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[bookmark: _Toc100754436]Introduction
In this report, strategic management for SMEs is discussed by taking the example of Monzo. The mission and vision statement of Monzo is explained, along with the current strategy and strategic direction of Monzo. In addition to this, Porter’s model is also adopted, accompanied by SWOT and PESTEL analysis for the purpose of the internal and external environment of the Monzo. Furthermore, an environmental scanning tool is also taken in the report with the purpose of identifying the big picture of the organization. Moreover, stakeholders’ expectation is also presented in the report with the help of the Power/Interest grid matrix. Key strategic growth options are also given in the report along with the SAFe tool in order to secure the long-term future of the Monzo. In addition to this, the following report also consists of goal-setting theory along with the key strategic growth options and recommendations, which consist of implementation of change management as well. Possible reactions of competitors regarding the plan of the organization are also evaluated, along with the strategies to deal with the responses. 
The strategy that is conducted in the study is archival studies in which original articles and studies were considered in order to get authentic and reliable information related to the study. The main finding of the report indicated that Monzo is working efficiently in the financial services industry as the company has strong growth in the rate of the customer. In addition to this, the findings obtained from the SWOT analysis of Monzo also revealed that strong terms and conditions and customers base are the greatest strengths of the SWOT, and an increase in the complaints of the customers and security issues are the weaknesses of Monzo. 
[bookmark: _Toc100754437]Monzo
Monzo is an SME based in the UK engaged in the financial services industry. The total revenue of Monzo is £67.2M having a net income of £113.8M in 2020, and currently, more than 1500 employees are associated with the SME (Monzo, 2022). Monzo gives the market an alternative that changes the style of banking. According to Griffiths (2018), despite selling financial products, Monzo mainly focuses on problem-solving. They transformed into a full-fledged brand of banking after the Financial Conduct Authority (FCA) authorization. The prepaid card of Monzo is closed as its users are upgraded to its current account service. 
Sammour and Chen (2019) stated that Monzo offers some accounts for teenagers that key features include Google/Apple Pay, Spending Budgets, spending notifications and no overdrafts etc. They also offer business accounts whose key features are different from the previous account, such as Monzo pots, instantaneous notification, internet and mobile access, as well as digital receipts and in-app invoicing. According to Castelló-Sirvent, Roger-Monzó and García-García (2020), Monzo usually works the same as a traditional bank, but it offers much more to its customers. As Monzo is authorized by Financial Conduct Authority (FCA) so it is like other banks; customers can also get the right to complain about the services to Financial Ombudsman Services if the customers are not satisfied with any of the services provided by Monzo. They further stated that the best thing that Monzo offers is its free services which include no charge for opening and running a current account, free cash withdrawals services in the UK, and no charges for payment from the UK to abroad. 
[bookmark: _Toc100754438]Mission
The mission statement of Monzo is “to make money work for everyone. That is why we have built new ways to support people who need some extra help to understand and control their finances. We have focused on supporting our customers’ needs, as well as making our app as accessible as possible. However, we also want to support those people who do not bank with us by driving up standards across the banking industry, making sure that as many people as possible get the support they need” (Monzo, 2022). The mission of Monzo is to make transactions easy for everyone so that everyone can easily do transactions via a mobile app. Monzo also wants their customers to get the best output or cashback and rewards for their money. 
The positive point of the mission is that Monzo makes the transaction easy for everyone, which is a good strength, but the mission lacks information related to the security of the customers, which shows weakness in the mission statement of Monzo. “We have focused on supporting our customers’ needs, as well as making our app as accessible as possible and secured for everyone.” This version is much better than the actual mission of Monzo as this mission statement also talks about the security of the data of the customers, which is a plus point and would help Monzo to gain more customers itself. 
[bookmark: _Toc100754439]Vision
The main vision of Monzo is to help its billions of customers to do their job more efficiently and also build a product that is technically reliable and capable of supporting Monzo. The organization has a mission of building a product that is easy to access for all levels of customers, especially for those who are new to using it. Although the vision includes the information of building a product which is a good strength, Uçmak and Arslan (2012) stated that an organization should have a clear and big vision as a clear vision helps the customers to attract to the brand. “To accomplish effective growth through time and to increase its presence in markets and segments that are rising rapidly and helps billions of customers to do their job more effectively and also build a product that is technically reliable and capable of supporting Monzo.” This is the improved version of the vision, and if Monzo adopted this vision, then it would be beneficial for Monzo to attract not only the customers but shareholders as well; as this vision includes the information related to effective growth, which is attractive for the shareholders as growth ultimately leads the organization towards good returns and effective returns help the organization to retain existing shareholders and attract new shareholders as well.  
[bookmark: _Toc100754440]Monzo’s Present Strategy
Monzo’s current strategy is to concentrate on obtaining innovative value users, who essentially begin utilizing prepaid cards. In addition to this, Monzo’s current strategy is to satisfy the users as much as possible with the services in order to refer Monzo’s app to their friends. Porter’s Five Forces are adopted in this study for the purpose of evaluating the current direction and strategy of Monzo (Monzo, 2022b). The current strategy of Monzo is good enough as with the implementation of this current strategy, Monzo could easily satisfy their users, which ultimately results in the betterment of the company. 
[bookmark: _Toc96211333][bookmark: _Toc100754441]Porter's Five Forces of Monzo
The complete picture of the Monzo analyzes with the help of porter's five forces. According to Dobbs (2014), porter's five forces show the factors which can affect the operations as well as the effectiveness of the organization and also guide the solution of the problem. The porter five forces play an important role in analyzing the rival state and position in the market, including the suppliers, customers’ interest, entrants, and position and state of the competitors. All these factors are essential for the progress of the company probability. The overview of the five competitive forces of the Monzo is given below:


Table 1: Porter's Five Forces
	Force
	Risk
	Impact
	Mitigation

	The Threat of Substitute Products
	Medium
	Medium
	Providing services at a low cost.

	The threat of New Entrants
	High
	Medium
	Bringing innovation to the products or services. 

	Bargaining Power of Buyers
	Medium
	Low
	By continuing to attract the high profiled people with innovative services.

	Bargaining Power of Suppliers
	High
	High
	By building an effective supply chain with different suppliers.

	Competitive Rivalry
	Medium
	High
	Increase the market size and increase the progress graph of the organization.



[bookmark: _Toc96211334][bookmark: _Toc100754442]The Threat of Substitute Products
The threat of the substitutes of the new services or products connects with the customers' needs so that the probability rate is decreased. With the growing business market, the threats of substitutes have increased with other online-banking companies competing to get the customers switched from Monzo to their banking service (Vining, 2011). Monzo has set up strategies for keeping its services low-cost to gain customer loyalty. Furthermore, according to Uçmak and Arslan (2012), with the improvement in the tackling of the substitutes’ threats, Monzo can work on the services that are provided to the customers and understand the need of customers, and provide many services at a reasonable price. 
[bookmark: _Toc96211335][bookmark: _Toc100754443]The Threat of New Entrants
New entrants in the industry bank bring much pressure on Monzo. The new entrant with huge investment can easily affect the profitability of Monzo because due to new entrants, Monzo decreases the pricing strategies for the customer and provides new valuable and affordable services to the customers. On the other hand, Burns and Dewhurst (2016) highlighted that Monzo manages all the tasks and challenges that influence the rate of the customer and make effective barriers to protect its competitive edge. Monzo can deal with the threat that comes from the new entrants by innovation in the products or services, building the economic scale, spend money on research and development. Monzo has progressed through various strategies, which make the threat of new entrants in the banking industry relatively small. Monzo’s vision and mission are to make money for everyone since the start, and through this vision, Monzo has progressed and built efficient ways to support its customers to understand and control its finances by making its app accessible to everyone.
[bookmark: _Toc96211336][bookmark: _Toc100754444]Bargaining Power of Buyers
Nag, Han and Yao (2014) stated that the growth rate of the customers depends on the response that occurs from the organization about its services. The Monzo continues to attract the high-profiled people in order to provide great services. Tax, community, partnerships, and marketing strategies put Monzo ahead of its competitors, which gives Monzo an upper hand in reaching the customers of other banking companies, which leads them to switch from other companies to Monzo. Burns and Dewhurst (2016) stated that focusing on the community has been a crucial part of Monzo’s marketing strategy, which intends to help its customers in every way possible with its mouth marketing, using community meetups to spread the word and communicate about the new product ideas which have generated love towards Monzo which created customer loyalty. Monzo has to rely heavily on the bargaining power of its consumer, as some customers have more power than other consumers, the loss of one account has no impact on the company, but a large group of customers has greater bargaining power over the organization and Monzo cannot afford to suffer such mass decrease of depositors. Similarly, Fung (2014) stated that high-net-worth individuals also possess greater bargaining power, and the loss of sizable accounts might affect the profitability of the Monzo. 
[bookmark: _Toc96211337][bookmark: _Toc100754445]Bargaining Power of Suppliers
According to Uçmak and Arslan (2012), there are many companies in the banking industry that buy their raw material from the same suppliers. The suppliers have the upper hand in providing the services to the bank like Monzo. The bargaining power of the supplier is high because suppliers use their power to extract higher prices from the companies in the banking industry. The profitability of Monzo is affected by the higher demand of the suppliers. The Monzo can handle the bargaining power of the supplier by experimenting with the designation of the products, building an effective supply chain with different suppliers and developing the supplier who totally depends on the Monzo.
[bookmark: _Toc96211338][bookmark: _Toc100754446]Competitive Rivalry
According to Dobbs (2014), Monzo has a strong competitive position in the market. The Monzo can deal with intense rivalry in the banking industry, including building a maintainable differentiation and designing the scale regarding the status position of the rival in the market. Besides this, according to Vining (2011), Monzo can also make a long-term partnership and collaborate with its competitors to avoid competition in the markets and increase the market size and increase the progress graph of the organization. 
[bookmark: _Toc100754447]SWOT Analysis
According to Pangestu and Setyorini (2020), SWOT analysis is used for analyzing the internal aspects of the company with the help of four terms such as strengths, weaknesses, opportunities, and threats. SWOT analysis is very useful to find the success rate of the company. Thomas (2011) stated that SWOT analysis helps in identifying future business opportunities by improving its business management to strengthen it while also understanding its existing weakness and reducing them to combat threats to the company’s growth and also addressing different scenarios that might come up such as marketing budgets and advertising campaigns which are presented as a valuable tool for Monzo. The overview of the SWOT analysis is given in below Table:


Table 2: SWOT Analysis
	Strengths
	Importance
	Ratings
	Score

	Strong customers base.
	0.6
	2
	1.2

	Partnership with Different Industries such as AXA.
	0.55
	3
	1.65

	Instant Response.
	0.3
	3
	0.9

	Strong terms and conditions.
	0.8
	1
	0.8

	Weaknesses
	Importance
	Ratings
	Score

	Increase in customers’ complaints.
	0.45
	2
	0.9

	Security Issues.
	0.35
	1
	0.35

	Opportunities
	Importance
	Ratings
	Score

	Adoption of Artificial Intelligence.
	0.1
	1
	0.1

	The popularity of digital banks in the Asian markets.
	0.3
	2
	0.6

	Threats
	Importance
	Ratings
	Score

	Loss of customers because of high competition.
	0.4
	3
	1.2



[bookmark: _Toc96211314][bookmark: _Toc100754448]Strengths 
The strong growth in the rate of the customer is the biggest strength of Monzo. According to the report, as stated by Sarsby (2016), more than one million people in the United Kingdom (UK) became customers of Monzo in just two years. The reason behind the growth rate of the customer is its services. Monzo always looks after the customers’ demands and needs through their services. Monzo always works on partnerships with other industries due to the extent of its number of users and also operates with the collaboration of leading brands across the different domains. Strong growth in customer base has been one of the strengths of Monzo, with every single person out of twenty using Monzo, which is presented as a key parameter to measure performance. 
According to Shariatmadari et al. (2013), to ensure customer growth, Monzo has been working tirelessly to provide the customers with all the products related to banking in a single application. Monzo has been increasing its partnerships with other leading industries in the marketplace, which has made it possible for Monzo to make travel and international money transfer a hassle-free process for the customer and have also partnered with AXA to provide its customer with travel insurance at a low monthly cost which covers all the valuables related to it. The correlation with the different leading brands helps Monzo in the process of identity verification, internal money transfer and many other things related to the customer need and services. Furthermore, Pangestu and Setyorini (2020) highlighted that many other services are also the other strengths of Monzo, such as strong terms and conditions regarding the policies of the company, instant response etc. 
[bookmark: _Toc100754449]Weaknesses
The security issues and problems of customers are the major weakness of Monzo, as the organization is suffering from the security issue of the customers (Shariatmadari et al., 2013). On the other hand, the lack of human interaction is another weakness of Monzo. The less interaction with its customers shows a significant effect on the growth of Monzo in the future. Furthermore, there are many other weaknesses of Monzo, such as strong terms and conditions regarding profitability concerns of the customers and traditional banking key features are the weakness of Monzo. According to Thomas (2011), with Monzo being an online-only banking business, it suffers due to its traditional banking competitors with increased capital taxes and high unemployment. Various other external threats present themselves, which cannot always be avoided, but Monzo having an awareness of its possible threats helps it to try and mitigate them.
[bookmark: _Toc96211316][bookmark: _Toc100754450]Opportunities
The Monzo has the biggest opportunity in the shape of artificial intelligence (AI). By using artificial intelligence, the detection of fraud and protection of the patents of the company is possible. According to Phadermrod, Crowder and Wills (2019), the popularity of digital bank in the Asian markets are also a great opportunity for Monzo to increase the growth rate of customers. He further stated that the banking industry has always presented many opportunities in the industry and for the customers; Monzo being an online-only banking business, has not yet approached the rural areas where there are dozens of opportunities to gain more customers, which would be a hard move but through efficient methods applied can be successful. Haque (2021) stated that in order to keep satisfying their customers and their demands, Monzo should make demographic changes that the consumers crave, as just functioning as a banking app is not enough. Monzo has been attending to the demands of the customers to ensure not lose their customers.
[bookmark: _Toc96211317][bookmark: _Toc100754451]Threats 
According to Laksham (2019), sometimes, the development in technology shows a negative impact on the market of digital banks. The changes in the terms and policy of Monzo regarding customer services are the main reasons for increasing the threats. Customer privacy is also influenced by the digital banking system, so the rate of threats is increased. The increase of competition in all banks of the United Kingdom is another threat for Monzo. The competition between the banks negatively affects Monzo in terms of stability and effectiveness. Phadermrod, Crowder and Wills (2019) also stated that Monzo adding various services and online options might lead to the risk of data breaches which might lead to hackers having access to the personal bank accounts of the customers, and that is one of the serious threats for the Monzo. 
[bookmark: _Toc96211318][bookmark: _Toc100754452]PESTLE Analysis
The PESTLE analysis is a method that is used for giving the macro picture of the organization. According to Faccia and Cavaliere (2021), the term PESTLE analysis comprises “Political, Economic, Social, Technological, and Legal and Environmental factors.” It also provides knowledge regarding the impact of all the above factors on the new business as well. 


Table 4: PESTLE Analysis
	Political Factor
	Zalengera et al. (2014) stated that political factors are the factors that can easily affect the activities of the organization. The Monzo is also affected by political issues and government problems. According to Nandonde (2019), political interference is a huge challenge for the industry of the bank. The changes in the policies of the government, such as new legislation, create a huge impact on the performance of the Monzo.

	Economic Factor
	The economic state and bank industry of the United Kingdom are correlated to each other. The economy easily influences the state and position of the bank industry. The rate of fraud in the bank industry is very high. It indirectly affects the economic state of the Monzo. According to Zalengera et al. (2014), in order to sustain a good financial and banking industry, the country’s economy should also be healthy. Because of the pandemic, the economy all around the world has faced a downturn, and due to this, Monzo’s financial services are badly affected.

	Socio-Cultural Factor
	Simões (2020) highlighted that socio-cultural behaviour demonstrates a significant effect on attracting the customer to the company products. People prefer banks for taking loans and buying a house, for studying purposes and many others. The social and cultural behaviour of the customer and their expectation of the Monzo have also affected the performance of the Monzo. 
According to Nandonde (2019), communicating with the customers and presenting a variety of packages and offers to maintain the socio-cultural factor in banking industries like Monzo. Simões (2020) analyzed how millennials incline toward online banking and prefer traditional banking. This leads Monzo to communicate and convince the millennials into switching to online banking.
Monzo acknowledges how managing money can impact a customer’s mental health with the effects of the pandemic emerging and tries to communicate with their customer to save them from a financial situation that might be due to their mental issues. Monzo tries to work with different mental health institutes to improve their customer’s mental health. Monzo has become the first bank that has contributed to this situation by setting up mental health program.  

	Technological Factors
	According to Faccia and Cavaliere (2021), many changes have occurred by innovation in technology. It is one of the important factors in PESTEL analysis as this factor can easily disrupt the performance of the organization. Technological factors which can affect the operations of Monzo are technological diffusion rate, recent alterations in technology by other competitors and effect on value chain structure in the monetary sector.

	Legal Factor
	For the banking industry, various countries with different laws impact the financial industry with employment gets contributed a lot by the banks and have to face labour laws. Monzo is affected by the ring-fencing assets, which reduce taxation, which may be legal as long as it is within the boundaries of laws and regulations set by the government. Nandonde (2019) expressed that many other factors can also disrupt Monzo’s operations legally, such as discrimination law, data protection and health and safety law and patents or copyrights issue etc.

	Environmental Factor
	According to Zalengera et al. (2014), with the usage of technology, the paperwork used has been reduced as Monzo is the only online banking company with most of its methods and work done online. In addition to this, Monzo is also helping customers whilst working with green energy companies to switch to renewable energy, such as investing in the development of renewable energy sources like implementing solar ATMs and without paper transactions. Similarly, Faccia and Cavaliere (2021) stated that Monzo had left a low environmental footprint by not investing in companies based on fossil fuels with the company trying to contribute to global climate change and realizes its environmental impact and also try to offset carbon emissions meanwhile taking care of the planet.


[bookmark: _Toc96211326][bookmark: _Toc100754453]VRIO Analysis of Monzo
The VRIO stands for valuable, rare, imitable and organization. The VRIO analysis provides the framework for an organization to categorize and classify its resources (Akbulut, 2020). The VRIO framework enables the organization to find out which resources take part in the success of the organization.
Table 5: VRIO Analysis
	Valuable
	According to Karia et al. (2017), the financial resources of the Monzo are a highly valuable resource. The financial resources provide different external opportunities and make Monzo able to tackle and deal with external threats. The employees are also valuable resources for Monzo. The Monzo works on the skill of the employees and provides a domain in which they can provide benefits to Monzo. The employees are also honest and loyal to Monzo. The patents are also valuable resources for the Monzo. The terms and policy of Monzo attract the customer to its services. On the other hand, Sugiharto (2020) highlighted that the distribution network and research and development department of Monzo are not valuable resources, and Monzo highly needs to work on these factors in order to attract more customers to Monzo effectively.

	Rare
	According to Thornton (2012), the rarity in the products of an organization means the organization has a rare product as compared to the competitors. The employees are rare resources for the Monzo because the Monzo works on the skill of the employees and provides a better environment. The reason behind its services is that the employees do not attract to the other organization or the competitive market. The patents and copyrights of Monzo are rare resources because it is not easily accessible and available to competitors. Monzo requires less time effort as compared to the other competitors because the distribution network of Monzo is also a rare resource. Sugiharto (2020) stated that local services provided by Monzo are not rare, and the competitors of Monzo can also provide the same services. Monzo is highly required to work on these resources.

	Imitable
	Akbulut (2020) stated that the financial resources of Monzo are costly to imitable because the growth of the company elongated over the years. New competitors and new entrants will require a long period of time to gain profits. On the other hand, the employees of Monzo are not costly to imitable because the other competitor can also attract high profile employees by giving them better packages and better opportunities. The patents and copyrights of the Monzo are difficult to imitate because the terms and conditions of the Monzo are strong and do not facilitate the competitors regarding the patents of the Monzo.

	Organization
	The financial resources of the Monzo are highly organized because the Monzo invests in the right places in the markets. The patents of the Monzo are not highly organized. There is a need to add the terms and conditions in Monzo’s patents regarding the privacy of customers.



Table 6: VRIO Analysis of Monzo
	
	Valuable
	Rare
	Imitable
	Organization

	Financial Resources
	Yes
	-
	Yes
	Yes

	Patents and Copyrights
	Yes
	Yes
	Yes
	No

	Employees
	Yes
	Yes
	No
	-

	Local Services
	Yes
	No
	-
	-

	Distribution Network
	No
	Yes
	-
	-

	Research and Development
	No
	-
	-
	-



[bookmark: _Toc100754454]Findings (VRIO)
The findings indicated that in terms of value and rarity, the distribution network and research and development department are not valuable, and the local services of the Monzo are not rare. Similarly, in terms of imitable and organized, employees are easy to imitate, and the patents of the Monzo are not highly organized. These are the important points that the management of Monzo needs to focus on in order to maintain a strong competitive position in the market. 
[bookmark: _Toc97310877][bookmark: _Toc100754455]Critical Success Analysis
According to Trkman (2010), the banking sector is the highest advanced industry when it comes to the service sector, which helps every category of people, and it proved to be a mass-consumption service in which high involvement industries are evolved; the objective of this analysis is to study the critical success factors in relation to the management of Monzo. This analysis consists of seven new factors such as “employee empowerment, service culture, human relations, benchmarking, union involvement, customer satisfaction, values and ethics,” which have different focus variables.
[bookmark: _Toc97310878][bookmark: _Toc100754456]Employee Empowerment
Goyal (2012) claimed that despite being highly challenging, almost every organization has been practicing empowerment. Monzo has claimed to be practicing empowerment, but lower hierarchy is hardly observed as the lower-level employees are directly in contact with the customers and should be empowered in banking, which in turn provides better services to the customers and puts high aspirations and ambitions to the employees. Only empowered individuals in the company can become valued employees, which in turn creates value for Monzo and its customers.
[bookmark: _Toc97310879][bookmark: _Toc100754457]Service Culture
According to Bhuasiri et al. (2012), cultural services are guided by the shared values assumptions as it drives behaviour, which consists of very critical aspects in Monzo’s bank operations and how banks will treat their customers and what role Monzo plays in the community where it operates. It also defines the tasks performed within Monzo that focus on services like management, recruitment, and guidelines for people who work in the company, which affects the ways in which employees are connected.
[bookmark: _Toc97310880][bookmark: _Toc100754458]Human Relations
According to Trkman (2010), the human relations movement presents the idea that the subordinates are managed by the supervisors to elicit their cooperation and further increase productivity in the banking companies like Monzo. These are present in order to understand how performance is influenced by the psychological and social processes which interact with the work situation.
[bookmark: _Toc97310881][bookmark: _Toc100754459]Benchmarking
Ika, Diallo and Thuillier (2012) highlighted that benchmarking is a process in which the current performance of a company is assessed against a peer group of other organizations that are comparable with each other by scale or complexity. This technique helps in building a case to support the strategies of the organization. Goyal (2012) claimed that the process of benchmarking consists of steps like planning, collection of information, analysis of data, implementation, and monitoring. Through these steps, an independent perspective of the performance of Monzo and other companies can be gained when compared to one another.
[bookmark: _Toc97310882][bookmark: _Toc100754460]Union Involvement
According to Bai and Sarkis (2013), a banking union is an important step as it enables certain government banking rules in the participating countries. It involves decision-making procedures that help create a safer and unified market for banks like Monzo.
[bookmark: _Toc97310883][bookmark: _Toc100754461]Customer Satisfaction
Customer satisfaction is the first set priority for banking companies. According to Bhuasiri et al. (2012), Monzo has been working on the efficiency of its customer support by measuring customer satisfaction. Monzo measures its customer satisfaction through a short survey to all its customers to get in touch with the company through a simple method of rating the service through emojis. Monzo has loyal customers that are reasonable with the knowledge that occasional problems appear while trusting the company to make the situation right and solve their problem quickly and effectively.
[bookmark: _Toc97310884][bookmark: _Toc100754462]Values and Ethics
Monzo was started as an alternative to traditional banking by setting its goals to solve the problems of its customers rather than just selling financial products. According to Bhuasiri et al. (2012), Monzo provides the best current account in the world with their public commitment for every single member of Monzo, regardless of being employed by Monzo or through any third-party contractors to receive a minimum living wage.
[bookmark: _Toc97310885][bookmark: _Toc100754463]Stakeholder Analysis
According to Maguire, Potts and Fletcher (2012), stakeholder analysis is the approach that is used to systematically collect and measure qualitative data in order to determine whose interest should be considered before implementing or developing any policy or program. Hussien and Abd El Aziz (2013) stated that Monzo puts efforts into managing its project stakeholders and involving them throughout the project as they are the most critical people in the company and play a massive role in the company’s projects which makes it important to communicate with them, receive their feedback, and ensure their satisfaction with the outcome of the project. Below are the categories of different types of stakeholders:
[bookmark: _Toc97310886]Dormant Stakeholders
Ali and Kalu (2016) stated that these are the stakeholders who have a minimum expectation as well as interaction with the company, who have high power, but due to their low legitimacy and low urgency, their power is mainly of no use to the company. Examples include community members.
[bookmark: _Toc97310887]Demanding Stakeholders
These are the stakeholders who do not provide much project mileage but think that their work needs immediate attention, which has no power or legitimacy and is a basic irritant for the management, which are not worth considering. Examples include serial complainers and low-return customers (Hussien and Abd El Aziz, 2013). 
[bookmark: _Toc97310888]Dominant Stakeholders
These are the stakeholders who have enough strong power and legitimacy to influence the decision of the company. Their involvement and communication need to be taken into account as they possess authority in the company. An example includes employees, investors and customers (Maguire, Potts and Fletcher, 2012).
[bookmark: _Toc97310889]Dangerous Stakeholders
These are the stakeholders who are not members of the organization but have a mix of power and urgency, which is dangerous as the combination of the two makes them important for the success of the project even though they are not involved in the project directly. They are the parties with the intention of harming the company with unlawful means. Activists are examples of dangerous stakeholders (Hussien and Abd El Aziz, 2013). 
[bookmark: _Toc97310890]

Dependent Stakeholder
These are the people who have less power but require urgent and legitimate claims. These stakeholders do not possess commensurate power, but keeping them informed can result in the betterment of the company in terms of leveraging their strengths for project complexities.
[bookmark: _Toc97310891]Definitive Stakeholder
These are the most important members of the organization who have legitimacy, power, and urgency coverage and are the executive board of the company. They need to be informed, involved, satisfied, and focused attention must be provided to them as project managers. These consist of the shareholders, media and government.
[bookmark: _Toc97310892][bookmark: _Toc100754464]Power/Interest Grid of Monzo
[image: Stakeholder Analysis - Project Management Skills From MindTools.com]
Figure 1: Power/Interest Grid Matrix
Source: (Akinci et al., 2012)


Table 7: Power/Interest Grid of Monzo
	Keep Satisfied
· Suppliers
	Manage Closely
· Shareholders.
· Investors.
· Government.

	Keep Monitor 
· NGOs.
	Keep Informed
· Customers
· Employees




According to Maguire, Potts and Fletcher (2012), the power/interest grid is a matrix adopted for classifying stakeholders during a change project to enable them to be successfully accomplished. The power/Interest grid matrix of Monzo is as follows:
[bookmark: _Toc97310893][bookmark: _Toc100754465]High Power, High Interest (Manage Closely/ Key Stakeholders)
These people need to be engaged with the intention of satisfying them with the greatest efforts. The stakeholders of Monzo who are involved in this category are shareholders, investors and the government. These are the key stakeholders, and high efforts are needed in order to manage these stakeholders as they are the main players of the organization. In terms of managing key stakeholders, all the important decisions discussed with them and take relevant advice and suggestions from these key stakeholders as they are mostly the owners of the organization and possess strong power as well as interest; therefore, high efforts are needed to manage these type of stakeholders. 
[bookmark: _Toc97310894][bookmark: _Toc100754466]High Power, Less Interest (Keep Satisfied)
These people are to be kept satisfied with enough work put in, but not so much work as they might be bored with the message. Monzo’s stakeholders involved in this category are suppliers. 
[bookmark: _Toc97310895][bookmark: _Toc100754467]Low Power, Highly Interest (Keep Informed)
These are the stakeholders with not much work put in; these people only need to be informed and talked to ensure that no major issues arise; these people are mainly just helpful for the details of the company’s project. These consist of customers and employees of Monzo.
[bookmark: _Toc97310896][bookmark: _Toc100754468]Low Power, Low Interest (Monitor)
These people are just to be monitored and should not be bored with an excessive amount of communication. These consist of NGOs.
[bookmark: _Toc97310898][bookmark: _Toc100754469]Strategic Growth Options
According to Bertay, Demirgüç-Kunt and Huizinga (2013), Monzo has developed its brand by focusing on its advertisement and keeping its loyal customer close to the organization. Growth strategies for Monzo started through its grassroots efforts and common strategies such as community meetups and bringing computer programmers together to improve its technical programs to spread the word. Monzo has been working on a single market, unlike other banks, which still offer the customer to withdraw or transfer their funds abroad by taking low to no fee. Monzo has been trying to develop more strategies to grow with the organization and positioned itself as a digital bank instead of the traditional bank. Kay (2012) stated that Monzo, despite its efforts, still has a long way to go in terms of growth and follows various growth strategies which are efficient enough to put Monzo in the spotlight. Other large banking companies have been overly cautious about making mistakes that might lead to losses but have also put in efforts to achieve a more successful position in the market. 
Larson et al. (2013) highlighted that Monzo should make customers aware of products relevant to the customers to grow its core into the relevant ecosystems and have more product areas to run strong franchises by offering something new from time to time to keep the customer in the loop by monetizing the data from the customers to offer them products and recommendations to ensure growth. Similarly, Bertay, Demirgüç-Kunt and Huizinga (2013) stated that using diversity as a strategy with the possibility of putting itself at risk has also been shown to use diversification to remain profitable and be successful in a competitive marketplace. Assets could also be created by providing small institutions with a lack of infrastructure and resources or banking licenses. Providing infrastructure and renting their balance sheet to non-financial players helps the bank possess a back-end capability that others do not have. Following are the three different strategic possible growth options for Monzo that the company should adopt and focus on in order to secure the long-term future of the organization:
[bookmark: _Toc100754470]Market Penetration
Wu (2012) stated that market penetration is an effective strategic growth option and very beneficial to sell more of the current products of the organization or to promote a new product efficiently. Monzo is required to focus on this strategic option as it assists in enhancing as well as building the market share and helps Monzo to achieve its objectives successfully and secure the long-term future of the organization.
[bookmark: _Toc100754471]Market Development
This is another successful strategic growth option, as, through this option, Monzo can effectively attract more new customers to the company. According to Larson et al. (2013), if the organization does not have an effective strategic growth option, then the organization will easily face loss in a valuable market. Monzo highly needs to concentrate on market development strategic growth in order to retain existing customers and attract new customers to the organization in order to secure the long-term future of the organization.
[bookmark: _Toc100754472]Alternative Channel 
This is another strategic growth option that Monzo needs to be adopted, as, through this strategic growth option, Monzo can easily expand its online footprint. According to Kay (2012), leveraging alternative channels is one of the effective approaches to the growth of the business. Social media platforms such as Facebook, Instagram and YouTube are effective online channels that can easily help Monzo to secure the long-term future of the organization.
[bookmark: _Toc97310899][bookmark: _Toc100754473]SAFe Model
According to Brenner and Wunder (2015), the Scaled Agile Framework (SAFe) is a set of patterns to implement agile practices into an enterprise. It is a framework that is formed to gather knowledge that includes structured guidance on various roles and responsibilities, which helps the organization with plans and manage the work according to its values. Monzo needs to apply the SAFe model as it not only promotes alignment but also leads the company to run through proper guidelines and values. Its core values can be utilized to establish a culture that leadership needs to work upon and how people should behave to use the framework effectively. On the other hand, Putta, Paasivaara and Lassenius (2018) highlighted that Monzo helps to improve its leadership behaviour which will further change the system and create an environment that embraces all of the core values. Monzo can improve its strategic growth by implementing SAFe, which presents an implementation roadmap to reduce risks uncertainties and prove to be functional. By using the SAFe model analysis, the best strategic growth for the Monzo is Market Development strategy, and efficient utilization of this strategic growth option can lead the organization towards the peak of success as it is the winning strategy and would assist Monzo to develop their market and attract more number of customers towards the organization which is the ultimate goal of the Monzo. This is the best possible strategy among the above three mentioned strategic growth options as development is highly needed in Monzo for the betterment of the organization, which cannot be possible with the adoption of the other two options; therefore, the market development strategic growth option could be the winning strategic growth option for Monzo. 
[bookmark: _Toc97310900][bookmark: _Toc100754474]Key Strategic Recommendations
In highly competitive industries, organizations apply different strategies to attract customers, which are important to acquire and retain certain assets from any new or existing customers. For Monzo, in order to improve its strategic management, it is highly required that leaders, managers, board members, consultants and other financial advisors in the financial markets are willing to play key roles for the betterment of the organization. Lunenburg (2011) suggested that to improve the performance of the Monzo, the goal-setting theory might work as it sets certain goals with values backing them to accomplish them. The goal-setting theory presents details about five key principles which support the creation of efforts and motivation to achieve goals. These five principles include clarity, challenge, acceptance, feedback, and complexity. According to Locke and Latham (2013), the theory also assists in implementing change management as change management is the effective approach to managing how effective employees adopt and accept organizational changes systematically.
Similarly, Putta, Paasivaara and Lassenius (2018) stated that during the time of implementation process, the management of Monzo must need to concentrate on allowing their workers to adopt the essential steps in order to accomplish the objectives of the initiative. This recommendation highly needs to consider by the management of Monzo as implementation and change management enables Monzo to retain a constant state of development and ease phases of general business change, enabling employees to remain encouraged and creative during the outline of innovative technologies and procedures.
 Gamrat et al. (2014) expressed that when challenging goals are set for an employee, the proper equipment is present to accomplish these goals, and positive feedback needs to be given in order to satisfy the employee with the performance and reward. The theory also helps the company in accomplishing goals like customer service, financial supermarket, and strategic management. Similarly, Lunenburg (2011) highlighted that with employees being in a safe space where the task is intellectually acknowledged and worked upon as a challenge and accepting the outcome of it, and with the addition of positive feedback and improvement upon that feedback can result in accomplishing any task. Setting up of a financial supermarket with a variety of services can be handled by a group of employees collaborating in handling each department, facing the challenges which are present and then being rewarded for the outcome of the service with feedback given can result in the betterment of the productivity which ultimately results in the betterment of the company. These strategic recommendations are highly required to be implemented by Monzo for the successful long-term performance of the company. 
[bookmark: _Toc100754475]Reaction of Competitors 
After the implementation of the strategies stated in this report, the existence of competitors is possible to come forward to challenge Monzo’s new strategies. With the development of the company, the competitors will view this as a threat and go forward to making various innovations to improve their system to overcome the threat. However, the implemented strategies by Monzo will pull their customers to grow further, which will be easier to set up with fee-free spending abroad, which a lot of the competitors do not provide.
Sammour and Chen (2019) stated that the competitors of Monzo still operate as bricks-and-mortar instead; Monzo runs its business through an online app. Monzo’s customer service has been greatly praised by its customers, which is tough for its competitors, which strive to overcome Monzo’s customer service. Whilst being an online banking business, customers are still able to pay cash and cheques into their Monzo account, which makes it low cost and provides benefits over its competitors. With no subscription fee, while signing up on Monzo, payment and cash withdrawals are all free with no added fees, and through this, customers who are using other brands might switch to Monzo for its efficient and low-cost services.
Pearson and Elson (2015) stated that Monzo has also set up its financial cyber security teams, which consist of a large number of analysts, engineers, and other experts who work by making use of the goal-setting theory with the task of protecting its customer from fraud and puts Monzo in a positive spotlight in front of the customers to gain the customer on the competitor’s side. Sammour and Chen (2019) stated that Monzo is trying to focus on offering some different services to its customers, like premium products or services that prove to be more desirable to the customers with its innovations ability to offer high-quality services with strong branding.
[bookmark: _Toc100754476]Conclusion
It is concluded that Monzo is working effectively in the financial services industry. The organization provides innovative services to teenagers with key features, including google/apple pay, outlay budgets, spending notifications and no overdrafts etc. Monzo understands the need of customers and provides many services at a reasonable price. Monzo accomplishes all the tasks and encounters that impact the rate of the customer and creates effective obstacles in order to protect its competitive edge. 
The major finding generated from the SWOT analysis indicated that Monzo has a few weaknesses, such as security issues and problems with customers, lack of human interaction and strong terms and conditions. These weaknesses affect the performance of the organization. However, Monzo also has the biggest strength, i.e., strong growth in the rate of the customer, which can easily assist the organization in overcoming all its weaknesses and threats. It can be concluded that in order to keep gratifying their customers and their demands, Monzo must make demographic variations that the consumers need, as just working as a banking app is not enough. The organization has been joining to the customers’ demands in order to ensure not lose the customers. It is also inferred that SWOT analysis, PESTEL analysis, VRIO analysis, Critical success analysis, Stakeholder analysis, SAFe model and goal-setting theory are the effective, coherent models and strategy which helps Monzo to accomplish the objectives effectively. It can also be concluded from the key findings that market development would be the best and most suitable approach for Monzo to adopt as it benefits Monzo in terms of gaining customers for itself and would help Monzo to become more successful and profitable in the future.  
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