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Introduction

The purpose of this assignment is to demonstrate a good practical understanding of Lloyds Banking Group organisational culture and environmental factors, such as Micro and Macro elements and the impact they have on the organisational culture at large. Research in this area of business will demonstrate that through strong organisational culture the impact should promote good ethical conduct and sustainable revenue. The assignment will provide various formulas, tools, techniques and theoretical models that have been established and proven to promote increased proficiency, sustainability and a more cohesive team with increasing performance and profit margins. The assignment will cover aspects of how to manage risk and how this is to be achieved with effective delivery and to review various types of barriers of an organisation. The real-world scenario that will be used in this report is Covid –19 and the impacts on Lloyds Banking Group organisational culture. Finally, based on all research conducted, recommendations will be given that promote good ethical management practice with increased revenue through strong organisational effectiveness, excellent model implementation and a strong workplace culture. 
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(Organisational types and elements)
There are various organisational types that cover different sectors of business within the private sector, public sector and Non–Profit Organisations with a few examples provided below. 
    [image: ]
Organisations must be very aware of any internal or external factors that may impact on the Organisation, and be ready to act or tackle any external influences or threats.  
      
      [image: ]

2
(Culture vs Organisational culture)

According to (Hofstede, G. 1980), culture is, “The collective programming of the mind that distinguishes the members of one group or category of people from others”. This can be seen all over the world in different cultures and relates to food, music, art, clothing, language and religions. This is what most people would consider culture to be, however Organisational culture is different in its meaning. (Schein, E. 1996), suggests Organizational culture is made up of a system of fundamental meanings that are held and shared by members of that organisation that would distinguish one organization from another. This would again suggest that a strong organsisational culture would benefit the business in goal orientation, Organisational vision and meeting organisational objectives that aline with strategic plans and maintain and highly efficient workforce that promotes excellent output. There are tools that can be used to achieve these goals and come under culture creation. 


             [image: ]
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Lloyd's banking group commitments to organisational effectiveness
Every organisation should have checks in places to establish clear goals and effective internal processes. Lloyd's banking group are no exception and hold clear guidelines to achieve strategical organisaional goals, scope and vision. Below are internal evaluation processes of organisational efficiency.   
[image: ]
(Lloyds vision statement template)
   [image: ]
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Lloyds vision statement aspects covered in more detail below:

[image: ]
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(Value chain analysis) 
[bookmark: _Int_ho6lrkk9]Value chain analysis is used to measure and gauge the value of each primary and support function of the organisation. This helps to gain a competitive advantage by cutting costs in one or more of these areas of the business. The result is the primary and support functions delivering an increased output with lower costs in the process. This in turn should lead to maximum value for customers and least capital expenditure for the organisation. An example of this analysis process is demonstrated below. 

[image: ]

The advantages of using value chain analysis are breaking down all product and service activities to gain and understand direct and associated costs of these business function activities and make differentiation of costs in these areas. This is to give organisations easy identifiable areas for reducing costs, reduce or eliminate Waste, optimize processes and enhance revenue streams. According to (Gurria 2012), (GVCs), Global chain analysis has made changes in global markets such as international investment and trade organisation also having a major impact on governing bodies and enterprises.


The secondary form of internal analysis is a SWOT assessment. A SWOT is used to review the strengths, weaknesses, opportunities and threats of an organisation that will help the business focus resource in these areas of attention and can help gain a better understanding of internal process concerns or areas of success. SWOT will also help in identifying opportunities and threats and in turn help manage risk. According to (Madsen, Dag Øivind, 2016), The SWOT analysis has been used in various organisations at different levels of analysis and not only used in organisations that produce revenue streams. 
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(SWOT analysis)
Based on research conducted on Lloyd's banking group, information has been attained and placed into a SWOT format to demonstrate how and why SWOT is important. Please note that only the Strengths and Weaknesses are being reviewed as there is another analysis tool that focuses on external factors and covers opportunities and threats in the process. 


[image: ]


According to (Silva, Carlos Nunes, 2005). SWOT analysis is used in the preliminary stages of the decision-making process to elevate an organisations strategic positioning whether this is for profitable organisations, NGOs, local and national government agencies 
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(PESTLE Analysis)
Pestle analysis is an external analysis tool that helps organisations highlight key areas that can have a negative impact on the organisation but also provide opportunities, possible trends and future events that may present themselves. For this report pestle analysis will be used to analyze Lloyd's banking group and the impacts of external factors relating to Covid –19 with the impact this had on Lloyd's banking group organisational culture. A few benefits of using pestle analysis are highlighted below. 

    [image: ]

According to (Rastogi and Trivedi, 2016), Pestle analysis origins derived from the business management sector and has evolved to other areas of business such as engineering management, aviation, Banking etc. This is due to the value of evaluating external impacts on organisations and gathering a clear picture of external risks and organisational threats.
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Application of Pestel Model on Lloyds banking group
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(Impact of Covid –19 on Lloyd's banking group Organisational culture)
Lloyd’s Banking group annual report 2020, 2021, there is clear evidence that the group Organisational culture had been impacted on many levels of the organisation. Examples of Pestel analysis below will explain the impact on the organisation and organisational culture. 

(Political:)
[image: ]
(Economic:) 
[image: ]
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The graph shows economic profit data with a strong negative impact on revenue streams, whereas the commercial and retail banking graph shows differences in revenue but not by a large margin compared to 2019. This implies that the bank did not make a profit in that year but held strong dominance, customer loyalty and a sustainable platform with good products and services. Lloyds has placed their focus on key areas that would be sustainable for the organisation, customers, employees, stakeholders and shareholders.
[image: ]
 (Social) 
As part of Lloyds banking group social strategy, there has been a big push to build a social network through branch and digital platforms that cater for customers from all walks of life and consider diversity and equality to all people. This will be covered in more detail when reviewing Organisational culture and how to build and manage human capital. Below are examples of Lloyd’s social platform results and how well the group has performed their strategic social goals.  

[image: ]

[bookmark: _Int_XYP6MZ9z]The above charts have very similar results to the economic graph with no major changes or trends displaying major concerns, however revenues have been majorly impacted as demonstrated in the financial chart below, but no direct damage to customer relations or customer loyalty. There is clear evidence that customers are happy with the service provided and this is reflected within departments such as customer satisfaction, Green finance and reducing customer complaints compared to 2019. This has evidenced a strong organisational culture that is sustained throughout the group. No negative impacts to customer behavior as customer satisfaction has increased by 2% since 2019 due to Lloyds social commitments.
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(Technology) 
[bookmark: _Int_phRxDOjU]The strategic focus of Lloyds was to have a thriving Digital touch point through Mobile applications, Ecommerce and Internet banking, showing successful results. Lloyds have implemented new technologies for customers to enhance the customer experience and provide a user-friendly environment. The charts below show the success rate of digital applications and software and customer buying habits.

[image: ]

Lloyds digital commitments:
· New products of Lloyds are digitally generated
· Lloyds remortgage applications have increased in value by 50% with a plan to continue in growth 
· Lloyds plan to continue with progressive technology and apply new products to customers using these platforms 
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(Legal)
Due to the Covid –19 Pandemic many organisations had to change their way of working to deliver a sustainable and customer focused environment. The Government had set a standard legal framework abiding by strict distancing laws and wearing a face covering whilst in communal environments. Lloyds has dedicated special support measures to combat this external threat to lives and the organisation. 


Lloyds legal commitments to the organisation to support customers amidst Covid - 19
[image: ]
Lloyd's banking group is a well-established organisation with an in-house legal department and follows a strict legal framework and guidelines. Due to this hard organisational culture approach, not much legal action was required for change in the pandemic, however due to the impact on working conditions, Lloyds have upgraded and implemented support functions using existing platforms and technology to combat this concern and place customers at ease regarding their finances and accessibility. 
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(Environmental) 
Lloyds are committed to the Helping Britain Prosper project spoken earlier in the report and focused on the areas of social, economic and environmental changes within the UK. Part of Lloyds banking group environment strategy are highlighted below:

· Lloyds are taking action to address social and economic changes as a matter of urgency
· Stakeholders have an expectation that companies play a sustained role for a more coherent world.
· All Lloyds environmental changes are aligned with Helping Britain Prosper.

As Lloyds is a low-risk organisation, their interest rates did not fluctuate to a level of concern with senior management and were reflected in the customer satisfaction survey. Lloyds adopt risk analysis and correct ethical lending practices with a hard environmentally structured approach as demonstrated in the diagram below. 

 [image: ]
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Changes can be expected in the future and will reshape what is placed on a pestle analysis. Lloyds engaged with good risk management, vigilance and being aware of the Micro and Macro environmental factors. Based on the pestle analysis showcased, Lloyds were negatively affected through fast economic change and customer and stakeholder uncertainty. Major business functions operated well with quick implementation of new work practices with more focus on digital platforms and the Helping Britain Prosper that covers many pestle areas. The organisational culture is strong, and all major operating functions had positive feedback and held strong customer and staff retention as a result. Clear evidence is reflected in the 2021 revenue charts below compared to 2019 results.

[image: ]

           [image: ]
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(Lloyd's banking group Organisational Culture web) 
Lloyd's banking group has principals and policies in place that set the standard of organisational culture for the group, and this is possible by using the Culture Web Model developed by Gerry Johnson and Kevan Scholes in 1992. The Purpose of using this model is to expose and cultural practices and assumptions that may be prevalent and help with the alignment of organisational factors that form part of the culture web as part of the organisational strategy the group has set out. According to (Schein, 1986). Organisational Culture is a “deeper level of basic assumptions and beliefs that are shared by members of an organisation that operate unconsciously and define, in a basic taken-for-granted fashion, an organisation's view of itself and its environment.
As (Johnson and Scholes,1997, p. 53), puts it, Organisational Culture is an Organisational paradigm that comprises different sets of assumptions that are not openly spoken of and not considered problematic to management. All components of the paradigm reflect all the knowledge and experience of the organisation and without this knowledge and experience in place, employees would need to “reinvent the world” for the varied scenarios the organisation would have to contend with.  The framework of an organisational culture web is below.

                [image: ]
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(Lloyds Organisational Culture Web Elements)

According to (Martin et al., 1983), Organisational culture web stories are considered narratives that are focused on a unification of sequenced events that have been drawn from the organisation’s history. A core belief of Lloyds organisation culture is providing a great service and supporting communities which makes up part of the equality and diversity principles Lloyd's banking group adheres to. There are many stories, however this story is a good example of a customer driver organisational culture and part of the Helping Britain Prosper project.
Lloyd's bank has adopted strong symbolism dating back from 1677 before the name Lloyds bank was established. The symbols represent what kind of organisation they are and the type of customers they will be leasing with. The symbols will range from dress code to conduct, to office spaces and commercial buildings as well as signs and leaflets that set a strong presence in Organisational culture and the expectation of this organisation. The report will showcase various symbols of Lloyds bank below


 [image: ]
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Lloyds symbols are bold when needed and subtle when relaying symbolic information on a low-key status. According to (Brown, 1998, p.12) Symbols are used for many reasons such as group gatherings that bolster and strengthen the strategy culture, to ceremonial events and role models. Brown also states that Buildings can serve as unity symbols of company for employees. Below are the Lloyds Trusted brands and associated symbols.
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(Rituals and routines)

According to (Robbins et al., 1994, p. 752) Routines can be considered as greeting people arriving at an establishment or customers checking out of a hotel, whereas rituals take on a more formal approach to an organisational process. This would include such things as appointments, promotions and training programs but can also take on an informal process such as tea breaks or team drinks after the workday is over.  

[image: ]
Rituals and routines are a very good way to generate a one-mind organisation as part of the organisational culture. These rules set the expectations of employees from dress code to conduct and approach to working with each other but also with customers. The goal is to have all employees follow the mindset of senior management to achieve the desired organisational outcomes. 
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(Lloyd's banking power structure)
Lloyds power structure consists of CEOs, or a board of executive and non-executive directors of the organisation and hold the most power when making group decisions. Decisions are then filtered through senior management to team managers and to staff at the lower Echelon to achieve the desired goals of board members. As (Hickson et al., 1971), states, several researchers have highlighted links between power in organisations and a perceived ability to hold such powerful individuals or groups of people that will result in reducing uncertainty among employees in an organisation. An example of Lloyds power structure is shown below. 

[image: ]                Pillar 3 disclosures / capital instruments (lloydsbankinggroup.com)
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(Organisational structure) 
Lloyds organisational structure is a formal structure consisting of risk management elements that prevent direct or indirect impacts on the organisation and customers and creates a strong organisation culture of capable and professional employees. An informal structure of Lloyds may consist of subsidiary charity groups and open days that involve Lloyds employees for a good cause and considers communities. Below is Lloyds organisational structure. 

[image: ]      
   [image: ]
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(Controls)
Lloyd's banking group controls are focused on delivering a high-quality service to customers and monitored through risk management. The group manages customer data very well with stringent measures in place to reduce direct or indirect impacts. Lloyds believes in controls that not only help the organisation but also help staff develop in their career through PDPs and reward systems that results in high outputs and good behavior to the organisational culture. Below is customer data and how Lloyds manages customer data through risk function implementation across the banking group. These control functions keep staff sharp and analytical demonstrating ethical behavior as part of Lloyds organisational culture expectation. 

[image: ]
        [image: ]
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(Ethical Dilemma) 
One such dilemma that can be used would be the Covid –19 pandemic and a major loss in staff numbers due to uncertainty of job security and not holding trust that the group would have a secure presence in the market due to the sudden change. The impact would affect organisational culture in areas such as:

[image: ]
Lloyds have emergency processes in place for unforeseen circumstances and this was how they were able to retain most of their workforce through solid organisational culture, great digital platforms that kept the business moving for customers and reward schemes that are valued by employees. Solid organisation culture can be proven through good customer satisfaction feedback, low customer complaints and employee engagement that will show how well the business is performing. This data has been provided below to see how well the organisational has performed through pandemic conditions in 2020 and 2021. 
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According to (Schein, E. 2016), there are a few stages to creating a solid organisational culture. They would consist of the founder's values and perspectives of which employees are hired with the same values and mindset to meet organisational beliefs and that the founders feel that employees think like them. The second stage relates to industry demand and requires training employees with a certain mindset to imposed on employees to stere their thinking and actions to achieve organisation objectives. The third action is the early values, goals and assumptions that involve the founders implementing their own behaviors that would encourage employees to identify and internalize their own beliefs and actions to reflect the founder's beliefs, actions and expression. This is the foundation of Culture creation.  (Dwyer and Kemp, 1999), states Changes occur in economic, social, legal, environmental and technical dimensions, requiring appropriate and timely responses.
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(Barriers of Lloyds banking group)
To optimize increased revenues and strong organisational culture Lloyds would need to recongnise what barriers they face and how to overcome them. According to (Michael Beer, 2009), Barriers to an organisation are silent killers always present but unseen, and when a change in strategy is implemented, this is when the silent barrier presents itself forcing organisations to face and overcome them if they wish to increase performance levels. 
Michael Beer states that there are six factors to consider when looking at the barriers of an organisation, and are exampled below:


[image: ]
The report will look at how these barriers relate to Lloyd's banking and the impact on organisational culture. 
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When an organisation exabits silent barriers, this is a sign that senior management have their own agendas and suggests there are no effective senior management teams established and committed to the organisations values, priorities and strategy desires. Lower-level employees will not know or understand what senior management are trying to achieve, causing decreased performance and confusion and displaying dysfunction at senior level management. Employees do not feel comfortable speaking honestly to senior management regarding problems that relate to organistional strategy, priorities and performance, thus silent barriers are established and can be very damaging to an organisation if not noticed 
To Analyse the barriers VSM = Viable System Viewpoint was established and will help with the analysis of barriers in an organisation and how to combat them. According to (De Zeeuw, 1986), VSM is a control paradigm and has two steps that combine and restrain any damage to organisation progression. A system is modelled with all boundaries considered and placed in a binding condition resulting in all boundaries being maintained and managed. 

[image: ]
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[image: ]
According to (Rivett, 1977), The VSM offers a more simplistic picture of an organisation. The model is based on organismic or mechanical analogy and offers a very sophisticated organisational model. Beers suggests that for an organisation to operate with high performance there are fundamental factors to consider as below:
        
                     [image: ]
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(Recommendations to build a strong organisational culture)
Once an organisation has established the organisational web and its elements, tools can be used such as Lewin’s three step change model consisting of Unfreeze, Movement and Freeze. The unfreeze stage is the organisation desiring organisational change from current behaviors. Movement is a strategic movement toward new levels of desired behavior, with the freezing stage demonstrating the completion of organisational behavior change and objectives, locking these behaviors in place as the normal processes of that change. As (Alvesson & Sveningsson, 2008), puts it, due to the world changing so quickly, organisations must be able to make rapid changes for organisational survival and development. 


                [image: ]
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(Benefits of using Lewin’s 3 step change model)

The benefits of using and sharing Lewin’s 3 step change model according to (Cummings & Worley, 2003), employees are more likely to share task assignments, decision making and performance outcomes. The model helps with the information flow from many levels of the organisation and will assist in making business plans, competitive conditions, new technologies and working methods, new employee ideas for organisational improvements, problem solving and sharing skills and experience. 

Based on the barriers of Lloyds banking group and impacts on share prices a recommendation would be to use the McKinsey’s Organisational health check. According to (McKinsey and Company, 2019), the OHC was designed to aline and achieve organisational strategic goals and a critical tool for long-term performance levels. Managers tend to overlook this tool due to unclear ways of measuring and improving outcomes, however by using this check list, Lloyds may have benefited in sections such as coordination and control, direction, and leadership would have been better monitored and possibly prevented financial losses. 
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               [image: ]

These principles will help the organisation focus on direct tasks to make improvements and build a strong revenue base and organisational culture.
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(Conclusion) 

After a diligent investigation into Lloyd's banking group operations and performance reports. Lloyds has well established processes and risk functions in place with good knowledge of Micro and Macro environments and how to face them. Lloyds forecast future changes and possible new trends that may impact the organisation and their stakeholders and demonstrated strong organisational culture through increased revenue streams to employee engagement. Lloyds were able to implement quick changes to the organisation with new working arrangements and maintaining motivated staff with good performance levels considering employee fear of an uncertain economy and political changes. Lloyds communicated very well with all stakeholders with innovation of new platforms and support functions to support the communities and other businesses. Lloyds may need to consider an Organisation health check to monitor employee and management behavior as possible change may be required in certain areas of the organisation.  
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Unclear strategy and values / Conflicting priorities of Lloyds
Lloyd's banking group have a clear strategy and value outlook showcased earlier in the report. Research has shown

that the organisational culture is strong with no issue of conflicts with increased customer satisfaction, which could
only be achieved through a strong organisational culture.

Ineffective senior management
Lloyd's management is structured very well with good communication across the board. Employee engagement

results were positive with good staff retention and clear evidence of employee engagement and maintaining
organisation effectiveness

Leadership style is too top-down or too laissez faire

Lloyd’s management follows a hard organisational approach with clear guidelines of hierarchy and what duty
each employee is required to carry out and include rewards incentives.
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Maximise the potential of people, technology and data

Improving group strategy to the capabilities and produce new ways the group can utilize by
developing and delivering new digital technologies and data acquisition supporting all customers

Continued staff development is driven to innovate, deliver high performance and conduct correct
risk processes.

Taking a group wide approach enhanced data collection and storage with new technologies and
transforming core business functions and capabilities that deliver value

With digital platforms becoming more popular and new technologies and software's
being developed. Lloyds have made a good strategic move in this direction
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Stories

Lloyd's colleague Nicole helped a charity in pandemic conditions by coming together
with eight other colleagues from different business backgrounds to look at ways to
support the charity that could not open and suffered as a result. They implemented a
communal newsletter delivered door-to-door to help the elderly and people in
poverty. The newsletter gave information and guidance on the community Centre,
food, helplines and pharmacy details and was well received

—_—

Symbols

The First symbol of Lioyds Bank was Bees and the Beehive in the 1820s and
represented (Thrift and Industry), meaning. There is a quality of using money
and resources in a non-wasteful and careful way.

The Bees and Beehive symbol stood alone before the introduction of the Black
horse in 1884 and was displayed side by side in the 1930s

In the 17th century, there were no street numbers to help with identification of areas and
business premises. Most businesses used a symbol of decoration as a form of
identification for people that were not well versed in education or people that lived outside
of the area. The Black horse symbol was inherited in 1884.
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Poor horizontal coordination and communications

Lloyd's coordination and communications may have faltered in this area due to a drop in the share price down by
9.1% and more than double that of some competitors in the market. Lloyds have raised their profit margins and
have announced a larger expected share buyback and building on growth and diversification.

Inadequate leadership, management skills and development in the organization

Lloyds leadership is strong. This is how the group maintains a strong organisational culture and loyalty from staff
and customers. Lloyds management values their staff and offers PDPs, reward schemes, Supporting equality and
diversity. Charity days out that involve employees as well as offering career development opportunities.

Poor or closed vertical communications

Lloyds have a hard organisational structure regarding management with information relayed from senior
management to team leaders to employees. This is a standard process of Lloyds organisational culture, as an
employee cannot simply call the Executive directors at will, giving structure to management processes. However,
Lloyds provide newsletters on in house systems to keep all staff and departments kept up to date with new processes
or changes in the banking environment.
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Table 1. Lending' to customers in sectors at increased risk from the impacts of climate change
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(Lloyds economic commitments)

1. Lloyds are moving towards a sustainable low carbon economy.

2. Helping customers purchase new homes within the UK

3. Helping to tackle the social disadvantages within the UK

4. Building on Digital skills and a stronger banking capability

5. Lloyds focuses on helping customers with wiser saving approaches for the future.

6. Helping new startup businesses and giving direction and scope to grow
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Lloyds will support other businesses to navigate covid —19 conditions and give support there
after

Lloyds will demonstrate to customers what other businesses are doing to navigate changes
in the economy

Lloyds provide a Covid —19 webcast series that helps customers with a practical
guide on how to support businesses

Strategically reimagining Lloyd's business model and revenue streams admits covid —19
pandemic

Supporting employee wellbeing in the current covid —19 conditions.
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(Lloyds Social commitments)
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Lloyd's banking group plan for a sustainable low carbon economy
Recognition of activities carried out

Effective risk management

E.S.G = Environment / Social / Governance performance indicators
Lloyds utilizing metrics and finances for streamlined data

Helping Britain Prosper Plan

Green Finance project

Sustainable risk management when issuing lending products

Supporting customers with disabilities
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High Performance
teams need:

Senior Executives®
role is to:

i

A culture that promotes an open &
honest discussion when teams
underperform

Set team priorities
Ensure team has the ‘right’ staff
Set appropriate expectations
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Strengths

UK Largest digital bank, customer
finance and branch network

Very good footing within the UK

Bank holds a solid capital generation

Consumers have a good understanding of the
bank processes and procedures

Excellent sustainable resources

Strong culture environment

Reducing the carbon footprint scheme
Strong customer satisfaction

Remuneration Linked

Weaknesses

+ Impact of absence of subsidiary on future costs

+ Large branch network in uncertain economy

* High level of exposure to UK economy

» Covid impact on Share holders

+ Covid impact on Customer pensions

+ Covid Impact on Subsidiaries

+ Covid impact on Stakeholders
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Kurt Lewin Change Model
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(Rituals and routines)

Lloyd's emphasis is to provide a customer focused approach and professional attitude.
Lloyds have embedded a history of low-risk banking to customers around the world
Stong customer focus and professionalism demonstrating hard and soft skills

Lloyd's rituals consist of a professional dress code, Customer driven approach, Organisationally driven,
attention to detail and driving for success.

To Lloyds banking group rituals and routines will develop a strong organisational culture resulting in
increased revenue and a great place to work for employees, achieved through PDP’s, self-development,
professional training and reward schemes.

Lloyd's banking group emphasizes training and support functions to employees to demonstrate value in staff
and present opportunities for further organisational skills.

Lloyds bank rituals and routines have soft and hard skills that are achieved through good training and strong
organisational culture.
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Organisational Elements

= Customers
= Competitors
= Company

= Public

* Intermediaries

= Supplies

= Culture

= Demographics
= Economics

= Politics / Legal

= Natural

= Technology
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The high level solution architecture comprised of the following key components:
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Benefits of using pestle analysis

Cost Effectiveness:

Time is the only requirement to complete Pestle as no capital is requirement saving operational costs

Understanding external threats or changing environments:

Deeper understanding of external threats or barriers that may go unnoticed without completing a pestle analysis
and impact of organisation performance, revenue and organisational culture.

Opportunities using pestle:

Pestle can provide key external information that is not always a threat to an organisation and may present
business opportunities and strengthen the organisational strategic model, showing possible trends and
opportunities an organisation may consider whilst also gathering an overview of any challenge that may present
itself
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Total shareholder return

Economic profit?

% £m
35 3,063

2021 35 20211 3,063
2020 (42) 2020" (1,257)
2019 27 20191 428
2018 (20) 2018 1,858
2017 14 20171 1,509

The Shareholder chart displays a substantial increase

compared to 2020 results due to the pandemic

Economic profits have had great results due to
innovative projects and a strong organisational
culture
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9.

. Job security

. No future job prospects.

. The management and staff are not aligned to meet business objectives
. Restlessness

. Stress and Fatigue

. Low team Cohesion

. Low staff retention

. reduced work output

mistakes made

10. Low staff loyalty to organisation

11. Not a very good place to work
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Environmental risk management approach
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Michael Beer's six

silent barriers

‘ Poor horizontal coordinaton & communication
‘ Poor leadership, management skills & development
‘ Poor or closed vertical communication





image1c.png
Channel change " "
. oo . Online spending
Shift to digital channels over time Share of online transactions by month, %
35 — Branch 50%
— Digital

30 40%

25 30%

20 o

15

10 10%

05 . )

00 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2014 2015 2016 2017 2018 2019 2020 — T IR
+ Strong upwards trend of customer digital platforms + Strong increase of ecommerce with a decline in
2019 based on the Covid —19 pandemic
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Drive revenue growth and diversification

« Increase products and services to the existing customer network.

« Innovate and broaden product range and make the process easier to access through intermediary partners.

» Create an affluent proposition for further growth in this Banking market segment that covers banking, Simple
wealth management and protection.

» Focus on SMEs moving to digitalize the products offered and grow and diversify revenue streams where there
are lower market shares currently.

« Target disciplined growth through corporate and institutional business areas.

Strengthen cost and capital efficiency

+ Diversify and grow revenue streams by maintaining a disciplined cost structure

+ Streamline and reduce the costs of technologies used in the organisation.

+ Reduce expenditure in the cost-to-serve function through innovative digitalization formats.

* Reduce costs for central office functions and office overheads

« Strengthen disciplined strategic initiatives on pricing and returns functions, management portfolios and capital
capabilities.

+ New growth commitments that are disciplined on choices with a focus on new fewer capital incentives and create
fee generating businesses.
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Ownership Types

Private Sector ‘ Non-Profit ‘ Public Sector
Organisaions that make profits Organisaions that make profits
Unincorporated organisation + Charities * Public Corporations
+ Trade Unions *+ Public Services
+ Sole Traders
* NGOs * Local Authorities

Partnership arrangement
P 9 + Social Organisations

Incorporate « Advocacy Orgs

Private Limited Company

Public Limited Company

Cooperatives
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(Mission statement)

« Lloyds state that their mission is everything the organisaion offers and what
drives the business, but also how the group differs from other financial institutions
which defines profitable growth. Lloyds strives to be a force for good that never
stops innovating to make ethical and sustainable decisions. The group believes
that the organisaion is reshaping financial services working for Britain for

generations to come
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Our trusted brands

Offering our services through a number of recognised brands enables
us to address the needs of different customer segments more effectively.
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