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1. [bookmark: _Toc24976261]Background and Rationale 


The purpose of this dissertation is to compare the success of internet banking between two age groups in particular: millennials and baby boomers. This dissertation will cover different areas such as the growth of internet banking within the last few years, increasing in ageing population, the trust of the consumers towards internet services, and how the age of an individual can be a limiting factor towards the use of the internet banking. The researcher will collect data via interviews to compare customer satisfaction between different age groups, towards online banking services.  

[bookmark: _Toc24976262]1.1 Increase in internet banking


Since the past 20 years, the world has seen rapid development in the use of the internet and the banking industry has added an efficient tool to create value and to provide speedier and much more reliable service: Internet banking (Cronin, 1997). The use of online banking was introduced in the early 1980s and it has been a successful addition that most customers liked (BBC, 2019).
According to Statista (2019) individuals in Great Britain have been using the internet since 2007, and it has been used mainly for carrying out transactions, pay off credit cards, send payments to family and friends. The use of internet banking has been very popular among the millennials and it has seen massive growth within the last 5 years. 
A study commissioned for digital banking (Crealogix, 2019), has found that a third of millennials have opened at least two new accounts within the last five years. 
While another 78 percent of millennials added that they would even open another account in the future, this shows how popular internet services have become due to its useful features. 


[bookmark: _Toc24976263] 1.2 Increase in the ageing population 


As written in The Telegraphs (2009) “Older people are becoming an increasingly isolated generation, excluded from large parts of daily life because of the internet”. 
The Office of National Statistics (2018) argues that people in Great Britain are ageing; a total of 18.2% of the population were aged 65 years or over and this is expected to grow to 20.7% by 2027. This can be highly concerning for baby boomers because the internet will be a huge tool used regularly in the foreseeable future.


[bookmark: _Toc24976264]1.3 Elderly consumers adapting to the use of internet 


The elderly population has been facing a tremendous challenge with the internet, many are "very strongly" concerned about viruses, spam, and experiences that may come across as unpleasant. According to the Oxford Internet Institute (2018), at the University of Oxford, most of the elderly people are not determined to even try to operate a computer, this can be described as a huge complication and a challenge. Technology is indeed a factor that has rapidly changed the whole pattern of life and it is improving the way people live, hence the elderly population needs to adapt to this. Online banking has created several issues for baby boomers and the elderly population in particular, which requires further attention; previous studies have shown that the elderly people have a particular phobia towards the use of technological products and services, in this case, online banking, and they prefer a face-to-face communication with the staff which allows them to make inquiries and acquire more detailed information (Grabner-Kräute et al., 2008).

[bookmark: _Toc24976265]2. Aims and objectives 


The overriding aim of the study is to critically evaluate how internet banking has gained higher approval from millennials and compare this with baby boomers who are unable to adapt to internet banking.  To fulfill this aim, this dissertation will also meet the following objectives:

· To critically analyze and review existing academic literature to provide context for this study. 
· To carry out primary research in the form of semi-structured interviews to gather further information.
· To synthesis research with existing work to enhance the customer experience of both demographics.












3. [bookmark: _Toc24976266]Methodology 


Saunders et al (2009) describe research as something which individuals undertake to discover things systematically, therefore increasing their knowledge. This can be comprehended that a strategic manor should be applied when undertaking academic research.  Research “is based on logical relationships in contrast to beliefs, and purpose encloses providing criticism, descriptions, understanding and/or analysis (Ghauri & Grønhaug, 2005).”
To establish the research methodology, the researcher will be using the “Research Onion” which was developed by Saunders et al (2009), to establish that no stage of developing the research strategy is excluded. 
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Figure 1- The Research Onion, Source: (Saunders, et al., 2009)


[bookmark: _Toc24976267]3.1 Approach and Purposes

An approach is known as the "deductive approach” will be used in this dissertation. This approach involves the act to use what already has been known in order to determine what data to collect and within online banking customer satisfaction, there is already a wealth of literature in existence (Loseke, 2017). 
The researcher will also be using ‘interpretivism” which is described as the knowledge of reality which takes place through an observation unified by an empathic interaction and/or relationship between scholar and student. Knowledge emerges from the studied reality, and from the subjective interpretations which carries out during the observation.
qualitative research techniques (Schwandt et al., 1994).
This dissertation will involve exploration in its purpose as it does not aim to finalise any conclusions to the issue in question however, it intends to analyse the research question more in-depth and furnish a foundation for further studies into this particular area (Dudovskiy, 2018). 
4. [bookmark: _Toc24976268]Strategies 

The researcher will be using an Inductive strategy which means developing new schema from what exists already, analyse a particular idea or organising framework for a set of similar ideas (Regnér, P., 2003).
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[bookmark: _Toc24976269]4.1 Data Collection Methods 

To collect appropriate data, the researcher will be interviewing people of ages from 18 to 65. The researcher will be using a cross-sectional method, which involves looking at data from a population at a specific time; This method is a tool used to draw conclusions about possible connections and gather initial data to the research and support further experimentation (Mann et al, 2003).
The interviews will be semi-structured, which will help the researcher collect the data wanted. Semi-structured Interviews are utilised to assemble cantered, subjective literary information. This strategy offers a adjust between the adaptability of an open-ended meet and the centre of an organised ethnographic study (Corbin et al., 2003).
Semi-structured interviews allow informants the choice to express their opinions in their terms, and semi-structured interviews can also provide much more reliable and comparable qualitative data.
Theoretical Saturation will be used in the process of the interviews, meaning the researcher will not interview further people if no new information is being obtained (Bowen, G.A., 2008.)

[bookmark: _Toc24976270]4.2 Sampling 

Purposive sampling, also known as subjective sampling, is a type of non-profitability sampling in which analysts depend without anyone else judgment while picking individuals from the populace to take part in their examination. The researcher will be using this sampling technique to collect data during this study (Teddlie et al., 2007).
The sample size will be made up of around 15 to 20 participants, which may vary given the feasibility.
[bookmark: _Toc24976271]4.3 Data Analysis 

The researcher will be recording the interviews, with the participants’ consent, and then transcribe them so the answers can be analysed (Saldana, 2011). 
Once transcribed the researcher will be using ‘manual analysis’ to have a general understanding of the answers obtained, then categorise and analyse the answers on NVIVO Software to then create a table with all the findings to display them in a comprehensible manner. 

[bookmark: _Toc24976272]4.4 Limitations 

All research is constrained by time and resources (Bryman & Bell, 2007), for this dissertation a limiting factor is a time. An additional issue the researcher might face is sampling which constrains whether candidates are willing to participate in the research, due to which accumulating data may be a struggle.
These limitations will be mitigated by the researcher with the help of the Gantt chart which purpose is to improve managing time, and use resources provided by the university to the benefit of the research.”


[bookmark: _Toc24976273]4.5 Ethics and Risks

The risks involved in this research are low as the topic area should not affect any participants nor pose any risk to the university or the researcher. There is no vulnerable population involved, such as under 18s, and there will not be any questions that concern people's finances. All the participants are free to decide if they wish to be part of the research; ‘all individuals have the right of privacy’ and should not feel ‘coerced into participating’ in anything they feel not comfortable with (Saunders et al, 2016, pg. 249).
All the data collected will remain confidential and all the respondents will be kept anonymous.  The researcher would also like to record interviews to help transcribe the interlocutors who will need to agree to be able to do so.
An ethic form will also be completed and signed by a supervisor. 

[bookmark: _Toc24976274]4.6 Validity and reliability of data

Kirk and Miller (1986) argue that credible data is important thus researches should contain valid data from credible sources. The researcher will avoid leading questions within the interviews and will be an observer of the data found. All the data collected shall be accessible to the candidates, and copies of the dissertation will also be available via email if necessary.
5. [bookmark: _Toc24976275]Resources 

Secondary data, as well as theoretical sources, will be used to develop the researcher’s understanding of the field and also be included in the literature review. This will be accessed via physical book copies, academic journals, online resources. Primary data will also be collected via interviews and to analyse the data various equipment and software from the university will be used.
[bookmark: _Toc24976276]5.1 Gantt Chart

Saunders et al (2009) define a Gantt chart as a tracker that coordinates research projects and planning, and specific tasks illustrated in the timetable.
The following figure is the Gantt chart that provides a visual representation of tasks required for the researcher to complete by a certain timeframe, so that deadlines will be met, and the full project will be submitted by early May.
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Figure 3 – Gantt Chart, Source: (Saunders, Lewis, & Thornhill, 2009, p. 45)
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