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Introduction

As part of assessment for Problem Solving and Decision Making course, two articles were given which describe two different problem scenarios for Lloyds banking group. Objective of this assessment is to identify one specific problem and analyze nature scope and impact of the problem.


This report focuses on article number one which was published in The Guardian, written by Jasper Jolly. It describes multiple problems such as bank branches being closed, job losses, less profitability, less footfall in bank branches, increased digital banking and so on.





















Nature of the problem


Nature of a problem means describing the problem and finding out what causing the problem. 

In order to find the root problem, I have  used “5 why method”.

WHY?
WHY?
WHY?
WHY?



Shifting from traditional banking to digital banking was identified as the main problem which is also categorized as strategic problem with significant consequences as a whole.

The Covid pandemic has accelerated the transition (Jolly J, 2022).

Lloyds had 18.6 million regular online banking customers which increased by 12% and more than 15 million mobile app users which increased by 27% over two years. (Jolly J, 2022)



Scope of the Problem


Scope of the problem means finding out how wide the problem reaches and who is affected. There are two types of scopes:


1. Internal: Those who are affected directly within the organization. 
2. External: Those who get  affected by the problem outside ethe organization.








Internal scopes:

Customers: Customers, specially elderly customers.

Employees: Bank’s employees are affected. (Jolly J, 2022)

External scopes:
Further research on this problem has revealed external scopes such as Local community and small Business. 








Impact  of the Problem

Impact of the problem describes how the scopes of the problem are affected.

Internal:

Customers: 
· Many customer finds it difficult to adapt digital system struggles and feels helpless as they don’t get support from the bank.
· Some customer who like human contact to discuss sensitive financial information also get affected. 
· Some vulnerable customers live in remote rural area will be affected the most because they are used to come to the bank physically to do day to transactions. Bennett, O. states that Around 10% of the rural population lived at least 10 miles away from their nearest branch in 2017. Online banking can be inaccessible for people in remote area where internet service is limited. (Bennett, O., 2020)
· Customers who depend on the bank to do tasks such as deposit money, cheques, discuss mortgage, discuss overdraft, borrowing, opening or closing account etc. will struggle to adapt.(Grossman D., 2018)
Employees: 

· 124 Workers from Lloyds banking group who work tirelessly in their communities will lose their jobs and that will affect their financial situation. (inews,2022)




External :
Local Community: 
· Some people don't use Mobile banking when a branch is closed. This may lead to financial exclusion of some groups. (Bennett, O.,2020)
· Other organizations and businesses depending on the bank, such as supplier, Investors, landlord of the property, charities get affected because they lose business and fund.


Small Businesses:
· Less cash transaction can effect sales for small business
· Small businesses are forced to adapt digital banking more bank closure means less cash transactions. As a result these small business forced to arrange digital payment gateway which can be expensive. (Grossman D., 2018)
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