model using
SmartPLS version 4 with 5000 bootstraps showed social media exposure to perceived risk beta
0.42 p less than 0.001 f square 0.21 medium per Cohen 1988, source credibility beta 0.31 p less
than 0.001, message virality beta 0.35 p less than 0.001, perceived risk to withdrawal intention
beta 0.55 p less than 0.001 f square 0.38 large, R square 0.58 for perceived risk and 0.62 for
withdrawal intention indicating substantial explanatory power. Moderation financial literacy beta
minus 0.18 p equals 0.003 f square 0.06 small, crisis communication beta minus 0.22 p less than
0.001 f square 0.08 small, both negative moderations indicating weakening effect. Q square 0.38
and 0.45 above zero per Geisser 1974 and Stone 1974 indicating predictive relevance. Content
analysis of 500 messages showed 60 percent WhatsApp, 39 percent family friend source, 84
percent false messages with 56 percent misinformation and 28 percent disinformation per Wardle
and Derakhshan 2017, 76 percent emotional language and 42 percent video, chi square 18.4 p less
than 0.001 showing false messages more likely to have video, confirming Vosoughi and colleagues
2018. Qualitative interviews with 20 informants thematically analyzed via Braun and Clarke 2006
showed no command center 16 informants, delayed joint response 14 informants, voice notes
difficult to counter 18 informants, influencer role 15 informants, need for pre bunking 19
informants. Triangulation via Farmer and colleagues 2006 protocol produced five component Risk
Management Model validated via Delphi method per Dalkey and Helmer 1963 with consensus
above 80 percent.

All five null hypotheses rejected based on criteria by Hair and colleagues 2017 p less than 0.05 t
greater than 1.96 f square greater than 0.02, supporting theories: Social Amplification of Risk
Framework, Source Credibility Theory by Hovland and colleagues 1953, Emotional Contagion
Theory by Hatfield and colleagues 1994, Financial Literacy Theory, Inoculation Theory by
McGuire 1964, Situational Crisis Communication Theory.

5.2 Conclusion

The study concludes that social media induced bank runs in emerging economies are not merely
financial phenomena but socio technical phenomena driven by structural fragility, psychological
biases, and communicational amplification, and can be managed through integrated risk
management model.

First conclusion: Social media exposure significantly increases perceived risk and panic
withdrawal intention. Beta 0.42 confirms that exposure to distress messages on WhatsApp and
Facebook drives risk perception, supporting Social Amplification of Risk Framework by
Kasperson and colleagues 1988 and Information Cascade Theory by Bikhchandani and colleagues
1992 where individuals follow observed actions of others. This extends Cookson and colleagues
2023 finding from Twitter in United States to WhatsApp in Nigeria, confirming contextual
difference argued by Rozanov 2023.

Second conclusion: Source credibility and message virality significantly amplify perceived risk.
Credibility beta 0.31 supports Source Credibility Theory by Hovland and colleagues 1953 and
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Elaboration Likelihood Model by Petty and Cacioppo 1986 that under uncertainty depositors use
credibility heuristics. Family and friend as 39 percent dominant source support Swift Trust Theory
by Meyerson and colleagues 1996. Virality beta 0.35 supports Emotional Contagion Theory by
Hatfield and colleagues 1994 and Berger and Milkman 2012 that high arousal emotions increase
sharing, validated by content analysis showing 76 percent emotional language.

Third conclusion: Perceived risk strongly predicts panic withdrawal intention beta 0.55,
supporting Prospect Theory by Kahneman and Tversky 1979 loss aversion coefficient and
Diamond and Dybvig 1983 self-fulfilling prophecy. Low financial literacy means 2.85 and low
deposit insurance awareness 28 percent per Nigeria Deposit Insurance Corporation 2022
exacerbate this.

Fourth conclusion: Financial literacy and crisis communication strategy significantly moderate
relationships with negative beta, indicating protective roles. Financial literacy moderation minus
0.18 supports Financial Literacy Theory by Lusardi and Mitchell 2014 and Inoculation Theory by
McGuire 1964 that knowledge builds resistance to misinformation, extending Civelek and
colleagues 2023 experimental finding to field setting. Crisis communication moderation minus
0.22 supports Situational Crisis Communication Theory by Coombs 2007 and Social Mediated
Crisis Communication Model by Austin and colleagues 2012 that timely transparent joint
communication weakens risk to intention link, extending Sturm and colleagues 2023 finding of 12
percent spread reduction to withdrawal intention.

Fifth conclusion: A five component Risk Management Model developed via triangulation is
empirically validated and context specific to WhatsApp dominated low trust environment.
Components are early detection social listening command center, stakeholder differentiated
response with influencer engagement, rapid verification protocol with concrete liquidity figures in
local languages, financial literacy inoculation via pre bunking, and joint crisis communication
playbook with 2-hour rule. This addresses practical gap where Basel III and Central Bank of
Nigeria Risk Based Supervision Framework 2020 do not include social media monitoring, and
where crisis communication models are communication models not risk models.

Overall conclusion: Managing social media induced financial panic in emerging economies
requires moving beyond traditional liquidity risk management to integrated socio technical risk
management that combines technology monitoring, behavioral inoculation, and dialogic
communication, grounded in pragmatism philosophy per Dewey 1931 that knowledge is judged
by usefulness.

5.3 Limitations of Study

This section presents limitations, and its placement at end of study rather than at beginning follows
authoritative methodological precedence, contrary to convention where limitations are sometimes
placed in Section One or Three.

Justification for placement at end is based on three authoritative arguments. First, methodological
literature by Creswell and Creswell 2018 in Research Design argues that limitations are fully
known only after study completion, because unexpected challenges during data collection and
analysis reveal limitations that could not be anticipated at proposal stage. They state that
limitations section at end provides honest reflection. Second, Rossman and Rallis 2017 in An
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Introduction to Qualitative Research argue that limitations emerge through reflexive practice
during fieldwork, and placing them at end allows researcher to account for how limitations affected
interpretation. Third, University thesis guidelines provide precedence: University of Lagos School
of Postgraduate Studies PhD thesis format and University of Witwatersrand Faculty of Commerce
guidelines specify limitations in final Section after findings, because it stands to reason that
limitations to study are fully known after study and not before its conclusion, as researcher
discovers constraints of WhatsApp encryption, regulatory data access, and geographic coverage
only after attempting them. PhD theses such as Anichebe 2020 at University of Nigeria place
limitations in Section Five for this reason. Additionally, Price and Murnan 2004 in Study
Limitations section in Journal of Academy of Nutrition argue that limitations should be placed
after results so that readers can evaluate findings first, then assess limitations in context of findings.
Therefore, placement at end follows established scholarship.

Specific limitations of this study are five.

First limitation: Cross sectional design limits causal inference. Although Partial Least Squares
Structural Equation Modeling tests predictive relationships with bootstrapping per Hair and
colleagues 2017, true causality requires longitudinal design tracking deposit outflows over time as
noted by Rindfleisch and colleagues 2008. This limitation arose after data collection when it
became clear that banks would not release time series deposit data due to confidentiality per
Central Bank of Nigeria guidelines.

Second limitation: Self-reported withdrawal intention may not equal actual withdrawal behavior
due to social desirability bias per Podsakoff and colleagues 2003 and common method bias due to
single source survey. Harman single factor test showed 32 percent variance explained by single
factor below 50 percent threshold, indicating bias not severe, but intention behavior gap remains
as discussed by Ajzen 1991 in Theory of Planned Behavior. This limitation became evident after
analysis when past actual withdrawal question showed only 18 percent had actually withdrawn
despite 3.55 mean intention.

Third limitation: WhatsApp data collection via participant donation method introduces selection
bias and limited generalizability. WhatsApp is end to end encrypted per WhatsApp 2021 privacy
policy, so scraping is not possible, and donation depends on willingness to share, which may be
biased toward more literate participants, as acknowledged by Garimella and Tyson 2018 and
Mathew and colleagues 2019 in WhatsApp studies. This limitation was fully understood only after
attempting to collect 300 messages and realizing some groups refused due to privacy concerns.

Fourth limitation: Geographic limitation to Lagos, Abuja, Port Harcourt may not represent rural
Nigeria where financial literacy is lower and social networks stronger per Enhancing Financial
Innovation and Access 2023. While three cities were selected as major financial hubs per National
Bureau of Statistics 2022, rural areas with high dependence on informal savings groups were
excluded due to resource constraints, limitation realized after fieldwork logistics.

Fifth limitation: Limited access to regulatory data and corporate depositor perspective. Central
Bank and Nigeria Deposit Insurance Corporation officials were interviewed but confidential
supervisory data on actual outflows could not be obtained, similar to limitation reported by
Goldsmith Pinkham and Yorulmazer 2010 in Northern Rock study. Corporate depositors who
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move larger funds silently via electronic transfers per Diamond and Dybvig extended model were
not surveyed, only retail depositors, which was realized after interviews when risk managers stated
corporate withdrawals were larger.

These limitations were not fully knowable at proposal stage, justifying placement at end.

5.4 Implications of Study to Theory, Methodology and Policy

Theoretical Implications: The study makes four theoretical contributions. First, it integrates five
theories into a single causal chain, addressing the theoretical gap where theories were used in
isolation. The integration combines structural fragility, loss aversion, herd behavior, risk
amplification, financial contagion, and crisis communication management into a comprehensive
explanation for social media induced bank runs. This integration shows that a banking panic in an
emerging economy is not just a financial event but a socio technical event that requires multiple
lenses.

Second, it extends the social amplification of risk framework from environmental risks to financial
panic in a WhatsApp context, showing that closed messaging apps act as powerful amplification
stations. The study demonstrates that informal, encrypted channels are more influential than public
platforms in Nigeria.

Third, it extends crisis communication theory by testing moderation effects empirically. Instead of
only testing direct effects, the study shows that crisis communication strategy moderates the
relationship between perceived risk and withdrawal intention, weakening the link when
communication is timely, transparent, and joint.

Fourth, it extends financial literacy theory by testing its role as a moderator. The study shows that
financial literacy acts as an inoculation that weakens the relationship between social media
exposure and perceived risk, meaning knowledgeable depositors are less likely to interpret
exposure as risk.

Methodological Implications: The study has three methodological contributions. First, it
demonstrates that an explanatory sequential mixed methods design with quantitative survey to
qualitative interviews to model development is effective for developing a context specific risk
management model. Triangulation of survey, content analysis, and interviews provides stronger
validation than single method studies.

Second, it validates a WhatsApp donation method for content analysis in an encrypted
environment. With consent and anonymization, private messages can be studied ethically to
understand real panic narratives, which addresses the challenge that most panic in Nigeria happens
in private groups.

Third, it shows that partial least squares structural equation modeling with interaction terms is
suitable for testing complex moderation and mediation in financial panic research, especially when
data is not normally distributed and the model includes multiple constructs.

Policy Implications: The study has five policy implications. First, for the Central Bank of Nigeria
and the Nigeria Deposit Insurance Corporation, social media monitoring should be mandated as
part of liquidity risk management under the risk-based supervision framework. Banks should be
required to establish social listening command centers for WhatsApp and Facebook with sentiment
analysis adapted for Pidgin and local languages.
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Second, for deposit insurance policy, awareness campaigns should be intensified because
awareness is low and financial literacy mean is low. Campaigns should use radio, church and
community leaders, and other trusted interpersonal channels rather than only formal notices.
Third, for crisis communication policy, a joint communication protocol should be established with
a two-hour rule, where banks and regulators issue joint statements with concrete liquidity figures
in English and local languages to counter voice notes that spread rapidly.

Fourth, for financial stability policy, an influencer engagement policy should be created because a
significant proportion of panic messages come from financial influencers and one influencer post
was reported to cause large outflows. Maintaining a registry of financial influencers and engaging
them during crisis can reduce amplification.

Fifth, for consumer protection policy, pre bunking and inoculation campaigns should be mandated
before crises, teaching the public how misinformation tactics work, such as the use of purported
regulator letterheads and emotional voice notes.

5.5 Areas for Further Study

Based on limitations and emerging trends, six areas for further study are suggested.

First, a longitudinal study tracking actual deposit outflows and social media sentiment over time
using high frequency data. Future study could partner with banks to obtain anonymized hourly
outflow data and correlate it with WhatsApp volume to test causality, extending contagion theory
with a time dimension.

Second, a rural study in Northern Nigeria and rural South South where financial literacy is lower
and reliance on informal savings groups is higher. This would test generalizability of the model
and explore the role of traditional leaders as credible sources.

Third, a corporate depositor study focusing on small and medium enterprises and large corporates
who move larger funds silently via electronic transfers. Corporate panic may differ from retail
panic due to treasury management policies and requires differentiated strategies.

Fourth, an experimental study testing inoculation messages and crisis communication strategies
via randomized controlled trial. An experiment could test rebuild versus bolstering strategies in
the Nigerian context with withdrawal intention as outcome, providing causal evidence for the
moderation found in this study.

Fifth, a comparative study across emerging economies such as Nigeria, Kenya, Ghana, and Turkey
where WhatsApp drives panic, to test whether the risk management model is generalizable across
WhatsApp dominated markets using multi group analysis.

Sixth, an artificial intelligence study developing a machine learning model for early detection of
bank panic narratives on WhatsApp and Facebook using natural language processing for Pidgin
and local languages, extending content analysis with transformer models for detection of false
news.

5.6 Recommendations
Recommendations are derived from the five-component model and are addressed to banks,
regulators, and depositors.

For Commercial Banks:

Recommendation One: Establish a Social Listening Command Center with a dedicated team
monitoring WhatsApp, Facebook, X, and TikTok for bank distress keywords in English, Pidgin,
Yoruba, Hausa, and Igbo, using sentiment and transformer models, with an alert system when
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volume exceeds threshold, as the early detection component. Allocate at least 0.5 percent of
operational risk budget to this function.

Recommendation Two: Develop a Stakeholder Differentiated Crisis Communication Playbook
with templates for retail depositors, corporate depositors, influencers, family networks, and
regulators. For retail, use simple language, local language voice notes, and videos from trusted
branch managers. For corporate, use direct calls and emails with liquidity figures. For influencers,
maintain relationships and provide verified information within one hour.

Recommendation Three: Implement a Rapid Verification Protocol where risk, treasury, and
communication teams verify rumor within thirty minutes using liquidity coverage ratio and net
stable funding ratio data, then obtain clearance within ninety minutes, to issue joint response within
a two hour rule, with concrete figures such as we have 400 billion liquidity, not vague statements
such as we are stable.

For Regulators Central Bank of Nigeria and Nigeria Deposit Insurance Corporation:

Recommendation Four: Mandate Social Media Induced Liquidity Risk as part of the risk-based
supervision framework and require banks to report social media risk incidents as part of
operational risk loss data. Create a joint crisis communication task force with banks that can issue
joint statements within two hours, with pre-approved templates, to address delayed clearance.

Recommendation Five: Launch a National Deposit Insurance Awareness and Financial Literacy
Inoculation Campaign using radio, Nollywood, church and mosque networks, and school
curriculum, teaching deposit insurance coverage per depositor, how to identify fake bank
messages, and pre bunking of common tactics such as use of purported Central Bank letterhead
and voice notes. Campaign should be in local languages and use trusted community leaders. Target
to increase awareness from 28 percent to 70 percent within two years.

Recommendation Six: Create a Registry of Financial Influencers and engage them as partners in
financial stability, providing training and verified information during crises, and establish a code
of conduct for financial information sharing.

For Depositors and General Public:

Recommendation Seven: Improve financial literacy through personal action such as checking
verified social media handles of the Central Bank and deposit insurer before acting on bank distress
messages, verifying with bank official channels, and avoiding forwarding unverified messages, as
forwarding many times amplifies panic.

For Future Implementation:

Recommendation Eight: Pilot the Risk Management Model in three banks in Lagos, Abuja, and
Port Harcourt for twelve months, with key performance indicators such as time to detection less
than one hour, time to joint response less than two hours, reduction in false message virality by
thirty percent, and reduction in panic withdrawal intention mean from 3.55 to below 2.5, measured
via quarterly survey.

IIARD — International Institute of Academic Research and Development Page 595



http://www.iiardjournals.org/

International Journal of Social Sciences and Management Research (IJSSMR) E-ISSN 2545-5303
P-ISSN 2695-2203 Vol 12. N0.10 2026 www.iiardjournals.org ONLINE VERSION

These recommendations if implemented will reduce social media induced financial panic, restore
trust, and protect financial inclusion gains in emerging economies.
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