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[bookmark: _Toc106925565]Introduction 
Since the advent of the internet, laptop, and mobile phones, the world has seen a massive shift in digital banking, moving from the traditional brick and mortar to the virtual environment. Online banking emerged mainly due to easy transactions, 24-hour access, avoiding queues and saving travel time (Oertzen and Odekerken-Schröder, 2019). The global pandemic further accelerated the digital tools in 2020 due to government restrictions and lockdown, facilitating businesses to adopt new banking practices and aiding account holders (Frazier, 2021). 

Since the 2008 financial crisis, banks have been cutting operational costs and reducing staff by utilising more self-serving kiosks, apps, websites, and ATM cash machines (Ellis and Marshall, 2019). Using Office for National Statistics data, these cost savings have led to the closure of UK bank and building society branches falling from 13,345 in 2012 to 8,810 in 2021, a fall of 4,535 or 34% (Booth, 2022). This has impacted account holders making access to cash and bank services difficult as banks a further away from the home address. Online banking is a necessity for others, saving time, paying bills, transferring funds, applying for loans, and buying and selling shares (Khan, 2021). The problem with digital banking has created barriers and conflicts with the previous physical banking; the ageing population finds it difficult to adapt to the changing technology (Tinnilä, 2012). 2020 the impact of Covid-19 and the World Health Organisation’s recommendation’s businesses should observe social distancing and travel should be at a minimum; this revealed an additional concern for banks and customers (World Health Organization, 2020). The pandemic has affected the older generation, the disabled, and those with long-term health issues, which are at a higher risk of infection due to travelling. 
[bookmark: _Toc106925566]The aim 
· The aim of the study is to give the reader fresh insight into understanding the barriers to digital banking adoption and its implication for the older generations to help improve online adoption for the older cohort. 
[bookmark: _Toc106925567]The objective
· To examine literature and understand the barriers to online banking adoption for the older generation with the intention to improve services for the older cohort.
· To understand the post-adoption phase of online banking for the older cohorts from documented research. Evidence will be collected and assessed to understand the post-adoption experiences and understand what can be learnt.
· To evaluate the reasons behind the digital divide amongst the older generations and seek to reduce these barriers and improve online adoption. The critical evaluation of the literature will be studied to find similarities and contrast the evidence.  
· To understand the older cohort’s negative perception of online security and trust and how this can be resolved by constructing a detailed planned action.
[bookmark: _Toc106925568]Research questions
After closely examining the literature, the research has revealed some barriers to adopting online banking for the older generation.
· What causes the digital divide amongst older cohorts, and how can banks manage the smooth transition?
· How to manage and equip digital immigrants with skills and competence for online banking.
· How can banks improve the communication barriers, improve customer service, and assist with online training for senior citizens.
· What should banks’ do to mitigate the issues of security and online trust for online banking for the older cohort.
[bookmark: _Toc106925569]Literature Review 
· The barriers to online adoption 
An increasing number of older generations are going online; however, many older cohorts do not have the knowledge or the skills to browse or operate a computer (Msweli and Mawela, 2020). The cost of buying PCs, laptops, and smartphones can also be an extra burden (Tsatsou, 2011) highlighted a significant issue; due to social and economics, there is a digital divide in society. Though older cohorts prefer traditional brick-and-mortar banking, due to age, travelling long distances, bad weather, and ill health can be an obstacle and costly (Jiang et al., 2022). Covid-19 has forced many clients to bank online, putting them at risk. Younger clients are more motivated to migrate online, and the older cohort finds it difficult to adapt as Information and Communication technology is not a part of their life. 
· Bias perception toward the older generation
Mattila, Karjaluoto and Pento (2003) research in Finland highlighted the importance of understanding mature customers. His work is significant, as very little research had focused on the ageing population, he went on to argue how mature customers would have plenty of purchasing power, and this is essential that banks would need to market themselves to the needs of the customer. The research found that ageing customers do not see themselves as old but rather more in control of their lives and more confident. The perception of society holds the opposite of what the more senior people see themselves, which implies that the older generation may be willing to try new technologies like internet banking. The study also stressed that not all older generations are homogeneous. Rather individuals with different attitudes, behaviour and skill sets should not be categorised as one. The older cohort’s complaint seems to be no initial training is given to customers on how to use the bank’s websites or that websites are confusing. The majority of research concentrates general public and does not address the needs of the older generation (Keränen et al., 2017). Education plays a role in an individual’s ability to use computers, higher education means better pay, and individuals can then access the tools needed to do their online activity (Schehl, Leukel and Sugumaran, 2019). 
· Online trust 
The older generation suffers from trust issues; generally, they do not have issues browsing social networks but rather when making purchases (Choudrie et al., 2018). Flavián, Guinalíu and (Torres, 2006) believed that older cohorts are more cautious about online banking than traditional brick and mortar. This is due to older consumers’ uncertainty about online securities, privacy, payment platforms and the continuous report of hackers stealing data (Chaimaa, Najib and Rachid, 2020). Furthermore, Steinfield, Adelaar, and Ying-ju Lai (2002) study mentioned that consumers who trust brick and mortar would likely use online banking offered by the same bank, with the combination of online and offline trust is possible. However, Chung and Kwon (2009) stipulated that the banks find building confidence through online interaction challenging as the online services exclude direct contacts, which becomes a barrier. 
· Communication and customer service
Migrating online also means losing that human touch; while digital banking has become the primary banking method for some, face-to-face is preferred for complex services. Digital banking risks alienating certain groups and especially older generations. While many banks recognise the need for an omnichannel approach to banking using traditional brick and mortar and digital, it does very little for senior citizens with special needs; the banks are more intent on selling products (Rizzi and Taraporevala, 2019). Research by Venter (2017) found that Baby Boomers struggle with new communication technology like Computer-Mediated Communication (CMC) for instant emails, text messages video conferencing. Older cohorts are very social and value interpersonal communication; CMC lacks emotional expressiveness, composure, and attentive listening. Technology has created a communication gap hindering customer service for the older cohorts, and banks rely too heavily on email (Fouse, 2021). Shrestha, Parajuli and Paudel (2019) wrote that banking communication is not getting replaced but rather getting updated with present technology and demand. Banks recognise the need for effective communication channels for business retention (Kirakosyan and Dănăiaţă, 2014).
· Post pandemic adoption
Digital growth has slowed since the pandemic eased, and customers are stating they will use the less digital platforms once the pandemic ends (Hajro et al., 2021). However, Martin (2020), a chief operating officer, wrote that digital banking is expected to grow even after Covid-19. Traditional banks’ last obstacle was the older generation now forced online (Ahmed, 2021). Digital banking has become the new norm in 2021 (Holzhauer, 2020).
[bookmark: _Toc106925570]Methodology 
To understand older cohorts’ experience with online banking in the UK and its implication for the older cohorts, the above literature review will be used for the study. The empirical research will be performed using existing online published literature, a text-based qualitative study will be conducted using secondary data only, and no primary data or interviews will be done (Brown, 2006). The University of Wales Trinity Saint David online library will be used to access most of the literature at no cost. Google Scholar, websites and other journal sites were used to access the required literature, and a carefully selected wide range of literature will be applied from developing countries. Keywords from the title of the study were used to search for relevant literature, for example, words like (barriers to digital banking, banking adoption and its implication for the older generations, advantages and disadvantages of digital banking, and e-banking). 
The intended literature from the different time frames will be utilised, literature five years old and some literature will be used dating back to 2003 for historical and relevance to the current research. A critical analysis will be done before selecting the information to assemble the proposal. The previous and present literature were used to develop the conceptual understanding for the study. The above literature theories were drawn, and the above questions were formed to address the current and expected future issues (Connelly, 2015). 
[bookmark: _Toc106925571]Some common themes and discussions found in the literature
· Negative views of online security and data protection by consumers.
· A common statement found resistant to innovation and scepticism towards modern technologies by the older generations.
· Age and cognitive decline are other significant barriers to online banking for the older generations. 
· Social and economics also played a role in creating a digital divide. 
· Education plays a positive role in adopting online activity.
[bookmark: _Toc106925572]Limitations of the research
The research will be based on secondary data, a qualitative approach will be performed, some limitations as data are considered old data, and further investigation will be recommended. The primary data collection will be avoided due to limited time, and the cost involved in gathering the information. The research may be subject to biased interpretation, plagiarism and contradiction by my readers. 
[bookmark: _Toc106925573]Risks of the project
One of the significant risks associated with this project is Covid-19; it is possible this could impede my inability to finish my work. However, if that were the case, the study would have to be limited to my home and online access to all university materials. The project delivery date is 12th Aug 2022; this allows 55 days from the proposal date for completion. The project research will be conducted online; if there is internet disruption at home, it will have access through the local library, university and phone data. All necessary materials are also backed up in cloud storage and access to additional laptops. The project must follow a strict ethical code without exploiting any individuals attached to the project. 
[bookmark: _Toc106925574]Project plan and activities 

	Task
	Start Date
	End Date

	Research, gathering and reviewing the literature
	25/06/2022
	02/07/2022

	Designing the dissertation  
	03/07/2022
	07/07/2022

	Writing the dissertation 
	08/07/2022
	01/08/2022

	Proofing the dissertation
	02/08/2022
	05/08/2022

	Feedback 
	06/08/2022
	08/08/2012

	Changes and amendments to the research 
	09/08/2012
	11/08/2022

	Project due date
	
	12/08/2022



[bookmark: _Toc106925575]Conclusion
Recently the world has seen a shift in banking strategy, moving from brick and mortar to online banking, further accelerated by Covid-19. However, this caused barriers for the older cohorts who find adapting to changing technology overly complicated. The study aims to examine the barriers to digital online banking adoption and examine the implication for the older generations. The proposal found online banking issues in older cohorts by critically analyzing literature on online banking. Currently, the problems faced by older generations are a lack of skills to operate a PC, using communication tools, smartphones, and the cost of internet subscriptions. Older cohorts also have trust issues about online banking security and privacy. The proposal also found that very little research has been done on the older cohort’s online banking experience. The research methodology will be performed using secondary data critically evaluating the scholarly literature; no primary data will be used. 
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