Case study: Northshore Bank plc
Northshore Bank plc is a long‑established UK retail bank with a dense high‑street branch network and a reputation for prudence and stability. Its core customer base is older, long‑standing account holders who value face‑to‑face service, paper statements and the reassurance of a “traditional” bank brand. However, over the last five years, Northshore has faced intensifying competition from fintechs and digital‑only challenger banks offering slick mobile apps, instant account opening, real‑time payments and low‑fee products. Younger customers in particular are increasingly using these providers as their “everyday” bank, while keeping only savings or mortgage products with Northshore.
Internally, the bank’s ability to respond is constrained by legacy IT systems, including a 30‑year‑old core banking platform that is costly to maintain and difficult to integrate with new digital channels. Basic changes to products or processes can take months to implement, involving multiple approvals and manual workarounds. The organisation’s structure is strongly hierarchical, with decisions pushed upwards and a culture that emphasises risk avoidance and strict adherence to established procedures. Middle managers are measured mainly on compliance and cost control, not innovation or customer experience.
The workforce is unionised, with powerful recognised unions representing both branch and back‑office staff. While this has helped protect job security and terms and conditions, it also means changes to roles, locations, working patterns or performance expectations require formal consultation and negotiation. Since the pandemic, employees have pushed for more hybrid working, especially in head office and support functions, but progress has been slow and uneven across departments. Senior leaders know that Northshore must become more agile and change‑ready to survive, yet they worry about operational risk, regulatory scrutiny and the potential for industrial relations conflict if they attempt rapid transformation.

