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2. [bookmark: _Toc510020281]eXECUTIVE sUMMARY
The purpose of this report is to make the reader understand what Virgin Banking Is trying to do and what problems they face on the way. The company this report is based around is Virgin Banking, this organisation is an extremely well-established company on a global scale. They have various companies that branch off such as Virgin Atlantic, Virgin media and many others. The problem they’re facing is that they need to create a fully working AI that will help to monitor people’s money. The problem solving techniques that were used were Ishikawa’s fishbone diagram and the 5 Ws, these two have specific steps to follow which guarantee success and eradicate the problems that face them.



















3. [bookmark: _Toc510020282]Introduction
This report will have information on the task that was set out to the students. The task itself was to design a virtual assistant that can help humans manage their money better for Virgin. The students had to ensure that their ideas were innovative and that they were sticking to the guide lines of the task. Virgin has already got a banking application, on the homepage of the Virgin banking’s website they say, “No-nonsense products we’re proud of”  (Virgin Money, 2018). Therefore, this shows that they have already established a well working online application and that the company know their products well enough. The problems they will face will be very direct to the company and can only be solved by the teams that are within the company itself. 




















3.1 [bookmark: _Toc510020283]Report Remit
This report is based around the Virgin bank and what they are trying to do is they are trying to create a fully working AI that will help manage the customers money. You will find in this report the problems there are facing and some of the specific techniques that are used to help eradicate the problem. The two problem solving techniques that were used were the fishbone diagram and the 5 Ws , these two can guarantee success when helping to find a solution to the problem. You will gain a brief understanding of who Virgin are, you will find out information on what’s going on in the world and how the average person adapts to the technology that is around them. There is academic research to back up any points made within this report, you will also find recommendation on how to solve some of the problems that are put in front of the Virgin. 























3.2 [bookmark: _Toc510020284]Brief background the organisation
The organisation that the group chose was Virgin. As most people know Virgin is a very well-known company worldwide. They have various other virgin companies, such as virgin media, virgin pulse, Virgin business, Virgin Atlantic and Virgin sport. All these have various “smart” objectives. What are smart objectives? “Businesses frequently use the SMART acronym to guide the development of quality goals and objectives” (Jung, 2007).
SMART stands for: Specific, measurable, attainable, relevant and timely. When Richard Branson was setting up each of these companies he would have had to have a lot of market research and compare his ideas to the SMART objectives. The SMART objectives are key in business because they’re crucial steps towards a successful business idea. When SMART objectives are set they can also form goals, these goals can improve motivation through-out the teams.
The chief executive of virgin money (Jayne-Anne Gadhia) has said
“Traditional banks are investing in digital transformation, but are burdened by legacy systems, while digital start-ups currently lack the customer base to disrupt the sector on any significant scale. Our end-to-end platform will enable us to capture the market share by taking full advantage of our unique position” (Clements, 2017)
This shows that their team are smart in spotting certain gaps in the market, virgin has been renown all over the world for doing things first and they take pride at being at the top of the food chain in the business world. 













3.3 [bookmark: _Toc510020285]The problem
The problem virgin is facing is that they need to produce a successful and innovative banking AI. That will then potentially take over the need for mobile banking, they need to ensure that they have done a lot of market research therefore trying to find the niche within their chosen market.  Not only will the standard of market research be analysed and evaluated but also the necessity for new technology in the world today.  Both of which will be examined in significant detail. The dictionary for marketing says a niche is “A marketing segmentation strategy designed to fill a specific or unserved need in a tightly defined part of the market” (Doyle, 2011).
Finding the niche can be difficult when something such as banking is such a big concept in the normal day life, Virgin will have tough time when it comes down to this since banks are constantly evolving to make the customers happier. They will need to have a good understanding of what people want in the 20th century, the world is constantly evolving to make the humans life a lot simpler and what comes with that? More advanced technology this then aids people in their simplicity of life. 
“The adoptation of technology in banking sector took place mainly because of two factors one is customer demand and second is increasing competitive environment” (Bihari, 2011).
As this shows the banking environment is an “competitive environment” this is due to the large amounts of banks in the world. Therefore, producing something as ground breaking as a banking AI will be tough. Virgin must ensure that their target audience is more of the younger generation because they are constantly surrounded by technology and will not be afraid to try and use something new specially when it involves their money. An article from The Guardian has said:
“The new survey of more than 9,000 people in the UK, France, Spain, Italy, Germany, Belgium, Scandinavia and the Netherlands shows that 25- to 34-year-olds spend 13.9 hours per week online — up almost an hour in the past year alone and well above the average, with more than a third clocking up more than 16 hours” (Richard, 2008).
Today’s generation is constantly using the internet and other technological services to help aid themselves in making their lives that little bit easier. As you can see above the article is from 2008 therefore there could be even more people switching to the virtual life and managing everything from online. If virgin were to create an effect AI it would have an impact globally because other companies would notice the success and would try to ride the coat tails of virgin, also it could be a great way to entice new customers to the virgin bank therefore increasing potential profits. Threat of new entrance can be very high when it comes to things like this, some companies would be willing to try and take the risk of starting up the same idea but then it could get into bigger legal battles and copyright strikes. Marketing is such a key thing in today’s world because there are so many opportunities out there to spread your ideas, Virgin should focus on marketing from online, instore and use a variety of other ways. Where they are such a large company funding will not be a problem them, so if the marketing team has a new innovative way of marketing the product and pitch it well to the board room it should be approved. 
























4. [bookmark: _Toc510020286]Problem solving techniques
There are two problem techniques that will be used and they are Ishikawa diagram also known as the fishbone diagram, the 5Ws and H.
In the article “Creating Ishikawa (Fishbone) diagrams with R” it states that “It is commonly used for root cause analysis when a problem has been identified by observation, customer surveys, or statistical process control” (Radziwill, 2017). The problem at hand is ensuring that virgins new product gets off the ground and that it is marketed well. You need to ensure that the AI itself will benefit people’s lives and that you make the public think that it is a necessity for the everyday life. Within the fishbone diagram there are 6 different steps that can be followed:
Step 1 Establish a goal: Virgins goal is to create a successful AI that will help people control money and balance out there spending through the months. 
Step 2 Establish the structure: This would link in with how they’ll market the AI itself and what sort of themes will it be.
Step 3 Brainstorm: this would be a chance for the teams at virgin to establish what the potential threats are and what the potential advantages are.
Step 4 Down select and prioritize: What this means is that the team will have to overlook the problem itself and single out the major problems from the minor ones, a major problem could be the threat of new entrants to the marker and a minor problem could be the name of the AI.
Step 5 Deepen: This implements the 5 Ws, you will find out why the potential problems may occur. 
Step 6 Act: The team will have to put all the data together that they have gathered from the previous steps and then hopefully identify a solution for the original problem. (Radziwill, 2017).
The 6 steps above when performed correctly can help to eradicate any sort of problems within an organisation. Each step benefits Virgin because they can do a break down analysis of any threats, any major problems and can then work as the team to help provide solutions to the problems. A problem occurs when certain companies have a specific goal but they can’t reach it due to specific occurrences arising. The next problem-solving technique is the 5Ws and H. This stands for “Who, What, Where and why” (Li, 2009). Some companies also use the H which stands for how. These are 6 questions that are followed for success, “Who” This is for who is involved in the problem, in Virgin banking’s problem the people involved are their target audience and the team who are involved with creating the AI system. “What” this for what the specific problem is, within this you use the fishbone diagram to seek out the specific problems. “When” this can be linked with when the best time to release and promote their new idea of the AI banking system, you will not want to produce it when there’s a crash in the banks on a national scale because people may be too afraid to use it. “Where” Virgin would have to look where people depend on modern technology, the reason for this is that the public would be easily swayed to use something such as a banking AI to aid themselves. “Why” why is there a problem? Why would people use this banking application? These are just two of the major question virgin would have to look at, if this doesn’t become popular it’s more likely to fold and then just be axed all together. The final step is “How” this will be how will they solve the problem that is faced in front of them. 























4.1 [bookmark: _Toc510020287]Solving the problem
Virgin need to look at the fishbone diagram in depth, they will need to evaluate each of the steps and find answers for each. 
Step 1 Establish a goal: This step is very crucial to Virgin because their goal is already set out which is to create a virtual banking AI that will help their customers successfully manager their money. Setting goals is very important within large corporations such as virgin, “Goal setting results in improved performance” (Tomlinson, 2010) this shows that when a goal is set the results will be guaranteed to be improved due to higher motivation and performance. This due to having something to work towards rather than working for something which is pointless. 
Step 2 Establish the structure: The structure will be very key because they will need to ensure that the teams that are laid out to work on the new project can work together in a coherent manor. There are various structures that can be a very common one is the hierarchy structure. They could implement an organisational design or chart 
“The way in which managers structure their organization in order to achieve the organization’s goals. The formal design of an organization is laid out in an organization chart, which indicates the duties, tasks, and responsibilities of both individuals and departments” (Law, 2016).  
This would be very efficient in the sense that each department will be working on something different therefore speeding up research, production and marketing.
Step 3 Brainstorm: “Brain–storming, where a group of people (or an individual) seeks to generate lots of ideas in a short period of time, free of comment or criticism” (Cameron & Voight, 2004). Virgin will have a group of creative individuals and allow them to have full creative flow when creating the designs, marketing and names of the AI. The reason for this is if there are no specific limitations people can full thrive in the creative environment and produce some great ideas for the company. The brain storming can also be used of proof for the innovative ideas created.  
Step 4 Down select and prioritise: This will be key when funding is involved because they will be able to axe out unneeded sub-contractors working on the project. This means they can cut costs and save paying out lots of money to the other companies. They will also need to prioritise any important people so that they will get a mention in the copyright, this can then avoid any conflict or potential legal battles. Also prioritising people into certain groups to help strengthen the project will benefit Virgin massively when it comes down to working towards deadlines. 
Step 5 Deepen: This is to get a deeper understanding of what the problems, you could potentially create specific surveys that have key questions such as “What can we do to help improve the functionality of the AI?” or give specific sheets to the individuals who are working on the AI and ask them to give their opinion and worries of what may go wrong. This is a very important part of the marketing process too because this is where market research really comes in handy, they need to have a deep understanding of what’s going on the modern day. The marketing team will need to research the needs and wants of their target audience, this is so they AI can be on more of a personal level for the customers and so the customers feel like they’re being helped not left with a burden. “Before the marketer can hope to develop even the most rudimentary strategic decisions, a degree of analysis is required” (Fifield, 2012) This outlines that a lot of analysis is needed to be undertaken to be effective in the chosen market.
Step 6 Act: This is where Virgin need to act on the identified problems, they will need to iron out the major problems such as copyright laws, security and the AI’s functions itself. If they were to follow these steps they would be able to help each sector in completing the goals they have been set therefore putting them that one step closer to creating the AI they want. When trying to solve the problems they need to ensure they are looking at the problems as a whole rather than putting them in certain group, the problem will be more getting people to trust the AI specially with details such as their account numbers and sort codes. Things like these are tricky because people will be scared that their private and confidential information will be leaked, with it all being online people could run the risk of being hacked and money being taken from their personal accounts. 












4.2 [bookmark: _Toc510020288]Problem solving implementation
Virgin Banking will need to ensure that they have reliable shareholders and stakeholders, they will need to make sure that their IT is always on hand so that the AI is running smoothly. If there are too many problems within the AI it will then generate back feedback for application which could then result in bad publicity and people changing banks. A stakeholder is “A person or group who have vested interest in a particular project, activity, or issue because they involved in it or affected by it” (Park, 2007) This means that Virgin need to ensure that the AI comes off with no major problems due to it not just being their own reputation and money on the line. The Virgin bank will work very close with any of the teams involved because the AI would be linked to their bank and this would then bring an incentive for new customers to join, the public are always striving for an easier life therefore Virgin need to take this into account because they need to ensure that the AI is there to help people in the best way possible. They will need to ensure everyone in the actual banks are all trained properly to help and sell the idea to the new customers because the people in the banks will be the first point of contact with new customers there they need to be able to help to the best of their ability. Specific time frames will need to be laid out such as times for maintenance, time to get feedback and they could also assess the busiest times so that they can work maintenance around those specific times. Virgin would need to have quarterly meetings to ensure the AI is running effectively and if anyone has any ideas on ways to improve it. 













5. [bookmark: _Toc510020289]Conclusion
Therefore, Virgin need to ensure they are looking at the bigger picture when creating this AI system, it needs to appeal to its target audience and ensure that it all runs smoothly. They will need to ensure that they have specific teams to eradicate any problems that arise, they will also need to do independent market research on trends in the market, niche marketing and research on new threats of entrance.
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