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ABSTRACT 

Despite the increasingly significant role of Financial Technology (FinTech) in achieving social inclusiveness and the rapid 

development of digital financial services, digital financial literacy remains a key obstacle realizing the full potential of FinTech 

and its associated services. Departing from the limited and generic extant research on individual users, this article focuses on 

the perspective of financial institutions by utilizing a case study method from the organizational perspective. It examines the 

manner in which digital financial literacy can be leveraged as the business model of a FinTech start-up to promote both 

business and societal development. 
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INTRODUCTION 

Financial Technology (FinTech) plays a pivotal role in enabling sustainable and inclusive financial capability development 

(Panos and Wilson, 2020). Digital financial services, including internet and mobile financial services, have become critical 

drivers of a vibrant economy, by generating employment, driving productivity, fostering entrepreneurship, and maintaining 

economic resilience (Toronto Centre, 2022). Such drivers are especially pertinent amidst the COVID-19 pandemic as such 

digital services and their business models become ubiquitous. 

 

A significant obstacle in realizing societal gains from FinTech is the level of digital financial literacy. The OECD 2020 

International Survey of Adult Financial Literacy finds that although vulnerable groups, such as young adults (18-29) have high 

digital literacy, this is not the case with their financial literacy (OECD, 2020). As digital financial services become more 

prevalent and easily accessible, it can only be assumed that digital financial literacy will become key to supporting financial 

inclusion and security (Grohmann et al., 2018). Despite the steady progression being obtained and the promising vision of the 

future, a number of hindrances are being identified, which together prevent the full potential of digital financial services from 

being promptly and properly unleashed (Philippas and Avdoulas, 2020). In particular, we aim to examine the case of a FinTech 

start-up whose strategic goal is to increase their customers’ digital financial literacy. This leads to the key research question 

that will be explored in the research: how can a financial provider leverage its business model to improve the digital financial 

literacy of its individual customers? 

 

RESEARCH BACKGROUND 

Deriving from digital literacy and financial literacy scholarly literature, digital financial literacy is largely understood as “the 

application of digital literacy and financial literacy to enable the use of digital financial services” (Toronto Report, 2022). It is 

widely believed that digital financial literacy enables sound financial decisions (Balasubramnian and Sargent, 2020), informed 

financial plans (Artavanis and Karra, 2020), and robust financial well-being (Philippas and Avdoulas, 2020). Similar to studies 

on digital and financial literacy, digital financial literacy places emphasis on knowledge-based awareness and skills (Lyons and 

Kass-Hanna, 2021). Lyons and Kass-Hanna’s (2021) synthesis, however, has also made digital financial literacy display its 

uniqueness due to the nature of its provisions and implications. Given the rapid proliferation of FinTech during the COVID-19 

pandemic, consumers face increasingly complex financial provisions channeled through digital media (Fu and Mishra, 2022). 

This, therefore, suggests that digital financial literacy is a multi-dimensional concept – apart from encompassing digital 

literacy and financial literacy, it entails a holistic appreciation of the digitally enabled and financially laden services and 

decisions. 

 

From a practical perspective, despite the widely-accepted importance of digital financial literacy, general financial literacy in 

EU countries is short of being substantial. According to the 2021/22 Young Persons Money Index (The London Institute of 

Banking and Finance, 2022), 72% of those surveyed would be keen to learn more about finance and 81% were learning about 

relevant knowledge at home. This echoes with the report from The UK Financial Capability (Financial Capability, 2022) that 

more than a third of adults in the UK do not feel confident in managing money, and around a fifth rarely or never save. While 



Zhu, Paul & Muck 

  

The 22nd International Conference on Electronic Business, Bangkok, Thailand, October 13-17, 2022 

634 

FinTech is revolutionizing the financial landscape at an unparalleled pace (Frost et al., 2019) by de-centralizing the financial 

structure and streamlining the financial processes (Vučinić, 2020), it may also unwittingly impact users’ financial behaviors 

and decisions. Panos and Wilson (2020) summarize that mobile users are more likely to engage in impulsive purchasing 

behavior and use payday loans, which are often overly accessible and allow fleeting preferences to be acted upon. Similarly, 

Panos and Karkkainen (2019) identify that cryptocurrencies attracted a multitude of investors who were less cognizant of the 

potential risks and possible trade-offs, likely resulting in its volatility. As a result, a more holistic perspective offers that 

customers increasingly face barriers. Such barriers range from the limited provisions for the development of financial 

knowledge and skills, the wide variety of FinTech products, to the complexity of digital offerings, and the existence of 

accessibility and feasibility gaps. All barriers that are inherently digital-borne and intrinsically finance-oriented. 

 

Regardless of the increasing impact that digital financial literacy has on vulnerable groups, there is limited extant research. 

Most existing studies focus either on digital literacy (e.g., Park et al., 2021; Polizzi, 2020) or financial literacy (e.g., Hussain et 

al., 2018; Klapper and Lusardi, 2020) rather on specifically examining digital financial literacy and its unique factors. Of those, 

the available studies on digital financial literacy are examined from the individual perspective. For example, descriptive 

summaries of end-users (Azeez and Akhtar, 2021), documentation of the ongoing concerns of the general public (Morgan et al., 

2019), and proposed remedial measures individuals may conduct (Setiawan et al., 2020). 

 

However, we propose to turn our attention to the supply-side, the financial institutions. We argue that digital financial literacy 

can be better understood as a systems-level concept (Zott et al., 2011) – a unique business model. In particular, we focus on 

FinTech start-ups as key stakeholders of the digital financial services ecosystem (Lee and Shin, 2018). Such business models 

are surprisingly understudied and further examination can warrant understanding on their role in promoting digital financial 

literacy amongst its users. 

 

In fact, financial providers have strategised digital financial literacy as a fundamental factor in their long-term business success 

(e.g., BBVA, ANZ, Discovery Bank) in response to customers’ expectations. Following the initiatives of sustainable and 

inclusive finance, individuals envisage a structural shift of financial provisions from products that speak to specific needs to 

solutions that improve the overall financial well-being (Jain et al., 2022). In doing so, customers are five times more likely to 

purchase additional products and services from a financial provider whom they believe cares about their financial stability 

(Financial Health Network, 2020). To this end, it is imperative for financial institutions to align their business model to the 

overarching target of digital financial literacy. 

 

Building on the market-based perspective (Morris et al., 2006) and resource-based perspective (Barney, 1986), a business 

model determines firm performance by achieving competitive advantages through a firm’s strategic market position, the 

various resources available to the firm, and the firm’s ability to use these resources effectively and efficiently (Spiegel et al., 

2016). In short, it relates to “the design of organizational structures to enact a commercial opportunity” (George and Bock, 

2011). This is particularly relevant for FinTech start-ups, where technological change and initial experience with targeted 

offerings may require substantial changes to the prevailing business model (Grover and Saeed, 2004). 

 

RESEARCH METHOD AND EXPECTED OUTCOMES 

Given the nascent nature of the research context, we have taken a qualitative case study approach to examine an award-

winning FinTech start-up that operates across the UK and the EU. The qualitative approach enables us to undertake a deep and 

exploratory analysis that is essential to develop an understanding towards digital financial literacy in the context of business 

models. Considering the exploratory nature of the research and the fact that the focal topic being examined is relatively recent, 

the research calls for the utilization of primary data. As a rapidly growing FinTech start-up has agreed to partake in the project, 

we will be able to collect data from its co-founders, members of the management board, and employees working at different 

departments at various organizational levels. We have taken an inclusive approach for the interviewees because it is not 

uncommon for employees in small businesses, including start-ups, to be actively involved in strategic innovation decisions 

(Friis and Koch, 2015). 

 

Data from multiple sources, such as semi-structured interviews and organizational documents, will be collected and coded 

thereafter to facilitate an organized and iterative analysis. We will follow a typical three-stage process of the coding procedure, 

which includes open coding, axial coding, and selective coding. This is to ensure the analysis of the collected data will be 

conducted in a systematic manner, which will be conducive to unearthing a number of illuminating academic findings. As a 

result, we seek to provide an in-depth understanding of digital financial literacy from an organizational perspective through the 

business model concept (Andrews and Zhu, 2021).  

 

In pursuing this theoretical aim, the project endeavors to expand knowledge on the topic of digital financial literacy and 

business model for FinTech start-ups and will establish a viable linkage between those two in the context of a thriving digital 

economy. Practically, this research aims at providing advice to financial providers with regard to their viable strategies for 

aligning business models with digital financial literacy in a consistent and coherent way. It will also lay out recommendations 

to policymakers to promote overall digital financial literacy across the population for sustainable financial well-being and 

overall social development. 

ACKNOWLEDGMENT 



Zhu, Paul & Muck 

  

The 22nd International Conference on Electronic Business, Bangkok, Thailand, October 13-17, 2022 

635 

This work is partially supported by the Lancaster University Management School Pump Prime Fund. We also thank ff.next for 

assisting this project. 

 

REFERENCES 

Andrews, H. and Zhu, R. (2021) Revisiting the Determinant Factors of E-Commerce Adoption in the Wake of the Pandemic: 

The New Landscape of Digital Transformation for SMEs in North West UK. ACIS 2021 Proceedings. 70 

Artavanis, N., & Karra, S. (2020). Financial literacy and student debt. The European Journal of Finance, 26(4-5), 382-40. 

https://doi.org/10.1080/1351847X.2019.1711435  

Azeez, N. A., & Akhtar, S. J. (2021). Digital Financial Literacy and Its Determinants: An Empirical Evidences from Rural 

India. South Asian Journal of Social Studies and Economics, 11(2), 8-22. 

https://doi.org/10.9734/sajsse/2021/v11i230279  

Balasubramnian, B., & Sargent, C. S. (2020). Impact of inflated perceptions of financial literacy on financial decision making. 

Journal of Economic Psychology, 80, 102306. https://doi.org/10.1016/j.joep.2020.102306  

Barney, J. B. (1986). Strategic factor markets: Expectations, luck, and business strategy. Management Science, 32(10), 1231-

1241. https://doi.org/10.1287/mnsc.32.10.1231  

Financial Capability (2022). Key statistics on UK financial wellbeing, numeracy and - FinCap. Retrieved from 

https://www.fincap.org.uk/en/articles/key-statistics-on-uk-financial-capability (accessed 29 March 2022) 

Financial Health Network (2020) Building Valuable Customer Relationships [Ebook]. Retrieved from https://cfsi-innovation-

files-2018.s3.amazonaws.com/wp-content/uploads/2020/08/25175501/FHN_PulsePFI-Report_final.pdf (accessed 21 

March 2022) 

Friis, O. & Koch, C. 2015. Strategy innovation with employee involvement. International Journal of Globalisation and Small 

Business, (7:2), pp. 125-138. https://doi.org/10.1504/IJGSB.2015.071182  

Frost, J., Gambacorta, L., Huang, Y., Shin, H. S., & Zbinden, P. (2019). BigTech and the changing structure of financial 

intermediation. Economic Policy, 34(100), 761-799. https://doi.org/10.1093/epolic/eiaa003  

Fu, J., & Mishra, M. (2022). Fintech in the time of COVID− 19: Technological adoption during crises. Journal of Financial 

Intermediation, 50, 100945. https://doi.org/10.1016/j.jfi.2021.100945  

George, G., & Bock, A. J. (2011). The business model in practice and its implications for entrepreneurship research. 

Entrepreneurship Theory and Practice, 35(1), 83-111. https://doi.org/10.1111/j.1540-6520.2010.00424.x  

Grohmann, A., Klühs, T., & Menkhoff, L. (2018). Does financial literacy improve financial inclusion? Cross country evidence. 

World Development, 111, 84-96. https://doi.org/10.1016/j.worlddev.2018.06.020  

Grover, V., & Saeed, K. A. (2004). Strategic orientation and performance of internet‐based businesses. Information Systems 

Journal, 14(1), 23-42. https://doi.org/10.1111/j.1365-2575.2004.00161.x  

Hussain, J., Salia, S., & Karim, A. (2018). Is knowledge that powerful? Financial literacy and access to finance: An analysis of 

enterprises in the UK. Journal of Small Business and Enterprise Development, Vol. 25 No. 6, pp. 985-1003. 

https://doi.org/10.1108/JSBED-01-2018-0021  

Jain, M., Garg, A., & Deng, F. (2022). Financial Health: The Growth Engine & Imperative for Banks. Retrieved from 

https://www.uncdf.org/article/7598/financial-health-the-growth-engine-imperative-for-banks (accessed 29 March 2022) 

Klapper, L., & Lusardi, A. (2020). Financial literacy and financial resilience: Evidence from around the world. Financial 

Management, 49(3), 589-614. https://doi.org/10.1111/fima.12283  

Lee, I., & Shin, Y. J. (2018). Fintech: Ecosystem, business models, investment decisions, and challenges. Business Horizons, 

61(1), 35-46. https://doi.org/10.1016/j.bushor.2017.09.003  

Lyons, A. C., & Kass-Hanna, J. (2021). A methodological overview to defining and measuring “digital” financial literacy. 

Financial Planning Review, 4(2), e1113. https://doi.org/10.1002/cfp2.1113  

Morgan, P. J., Huang, B., & Trinh, L. Q. (2019). The need to promote digital financial literacy for the digital age. In the Digital 

Age. G20 Japan. Retrieved from: https://t20japan.org/policy-brief-need-promote-digital-financial-literacy/ (accessed 26 

April 2022) 

Morris, M., Schindehutte, M., Richardson, J., & Allen, J. (2006). Is the business model a useful strategic concept? Conceptual, 

theoretical, and empirical insights. Journal of Small Business Strategy, 17(1), 27-50.  

OECD (2020). OECD/INFE 2020 International Survey of Adult Financial Literacy [Ebook]. Retrieved from 

https://www.oecd.org/financial/education/oecd-infe-2020-international-survey-of-adult-financial-literacy.pdf (accessed 

23 March 2022) 

Panos, G. A., & Wilson, J. O. (2020). Financial literacy and responsible finance in the FinTech era: capabilities and challenges. 

The European Journal of Finance, 26(4-5), 297-301. https://doi.org/10.1080/1351847X.2020.1717569  

Panos, G. A., Karkkainen, T., & Atkinson, A. (2020). Financial literacy and attitudes to cryptocurrencies. Working Papers in 

Responsible Banking & Finance WP Nº 20-002. http://dx.doi.org/10.2139/ssrn.3482083  

Park, H., Kim, H. S., & Park, H. W. (2021). A scientometric study of digital literacy, ICT literacy, information literacy, and 

media literacy. Journal of Data and Information Science, 6(2), 116-138. https://doi.org/10.2478/jdis-2021-0001  

Philippas, N. D., & Avdoulas, C. (2020). Financial literacy and financial well-being among generation-Z university students: 

Evidence from Greece. The European Journal of Finance, 26(4-5), 360-381. 

https://doi.org/10.1080/1351847X.2019.1701512  

Polizzi, G. (2020). Digital literacy and the national curriculum for England: learning from how the experts engage with and 

evaluate online content. Computers & Education, 152, 103859. https://doi.org/10.1016/j.compedu.2020.103859  



Zhu, Paul & Muck 

  

The 22nd International Conference on Electronic Business, Bangkok, Thailand, October 13-17, 2022 

636 

Setiawan, M., Effendi, N., Santoso, T., Dewi, V. I., & Sapulette, M. S. (2020). Digital financial literacy, current behavior of 

saving and spending and its future foresight. Economics of Innovation and New Technology, 31(4), 320-338. 

https://doi.org/10.1080/10438599.2020.1799142  

Spiegel, O., Abbassi, P., Zylka, M. P., Schlagwein, D., Fischbach, K., & Schoder, D. (2016). Business model development, 

founders' social capital and the success of early stage internet start‐ups: a mixed‐method study. Information Systems 

Journal, 26(5), 421-449. https://doi.org/10.1111/isj.12073  

The London Institute of Banking and Finance. (2022). Young Persons’ Money Index 2021-22 [Ebook]. Retrieved from 

https://www.libf.ac.uk/docs/default-source/financial-capability/young-persons-money-index/young-persons-money-

index-2021-22-final.pdf?sfvrsn=b2c83b8d_2 (accessed 28 March 2022) 

Toronto Centre.: Financial Literacy and Digital Financial Inclusion (2022). Supervisory Policy and Practice [Ebook]. Retrieved 

from https://res.torontocentre.org/guidedocs/Financial%20Literacy%20And%20Digital%20Financial%20Inclusion%20-

%20Supervisory%20Policy%20And%20Practice%20FINAL.pdf (accessed 25 March 2022) 

Vučinić, M. (2020). Fintech and Financial Stability Potential Influence of FinTech on Financial Stability, Risks and Benefits. 

Journal of Central Banking Theory and Practice, 9(2), 43-66. https://doi.org/10.2478/jcbtp-2020-0013  

Zott, C., Amit, R., & Massa, L. (2011). The business model: recent developments and future research. Journal of Management, 

37(4), 1019-1042. https://doi.org/10.1177/0149206311406265 

 


