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[bookmark: _Toc237433525]AI use acknowledgement
[bookmark: _Toc237433526]Acknowledgement 1: ChatGPT (OpenAI)
I acknowledge the use of ChatGPT (https://chatgpt.com/) on 11 August 2026 to research background information to support my analysis, including industry context, competitor positioning, and publicly available data on Chase UK and its competitors. I used the prompt(s):
1. Summarise the history and business model of Chase UK, including its launch date, mission, and revenue model.
2. Explain the current competitive landscape of UK retail banking, including Chase UK's key competitors such as Barclays, HSBC, Lloyds, NatWest, Monzo, Starling and Revolut.
3. Outline recent regulatory and market developments affecting UK digital banking, such as Open Banking and consumer trends.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
[bookmark: _Toc237433527]Acknowledgement 2: ChatGPT (OpenAI)
I acknowledge the use of ChatGPT (https://chatgpt.com/) on 11 August 2026 to generate the illustrative diagrams (Figures 1–11) used throughout this report, based on my own analysis and content for each framework. I used the prompt(s):
1. Generate a 3D-style infographic of the PESTEL framework applied to Chase UK, showing the six factors I've identified: Political, Economic, Social, Technological, Environmental, and Legal.
2. Generate a professional 3D diagram of Porter's Five Forces, Ansoff's Matrix, and Porter's Generic Strategies, styled consistently, to visually summarise the strategic analysis in my report.
3. Generate a competitor positioning map for Chase UK against Barclays, HSBC, Lloyds, NatWest, Monzo, Starling and Revolut, based on digital-first versus traditional and basic-banking versus broad-ecosystem positioning.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
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[bookmark: _Toc237433528]INTRODUCTION
· Chase UK, the retail banking arm of JPMorgan Chase & Co., the largest bank in the United States, opened its doors as the first international retail banking business for the 227-year-old institution on 21 September 2021 (Chase UK, 2021). Late to the game, following Monzo and Starling and after Metro Bank was the UK's first new high-street license holder in more than 100 years (Ulam, 2025), Chase was not a small fintech start-up, but a digitally native challenger backed by the balance sheet of a global banking group that services more than 80 million American households (Chase UK, 2021).
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Figure 1: Chase UK app and brand identity (illustrative, AI-generated, 2026).



· The bank's mission statement focuses on providing “good value banking products with a straightforward experience through an easy-to-use app” (cited in Chase UK, 2022). This can be seen in the business model of offering a current account with no account fees, no branches, and monetizing the business via interchange revenue and the cross-selling of savings and investment products rather than the fees levied on account holders, with the first lending product (a credit card) coming out in 2025 (JPMorgan Chase, 2025a). Chase has grown from a single current account into an expanding suite of financial services, including savings, credit, and investments through its subsidiary, J.P. Morgan Personal Investing (formerly known as Nutmeg), which reached 2.8 million customers and over $35 billion in balances by early 2026 (JPMorgan Chase, 2025a).


· The current account market is one of the most competitive retail-banking sectors in the UK, traditionally dominated by Barclays, HSBC, Lloyds and NatWest, and increasingly influenced by mobile-only brokers Starling and Monzo, as well as Revolut, Al-Harbi (2025) wrote. Open Banking regulation, a decline in the use of branches and increased consumer expectations of using apps for money management have transformed this market over the past decade (Chelladurai and IlanKumaran, 2026). While most competitors offer fee-free account, Chase differentiates itself more because of the sense of security that comes with an established global name, highly rated mobile app, and targeted cashback and savings incentives (Al-Harbi, 2025). In late 2025, Chase became profitable and is now a legitimate challenger to the likes of Monzo and Starling, despite intensifying competition with Revolut getting a full UK banking license in March 2026.
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Figure 2: Competitor positioning map for Chase UK in UK retail banking (Author's own, generated with ChatGPT image generation, 2026).

[bookmark: _Toc237433529]EXTERNAL AND INTERNAL ANALYSIS
[bookmark: _Toc237433530]2.1 External Environment: PESTEL Analysis
· Chase UK is situated in a retail-banking context that is characterised by fast-paced regulatory, technological and macro-economic evolution. As shown below, the political, economic, social, technological, environmental and legal aspects are identified below, and these opportunities and threats are distilled in section 2.3 of the SWOT analysis.
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Figure 3: PESTEL framework applied to Chase UK (Author's own, generated with ChatGPT image generation, 2026).

· Political: UK retail banking operates within a regulatory regime based on competition. The CMA is continuing to monitor the conduct of the nine largest ‘CMA9' banks, under the Retail Banking Market Investigation Order of 2017, and its communication with the Financial Conduct Authority (FCA) in January 2026 indicates that the CMA's focus on account-switching and payment-initiation rules is ongoing (Competition and Markets Authority, 2026). This allows for a pretty positive political environment around Challenger propositions like Chase, where the incumbent must remain "open" to new competitors. But as Clarke and Macartney (2025) reveal, the ‘noisy politics' that saw open banking imposed on the big banks in 2013-18 has been replaced, following Brexit, by ‘quiet politics' as the biggest incumbents took control by partnering and acquiring FinTech’s instead of going out of business. For Chase, it's a political tailwind that should be taken with a grain of salt, as there is still a lot of structural power in the hands of the CMA9.

· Economic: The Bank of England kept Bank Rate at 3.75% at their July 2026 meeting, and CPI inflation at around 2.6% and will likely increase further as the energy costs associated with the Middle East conflict work their way through the economy (Bank of England, 2026). Interest rates are a double-edged sword for Chase because, higher rates benefit the net interest income on its deposit base of over £20 billion, but the squeeze on the cost of living will also push consumers toward tightening their purse strings, and may also cause them to be more hesitant to switch their primary banking relationship during an uncertain economic climate, as would happen during a recession (Bank of England, 2026). Meanwhile, the financial squeeze makes a deal with no fees and no hassle, like Chase's, more attractive to the price-conscious shopper who wants to cut costs on basic banking.

· Social: UK consumers are now more comfortable using an app as their primary banking channel, with digital-only banks not yet widely used as a primary bank as across all demographics. In the UTAUT-2 study of UK consumers, Ndlovu et al (2025) concluded that the perceived risk, trust, security and environmental concerns were all significant in driving behavioural intention to use digital only banks with an explanatory power of even a well-specified model was only moderate, highlighting the continued hesitation for some segments. Younger, money-conscious shoppers appreciate the cashback reward, round-up savings and ability to connect with J.P. Morgan Personal Investing, while older and less tech-savvy customers are loyal to the branches. Finally, Chase's position as a division of a global recognised bank rather than an independent start-up seems to lower the perceived-risk barrier outlined in Ndlovu et al.'s (2025) model, which further extends the reason why Chase has been able to generate their deposit base and volume relatively fast.

· Technological: APIs for open banking and cloud-based systems are still at the heart of competition. The FCA's Open Banking strategy also states that in 2025 there were 16.1 million people who were active users of open banking payments and account information services, with payments increasing by 53% that year, and that the FCA is expected to use new rule-making powers in 2026 under the forthcoming Treasury legislation (Financial Conduct Authority, 2025a). Chase's own tech strategy is also enhanced by its scale: JPMorganChase says it has a technology budget of about $19.8 billion for the year, and over 450 uses of artificial intelligence are in production across the bank, including in the areas of fraud, personalisation, and credit decisioning (JPMorganChase, 2026a). This is an expensive technology that uses artificial intelligence, and smaller challenger banks in the UK, like Monzo or Starling, do not have the ability to duplicate. This is a technology that gives chase a lasting advantage and is explored further in the VRIO analysis below.

· There are also environmental benefits, as digital-only banks have a lower direct carbon footprint than their branch banking counterparts because they don't require a nationwide branch network, though this benefit is being offset by the increased energy use of the cloud computing and artificial-intelligence platforms that support digital banking. The Financial Conduct Authority (FCA) is still working on expectations for climate-risk governance and sustainable finance disclosure as part of its overall strategic priorities in the sector (2024). Despite not having branch estate to decarbonise, Chase is nonetheless compelled to climate-risk governance and reporting through the group-level framework of JPMorgan Chase.

· Legal: Chase is regulated and authorised by the FCA, and the Prudential Regulation Authority, meaning it must meet the FCA's new Consumer Duty regulatory framework, which introduces tougher standards for firms to demonstrate good outcomes for customers since 2022-24, as well as operational-resilience rules that mandate that firms set impact tolerances for critical business services (Financial Conduct Authority, 2024). Under the Financial Services Compensation Scheme, customer deposits are insured to £120,000 per person, which equates Chase with the same protection as incumbent banks, and helps to bridge the gap between the newer entrants and the trust banks. The CMA's continued monitoring of the Open Banking Roadmap, which was submitted in September 2024, also requires the largest banks to continue keeping the infrastructure on which Chase relies to provide services to customers (Competition and Markets Authority, 2026).
[bookmark: _Toc237433531]2.2 Internal Environment: VRIO Analysis
The VRIO framework is used to determine whether a company can achieve sustainable competitive advantage (SCA) by combining valuable, rare, costly to imitate, and well-organized resources and capabilities (VRIO, 1991 cited in Simamora, Rahayu and Dirgantari, 2024). Table 1 illustrates this for four resources which are most critical to Chase UK's competitive position.
	Resource
	Valuable
	Rare
	Costly to Imitate
	Organised
	Competitive Implication

	Parental balance sheet and capital backing (JPMorgan Chase)
	Yes
	Yes
	Yes
	Yes
	Sustained competitive advantage

	Cloud-native, AI-enabled technology platform
	Yes
	Yes
	Partly
	Yes
	Temporary competitive advantage

	Global Chase/JPMorgan brand and reputation
	Yes
	No
	Partly
	Yes
	Temporary competitive advantage

	Integrated investment offer (J.P. Morgan Personal Investing)
	Yes
	Yes
	Partly
	Yes
	Temporary competitive advantage

	UK banking licence and FSCS protection
	Yes
	No
	No
	Yes
	Competitive parity



Table 1: VRIO analysis of Chase UK's principal resources and capabilities.

Financial backing: Balance sheet of its parent is Chase UK's most valuable and rarest resource. JPMorgan Chase had total assets of $4.425 trillion, net income of $57.0 billion, and a Common Equity Tier 1 (CET1) capital ratio of 14.6% for 2025, which provides Chase with a level of funding that is unavailable to a challenger bank operating in the United Kingdom alone (JPMorgan Chase, 2025b). This is because the resource enabled the company to make a significant investment while still being scalable towards a profitable business by the end of 2025, which is something that can't be maintained by the pure-play FinTech’s who are reliant on the investment rounds of the venture-capital model. It is rare among UK entrants, hard to imitate, well organised around the growth strategy of chase and it provides a source of sustained competitive advantage.

Technology and AI platform: JPMorganChase's cloud-native core banking platform and access to its group-wide artificial intelligence programme come in at a value that is above most UK retail banks' $4.3 billion annual tech budget and over 450 production uses of artificial intelligence, respectively (JPMorganChase, 2026a). However, research on small banks in the field of digital transformation proves that information systems and technological capabilities, if properly organized, can be a valid resource for realizing competitive advantage instead of achieving competitive parity (Simamora, Rahayu and Dirgantari, 2024) this suggests that it can be considered as a VRIO resource of chase. The primary risk is that of being able to be imitated: UK competitors like Monzo, Starling and Revolut are all cloud-native and tech agile, and Chase's tech advantage is more of a competitive edge for the short term and is reliant on ongoing reinvestment at the group level. 


Brand and trust: In the context of perceived-risk barrier, which Ndlovu et al. (2025) consider a major hurdle in adopting digital-only banks in the UK, Chase's brand recognition is valuable. It is somewhat rare, however, because other UK financial institutions – HSBC, Barclays, Lloyds and NatWest – have similarly established brands in the UK, and it is easy to imitate in theory, but much harder in practice, because it takes a very long time to build. Chase is spending a lot of money organisationally to enable this global brand to be trusted locally, and so far, it's giving the organisation a competitive edge at the expense of others.

Cross-selling ecosystem: The Chase J.P. Morgan Personal Investing (formerly known as Nutmeg) cross sell: This is a useful, moderately rare cross sell that is already working for the bank and has already been built – as few digital-only UK challenger banks can boast a FCA-regulated investment platform of this scale and value, with J.P. Morgan Chase's cross sell having reached 2.8 million customers and over $35 billion in balances by early 2026 (JPMorgan Chase, 2025a). It's moderately easy to replicate, since it was more of an acquisition and integration programme than organic growth, and it's certainly focused on the goal Chase has set for itself of being a 'one-stop shop' for spending, saving and investing. It thus serves to temporary competitive advantage which may develop into a lasting one, as integration progresses. 


[bookmark: _Toc237433532]2.3 SWOT Analysis

Combining the external opportunities and threats identified in the PESTEL analysis with the internal strengths and weaknesses identified in the VRIO analysis, table 2 summarizes the overall strategic position of Chase UK.
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Figure 4: SWOT summary for Chase UK (Author's own, generated with ChatGPT image generation, 2026).






	STRENGTHS
	WEAKNESSES

	· Deep balance sheet of the parents and patient capital (JPMorgan Chase, 2025b) 
· AI-powered, cloud-based technology platform (JPMorganChase, 2026a; Simamora, Rahayu and Dirgantari, 2024) 
· Strong Global Brand that minimizes perceived risk (Ndlovu et al., 2025) 
· The bank, J.P. Morgan Chase, has an integrated investment offer via J.P. Morgan Personal Investing (2025a). 
· FSCS protected deposits and a full UK banking license 


	· Limited appeal to those who are less digitally savvy (Ndlovu et al. 2025) 
· Less customer base than Monzo and Revolut (c.2 million and c.10 million respectively) 
· Limited product portfolio - no mortgage offering, limited lending 
· Marketing budgets need to remain high to maintain product sales, which are largely dependent on them.
· Customer growth depends largely on marketing, and marketing budgets must remain high. 



	OPPORTUNITIES
	THREATS

	· New account-to-account payment revenue – potential from FCA/HM Treasury open banking legislation in 2026 (Financial Conduct Authority, 2025a) 
· For the CMA9, incumbent bank data is kept open to Chase, if the CMA continues to supervise it (Competition and Markets Authority, 2026) 
· Cost-of-living pressure and rate environment working in favor of fee-free accounts (Bank of England, 2026) –
· Taking the loans business to market after the credit card launch in 2025.

	· Revolut's full UK banking licence from March 2026, intensifying competition for digitally native customers
· Incumbent banks reasserting market power through fintech partnerships rather than losing share (Clarke and Macartney, 2025)
· Rising and volatile inflation pressuring household spending and account-switching behaviour (Bank of England, 2026)
· Tightening Consumer Duty and operational-resilience obligations raising compliance costs (Financial Conduct Authority, 2024)



Table 2: SWOT analysis of Chase UK.

Chase UK's SWOT indicates a bank that has turned an unusual and difficult-to-replicate resource base from its parents into market share in the UK but has a competitive edge in a crowded space where technical differentiation is only short-lived and the regulatory tail is competing for the wind. Yet, while the CMA9's size may make it more likely than others to be swallowed by partnership instead of by competition, as Clarke and Macartney observe, that isn't necessarily the case in the medium term: it just gives Chase more time to get to know Monzo, Starling and the newly licensed Revolut. 
[bookmark: _Toc237433533]COMPREHENSIVE AND HOLISTIC VIEW OF THE ORGANISATION
[bookmark: _Toc237433534]3.1 CSR Strategy and Alignment with Business Objectives
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Figure 5: CSR strategy pillars and business alignment, Chase UK (Author's own, generated with ChatGPT image generation, 2026).

Chase UK does not issue a separate corporate social responsibility (CSR) report but rather takes on the group-wide strategy of JPMorgan Chase. At the group level, the American Dream Initiative pledges to provide increased access to capital, training and/or tools for 10 million small businesses, expand financial-education programs by reaching approximately 5 million customers, students and/or small businesses, and provide more than $10 billion in credit and capital to affordable housing since 2021 (JPMorgan Chase, 2025b). This is in addition to the firmwide goal to invest $2.5 trillion in the next decade in clean energy and sustainable development (JPMorganChase, 2026b). The branchless, app-only banking approach is offered as an inherently greener business model for Chase UK, and its efforts to reach the UK, like Chase Money Skills, deliver financial-education material directly to customers from the app.
This convergence of CSR and business goals is only partial; critically, it does not extend to all goals. Some of the efforts that are most directly aligned with commercial objectives are seamlessly embedded in the business model, such as the financial-education content that helps foster trust and engagement within the Chase app. Nevertheless, group-level programmes like the American Dream Initiative are largely driven by US priorities and are not broken down into UK-wide, externally verifiable targets making it hard to accurately measure the extent to which these programs are delivered in the UK market, as opposed to being symbolically linked to the Chase brand. Based on their analysis of the CSR reporting of European banks, Costa and Di Pillo (2024) conclude that in the banking sector, a disconnect exists between CSR expectations and perceptions of a bank's sustainability performance overall, and the disconnect can be bridged by having banks publish comparable CSR metrics at the customer level, not just the parent level. When looking at CSR, efficiency and risk, the authors Jouini, Chouchen and Messai (2025) find that there is a ‘vicious circle' at play: higher CSR commitment is not always correlated with higher operational efficiency, but CSR is correlated with lower credit risk; this means that when assessing Chase UK's CSR activity, risk and reputational benefits should be considered over cost efficiency. In this sense, the CSR alignment of the bank Chase UK would be stronger if it had explicitly defined UK-specific commitments, such as those concerning the carbon footprint and social footprint of its own customers, rather than relying on the bank's commitments at the global level of JPMorgan Chase.
[bookmark: _Toc237433535]3.2 Balanced Scorecard
A relevant framework for converting Chase UK's mission into a balanced set of financial and non-financial measures, across four perspectives, is the balanced scorecard (BSC) (Kaplan and Norton, 1992). These findings echo the material impact of fintech growth on all four perspectives of the balanced scorecard of banks competing with digital firms, as shown by Pham and Nguyen (2025), and the increased relationship between the Learning and Growth perspective and overall organisation performance in commercial banks due to artificial intelligence and knowledge-management practices, which is also relevant to an AI-enabled challenger like Chase, as explained by Mahboub and Ghanem (2024). Table 3 uses the framework to help chase UK.
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Figure 6: Balanced Scorecard perspectives applied to Chase UK (Author's own, generated with ChatGPT image generation, 2026).





	Perspective
	Objective
	Key Performance Indicator
	Target
	Initiative

	Financial
	Grow revenue and profitability sustainably beyond interchange income
	Deposit growth (£); net interest margin
	Grow deposits beyond £25 billion by 2027
	Expand the 2025 credit card and personal-lending range to diversify revenue

	Customer
	Deepen primary-bank relationships and customer trust
	Primary-account conversion rate; app-store rating
	Convert a majority of the c.2 million customer base to primary-account status
	Extend cashback rewards and cross-sell J.P. Morgan Personal Investing

	Internal Business Process
	Maintain resilient, compliant, and efficient digital operations
	App uptime (%); AI-detected fraud losses prevented
	Sustain 99.9% app availability; reduce fraud losses year-on-year
	Deploy JPMorganChase's group-wide AI fraud-detection tools locally

	Learning and Growth
	Build UK data, AI, and compliance capability
	Staff trained in AI/data tools (%); employee retention rate
	Increase annual AI/data upskilling coverage among UK staff
	Extend JPMorgan's global technology-training programmes to Chase UK teams



Table 3: Balanced scorecard for Chase UK, adapted from Kaplan and Norton (1992).

Financial: Chase UK's financial goal is to continue to grow profitably, outside of the fee-free interchange income, as the number of deposits it holds over £20 billion (Bank of England, 2026). The two key levers are growing net interest margin, and diversifying into lending, after the 2025 credit card launch; otherwise, Chase would be vulnerable to any future drop in volume of card spending.
Customer: The customer objective is to make sure that Chase's nearly 2 million UK customers' secondary account is a cashback account and that their primary account is their main banking relationship as it is key to long-term deposit stability and cross sell. This is tightly tied to the perceived-risk and trust barriers reported by Ndlovu et al (2025) in section 2.1, so account numbers are not the only metrics that should be measured. KPIs should also measure the percentage of customers who use chase as their primary bank.

Internal Business Process: 
Reliability and fraud prevention are crucial aspects of a branchless bank's license, as when a customer encounters problems with the app, there is no way to go to a branch. Chase UK can leverage JPMorgan Chase’s global AI fraud detection capability, which is part of a $19.8 billion budget for AI worldwide and has over 450 production AI use cases (JPMorganChase, 2026a), for its own AI-based uptime and fraud KPIs while avoiding having to develop this capability on its own.

Learning and Growth: Continued investment in UK staff capability and skills in areas such as AI, data, and regulatory compliance is essential for sustained performance across the other three perspectives, including learning and growth. Mahboub and Ghanem (2024) conclude that integrating AI with a structured knowledge-management practice provides a marked increase in the overall contribution of this perspective to Chase UK's bank performance, and that the UK’s plans to expand JPMorgan's global technology-training programs into the UK represent a strategy to boost that contribution.


The underlying logic of the scorecard is that by investing in AI and employee capacity, companies will improve fraud prevention and app reliability, thereby increasing customer trust and conversion of primary accounts, which will lead to increased deposits and profitability (Kaplan and Norton, 1992). With the gap identified in section 3.1, the perspective of Learning and Growth might benefit from being expanded to feature a sustainability/community-impact indicator specifically applicable to the UK, instead of remaining outside the performance-management system entirely, to ensure that non-financial CSR obligations are measured as rigorously as commercial KPIs.
[bookmark: _Toc237433536]STRATEGIC CHOICES AND IMPLEMENTATION
[bookmark: _Toc237433537]4.1 Business-Level Strategic Choice
In terms of the business level, Chase UK displays two generic strategic postures that were identified by Porter (1985) cited in Musau and Muathe (2025), cost leadership and differentiation. A pure cost-leader approach would no longer be viable for Chase: fee-free accounts have become standard practice at the challenger banks in the UK and it would not be possible to compete solely by the price of the account without a defensible advantage. Differentiation, based on the brand security of a globally recognised parent, an AI enhanced app experience and an integrated investment offer via J.P. Morgan Personal Investing, all which challengers based solely in the UK cannot match is the more appropriate strategic play. Differentiation as a differentiator is supported by a study by Musau and Muathe (2025) on digital transformation strategy among commercial banks and their findings indicate that differentiated digital transformation initiatives, and not competitive banks based on cost, is the best predictor of sustainable competitive advantage in banking markets disrupted by fintech competitors.

[image: A diagram of a company's strategy

AI-generated content may be incorrect.]
Figure 7: Porter's generic strategies matrix (Author's own, generated with ChatGPT image generation, 2026).

[bookmark: _Toc237433538]4.2 Validating the Strategy: Five Forces and Ansoff's Matrix
In terms of Porter's Five Forces (section 2.1), the position for differentiation is justified. However, the danger of new entrants is high, as the UK's Revolut is due to receive a full banking license in March 2026 (see section 2.3) and any ‘new' or ‘digital’ advantage will soon be washed away. Undifferentiated propositions also have a constant churn risk as buyer power is also high with the Current Account Switch Service in the UK which allows customers to switch up their existing account within seven working days. Competition is fierce with the CMA9 and challenger banks, and Clarke and Macartney (2025) illustrate how challengers are taking the shape of a partnership rather than a deal that results in a loss of share, leaving the incumbent banks to win over customers through their own merits rather than regulatory pressure.
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Figure 8: Porter's Five Forces applied to Chase UK (Author's own, generated with ChatGPT image generation, 2026).

To complement the differentiation strategy, Ansoff's Matrix (Ansoff, 1957) is helpful in determining the growth vector. The current offering of Chase UK is a market penetration offering existing product (fee-free current account) offered to existing market (UK retail banking customers) through a cashback and referral scheme. But with only some 2 million users compared with Monzo and Revolut, both of which have approximately 10 million users, penetration is unlikely to bridge that gap. The 2025 credit card launch and the enhanced product integration in the Chase app are moves towards product development – the creation of new products in the current UK market, not in new markets and segments. It's the least risky of Ansoff's options, which are market development or diversification, because it's not an acquisition of new kinds of customers that Chase would need to do, but a development of an existing brand relationship. 
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Figure 9: Ansoff's Matrix applied to Chase UK (Author's own, generated with ChatGPT image generation, 2026).

[bookmark: _Toc237433539]4.3 Delivering Optimum Performance
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Figure 10: Strategy-to-performance chain, Chase UK (Author's own, generated with ChatGPT image generation, 2026).

The differentiation strategy supported by product development provides a sustainable competitive advantage to Chase UK if it can transform the VRIO-rare assets it has identified in section 2.2, which include its balance sheet and AI systems, into propositions competitors may not be able to replicate. This logic can be applied to real-world example: Capital One had previously been a credit card company and saw a change in its business from a single product to an integrated bank, enabling it to focus on a digital customer experience instead of price as a differentiator (Scaled Agile, Inc., cited in Alotaibi and Alrwais, 2025), with their Agile transformation since 2013 cited as a key element of this shift (Scaled Agile, Inc., cited in Alotaibi and Alrwais, 2025). The alternative for Chase is to continue to expand the cross-sell of banking, credit and investment offerings to deepen the relationship within a single app, aided by the perceived risk reduction and trust that a recognised parent brand can build, rather than just a lower fee. 
[bookmark: _Toc237433540]4.4 Implementation Challenges and Solutions
A well-validated strategy is still not effective if the strategy is not well implemented; Chase UK has two implementation risks. First, a survey by Ulrich-Diener, Dvouletý and Špaček (2025) of 407 bank decision makers suggests that the degree of actual digitalisation of a bank is significantly lessened by technology and regulatory complexity as it leads to both legal and organisational challenges that slow down delivery and high effort when developing new products. For Chase, this translates to the Consumer Duty and operational-resilience requirements in section 2.1, meaning that every new product or a changed functionality, like a credit card or a scaled-up loan, will need to pass FCA conduct and prudential tests before going to market, or else risk being limited in scope or, in some cases, never launched. Second, the same study reveals that personal involvement (active participation by both employees and customers in driving digital development) has a significant positive impact on the successful digitalisation, suggesting that Chase's UK technology and customer-service teams should instead be part of the product design process, not merely be handed features centrally developed by the US parent.
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Figure 11: SAFe implementation framework (Author's own, generated with ChatGPT image generation, 2026).


Both risks are addressed in one go with the Scaled Agile Framework (SAFe). Alotaibi and Alrwais (2025) report that SAFe's iterative and cross-functional approach enable regulated financial institutions to integrate compliance and security testing into every development increment, eliminating the need to hold back the launch because of regulation, and that SAFe's Agile Release Trains provide frontline and technology personnel with structured, direct input into what is built next. Not a hypothetical, but Standard Bank's SAFe transformation reduced its time-to-market from 700 days to 30 days and boosted its productivity by 50% (Scaled Agile, Inc, cited in Alotaibi and Alrwais, 2025) and Capital One's use of SAFe has raised their employee engagement by nearly 20% (Scaled Agile, Inc, cited in Alotaibi and Alrwais, 2025). The two implementation barriers discussed above could be combined in a single change in the organisation: extending a SAFe-style delivery model to the UK product teams would allow it to launch differentiated features, such as new personal-lending products, or invest more deeply in the integration of investment products, at a rate compatible with the pace of technology investment at the group level by Chase UK, without infringing on the timelines of the UK regulators.
[bookmark: _Toc237433541]REFLECTIVE ACCOUNT
[bookmark: _Toc237433542]Description
In this report I had to research and analyze a strategic evaluation of Chase UK, based on a range of frameworks: PESTEL, VRIO, SWOT, The Balanced Scorecard and Porter's 5 Forces which was combined with Ansoff's Matrix for strategic choice. My journey started with the choice of Chase UK which was a ‘case’ that was not a ‘no-brainer' since it is a digitally native subsidiary of a well-established, global parent bank. I then worked from framework to framework, doing background research on the current regulatory, economic and competitor information and then applying each model, checking all information (e.g. deposit figures, technology spend, regulatory deadlines etc.) against its source before incorporating the information into the analysis.

[bookmark: _Toc237433543]Feelings
Initially I felt confident as the frameworks were known from previous learning. It's a confidence that was put to the test in the very early stages when I initially cited one source in the wrong place – in this instance, information regarding the Consumer Duty and operational-resilience deadlines for the FCA were from a page that was dealing with a historical review of retail banking, which is different from the one under way. This was not comfortable as it meant that a fact that I had already documented in the report was now on the wrong support. In parallel, I started to develop a sense of “trust but confirm” when preparing claims, as I now opened every source before committing to any claim, increasing my confidence as I wouldn't assume. 

[bookmark: _Toc237433544]Evaluation

The best thing about the process was going through it and making sure that every reference said what it said, as opposed to relying on an abbreviated snippet of a search result or something that seemed like a good title. Not only did I get the citation I posted on the wrong page, but I also got a second statistic: The specific dollar amount of which JPMorgan was saving on fraud prevention, which I had quoted along with the citation and came from a third-party commentary site. It was a minor editing change, but an important one: replacing it with a number I could check directly with the original text would have detracted from the credibility of the entire report. The other thing that didn't work out as well for me was my old method of doing analysis first and then looking for the evidence; it was useful only in the later sections because in the earlier section, I could not be bothered to write the analysis until I had an open source of evidence in front of me.
[bookmark: _Toc237433545]Analysis
The reason for these problems lies in the fact that I believe that 'the link is live' was taken as analogous to 'the link supports this particular claim'. A working and reputable URL from a regulator or a company is not proof that the exact page discusses the exact detail being cited, only by clicking on the URL and reading the exact paragraph will that be known. This is important more in a Level 7 report than in others because it is one of the criteria in the assessment explicitly stating the requirement to show evidence of research and reflected-upon reading, and a citation that actually didn't say quite what the report says it says would not meet the requirement in that regard. I also found that the same organisation had multiple documents published in the same year, such as two documents from JPMorgan Chase in 2025, and two documents from JPMorganChase in 2026, which meant that there were multiple instances where the author year citation would be pointing to the wrong document; this required the discipline of adding a/b suffixes throughout, and having to check all instances with the correct source, which I was not expecting to do at the start.
[bookmark: _Toc237433546]Conclusion
I could have skipped the citations and source problems altogether by checking all my sources at the time they were used, not at the end of the writing. Also, I realize that my initial attempt at the BSC table was too wide for the page margin, another mistake but one that was made because I didn't proofread my presentation before I did it. What I would do differently would be a short verification step, after writing each subsection and before writing more of it (which would be a lot cheaper than discovering problems at the end of the report when a lot more of it was already built on the same foundation), so that the actual source could be opened, the specific claim checked, and the claim formatting confirmed. 
[bookmark: _Toc237433547]Action Plan
For the rest of this assignment and for subsequent reports that use multiple frameworks, I will: (1) verify each source—by opening it and locating the specific claim before finalizing any citation, rather than by using snippets from search results; (2) actively vary my sources for each section, rather than automatically relying on sources I have already used; (3) check tables and other formatted elements to ensure they render properly within the page margins before treating a section as complete; and (4) research before writing analytical paragraphs, not first writing and then finding my evidence to support it; the above ordering was what led to the misattribution that I identified.
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Appendix 1: VRIO analysis of Chase UK's principal resources and capabilities.
	Resource
	Valuable
	Rare
	Costly to Imitate
	Organised
	Competitive Implication

	Parental balance sheet and capital backing (JPMorgan Chase)
	Yes
	Yes
	Yes
	Yes
	Sustained competitive advantage

	Cloud-native, AI-enabled technology platform
	Yes
	Yes
	Partly
	Yes
	Temporary competitive advantage

	Global Chase/JPMorgan brand and reputation
	Yes
	No
	Partly
	Yes
	Temporary competitive advantage

	Integrated investment offer (J.P. Morgan Personal Investing)
	Yes
	Yes
	Partly
	Yes
	Temporary competitive advantage

	UK banking license and FSCS protection
	Yes
	No
	No
	Yes
	Competitive parity



Appendix 2: SWOT analysis of Chase UK.
	STRENGTHS
	WEAKNESSES

	· Deep balance sheet of the parents and patient capital (JPMorgan Chase, 2025b) 
· AI-powered, cloud-based technology platform (JPMorganChase, 2026a; Simamora, Rahayu and Dirgantari, 2024) 
· Strong Global Brand that minimizes perceived risk (Ndlovu et al., 2025) 
· The bank, J.P. Morgan Chase, has an integrated investment offer via J.P. Morgan Personal Investing (2025a). 
· FSCS protected deposits and a full UK banking license 


	· Limited appeal to those who are less digitally savvy (Ndlovu et al. 2025) 
· Less customer base than Monzo and Revolut (c.2 million and c.10 million respectively) 
· Limited product portfolio - no mortgage offering, limited lending 
· Marketing budgets need to remain high to maintain product sales, which are largely dependent on them.
· Customer growth depends largely on marketing, and marketing budgets must remain high. 



	OPPORTUNITIES
	THREATS

	· New account-to-account payment revenue – potential from FCA/HM Treasury open banking legislation in 2026 (Financial Conduct Authority, 2025a) 
· For the CMA9, incumbent bank data is kept open to Chase, if the CMA continues to supervise it (Competition and Markets Authority, 2026) 
· Cost-of-living pressure and rate environment working in favor of fee-free accounts (Bank of England, 2026) –
· Taking the loans business to market after the credit card launch in 2025.

	· Revolut's full UK banking license from March 2026, intensifying competition for digitally native customers
· Incumbent banks reasserting market power through fintech partnerships rather than losing share (Clarke and Macartney, 2025)
· Rising and volatile inflation pressuring household spending and account-switching behaviour (Bank of England, 2026)
· Tightening Consumer Duty and operational-resilience obligations raising compliance costs (Financial Conduct Authority, 2024)





Appendix 3: Balanced scorecard for Chase UK, adapted from Kaplan and Norton (1992).
	Perspective
	Objective
	Key Performance Indicator
	Target
	Initiative

	Financial
	Grow revenue and profitability sustainably beyond interchange income
	Deposit growth (£); net interest margin
	Grow deposits beyond £25 billion by 2027
	Expand the 2025 credit card and personal-lending range to diversify revenue

	Customer
	Deepen primary-bank relationships and customer trust
	Primary-account conversion rate; app-store rating
	Convert a majority of the c.2 million customer base to primary-account status
	Extend cashback rewards and cross-sell J.P. Morgan Personal Investing

	Internal Business Process
	Maintain resilient, compliant, and efficient digital operations
	App uptime (%); AI-detected fraud losses prevented
	Sustain 99.9% app availability; reduce fraud losses year-on-year
	Deploy JPMorganChase's group-wide AI fraud-detection tools locally

	Learning and Growth
	Build UK data, AI, and compliance capability
	Staff trained in AI/data tools (%); employee retention rate
	Increase annual AI/data upskilling coverage among UK staff
	Extend JPMorgan's global technology-training programmes to Chase UK teams
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