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INTRODUCTION

Zopa is the first peer to peer ( P2P ) lending and borrowing company based in the UK since 2005 and has remained the market leader. It was launched by Richard Duvall, James Alexander, and David Nicholson who were all former or current employees of Egg, an online bank. The name Zopa is derived from the radical concept of the ‘Zone of Possible Agreement’. The company implemented a radical concept where both the borrower and lenders agree that a particular interest rate is fair to both sides. It helps customers take the stress out of money based on transparency, honesty and trust. Zopa offer its customers with range of financial service in the form of loans, investments, credit cards, fixed term savings and many more. A credit check is done using a credit reference agency on the borrower as well as its platform on the Zopa.com. In 2020, Zopa officially launched its fully licence bank alongside their Peer to Peer business. It often referred to as a Fintech company and no bank is involved even though it was traditionally done through banks and other financial institutions. Its first televised commercial “Zopa Lambs”, was aired in December 2013. The final remark in the commercial was “ Sensible loans for sensible people.” Zopa has grew in size since then and have become the leading creditor and financial institution. Zopa.com
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QUESTION 1 
INFORMATION SYSTEM OR BUSINESS INFORMATION SYSTEM AND WHY IT IS ESSENTIAL TO ZOPA

“A business information system is a group of interrelated components that work collectively to carry out input, processing, output, storage and control actions in order to convert data into information products that can be used to support forecasting, planning, control, coordination, decision making and operational activities in an organisation.”  BociJ, Greasley and Hickie (
Information is data that have been processed so that they are meaningful. It involves transforming data and using a defined process by placing data in some form of meaningful context for a specific purpose and to improve decision making behaviour. Information system is vital in any decision making and the system theory. Information systems are essential for the case of Zopa because of the business use of technology as it is an internet marketplace. Zopa is driven by marketing and software experts rather than the traditional way of the financial sector. Zopa platform is massively dependent on information system as they have to directly match people looking for low rate loan with investors looking for a higher rate of return online. Being online makes a business vulnerable to hackers and viruses and Zopa have to invest heavily in preventing these attacks. There are also millions of fraud losses on UK credit card holders and stolen identities that business have to constantly update their information system database to avoid these. Zopa.com










QUESTION 2

The business have an input, process and output system. The input system is where details of the borrowers, investors, and savers mainly names, addresses, occupation, earnings or finances are fill in. It is then process by a credit reference agency for eligibility and thereafter, the outcome or output will be decided. The function of the system is to receive inputs and transform these to outputs. All these needs effective information system that provides a powerful means of analysing and improving all interrelated components that work together towards a collective goal are stored in a database. Basically, information system is essential for Zopa to run their business successfully.  Zopa.com


















QUESTION 3

Organization structure outlines how certain activities are directed in order to achieve the goals and responsibilities of an organization. Structure helps organization to monitor the activities and performances of an organization. There are different types of organization structures from very basic simple structure to functional or divisional structures. Zopa have a divisional or departmental organization structure which composed of different functions  levels. The organization chart of Zopa have thirty main executives from the CEO down to Technology and operations. Each manager have special role in their department and are directly responsible for their subordinates in the same department. This create a smooth flow of information and making communication easier.
The CEO group leader is Jaidev Janardana who have a 12 years’ experience with capital One. He joined Zopa in 2014 and have since then quadrupled its business and secured a licence for banking. Taking over marketing, he used his experience in information system to drive Zopa to a profitable and successful business.
Zopa have a chief risk Officer which 17 years of experience in retail credit. Amy Fisher uses the computer based information system for risk management using applicant credit history and score to determine the risk the coming to be customer pose. 
Clare Gambeardella is the chief customer officer who lead Zopa to win the customer service award because of her dedication and hard work. Through their information system and customers survey, Clare is able to satisfy customer needs leading to a unique culture of organisation.
Zopa investment in high, skilled and experience staffs make the company successful and a leading brand. By using computer-based information system each head of department can directly control their subordinates which bring stability and coordination. Information is easily accessible as it is stored in one database.






QUESTION 4
According to Sir Francis Bacon, Knowledge is power. Knowledge can be defined as a combined result of a person’s experiences and the information they possess. Knowledge management according to Bergeron (2003) is a “ deliberate systematic business optimisation strategy that selects, distils, stores, organises, packages, and communicates information essential to the business of a company in a manner that improves employee performance and corporate competitiveness.” Knowledge is an intangible asset and can be either in the form of tacit or explicit.  Tacit knowledge is in the form of beliefs, values, experience and intuition and explicit knowledge is in the form of store document, database system, media, and written down policy. There is both a social and an individual basis of knowledge and knowing when to apply a procedure is important.
Knowledge Management (KM) comprised of acquiring, creating, sharing and using, learning and protecting knowledge. It increases the ability of the organization to learn from its environment and to incorporate knowledge into its business processes. Knowledge is codified carefully and stored in databases with is accessible by anyone in the company
Knowledge Management Challenges of Zopa
· Keeping up with ever changing technology
· Measuring knowledge contribution and rewarding active users
· Making it easy for people to find or get what they are looking for
· Agreeing on a particular interest rate that is fair to both sides
· Applying knowledge to achieve their strategic and operational objectives
· Effective innovation and changes to meet demands
· Security bridge challenges like viruses and fraudsters
· Facilitating collaboration between borrowers and lenders
· Storing and transferring data and knowledge
· Customer relationship management to improve profitability

RECOMMENDATION
Zopa needs to strengthen their knowledge management practice by;
· Avoid mental fatigue by making the loan application online not complex. 
· Capturing micro data about user behaviours on websites
· Avoid exploitation of internal and external intelligence and engaging external users and clients to provide crowd sourcing and informational content
· Issuing trust, ethical, legal and technical standards
· Focusing on the concept of value innovation and sustainable competitive advantage
· Needs to be clearer in its points of differentiation and the value it offers
· Invest in high speed technologies and data security.
· Having a good customer service teams to deal with operations
· Focusing on communication and helping customers understand what Feelgood money can mean for them.
· Enhancing short term performance to support growth as well as long term solution to strengthen their platform.
· Maintain availability and high performance of the system
· Concentrate on innovation and development.
The Microsoft SQL Server database is use to manage growth with the possibility of upgrading technologies in knowledge retention. It was then upgraded to Enterprise Edition licensing. Technology is being focus on to improve performance and infrastructure and as a mean of retaining information and making it easily accessible. The existing system need to be analyse to come up with a new improving plan. 
Knowledge management life cycle framework provide guidelines on how organizations can better utilize knowledge into routines and processes and to provide strategies and solution through knowledge acquisition, retention and transfer.
Knowledge Acquisition – Knowledge acquisition is “ the activity of accepting knowledge from external environment and turning it into a commodity that can be used within the organisation.” Holsapple & Joshi, (2002). Innovation and creativity is the key element related to knowledge acquisition. You can acquire knowledge through database, external training programs, new employees, machinery and equipment, external training programs and many more. Zopa have experience skilled staffs with the require knowledge to making the company successful. Zopa as well acquire all the knowledge are need from an applicant to make decision in their loan application.
Knowledge Retention - Knowledge retention is the personalisation and codification of existing knowledge and know-how for future use. When you acquire knowledge, you have to make sure that you treasure it. It have to be either memorize, written, stored in a database and protected to avoid widespread propagation as it will not be distinctive if it widely available. Tacit knowledge is very easily lost hence the importance to store it for future use. Zopa have a database where they retain all knowledge for future reference and easily accessible to all employees.
Knowledge Transfer – Knowledge transfer is the conveyance of knowledge from one person or place to another. The exchange or sharing of knowledge can be done through technology, informal sharing process, socialization, education and learning, trainings and so on. Knowledge transfer provider needs to be trusted which is gain through experience and qualification. Zopa transfer knowledge through staff trainings, advertisements and their online platforms.
Zopa top employees are all experienced in the financial sector and have already acquire the knowledge to manage the business of the company. Gordon McCallum, the chair and board member brings in four decades of professionalism from Virgin Group. Their CEO. Jaidev Janardana spent 12 years with Capital One and all their top board members are experienced, high educated people who are transferring the knowledge they acquired to the company leading to the growth and expansion of the business. Their role is to increase the scale of the business, protect their customers and ensuring corporate governance. They are asset to the company because they have the required knowledge to innovate Zopa to a profitable, secured and successful financial institution. These knowledgeable employees managed to retain their knowledge for the betterment of Zopa. Many awards have been won by Zopa in a wide range of categories from technology, innovation to customer service. They won the British Bank Awards for three consecutive years, most trusted loan provider, best customer service, personal loan provider of the year, most trusted P2P platform and many more.
Whether it is Tacit or explicit knowledge, it is transferable to from one person to another in different forms and method. The experienced employees managed to transfer their knowledge to the organization to give more people a better experience with their finances and provide them with the best solution for their financial situation. Knowledge transfer in Zopa strengthen their knowledge management practices. 
	







QUESTION 5
Porter’s five forces is a framework devised by Michael Porter. It is a framework for analysing the nature of competition within an industry. It helps to identify the attractiveness of an industry and it constitute an industry structure. Porter’s five forces helps in acquiring and determining the success of an organization.
· Threat of new entrants to the market – The threat of new entrants in the financial sector is low. Large capital is needed because of expenses like legal cost, marketing and licencing expenses. Zopa have invested heavily on information system (IS) and information technology (IT) that enabled the company to achieve competitive advantage and reduces the risk of new entrants penetrating the market because of high start-up cost.
· Threat of substitute – There are many financial institutions, and the threat of substitute is moderate. Zopa using IS/IT is disrupting lending which was normally done through banks and other financial institution to customers’ homes. This is an advantage to Zopa because loans can be easily apply in the comfort of your house and immediate decision reach compare to other financial institutions that need a face to face meeting and bundle of paperwork.
· Bargaining power of the buyer – the bargaining power of buyers is limited because of the limited choice available especially if your credit score is not high enough to guarantee you a low rate interest loan. 
· Bargaining power of the supplier – The bargaining power of the suppliers in the Poster’s five forces model increases the interest rate of Zopa customers to meet demand and thus increasing competition. The competitive environment for Zopa is challenging because of the availability of substitute. Zopa is strengthening its position against suppliers because of its high dependency on technology and long term relationship with their customers. 
· Competitive rivalry – The competition for the same objective for the same objective or superiority in the same industry is called rivalry. Zopa have presently more rivalry than when it just started. Rival like Wonga, Lending Works, Money supermarket, Payday UK, RateSetter and many more. Understanding the forces that shape competition help Zopa to adjust their strategy to suit their customers. Zopa’s strength is understanding their current competitive position to improve potential profit and achieve its goal of attracting as many customers as possible. 



Zopa dependent on technology have help the company to stand the trials of times especially in this pandemic where most people lost their jobs and are heavily dependent on borrowing to get by. Being behind the keyboard suit many people because it prevent the face to face shame of being rejected for a loan. With their straight forward application process, very clear and easy to understand with no hidden cost and excellent customer services earned Zopa a good reputation and a five star review. Customers can get Zopa on the go by downloading their app to manage their money and keep on top of their investment or loans making it more stress free.





























QUESTION 6

Knowledge management practice of Zopa will benefit from progress on information technology.
Zopa launched a new tool called Borrowing Power, that combines data science, Al, and innovation technology to allow customers to borrow at the best possible rate. Zopa have used their 14 years knowledge of information technology and lending history to create such a brilliant tool for users. Through knowledge management Zopa created the Zopa App that can be control by their users linking them to their loans and customer can see if they are eligible for a loan, interest rate and most importantly, their credit scores. Zopa have acquire a lot of knowledge and information on their customers as well as the market they are competing in to be able to.  This information technology is a unique way of knowledge management. Because of these, Zopa was able to increase its borrowing power and reduce borrowing cost of customers. ‘  blog. Zopa.com’  
According to Didier Baclin, Zopa’s Chief Product Officer “ Customers deserve to know their eligibility for credit, current credit scoring.” By applying a loan through the Zopa App, customer knows what exactly they are getting into, and your credit score is not impacted unless you took out a loan. Technology is the new way of doing business in the 20th century. You cannot success in any business nowadays if you do not invest in technology. Technology is ruling the world and Zopa make sure that they utilized it to their advantage. 















QUESTION 7

HOW WOULD THE CASE ORGANISATION IMPLEMENT ENTERPRISE RESOURCE PLANNING (ERP) SYSTEMS? EXPLAIN BOTH ADVANTAGES AND CHALLENGES OF HAVING ERP SYSTEM WITH EXAMPLE.

Enterprise resource planning (ERP) system are “ Enterprise systems which support processes within an organization. These processes include procurement, product development, manufacturing and sales.”  BociJ, P. Greasley, A. & Hickie, S; Business Information System, 5th edn: Technology,  Development and Management for the E-Business.
Enterprise resource planning
CHALLENGES
There are many challenges of enterprise planning resource. By answering the below 3 key questions helps overcome the challenges
· Where to buy? This is first thing you ask yourself before buying any product is the cost and benefits. Whether the cost override the benefit, timing of buying products.
· What to buy?  Checking the qualities, standards, needs and compatibility of products or services.
· How to implement?  You need the support of management involvement to approach each phased.




 








CONCLUSIONS
Zopa is not a well-known brand but have been around for a while since 2005 and have been profitable. It have launched it banking sector with more ambition and offering different services to its customers in the form of personal loans, investment, credit cards and savings. Online social lending is becoming trendier these days because of the pandemic. People losing their jobs and the economic not doing well is an advantage for the lending sector as people are borrowing more to make ends meet. Zopa have a broader consumer based mostly on behaviour rather than demographics. The company focuses on their online platform and they are dominating the peer to peer (P2P) networking. Their banks give customers a better experience by introducing simpler and fair products.
Zopa have a brilliant customer service and with advices on how to stay safe online to avoid fraud, investments, savings and many more.
“Thanks to its clever use of technology, Zopa is able to offer pre-approval for up to 65 percent of applicants in as little as 12 seconds.” THE TIMES
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