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Introduction

   In this report, which is a continuation of Part I of our assessment in which we talked about the main problem of Lloyds, Halifax, and Bank of Scotland, namely the decision to close 60 branches on the High Street due to the technological explosion and last but not least of the pandemic reasons that led many bank customers to prefer online banking. 
   Once we have identified The Nature (The closure of high street branches being the highlight problem), Scope (Staff and their families, local businesses, customers who do not use online banking, and banks themselves are the ones who are affected by this decision), and Impact (different ways in which all those categories will be affected, starting from staff families, local business, government and even up to the international level, tourism being affected)of this problem we can move on to Component II of this assessment focusing on the Decline of Lloyds Banking Group. We will apply SWOT analysis and PESTLE analysis, after which we will build a decision matrix. In the following, we will seek to make some recommendations and options for resolving some of the issues arising from the group's decision to close this considerable number of branches. 
   Towards the end of the report, we will develop a monitoring plan to review the implementation and communication of decisions.














Main Findings

   To find out why Lloyds, Halifax, and Bank of Scotland branches are declining, we need to submit a SWOT analysis that will help us identify the causes of these closures.

SWOT ANALYSIS

   This is a widespread and very efficient tool. This is because, through its simplicity, it allows companies to develop strategic plans and outline an overview of their business environment when making certain critical decisions. Strengths, Weaknesses, Opportunities, and Threats serve as the four strategic points for positioning your resources and your company's work environment. (Boonyarat, R.M., Gary B., 2019).
	                                                                   SWOT              
	ANALYSIS

	                  STRENGHTS
	                        WEAKNESSES

	· Staff.
· Loyalty to our customers.
· Good communication.
· Customers loyalty.
	· Technology expansion.
· Customer service.
· No access to rural areas.


	                  OPORTUNITIES
	                         THREATS

	· Mobile banking.
· Traveling bank agent.
· Communication by post letters, text messages or emails.
	· Online banking.
· Lack of online knowledge.
· Financial costs.
· Competition.


                                                                                                                                              (FRUE, 2019).
   After applying SWOT analysis, we continue with conversion strategies to see how we can turn some of the Weaknesses and Threats into Strengths and Opportunities. For example, the expansion of technology was likely to happen over time but due to various factors such as the pandemic, this expansion was at a rate difficult to assimilate by society. Although this expansion appears in the first phase as a weakness, we notice that a banking company like the Bank of Scotland can turn it into an opportunity. Using well-trained staff, it will be possible to use technology by operating in different rural areas where the banking system is almost absent. They will first notify customers or potential customers in rural areas through various means of communication such as mail by sending letters of notification, after which they will be able to send bank agents or a mobile banking truck to help people in those locations to solve some problems or concerns related to their banking accounts.
   Another example of conversion may be the competition, which in the first phase is on the threat list. The competition makes a company think of more efficient strategies, to work on services and offers of superior quality, all this to be an important player in the industry in which it operates. Bank of Scotland may see this as a way to gain new customers and retain those who already enjoy the company's services. By training well, the employees with whom they will remain after the closure of the branches, they will be able to work in several roles starting from call centre agents, bank agents, or workers on mobile banking trucks offering quality services that will strengthen customers' trust and thus the bank will be seen as a reliable company that does not disappoint its customers (McCormick, 2020).

PESTLE ANALYSIS

[bookmark: _Hlk106636612]   According to its acronyms, it is a tool that helps companies to be aware of external factors that do not depend on them and their activity but that can affect their business.
· Political.
· Economic.
· Social. 
· Technological.
· Legal. 
· Environmental.                                                                                      
                                                                                       (Oxford College Of Marketing, 2016).
   
   We will continue to discuss two segments of the PESTLE analysis, namely Political and Technological.

· POLITICAL
   As is well known, banks are very strong and influential institutions of society. But above this powerful institution is the Government which through political influence, laws and regulations can affect or control financial institutions (Frue, 2017).
   As a consequence of the government's decision to apply lockdown, the population was forced to find alternatives to their daily activities. For example, they have replaced visits to high street branches with online banking. People have started using online banking more and more to the detriment of branches. They are increasingly using digital payments to the detriment of cash. Therefore, Lloyds, Halifax and Bank of Scotland decided to close some of their branches.
   After all these government decisions, banks will have to make major changes in the way they interact with customers, putting their needs and desires first which is difficult to achieve because these are constantly changing (Jenkins,2020).

· Technological
   We are currently taking part in a new technological revolution staged by the Covid-19 pandemic. The banking field is one of the areas most affected because customers have begun to change their habits. Young customers, open to change and who want to avoid bureaucracy at the branch counter, make online banking to be a growing expansion.
   Banking operations at branches, which in the past were in high demand, are now becoming an increasingly rare habit. Since the first months of the pandemic, branch operations have fallen sharply, as a result of technological expansion. This is pleasing to many customers who prefer to use their phones, tablets, or laptops to access their bank accounts and solve financial problems. People understood that the term bank means an application, a service and not a building itself.
   Through mobile banking, customers are in contact with the bank more than they were before, having access to service packages at almost zero costs. Banks in collaboration with IT companies have developed online banking applications to a standard that covers all customer needs at a very high level. This is an advantage for banks. Even though technology is posing a threat to banks, their future remains bright, and they still play a crucial role in the financial sector. The need for investment in technology is as vital as the training of staff to come to support customers at current standards of technological development (Herlihy,2021).












Decision Making Matrix

   Decision-Making Matrix (DMM) is a tool that is presented in the form of a table, designed to be used in the most effective decision-making process possible. It allows the evaluation of different options and helps in determining appropriate decisions. Ideal for use when decisions need to be restricted to just a few essentials (Robinson,2021).


                                                    DECISION MAKING MATRIX

	                      The decline of Lloyds Banking Group


	 
	
	
	     SOLUTIONS
	

	    CRITERIA
	   WEIGHTING
	     OPTION A
	     OPTION B
	     OPTION C

	
	
	Mobile Banking
	Local Call centre
	Banking Agent

	Internal Impact

	          5
	         5
	           5
	            5

	Cost to implement
	         4
	         5
	          3
	            4

	Time to implement
	         1
	         1
	          4
	            5

	Environmental Impact
	         2
	         5
	          5
	            5

	Resources Required
	         3
	         4
	          4 
	            4

	Total
	        
	         68
	         63
	            68




   After completing the Decision-Making Matrix for The Decline of Lloyds Banking Group we see that two of the three suggested options have an equal score. This means that both can be implemented as a substitute for the decision of the group of banks to close a part of the branches. A score of 68 is assigned to Mobile Banking and Bank Agent. This means that the bank should consider implementing those two options. This will enable them to continue working with old customers but also attract new ones because their banking services will reach more people than they have yet to do. Some investments will be needed for their implementation to be possible. Bank operators will need a properly equipped truck, as well as the proper training so that they can assist customers in a very efficient manner. People with disabilities, the elderly but also those who are not up to date with technological development or personal gadgets will be able to benefit from the necessary assistance in solving all financial problems but also those related to socializing that is usually done inside branches.
   Communication and socialization are essential for human interaction, so we notice that the two options with the highest score are those in which communication is possible face-to-face, in two ways, where customers can communicate with bank officials more efficiently and effectively, and where they can receive or give feedback more rapidly and efficiently, which makes it a basic service, which is preferred by the vast majority of customers.

















Plan, monitor and review the implementation and communication of decisions

                            Monitoring, Reviewing and Communicating a Decision
	Decision 
Implemented:   Mobile Banking Truck


	Monitoring the decision:

	Resources:         Financial resources:
                                    -  purchasing and equipping a truck.
                                    -  advertising required.
                                                                -  notification by mail.
                             Human resource: 
                                                                -  staff training.
                                                                -  professional driver required.
                                                                - security required (if transporting or working with cash).


	Key indicators:    Number of customers.
                               The positive evolution of the number of customers.
                               Monitoring investment.
                               Monitoring staff health.
                               Monitoring customers satisfaction.
                                                                                                 (Indeed,2019).

	Targets: 
                                   Making sure the goals are smart and achievable. The need to apply a progressive target, E.g., weekly target: 

· week 1: 20 customers.
· week 2: 35 customers.
· week 3: 50 customers.
                                This progressive target is expected because the company consider the fact that in the first weeks not all interested customers will know about this option, but over time customers can find out from letters received, from neighbours or acquaintances.

	Data Sources:      Feedback from internal stakeholders (employees, managers, owners).
                               Feedback from external stakeholders (customers, governments, suppliers, shareholders, creditors).
                               Monitoring the targets.
                               Collecting and analysing data from the market.
                               Level of staff involvement.
                               Collecting survey responses from staff.
                                                                                                      (Stobierski,2019).

	Reviewing the decision:
   Planning, monitoring, and reviewing the implementation of Mobile Banking Truck requires that customers are notified in advance, preferably by the post office. This is done by describing the service, the location, and the time when it will be offered.
   To continue using this service, a realistic target for the number of clients who show up at that location will need to be established. This will be after the implementation has been put in place. 
   As customers begin to gain a better understanding of the service provided, monitoring should take place more frequently in the initial weeks. After that, it should take place monthly or quarterly. 
   The company must monitor the situation after the target and expectations stabilize and evaluate whether the solution is still effective in time.


	Communicating the decision:

	             Internal stakeholders
	              External stakeholders

	    This form of communication is used inside the company, between managers, team leaders and the rest of the staff, using various channels: brief, phone, email, etc.
    Ideas, plans, and feedback are critical to be shared.
                                                    (Novak,2019).
	   It is used as a way to exchange information between the company and the market.
   With the help of this tool, the company communicates with the outside world, develops its own image, and most importantly can promote and sell various packages and services.
                                             (Novak,2019).
                                                                                                                   

















Conclusion
   In conclusion, while the decline of Lloyds, Halifax, and Bank of Scotland, together with the closure of 60 high street branches is a very real issue, the group of banks can overcome this problem by leveraging the latest technology, as well as their vision and their experience.
   By identifying the nature, the scope, and the impact, we see that there are repercussions on several levels. These include the staff, their families, local businesses, the government, and even international transport and tourism companies. Applying some of the theories we have studied, we will be able to find ways to replace the branches with other variants. Applying SWOT Analysis we discover what strengths, weaknesses, opportunities, and threats are in this case and how we can convert weaknesses and threats into strengths and opportunities. Furthermore, we see that there are also problems at the macro level. This is a level at which the company can do nothing more than comply with and carry out its business activities following laws and regulations. Another tool used in discovering new options to replace branch closures and evaluating them to find out if they are effective, is the Decision-Making Matrix.
   Finally, we see that the company's specialists must come up with a monitoring and review plan to constantly monitor whether the new replacement options are financially efficient, analyse implementation costs but also in terms of efficiency, analyse the feedback given by customers but also following a survey from staff members. Thus, a company as famous as Lloyds Bank Group, due to the move of people in the online banking environment, can find options to meet the need for information and solve the financial problems of their customers.
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