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Introduction


Lloyds bank group is one of the biggest bank group in UK and is formed by Lloyds bank, Halifax and Bank Of Scotland and all together having more than 26 millions costumers worldwide (www.lloydsbankinggroup.com ,2022). Being one of the biggest bank group in UK does not mean that the Covid 19 pandemic did not affect the companies and because of that, they made a big leap into online banking. This can be one of the main reasons that relate to the Nature, Scope and Impact of the problem that is causing the closure of the branches.
In the next assessment it can be seen discussions such as strengths, weaknesses, opportunities and threats (SWOT) of Lloyds Bank, but also some political, economical, social, technological, legal and environmental (PESTLE) points. 
Also in the next assessment would be recoomanded the best solutions to avoid the nature of the problem and a good example of the monitoring of the actions. 
In the end there will be a light discussion about decision making matrix to point the best decisions that could be made in order to get to the end desire result. 








Main Findings

Nature Scope Impact.

The nature of the problem is the root, the main problem that relates to all other little problems. In the assessment case, the nature of the problem is the online banking, as the online banking system and the fact that people can get the help in an easier way, left the banks with no customers. 
The scope of the problem is about who is affected by the closure of the branches and these are the owners including the employees, the stakeholders, the elderly population and those individuals who used to visit the branch regularly and are not that familiar with the online banking system. 
The impact of the problem is how they are affected by this problem and the main way they get affected is the fact that people loses their jobs. Not only the owner of the branch, that loses the place, but all the employees that maybe they were counting on this jobs. On the other hand, there are some elder customers that they got use to coming in to the bank for some specific problems, and now they have to learn a brand new way of getting that help.


SWOT Analysis. 

SWOT stand for strengths, weaknesses, opportunities and threats. This analysis is a tool that helps to analyse what our business in doing good and allows to build a good strategy for the future. SWOT can also help the business to uncover some areas that is holding back and ways how to protect the business from the competitors. (www.mindtools.com ,n.d) Swot analysis was created by Albert Humphreys in 1960 at Stanford Research Institute and since then, SWOT became a useful tools for business owners to start and grow their companies.(Schooley, 2021)
To establish why the High Street branches are in decline, a SWOT analysis will assist the identification of the root causes.

Strengths 
- high level of customer satisfaction
-advanced technology for internet banking
-strong brand Portfolio
-strong Free Cash Flow	Weaknesses 
-need more investments in technology
-great exposure to UK’s economy 
Opportunities 
-E-commerce 
- technological development 
-invest in education to reduce cost when hiring people to work for the bank	Threats 
-Constant technological development
-increasing competition	-exchange rates fluctuation 


The way to transform a threat or a weakness into strength or opportunity is calling converting strategy. In this case the constant technological development can be transform into a strength by giving the employees the necessary training to keep up with the technology development. Another weakness that can become an opportunity is the need of investing into technology. The technology is becoming more advanced day by day and because of that Lloyds bank group has to be prepared for big changes in terms of software and hardware. Nowadays there are businesses that are using sophisticated algorithms that can predict if someone who is applying for a loan or mortgage, is giving false information.



PESTLE Analysis   

A PESTEL analysis is used to evaluate the implication of the macro environment into the business process. The acronym stands for Political, Economic, Social, Technological, Environmental and Legal. (CFI, 2021) This analysis was known as PEST and in the last 10 years was added the environmental and legal aspects of the business to be discussed. 
Economic
Thinking of the nature of the problem, some of the branches have to get closed. On the economical side, there is a lot of lost created by this situation as when a place with a group of employees get closed, the economy gets down. On the other hand there is the place, like the high street, that loses a group of customers that were interested in a specific branch, and now there is no reason for them to get to that place, customers that could spend money in other places as well. So that is an example of how the economical side could lose because of the current situation. ( TravelMole, n.d)
Technological
For Lloyds bank group, the technological development is very important because in the next years the technology is advancing, and they must improve the software and hardware. Improving these, can improve their internet banking services by offering more alternatives to the costumers that are using online banking and offering support for those who are not familiar with the online banking app. Because of the pandemic, the costumers that are using online banking is more than 26 million, being the largest online banking community in UK.
Environmental
 Lloyds Bank group started to invest in the renewable energy due the fact that the UK government want to reduce the cars that are using fossil fuel and changed into electric cars by the end of 2030. (GOV , 2020) 
The Covid 19 pandemic affected the Lloyds bank group by not letting people to have access into the banks, the banks having shorter schedule than before, having to wear a face mask or a face shield, having to keep the social distance. These measures imposed by the government needed to be respected and everyone was afraid to get sick of covid.
Political
 The UK government decision to leave the European Union though Brexit, affected the Lloyds group bank because the cost of doing business abroad is very high now and the costumers that have an open account in the UK, they have low exchange rates when trying to withdraw money at the foreign cash machines. Also the government advise the population, during the pandemic, to avoid close contact with other individuals to lower the risk of spreading the virus, Lloyds bank group had to adapt and obey the laws, so they improved their internet banking and those who need to apply for a loan or having problems with their account, can do it from the app.






Decision Making Matrix     

The decision-making matrix is a method that helps the business to take the right decision when have to find the best solution for their problems. The multi criteria decision making allows to use different criteria in order to solve the problem with the right solution (Arouldoss et al, 2013)

CRITERIA	WEIGHTING	SOLUTIONS
 	 	Mobile unit	Public service consultant
INTERNAL IMPACTS	3	5	5
RESOURCES REQUIRED	2	2	4
STAKEHOLDER INVOLVEMENT	1	5	5
COST TO IMPLEMENT	5	4	3
Totals 		44	43


Recommendations / Options to resolve the problem   

Because the nature of the problem is online banking and the most affected are elderly population, one solution to help them could be to make a bank mobile unit that could go in a chose location and help the old population with their bank or financial problems.(Times, n.d) Because they don’t know how to use the online banking app, they need to have the necessary assistance in order to solve their problems. The mobile unit can also have someone specialized in teaching people how to use online banking even if they didn’t use it before. Because the elderly population don’t know how to use a contactless card, they will always need cash to pay for their bills, groceries and public transport, so the mobile unite will give them the possibility to withdraw money from their bank accounts.
 The other solution is to send a consultant to the costumer’s home. This person is well trained in solving problem when it comes to online banking. He must be that person who has a high communication skills and emotional intelligence because he needs to talk with a lot of costumers and still have the ability to think straight.
 One more solution that wasn’t mention above is to give some specialized training for those who work at the post office and doing that, the population can access their accounts and make changes by visiting the post office near them. The banks are offering the possibility now to withdraw cash and check the accounts via post office, but nothing more. (www.lloydsbank.com , n.d)

Plan, monitor and review the implementation and communication of decisions  

Planning a solution is about setting a goal or an objective within some specific standards. The goal needs to be Specific, Measurable, Achievable, Realistic and Time-bound. For the solutions that was found for the problem, the banks must take these specifications very serios if they want to achieve their objective. 
 The first solution was to create a mobile unite to help the elderly population. The goal is specific, the mobile unite can become real if they have the necessary resources. First, they need a van for transportation, they need all the equipment, they need security, and they need someone form the bank trained to solve problems and help customers. If they have all these, the goal can become realistic, but needs to be during a well define period of time, otherwise they can lose money and the solution is no longer profitable. So, if the goal is achieved within 2 months is profitable.
 Monitoring a solution is the way to measure the project progress.  This is used to see if the solution found is on the right track and if doesn’t have any difficulties for accomplish. 
The monitoring will be done by the project manager, who will have the responsibility to regularly check the actions that will take place in the project. This monitoring will have to be done regularly at the end of each task, to ensure that all important points have been reached and the result is the desired one.
All these solutions will become valid when the management will agree that all the resources are in the right place to be able to do this action successfully. When all the tasks have been achieved and the monitoring has been done so as to ensure the highest possible success rate, these solutions will be valid for the public.





Conclusion     

In conclusion, you can see important situations such as Nature Scope and Impact of the problem, along with information about people who are affected, but also why.
Also in the assessment, a SWOT analysis was performed that shows all the strengths along with the opportunities but also the disadvantages along with the threats to Lloyds Bank.
With the help of a PESTEL you can see how this problem brings disadvantages on several levels, such as economic, technological, environmental and political, but also how it affects them.
With the help of this information, important solutions could be found that could help save some bank branches such as the use of mobile banking units but also the implementation of some public services.
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