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Abstract
The research aims to identify the current banking activities in the UK, as well as, customer satisfaction derived from the economic programme and services. The purpose of the research is to identify multiple nodes of banking priorities valued through customer choices and requirements, and the sensitivity developed by the UK banks to create a susceptible domain for better customer experience. The purpose of the research is also to identify the redefined and re-structured practices formed by the management for better customer experience, based on which customer retention can also be ensured. Moreover, the identification of customer relationship factors active in the UK market is also a key purpose of the research.
The research has been conducted based on a secondary data collection method, and a critical approach has been empowered for a better understanding of numeric and non-numeric data. The perception of secondary data collection has been beneficial for the research work, as the productive notion and integrity of data have been successful amid different research limitations. The philosophy of Interpretivism has been utilised by the researcher to ensure the development of the research work, and the social and academic values of data have been understood from different points of view. The argumentative approach followed by the researcher has been able to gain new insights into the research topic, and the challenges of data management have been mitigated for long-term values. The inclusion and exclusion principles followed by the researcher have been effective in presenting the research with the most recent data, and in this regard, the timeline of data publication, 2019-2023, has been considered. The ethical practices followed by the researcher have protected the study from any legal accusation, and in this regard, data has been acknowledged and a set of references has been presented at the end of the entire research work.
For procuring different secondary findings, based on the research topic, numerous pie charts and bar graphs have been derived from reliable resources, and the researcher has interpreted the findings, as well. Moreover, the numeric and non-numeric data have been critically discussed in the research to present a vivid understanding in an academic gesture. A set of recommendations has been provided based on which UK banks can create more opportunities for customers and the customer experience can be more effective, after concluding the research findings. The limitations of the research, as well as, the future opportunities have been identified.
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[bookmark: _Toc140859112][bookmark: _Toc145004273][bookmark: _Toc145078389]1.1 Research Background
The socioeconomic and socio-cultural paradigm of the UK has been formed throughout the course of history, and the modern market of the country has been empowered by different financial policies. In this regard, the financial organisations have settled their activities with multiple forms of management, while the changes have been adopted as per requirements. According to Shams et al. (2019), the economy of the UK accelerated after the Industrial Revolution, while the act of colonisation fuelled the country’s economy on a significant scale. The report also suggests that the modern UK economy is deeply rooted in banking activities, which are exclusively developed as per customer choices and acts. The customer-centric view nurtures the sector’s financial growth and market programming, as the changes and trends in the economy are followed. With rational movements of financial policies and different opportunities for customers, the banking sector has created a well-recognised value in the country.
However, with time, people's requirements and personal demands have changed, which share a proportionate relationship with the banking activities of the UK. The socio-cultural and socio-economic values have been more diverse and complex in nature, and financial support started offering multiple platforms and opportunities to people. Immigration to the UK collectively changed cultural homogeneity, while the changes in the world economy through business also changed the conventional outlook of the country’s economy (Khalid and Kunhibava, 2021). Ethnic diversity enforced an impactful modulation on the country's economic course and the financial organisations now act as per the modern priorities. As per Delgado, (2019), it is observed that from the late 90s of the last centuries, the banking sector of the UK started working collaboratively, and the economy of the country started experiencing a major change regarding customer communication and business professionalism.
Numerous powerful forces drive the banking industry in the UK. They create an imperative for operational and customer-management changes. The landscape with an evolving nature has changed in response to the evolving forces of regulatory requirements, customer expectations, technology, market competitors, shifting economies and demographics of the country. The banking industry of the UK has embraced business policies with impactful changes in financial activities, and agility has been achieved by exploring different market practices and trends (Maity and Sahu, 2023). Retooling has been programmed and the challenges in the market have been approached in a significant way to generate successful leads. An integrated form of market management, strategic emergence, risk regulations, customers and others has redesigned the process of financial transactions and other activities. Several real-world scale changes have been implemented by the banking sector of the UK to mitigate customer issues, and a common ground of privilege for customers from different backgrounds has been established (Vahabi et al. 2020). Moreover, a higher market concentration has been generated by the banking industry, and some key players in the market are Standard Chartered, HSBC, Lloyd’s Bank, Royal Bank of Scotland and Barclays. By generating opportunities for customers, they have emerged as key financial organisations, and the increasing market size with a CAGR of 1.26% has been estimated within the period of 2023-2028 (Miralles-Quirós et al. 2019). Services, such as checking and savings accounts, personal loans, mortgages and debit and credit cards have changed the business outlook of the industry, and customers have benefited from the act of market management set forward by banks for positive outcomes.
By rationalising and repurposing branches, the banking industry of the UK has integrated a successful operation of financial programmes, and the branch networks have evolved from the economic acts and mastering. The sector has reviewed regulatory compliance, cost and others, and the branches are subjected to relocate if required. In the meantime, the UK economy has experienced several ups and downs, especially due to Brexit issues and inflation. According to Joshi et al. (2020), the conventional supply chain management in the banking sector of the country has been damaged due to the lack of business relationships with other countries and cross-border issues have further affected it. The report highlights multiple acts and programming relevant to the downfall of economic practices that have been eliminated through non-traditional technological activities, and a certain base of employees has been created to deal with customers' needs and market demands. On the other hand, the technical support has been facilitated by creative talents and business factors, based on which the steady revenue and market programming have enabled the industry to expand its market positively (Kaur et al. 2020). Internal and external challenges adhering to financial practices have been approached with the growth of market factors and business superiority, and customer communication has been established effectively. By evaluating feedback, the industry has been successful in generating new market policies and programmes, while the generation of new insights has been beneficial for the industry to set a customer-centric view. Technological support has also reduced time-consuming activities, which has impacted the growth of the industry on a major scale.

Being a significant market in Europe, the UK launched different digital market programmes for its business sector, and modern English life successfully felt the modesty and advancements. The current market status of the world is significantly empowered by technological practices and tools, and the banking sector of the UK is not an exception. The fundamental services, as well as, a complex chain of economic services are provided for the people, and a customer-centric perspective is the key programme behind it (Montalbano and Montalbano, 2021). The emergence of advanced practices, such as AI, cloud computing, machine learning and others has ensured a better stakeholder policy. The automation of services has increased employee programmes and customer dealing on a significant scale, while the valuable notion of business has evolved with various positive consequences. The data storage and the exclusive access key for customers have increased customer trust and relationships regarding financial security and transactions. 
A sophisticated workflow has been empowered by the management by developing automation in services, and the role of AI has been significant in this regard. Banking automation has enabled different opportunities for credit unions and banks, and by rendering a better course of services, customer-centricity has been developed (Zhao et al. 2019). Banks in the UK provide multiple channels to customers to access their finances, based on which the satisfactory scale is increased. The channels appear as the tools to deal with customers and customer interaction through online and in-branch services create opportunities for them. The central role of chief operating officers has changed with time and a centralised infrastructure has been developed for monitoring and managing different financial activities. Redesigned services and tools have changed the market projection and business values, while the privilege of customers has been restored in new forms (Almoneef and Samontaray, 2019). A targeted operating model has been generated and the misconception regarding financial activities has been removed by the industry to proceed with business factors and business evaluation. The agility of the banking sector in the UK follows the waterfall model, based on which the core operations in the market have benefited and the security of work has been empowered. Minimalised banking has been enabled by technological practices, while the market environment has been channelled through simplified processes and short-term practices have also benefited from it. Being digitally enabled, the banking sector of the UK has produced a progressive business value and the changes have been adopted with definite market plans and practices. However, the emergence of choices for customers has increased and being pertinent to processes, such as underwriting and credit scoring, the banking sector of the UK has successfully procured market opportunities.
The banking segmentation has been critically performed by the industry so that different aspects of financial activities can empower the growth of business with a better decision-making and problem-solving approach. Banking automation and practices have programmed a strict data regulation practice, as the demand for innovative methods is high in nature (Moşteanu et al. 2020). The market thoughts and ideas to empower the scale of business are exclusively customer-centric, while the credibility of organisations has been generated through services and communication. Moreover, the essential values of instantaneous information, rapid digital transformation and optimal customer experience have been generated to empower the customer-centric growth of the industry. According to Wewege et al. (2020), with the implication of technological processes, digital banks in the UK have reduced the cost-to-income ratio by 10-15% than the incumbent traditional banks. The report also suggests a study by the “Autonomous Research Forecasts”, which has identified that through AI technologies operating cost of the UK banks will be reduced by 22% by 2030. On the other hand, Suhel et al. (2020), mention that the methodological progress to deal with market programmes has been diverse in nature, and different banks use technologies in different programmes for the effective development of business scenarios with different purposes.
[bookmark: _Hlk140854435]Deploying automation in the UK banking sector has been effective in creating different market leads, and by adopting “Robotic process automation” intelligent bots have been created to provide better services and growth. The future aspects of providing opportunities for customers have further benefited from it. The decision-making and problem-solving practices are also monitored for the financial growth of the business and the industry experiences a broader spectrum of opportunities regarding the advantages of business and financial forecasting (Golovkova et al. 2019). The evaluation of the sector suggests that the technical assembly and assimilation of different ideas have accelerated the programmes, such as payment authorisation, and data analytics has been beneficial for banking activities. A broader aspect of banking activities has been created with a global view, and the European economy and its changes have further been prioritised by the sector for the growth of market programming and business effectiveness. Ethnicity, gender, religion, culture and other social factors have become inseparable aspects of market creativities, and the banking sector of the UK has benefited from open data and open finance. According to Khalid, and Kunhibava, (2021), “data-driven customer experiences” have helped the sector to programme “open banking data-sharing principles”, which is also beneficial for the future of works and market programming. Open banking and open finance have shaped the fortune of the UK banking sector in an exclusive pathway, and the digital programming for transactions, investments and others has made the sector more innovative in dealing with customers.
[bookmark: _Hlk140854542][bookmark: _Hlk140854562]Third-party providers are distinct in nature, while innovative values and market management have enforced the industry’s outlook with constant support to empower business values. In 2020, the industry successfully initiated a better platform with data-sharing and open finance, based on which the customer-centric values and segmentations have benefited from different market thoughts and business ideas (Joshi et al. 2020). The development of the “Open Banking Implementation Entity” has changed the conventional outlook of the industry.  According to Kaur et al. (2020), the number of users in the case of open banking has crossed 2 million and European clients experience a wider notion of services as to personal needs and demands. The individual values of customers have increased and the centrality of the industry has become keener to create financial and service opportunities for customers, even in the situation of different national issues.
In this context, the research will be generated and different segments of the UK banking industry will be evaluated critically. A set of aims and objectives will be identified in the research, as well as, several research questions will also be identified for performing the research with academic perspectives. The research will be performed through secondary data, and statistics and data will be collected as per the aims and objectives. A literature review will be produced, and a critical discussion of the UK banking sector and its customer-centric notion will be performed. A set of recommendations for better market activities will also be carefully identified.
[bookmark: _Toc140859113][bookmark: _Toc145004274][bookmark: _Toc145078390]1.2 Research Rationale
[bookmark: _Hlk140854581]The research is valuable to perform as it will analyse the banking industry of the UK, as well as, the resources it uses to create a steady market format in the country. The research is also valuable as the discussion will proceed regarding the sociocultural and socioeconomic values of the country and its relationship with the banking industry. The study is relevant due to its perception of the customer-centricity of the banking industry, and it will also look into the growth factors procured by the industry in the domestic market of the UK. Multiple banks and their performance will be evaluated, and the research is significant to understand the future programmes developed by the industry to secure its flow of work as per the economic needs of the country and individuals (Montalbano and Montalbano, 2021). The challenges faced by the industry will be evaluated in the research and it is important to conduct the study under certain observations, aims and objectives to understand the consequences of the issues affecting the conventional flow of the sector. Moreover, as the research will identify different remedies to mitigate issues and increase customer values, it is significant to perform, based on multiple secondary data. The research is important to procure overall knowledge regarding the banking sector of the UK, and secondary findings will be critically analysed for a better understanding.
[bookmark: _Toc140859114][bookmark: _Toc145004275][bookmark: _Toc145078391]1.3 Problem Statement
The banking sector of the UK leads the economic growth of the country and its different segments play a pivotal role in the case of programming business opportunities. Amidst the growing notion, valuing customer satisfaction is a key factor for the industry to act as per market requirements, while the opportunities are created as per the market trends and economic changes (Moşteanu et al. 2020). The research aims to understand the professional and personal needs of customers regarding monetary acts and activities. The challenges at different levels of commerce will also be identified by the researcher in the concerned research.
[bookmark: _Toc140859115][bookmark: _Toc145004276][bookmark: _Toc145078392]1.4 Research Aim and Objectives
The research aims to understand the influential factors procured by the banking sector of the UK for creating customer opportunities and how it has impacted the business protocols and market alignment with collaborative values.
The objectives of the study include:
· To analyse the growth factors of the UK banking industry and its several aspects relevant to business opportunities with services.
· To evaluate the opportunities experienced by customers to access banking programmes for their personal and professional programmes.
· To understand the technological factors that have changed the flow of banking and customer relationships in the UK.
· To identify the challenges faced by the industry while conducting a reliable monetary programme in the UK.
[bookmark: _Toc140859116][bookmark: _Toc145004277][bookmark: _Toc145078393]1.5 Research Questions
· What are the growth factors of the UK banking industry and its several aspects relevant to business opportunities with services?
· What are the opportunities experienced by customers to access banking programmes for their personal and professional programmes?
· What are the challenges faced by the industry while conducting a reliable monetary programme in the UK?
· What are the technological factors that have changed the flow of banking and customer relationships in the UK?
[bookmark: _Toc140859117][bookmark: _Toc145004278][bookmark: _Toc145078394]1.6 Subsequent Research Structure
Introduction
The first chapter of the study will identify different aims and objectives, as well as, research questions, based on which the research will be performed. The importance of the research has also been discussed.
Literature Review
Different aspects of the research topic will be identified in the chapter. A literature gap will also be discussed to uplift the academic value of the research.
Methodology
Tools and techniques required for the research to programme a better outcome will be identified and justified. The ethical perspective of the research will also be understood.
Findings and Discussion
Multiple secondary findings will be procured from existing data pools, in this chapter of the study. The data will also be critically evaluated for better comprehension.
Conclusion
In this chapter, the findings of the study will be concluded. Moreover, the gap of the study will also be identified, as well as, the future aspects of the study will be highlighted.
Recommendations
The final chapter of the study will suggest a set of recommendations, based on which the UK banking sector can empower a steady growth of the business.
[bookmark: _Toc142323011][bookmark: _Toc145004279][bookmark: _Toc145078395]Chapter 2: Literature Review
[bookmark: _Toc142323012][bookmark: _Toc145004280][bookmark: _Toc145078396]2.1 Introduction
The banking sector of the UK reflects different choices and opportunities for customers, which has paved the roadmap to success with customer involvement and voluntary participation. An organised approach to shaping the market with confident attire and ability has been processed by the industry, while significant managerial governance has ensured professionalism and adequate support for the industry to deal with customer requirements. On the other hand, by focusing on accuracy and detail, the infrastructure of the industry has managed to perform as per the aims and objectives.
The chapter of the study will analyse customer satisfaction in the UK banking sector, and in this regard, several aspects of UK banking will be critically analysed. Relevant data and statistics will also be discussed to better understand the relationship between customers and the banking sector of the UK.
[bookmark: _Toc142323013][bookmark: _Toc145004281][bookmark: _Toc145078397]2.2 Current Growth Factors and Futures of the UK Banking Industry
As per the research conducted by Chang et al. (2020), the United Kingdom's banking industry has expanded greatly since the introduction of modern technology, contributing to the country's rise to the top of the list of economic giants in the developed world. The success of the company as a whole could not have been maintained without these technical improvements. Digital innovations including online banking platforms, smartphone apps, and developments in financial technology (fintech) have radically altered the delivery of banking services to end users. The ensuing shift has far-reaching and far-reaching consequences. Businesses may now grow their offers in ways that are consistent with the goods and services they currently supply thanks to the use of this novel technique, which has boosted customer convenience. This is because the unique strategy provides an opportunity for businesses to develop new lines of service that complement their core competencies. One way that businesses may better position themselves to take advantage of opportunities is by creating apps with a streamlined user experience for digital platforms (Niemand et al., 2021). The integration being referred to allows for a wider range of services to be offered. The goal of these changes is to provide a better experience for the client as a whole. Among these supplementary offerings are tailored approaches to money management, computerized suggestions for investments, and tailored funding alternatives. These items also come equipped with a wide range of optional extras.
On the other hand, Milian et al. (2019) stated that there have been several changes in the foundational regulatory framework governing the financial industry in the United Kingdom. These changes were made primarily to increase competition, safeguard consumers, and keep the financial system running smoothly. Recent regulatory reforms, such as Open Banking and the Payment Services Directive (PSD2), have made a range of previously inaccessible opportunities available to fintech startups. These adjustments have made it easier for traditional banks to partner with new fintech firms, which has led to the creation of innovative financial products and services. Businesses with expertise in areas such as identity verification, data security, and legal framework compliance have seen an explosion in accessible prospects. To meet the growing demand for their goods and services, some of these businesses may choose to expand their present operations.
Pakurár et al. (2019), that British businesses and financial institutions may benefit greatly from data analytics and AI because of the easy availability of massive datasets. British banks and other financial entities have access to this information. Using predictive analytics, a powerful and convincing tool, and organizations may better understand their customers' wants and requirements. The result is improved communication between the company and its clientele. Advanced statistical models and machine learning algorithms are now widely used, allowing organizations to analyse vast amounts of data, find useful insights, and anticipate consumers' future actions. This choice wasn't available to businesses before. As a result, companies may adjust not just the quality of their products but also their advertising. Businesses may be better equipped to anticipate the special requirements of niche markets by studying consumer data to uncover trends and patterns that will help them satisfy the expectations of certain populations. Now more than ever, businesses can cater to the needs of their customers by offering personalized guidance, suggestions, and discounts on products and services. Each person may have their own unique version of this. Given this, the individualized approach has a good chance of boosting customer happiness and devotion to the company (O'Dwyer and Unerman, 2020). Predictive analytics has the ability to help businesses make better use of their resources and speed up the processes that keep the firm running smoothly. Successful and effective inventory management, production, and supply chain management are all bolstered by an accurate estimate of consumer demand. Lower operating expenses, reduced waste, and more operational effectiveness are just some of the potential advantages of this technique. These advantages are only examples of what may be gained. Businesses now have greater opportunities for collaborative partnerships with banks and customized services thanks to the adoption of predictive Artificial Intelligence (AI)-enabled credit scoring algorithms and fraud detection systems.
As per Zhao et al. (2019), due to its access to huge volumes of data, the United Kingdom's financial services industry has been a leader in the adoption of data analytics and artificial intelligence by other industries and financial institutions. Predictive analytics is a powerful tool that helps organizations learn about and anticipate their customers' wants and requirements, allowing them to provide them proactively. The firm will have an easier time introducing the new system with this. By examining past data using sophisticated statistical models and algorithms, firms may use predictive analytics to peek into the future and plan accordingly. In turn, this facilitates fact-based decision-making inside organizations. To improve company tactics, make better use of resources, and, ultimately, retain and attract more happy consumers, an analytical frame of mind is crucial. Businesses now have the tools necessary to undertake in-depth analyses of massive datasets thanks to the deployment of sophisticated statistical models and the adoption of machine learning methods (Bilan et al., 2019). Due to the development of big data, this is now possible. They are so capable of seeing and understanding tiny patterns, picking out larger trends, and making pertinent associations. With this information at hand, companies may better anticipate their customers' future actions and adjust their product lineups and advertising campaigns accordingly. With the use of predictive analytics, companies can give their clients with the specialized attention that helps them stand out from the crowd by delivering better goods and services. These businesses may save time and money by focusing primarily on potential clients identified using predictive analytics. Credit scoring models and fraud detection systems that use AI technology provide a big potential for companies to forge strategic partnerships with financial institutions and deliver individualized offerings.
Park and Kim  (2020) stated that the banking business has a great chance to produce new products and services when it works with other sectors, such as retail, healthcare, and the entertainment industry. Establishing partnerships with major stores may pave the way for innovative consumer loyalty programs and new forms of payment processing. One of the potential effects of doing such an action is this. The healthcare and insurance businesses may work together to attain their full potential by providing individuals with financial planning services that are specifically tailored to their health information.
The growth of Britain's financial sector is heavily influenced by a wide range of factors, many of which are interrelated. Multiple variables, many of which interact, contribute to an industry's growth. One of the most important elements is the rapid pace of technological progress, which helps firms enhance their procedures and achieve greater levels of efficiency. Because of this, it must be one of your top priorities. The establishment of standards and regulations for firms is another way in which legislative changes affect economic development. This stipulation must be fulfilled by businesses if they want to continue operations. This is crucial because changes in customer tastes may drastically alter market dynamics and the demand for products. As a result of its usefulness in helping organizations get insights and make choices based on reliable data, data analytics has become more important across all sectors. This is a major reason why data analytics is becoming more and more important (Allen et al., 2021). As a consequence of the sustainability movement, more and more businesses are realizing they need to implement environmentally friendly policies and practices. Therefore, campaigning for long-term sustainability is increasingly considered crucial. As a result, encouraging environmentally responsible behaviours has risen to prominence. There has been a rise in the number of partnerships that operate across different sectors as businesses learn the value of working together with others to pool their expertise and resources. The favourable circumstances brought about by the confluence of many unique traits have resulted in the emergence of several new business prospects. These selections have been carefully selected to meet the ever-evolving standards of the business environment in which we compete. Businesses that can quickly adapt to the shifting needs of customers, come up with innovative answers to the issues they face, and successfully satisfy their expectations have a better chance of succeeding in today's vast and competitive market. Entrepreneurial ventures with the potential to significantly change the future of the UK banking business have found fertile ground in the confluence of technical breakthroughs, regulatory frameworks, and shifting customer preferences (Sahay et al., 2020). These factors encourage the development of novel business strategies, some of which might have significant effects on the British financial sector. Because of this merging, novel company ideas now have fertile ground to grow in.
[bookmark: _Toc142323014][bookmark: _Toc145004282][bookmark: _Toc145078398]2.3 Services and Facilities Available for Customers in the UK Banking Industry
The banking services in the UK are active under the incorporation of a retailing approach, as well as, with the development of online banking has changed the conventional financial courses of the country. According to Kornelakis et al. (2020), revolutionary acts and activities for envisaging challenges and opportunities have facilitated multipurpose schemes and policies for providing opportunities to customers, as well as, for its revenue. The report suggests that the banks and credit unions of the UK are supported by the “Financial Services Compensation Schemes” (FSCS). If the financial bodies fail to perform, for an individual account, FSCS provides compensation of £85,000, while for the joint account, the amount is increased to £170,000. On the other hand, Ruiz and Garcia, (2021), argue that the banking industry of the UK is more focused on offering a wide range of services and the facilities empowered by the industry secure public involvement and programmes. Several accounts of the UK banks provide a facility for digital cards, while regular cards are usable from any corner of the country. The report mentions that the digital cards are secured with PIN and other securities, while the standard usage is programmed with a “contactless feature”. Debit cards are allowed to be added to the digital wallet, and these contactless services are well-recognised in the UK.
A significant service of over-drafting is also programmed by the UK banking industry, which allows customers to spend more than the account balance. The service incurs interest on a certain scale, while a limit can also be set by customers before crossing the current balance. On the other hand, Feridun and Güngör, (2020), mention that numerous accounts in the UK facilitate reward policies for customers, while Individual Savings Accounts also benefit from it. The tax amount is reduced with respect to earned interests through ISA, and in this regard, multiple eligibility criteria are considered. However, regular repayments and the usage of credit card has been facilitated by the banking sector of the UK, and up to a certain limit, money can be borrowed. Sahay et al. (2020), mention that a physical credit card is provided by UK banks, which can be used effectively for financial activities. Interest comes to action if the card is carried from month to month, while the digital wallet can also be utilised for monetary practices and programmes.

The chart depicted below refers to the net profit of leading banks in the UK in 2022. It is observed from the chart that HSBC profited 13,779.09 million GBP, while Barclays profited 5,973 million GBP. On the other hand, Lloyds experienced a profit of 5,556 million GBP, and in the case of NatWest, the profit was observed at 3,595 million GBP. Lastly, Standard Chartered of the UK procured a net profit of 2,398.74 million GBP.
The profitability and business factors of the banks have been well-established through business measures and creative growth, while the essentials have been channelled with different acts and activities relevant to business and customer relationships.

[image: Net profit of leading UK banks 2022 | Statista]
Figure 1: Net Profit of Leading Banks in the United Kingdom, (2022)
Source: Statista, (2023)
The banking industry of the UK provides services regarding long-term loans through mortgage and in this regard, customers can have access to a lump sum for regular payments or buying any property. Park and Kim, (2020), mention that before making any deal regarding a mortgage, the banking industry communicates effectively with customers, and a clear knowledge of payments and relevant methods is ensured, so that customers can act as per their needs. Apart from that, personal loan services are also provided by the UK banking industry, which plays a pivotal role in the socio-economic and socio-cultural life of the country. With respect to mortgages, a shorter period of time is considered for paying off personal loans, while online banking empowered by the industry has been beneficial for the country’s banking acts and activities.
“Potential interest earnings” based on a savings account are highlighted by the sector with the involvement of the “Annual Equivalent Rate” (AER), while the estimation of returns is also calculated. On the other hand, by considering the “Business Identifier Code” (BIC), automated “international payments” are confirmed by the industry, and sometimes, it is also termed as “SWIFT Code” (Pakurár et al. 2019). For checking balance and withdrawing a certain amount of money, a cash machine is provided by the industry, and for paying from one account to another, direct debit services are provided. Miralles-Quirós et al. (2019), highlights as per the banking reports of the UK, from 2023/2024, if the account holder is above 16 and their weekly income is more than £242, the “national insurance” must be paid. Moreover, the industry provides a greater service through standing order and sort code, the six-digit code to identify the bank branch.
Online banking activities maintained by the UK banking industry have made the monetary practices wide and transparent, and the credibility among people about banks has also increased. With the implementation of automation services through AI and data management through cloud computing and machine learning, the industry has been effective for the country’s financial sector and monetary upbringing.
[bookmark: _Toc142323015][bookmark: _Toc145004283][bookmark: _Toc145078399]2.4 Customer Relationship Factors in the UK Banking Industry
With the implication of distinct plans and economic programmes, the banking sector of the UK has been successful in creating a better stakeholder relationship. The development of the customer-centric infrastructure and model has changed the conventional outlook of UK banking, and customer reliability has been satisfactory in nature. According to Almoneef and Samontaray, (2019), with the emergence of online banking with the development of tools and techniques, customer satisfaction has increased on a significant scale, and the relationship between banks and customers has been effective in creating market programming and financial sensitivity. On the other hand, the UK financial reports suggest that in the last 25 years, the branching network of the country’s banking sector though halved by 8,000, and customer satisfaction and involvement remain high due to the quality of services (O'Dwyer and Unerman, 2020). It is also observed that customer satisfaction and growth management have been empowered by technical acts and observations, and data-driven decision-making has been beneficial in creating a valuable bridge between UK banks and customers. The widely identified trend of consumer perception of the country reflects that the banking industry is the best sector of the country with the index of satisfaction by 91% (Joshi et al. 2020). From the post-2007 period to the current, the economic programming and financial activities of banks have been significant with the development of communication and services, as per requirements. The assimilation of plans and multipurpose programmes have shaped the industry’s economic acts and activities, while the security of customer services and management, as well as, industrial preferences have been effective in creating a better stakeholder relationship.
The chart presented below refers to the environmental and ethical index scores of different banks in the UK. According to the chart, Triodos Bank of the UK ranks the highest with 92, which is followed by the Ecology Building Society and Nationwide Building Society with 90, each. The co-operative bank and NatWest Group score 58 and 54, and HSBC and Barclays score 44 and 41. Lastly, it is observed from the chart that the ethical score of Santander is 35.
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Figure 2: Ethical Banking
Source: Statista, (2021)
However, Kaur et al. (2020), mention that communication with customers has become more personal since the incorporation of technical acts and activities, while the integrated value of the market with effective needs and quality has been impactful. The report suggests that the organised act to influence customers with better words and activities has been significant in establishing the growth of communication with customers. Electronic mail, professional reminders, digital marketing, personal messaging and others have been effective in reaching customers easily, while the creative acts and activities to reduce the communication gap have been impactful as well. Montalbano and Montalbano, (2021), provide insight into customer relationships by identifying the increased customer satisfaction rate in the UK, and the banking experiences have been more convenient and easier in nature. Starling Bank and First Direct are the two most satisfactory banks in the UK, as the report suggests with an index of 90% and 88%. Moreover, customer values and choices have been prioritised with the significant scale of market management and financial policies, while the changes in the UK market and different trends have been considered to network the relationship stronger with ample opportunities and services. The digital acts of communication and market growth have been effective in creating competitive advantages for banks, while the challenges regarding it, have been approached with tools and techniques. The customer-centric objective of the industry is well-justified, and the road to success has been facilitated for long-term values.
The chart depicted below refers to the total software spending in the UK banking, finance and insurance industry from 2018 to 2024. As per the graph, in 2018, the spending was calculated at $454.81 million, which was reduced to $429.89 million in 2019. On the other hand, in 2020, the amount of spending increased to $470.43 million, which further increased to $491.86 million in 2021. In 2022, spending for software purposes rose to $516.43 million, and in 2023, it was estimated at $524.73 million. A future estimation of $536.66 million has also been observed in the chart, for the financial year of 2024.
The increasing notion of software spending shows that the industry prioritises the usage of tools and techniques for the development of its customer relationships, and online banking has been qualitatively improved. The communication in one-on-one policy has further been facilitated by the industry, which has been effective in creating harmony between the banking sector and customers. 
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Figure 3: Total software spending in the banking, finance and insurance industry in the United Kingdom (UK) from 2018 to 2024 (in million U.S. dollars)
Source: Statista, (2023)

[bookmark: _Toc142323016][bookmark: _Toc145004284][bookmark: _Toc145078400]2.5 Challenges Associated with the UK Banking Industry
Despite several acts and activities developed by the banking sector of the UK, some key challenges have been identified in the sector, which are spontaneously harming the effective acts and principles of the industry. A study by Khalid and Kunhibava, (2021), mentions that in 2023, the post-Brexit phase of the UK has created several economic dilemmas in the country, as the business supply chain management has lost the controlled practices as per expenses and management. The report mentions that the most recent damage to the UK banking industry is the downfall of the “Silicon Valley Bank”, and the short-lived sell-off of the bank’s stocks triggered a greater looming with respect to the banking recession. The economic issues that came into action due to the Brexit factors have influenced the financial activities on a major scale, while the selective notion of changing the banking acts and activities has been threatened by it (Maity and Sahu, 2023), argue that the overall state of the UK banking with the strong support of the EU is though strong enough to deal with the downfall, but enough to affect the investors’ confidence. Reassuring investors has been tough, while the political regulations have been effective to some extent.
The chart depicted below refers to several risks that affect the banking industry of the UK, due to financial dilemmas that emerged as outcomes of the risks. As per the chart, UK political risks impact the banking sector by 91% and it is the most significant risk of the country’s banking industry. On the other hand, it is also observed that geopolitical risk impacts the industry by 61% and cyber threats influence the risk by 57%. The chart also highlights the risk of the UK economic downturn and the risks around regulation and taxes, which affect the banking sector of the country by 34% and 29%, respectively. However, the risks surrounding monetary and fiscal policy and the risk of property price fall influence the banking industry of the country by 27% and 23%. The risk of financial market disruption and the global economic downturn have also been identified as key issues regarding the financial risks faced by the banking industry of the country, and both of the risks affect the economic practices with greater opportunities and customer management by 18%, individually. Lastly, corporate credit risk is also a major factor in interrupting the cycle of economic propagation by 15%.
The issues have affected the trustworthy nature of the banking industry, and transparency has dropped. Customer programmes and the development of external and internal market activities have also been affected due to them, and the geopolitical hindrances have made the market more challenging. The economic spontaneity of the country has been affected due to the risks, and future plans to propagate better practices have been affected by them.
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Figure 4: Biggest Risks to the UK Financial System
Source: Statista, (2021)
[bookmark: _Hlk142321629][bookmark: _Hlk142321464]On the other hand, Vahabi et al. (2020), mention that the outbreak of the covid-19 affected the financial activities of the country effectively, while the banking challenges have been impactful regarding customer relationships and services. Low interest rates threatened the banking sector, which also questioned the conventional public life in the UK. The report also suggests that as business issues also emerged in the other sectors of the country, the economic burden for banks increased and the financial loss was unavoidable. The survey produced by the “Bank of England Monetary Policy Report”, suggests that the economic growth of the UK banks dropped to 34% in November 2021, and the downfall affected the authoritative practices of banks and the customer relationship has further been influenced negatively (Joshi et al. 2020). Due to the outbreak of the virus and its consequences, the expenditure and income flows have also been affected, as the monetary programmes for assisting business bodies have been affected with severe outcomes. A report by Kornelakis et al. (2023), mentions that HSBC, one of the leading banks in the UK, lost $13 million during the COVID period, despite economic recognition and well-established customer relationships required for creating reliable banking and financial effectiveness.
[bookmark: _Hlk142321483]Thirdly, the issues regarding cyber threats and the security of customers have been challenging for the banking industry. Ruiz and Garcia, (2021), mention that the technical assimilation and digital practices of the UK require more attention from the management, as the security is not enough to hold data tight for exclusive usage. The cultural shift in the UK is not adequately dealt with by the industry despite the usage of AI-based practices and automotive opportunities enabled by it. The report suggests that the lack of financial tools and techniques is also vivid in the country, due to which market channelling and customer retention rate has been affected. 
The image depicted below refers to the top five banking services, UK customers are most dissatisfied with. As per the depiction, 47% of UK people are not satisfied with the savings account interest rates, while 40% of customers are not satisfied with the branch availability. On the other hand, it is also observed that 40% of UK citizens are not happy about Additional perks offered, such as insurance, discounts and others, while 35% do not think that budgeting and spending support are not supportive enough. Lastly, 35% of the banking customers in the UK are not happy regarding the phone call waiting time.
Due to the dissatisfaction and issues regarding services, the customer relationship is hampered, and the mitigation of these is urgent for the industry.
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Figure 5 Top-5 Five Banking Services UK Customers are Dissatisfied with
Source: Fluro, (2022)
[bookmark: _Toc142323017][bookmark: _Toc145004285][bookmark: _Toc145078401]2.6 Literature Gap
By reviewing different academic journals and analysing the view of authors critically, the chapter of the study reflects the development of customer satisfaction in the UK banking sector. Though the chapter has analysed different aspects of it, literature gaps can be found in the study. Firstly, the study has been programmed by considering the entire banking industry of the country, but the discussion on different banks individually could have increased the study’s academic value more effectively. Due to different economic policies and socioeconomic cultures, banks in the UK work differently, and customer satisfaction is measured by them with distinct acts and activities (Feridun and Güngör, 2020). Secondly, the challenges faced by banks are also different in nature, while the effective means and techniques are secured with the growth of individual economic programmes and valuable growth factors. In this regard, the study could have been more vivid and insightful, if the challenges were discussed more elaborately, and how they hamper the economic market of the UK and the banking practices. The research could have been more impactful and significant with the discussion of the customer relationship measures more effectively, as followed by banks.
[bookmark: _Toc142323018][bookmark: _Toc145004286][bookmark: _Toc145078402]2.7 Summary
The chapter has discussed different acts and activities followed by the banking industry of the UK and the measures provided by the industry for the development of customer relationships and practices. The chapter identifies the services, such as personal loans, mortgages and others, as well as, the relevant facilities provided by the banking authority of the country. The challenges regarding the banking sector of the country have also been identified, due to which the economic course of business is affected on a major scale. It highlights the issues regarding Brexit and the covid-19 that have affected the banking growth of the country, and subsequently, the consequences regarding customer relationships have also been identified. Moreover, the issues regarding cyber-attacks have also been discussed in the chapter, as well as, the lack of practices due to managerial deficiency have been identified. Different growth factors of the banking industry have also been identified, based on which the creative gestures of the country’s financial services have evolved successfully to support the banking system.
[bookmark: _Toc142323019][bookmark: _Toc145004287][bookmark: _Toc145078403]2.8 Conclusion
It can be concluded from the report that customer relationships with the development of business practices and channels have been effective for the UK banking industry and the challenges have been programmed with different acts and activities, that are relevant to the growth of business and market programming of the UK banking industry. On the other hand, it can also be concluded from the chapter that the challenges have been critical in several cases, due to which the economic loss and deficiency in market programmes have been observed effectively. Lastly, the growth factors and services are the key principles for the industry to create effectiveness in the UK market. However, it can also be concluded from the chapter that the growth factors are diverse and impactful in nature, and the consequences of economic activities empowered by the banking sector of the country are effective for the economic growth of the country significantly.
[bookmark: _Toc145004288][bookmark: _Toc145078404]Chapter 3: Research Methodology
[bookmark: _Toc145004289][bookmark: _Toc145078405]3.1 Introduction
By using different tools and techniques, research work is led under a certain course, and the aims and objectives of the research are followed by the researcher for collecting relevant data. The research methodology includes different research apparatus, including research philosophy, design, approach, search terms, inclusion and exclusion principles and others. The concerned chapter of the study will identify the appropriate tools and techniques based on which the data collection and further analysis have been conducted.
[bookmark: _Toc145004290][bookmark: _Toc145078406]3.2 Brief Overview
The customer-centrism led by the UK banking sector has been a key part of the economic activities of the country, and the research aims to empower the growth of different acts and activities procured by the banking body to facilitate customers with different services. In this chapter, the individual methods utilised by the researcher to create research opportunities will be discussed, and the specification of data and its analysis will also be programmed. The techniques and methodological approaches will empower the research by creating a scope of analysis and discussion, and the ethical perspectives of the research will also be highlighted as per the research requirements.
[bookmark: _Toc145004291][bookmark: _Toc145078407]3.3 Used Database
Procuring data from valid resources and their authentic depiction change the course of a study by formulating advantages, while the academic segmentation of data will also be programmed with essential acts and activities. In this regard, two major data collection methods are followed, including primary and secondary data collection processes. In the case of primary data collection, a certain segment of the population is considered from different geographical locations and socioeconomic backgrounds. Their perspectives as per their recent experience regarding the components of the research topic are understood, while the challenges regarding data are also identified (Bairagi and Munot, 2019). On the other hand, in the case of secondary data collection, existing databases, such as government reports, academic journals, magazines, reliable websites and others are utilised. The social values of data are emphasised, as well as, the academic interpretation of data is also programmed to create research opportunities.
For conducting the concerned research, the researcher has utilised secondary data, and in this regard, several well-recognised and well-accomplished data collection platforms have been utilised. Economic reports, academic journals and peer-reviewed journals have been considered and the data has been critically analysed.
[bookmark: _Toc145004292][bookmark: _Toc145078408]3.4 Research Philosophy
The research has been conducted based on the “interpretivism research philosophy”, and the interpretation of data has been programmed to highlight different aspects of the research topic with academic values (Patel and Patel, 2019). The data has been critically interpreted to programme the research course in a steady way, while the essential outcomes have been prioritised to produce the research in an effective way. The social values of secondary data collected from the research have been prioritised by the researcher, while the academic insights have been created by assuming that the reality of data is multiple, subjective and socially constructed.
[bookmark: _Toc145004293][bookmark: _Toc145078409]3.5 Research Design and Approach
The study has been conducted under the influence of the “qualitative research design”, and the quality of data has been valued for the critical analysis. On the other hand, creative research activities with academic growth and programmes have also benefited from the procurement of quality data and the research actions have been influential in developing academic acts and measures (Dzwigol, 2022). On the other, a descriptive approach for the research has been programmed by the research to describe the findings elaborately, while the changes in data have been considered for the essential movements of the research under the right actions.
[bookmark: _Toc145004294][bookmark: _Toc145078410]3.6 Search Terms
For collecting data from different databases, the researcher has utilised different search terms, based on which the data collection has been programmed and the base of further analysis has been established. The researcher has considered Google Scholar and JSTOR for collecting academic journals and economic reports, and electronic searches have been programmed as per the aim and objectives of the research. The platforms are effective for the research work, as they provide a diverse notion of datasets and they are well-recognised for providing authentic data and information regarding different subjects and research topics.
	Search Terms
	Boolean Words
	Search Terms

	The UK banking sector and its current activities and infrastructural condition.
	Or
	Recent programmes and resources of the UK banking sector.

	Services and facilities empowered by the banking sector to create customer-centric value for long-term economic activities.
	And
	Customer-centrism of the UK banking sector and the opportunities it provides to customers.

	Challenges faced by the UK banking sector to provide optimum opportunities.
	Or
	Issues that impact the customer-centric nature of the UK banking industry.



[bookmark: _Toc145004295][bookmark: _Toc145078411]3.7 Inclusion and Exclusion Principles
To ensure the academic value of the research, the researcher will consider several inclusion and exclusion principles, based on which the data will be filtered to use as per the research aims and objectives. The entire pool of data collected from secondary resources has been examined under these principles for the academic upbringing of the research work.
The below-presented table below identifies the principles.
	Inclusion Principles
	Justification
	Exclusion Principles

	Peer-reviewed journals and reports only available in English are the sole priority for the research.
	Being the global language, English holds the power to enforce research with more effective acts and activities (Newman and Gough, 2020). The researcher has considered data published in English to provide the researcher with exposure to multiple opportunities without any lingual barrier.
	Academic works and economic reports published in any other language have been purposefully excluded from the database of the research.

	Effective and appropriate sets of data have been procured from secondary data sources for conducting the research focusing on better outcomes.
	For channelling the research work in an efficient way, the researcher has solely prioritised the complete sets of data and the ineffective and misinterpreted data sets have been removed from the secondary database of the research.
	Incomplete or ineffective data sets have been avoided by the researcher for the concerned study.

	Journals and reports published in 2019 and onwards have been considered to develop the research work effectively.
	To make the research relevant and effective for future usage, the researcher has valued the most recent datasets, so that the research work does not get hampered by any irrational and old data (Pandey and Pandey, 2019).
	Databases published before 2019 have been deliberately avoided.




[bookmark: _Toc145004296][bookmark: _Toc145078412]3.8 Research Ethics
The ethical association of different principles and programmes ensure a steady base of the research, while the research can be conducted under the method of different acts and activities secured under the valuable approach of a legal framework. The researcher has provided a complete set of references at the end of the research work, and the citations have also been programmed to indicate the findings as per sources (Mishra and Alok, 2022). On the other hand, the security of data has further been valued by the researcher, so that the research interest remains intact. Based on these ethical programmes, the research has been protected from any legal issues, and data has been rationally acknowledged.
[bookmark: _Toc145004297][bookmark: _Toc145078413]3.9 Data Analysis
Critical analysis of data has been strictly followed by the researcher to establish a distinct field of research, while the amplification of data has been performed in a wide approach (Mukherjee, 2019). The argumentative approach has effectively detailed the interpretation of data, while the analysis of data has been programmed as per the aims and objectives of the research. Moreover, the critical analysis has been beneficial as it has distinctly provided several insights regarding the research topic.
[bookmark: _Toc145004298][bookmark: _Toc145078414]3.10 Summary
The chapter of the study states that secondary sets of data have been procured by the researcher to ensure the value of the study, and in this regard, Google Scholar and JSTOR have been the major platforms. The wide and well-acknowledged sets of data have been analysed under the interpretivism research philosophy, and the social and academic values of data have been prioritised to present the research in an effective way. It can also be identified from the section of the research that the implication of ethical acts and activities has shaped the future of the research work in an effective way, while the search terms have been identified as per the academic goals of the research.
[bookmark: _Toc145004299][bookmark: _Toc145078415]3.11 Conclusion
It can be concluded from the chapter that the critical analysis of secondary data is effective for the research as it has provided different insightful actions and understanding regarding the research topic. It can further be concluded from the chapter that to maintain the relevance of the research, the researcher has utilised the most recent datasets, and in this regard, 2019-2023, has been the timeline of data collection and analysis. The ethical acts and activities have been significant for the research, as the legal framework of the research work has been productive for the research work. The quality of data has been valued by the researcher, and the effective acts and activities to create a steady database for the development of the research have been distinct and versatile in nature.
[bookmark: _Toc145004300][bookmark: _Toc145078416]Chapter 4: Findings and Discussion
[bookmark: _Toc145004301][bookmark: _Toc145078417]4.1 Introduction
The banking programmes in the UK have been diverse in nature and their socioeconomic and sociocultural impact has been able to ensure the development of opportunities for customers significantly. The extension of branch banking, as well as, the online banking has changed the conventional outlook of the UK banking sector, while the changes developed by the banking management have met customer needs and requirements. The technical programming and effectiveness have elevated the relationship between the banking management and customers, while the effectiveness of programming market activities has increased with the time. 
The intensity of customer involvement has changed with the initiatives and efforts incorporated by the banking activities in the UK, and the customer retention and the development of new customer bases have been deeply influenced by it. Moreover, the emerging trends have also been a definite part of the banking activity, and the associations have been durable enough to help customers with monetary practices.
The concerned chapter of the research will highlight different secondary data found by the researcher, and in this regard, several charts and graphs will be presented with their analysis and interpretation. The findings will also be critically discussed per the research aims and objectives.
[bookmark: _Toc145004302][bookmark: _Toc145078418]4.2 Findings
The graphs and charts identified below are based on different aspects of the research topic.

The data chart observed below refers to the performance of the UK retail banking market, which eventually influences customer activities and their involvement with different banking activities. For presenting the data chart, FY 2022 has been considered as the base year for estimation, and the study period for procuring and estimating data is 2019-2028. The market size of the UK banking has been derived in the chart, and it can be observed that at a CAGR of 1.26%, the market size of the UK banking is estimated to improve. It can also be observed from the chart that in 2023, the estimation of the total market size of the UK banking industry will be $43.18 billion, which will eventually reach $45.97 billion in 2028. A high market concentration and also be observed in the chart, and major players in the UK banking sector have been identified as the Standard Chartered, BARCLAYS, Llyod’s Bank, HSBC and Royal Bank of Scotland.
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Figure 5: UK retail banking market
Source: mordorintelligence, (2023)
According to Shams et al. (2020), customer-centricity, undertaken by the UK banking activities has been able to create different acts and activities for the development of market acts and activities, while the efficiency of banks has also been increased with different acts and activities. The report mentions that in the post-pandemic era, the banking sector of the UK has been able to ensure the development of new market conditions and business values, based on which customers’ requirements have been fulfilled, and the estimated value of the banking market size in 2028, as observed in the data chart, is an outcome of it. Moreover, the technical prosperity and equivalent growth factors have been effective for the banking scenario, and customer relationship has improved with the time.
The chart depicted below refers to the preference of UK customers regarding their preference of banks, and whether they want to move towards any alternative providers. According to Chang et al. (2020), the number of alternative financial providers in the UK has increased by 6.81% in the last two years, and in that case, customers have an inclination towards their services and monetary performance. The chart has considered two financial years of 2020 and 2021, and it can be observed that in 2020, 30% of the customers preferred alternative banking processes, while 70% remained with their financial activities through traditional banking. On the other hand, it can also be found that in 2021, the number of customers preferring alternative financial institutions increased to 42%, and the involvement of people with traditional banking dropped to 58%.
Several reasons and their impact on customers’ preference for alternative monetary institutions over traditional banking. According to the chart, better rates and rewards have influenced the customers by the most, 27%, while better overall security has influenced them by 15%. On the other hand, it can also be observed from the data chart that superior digital banking functionality empowered by alternative financial forums influences them by 13% and in the case of better customer services, it is 11%. The findings observed in the chart highlight the more advanced digital budgeting tools and recommendations influence the UK customers by 10% and 9%, respectively. Lastly, aligning with ESG values and appealing brand image is responsible for their movements towards alternative economic institutions by 8% each.
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Figure 6: UK customers and their reasons for preferring alternative financial services over traditional banks
Source: Haapio et al. (2021)
Figure 7 refers to the satisfaction with the primary bank by age versus switching risk for the primary bank by age. In this regard, six different age groups have been considered, including Gen Z, millennials, Gen X, boomers and the silent generation. The study performed by Kaur et al. (2020), mentions that among 57% of Gen Z prefer to stick to the primary bank, while 20% of the rest prefer to switch risk to the primary bank. On the other hand, it can also be observed from the chart that 62% of millennials are satisfied with primary banking activities, while 28% of the rest switch risk to primary banks. However, in the case of Gen X, 75% of the participants are satisfied with the primary banking activities provided in the UK market, and 16% of the rest will prefer to switch risk to a primary bank. In the case of boomers, 82% of participants responded positively with their satisfaction with primary banks by age. 6% of boomers considered for the research work switch risk for the primary bank by age. Lastly, 85% of the silent generation that participated in the research work prefer to stick to primary banking activities, while 1% of the others prefer to switch risk to primary banking programmes.
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Figure 7: Satisfaction with the primary bank by age versus switching risk for the primary bank by age (UK)
Source: Kaur et al. (2020)
The chart observed below refers to online banking usage in the UK from 2007 to 2022. According to the chart, in 2007, 32% of the UK citizens were active in online banking activities, and this increased to 38% in 2008. It can also be observed from the chart that in 2009 and 200, the number of UK customers with online banking activities was 45% each, and in 2011, it increased to 50%. On the other hand, the chart also reflects that in 2012, the number increased to 52%. In 2013, the number increased to 54%, and in 2014 and 2015, the number increased to 57% and 58%. The chart depicted below further refer that in 2016, the number of customers increased to 64%, which further extended to 68% in 2017. The chart reflects that in 2018, online customers in the UK increased to 74% and in 2019, it is observed that it was extended to 78%. In 2020 and 2021, the number of customers is observed at 80% and 86%. Moreover, in 2022, the number of customers with active online banking was observed at 93%.

Online banking in the UK has been a key factor for customers, and in this regard, customer satisfaction has increased. According to Park and Kim, (2020), the essential acts and activities empowered by the banking sector of the UK have been beneficial for customers, and easy access to their accounts and transactions has been effective for them. The report suggests that online payments and internet banking have been significant for customers, and online activities have been diverse in nature. The changes brought into the action by the banking industry in the UK, have been significantly effective for long-term programmes.


[image: Online banking users Great Britain 2022 | Statista]
Figure 8: Online Banking usage in the UK from 2007 to 2022
Source: Statista, (2023)

Figure 9 identifies the largest mortgage lenders in the UK by 2021, by market share, and the customer benefits and satisfaction can also be understood. According to the chart, the highest lending bank in the case of mortgages is Llyod’s Banking Group by 18.14%. On the other hand, it can also be identified from the chart that NatWest Group of the UK lent mortgages at 11.71%. It can be observed from the chart that Nationwide BS, one of the biggest banks in the banking sector of the UK, provides mortgage lending at 11.49%, while in the case of Santander UK, it can be calculated at 10.77%. Apart from these banks, the chart also identifies Barclays and HSBC Bank of the UK. According to the chart, the lending rate of Barclays is 10.71%, and on the other hand, HSBC lends at 8.86%. The chart also identifies the lending rates of Coventry BS and Yorkshire BS, and their lending rate with respect to mortgages can be identified at 3.28% and 3.24%, respectively. Virgin Money, moreover, enables the mortgage lending process by 3.18% and TSB bank, on the contrary, allows the rate at 2.99%. Other financial institutions involved in the case of providing mortgages at the rate of 18.62%.


[image: Gross mortgage lending market share of UK banks 2021 | Statista]
Figure 9: Largest Mortgage Lenders in the UK in 2021
Source: Statista, (2023)

Figure 10, observed in the below chart refers to customer service rankings among banks in the UK, and the proportion of customers who would recommend the bank to family and friends has been identified as well. According to the chart, it can be observed that the people of the UK would mostly recommend Metro Bank by 83%, and First Direct Bank would follow it by 82%.
On the other hand, it can also be identified from the chart that Nationwide would be recommended by 72% of users, and its economic acts and activities would be discussed and praised while recommended. The chart also mentions that in the case of the Coventry Building Society, 70% of customers will recommend the bank to friends and family. The chart depicts that in the case of Yorkshire Bank, the recommendation would be carried forward by 64% of customers, and in the case of Barclays, the portion would be the same. However, it can further be observed from the chart that Santander would enjoy the recommendations of people by 61%, and in the case of Llyod’s Bank, the recommendation would be from 60% of its customers.
Halifax, another significant banking corporation in the UK, would experience its branding and recognition through customer recommendations by 60% as well, and in the case of NatWest, it would be advocated by 59%. On the other hand, it can also be observed from the chart that the Bank of Scotland and HSBC would be recommended for further usage by 58% and 57%. Moreover, TSB would be advocated by 52% of customers, and for Co-op Bank, the proportion would be the same. Lastly, the proportion of 51% and 47% of customers of the banks Clydesdale Bank and RBS would recommend the banking activities, as per the database found from the report of the BBC.


[image: Which banks do customers love or hate? - BBC News]
Figure 10: Customer Service Ranking among the UK banks
Source: BBC, (2022)

Figure 11, as observed below, refers to the client assessment of different services provided by UK banks as per their experience. On a scale of 10, clients have marked different services as they experienced, and as per the chart, the value for money and clear and transparent nature of the UK banking activities have been marked as highest by 8.2 and 8.1, respectively. On the other hand, it can also be observed from the chart that clients rated the account management that suits people and polite and knowledgeable staff by 8.1. It can also be observed from the chart that clients rated the speedy and efficient service of UK banking by 8, while in the case of competitive picking, the rating is the same. Moreover, it can also be observed from the chart that the case of contacting a bank at a time that suits people and a broad product range has been rated at 7.8 and 7.3. Ethical and sustainable practices have been rated at 7, and have been followed by personalised services and appealing brands, with the score of 6.9 and 6.3. Lastly, in the case of appropriate recommendations, the client assessed the banking activities at 6.2.
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Figure 11: Client Assessment of Different Services provided by the UK Banks
Source: Statista, (2022)
Figure 12, observed below, refers to the market share of total profits made by UK banks in 2021. According to the pie chart, it can be observed that HSBC has been able to generate the highest number of profits by 48%, while it was followed by Lloyd’s Group of Bank by 18%. On the other hand, the chart also mentions that Barclays, a prominent bank in the UK, shared a profit of 10% in 2021, while RBS shared a profit of 8% in the same year. It can be observed from the chart, that Standard Chartered and the NationWide Bank were able to generate a share of profit by 4% and 3%, respectively, while others shared 9%.
It can be found from the chart that in 2021, Llyod’s Bank profited the highest, and in this regard, customer satisfaction of the bank, based on services, can be concluded.
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Figure 12: Market Share of Total Profits Made by UK Banks, 2021
Source: Statista, (2023)
Figure 13, represents the survey conducted by the “Business Insider Intelligence”, based on UK Mobile Banking, and in this regard, factors considered for bank selection among users have been identified. According to the bar graph, mobile banking is considered the most important factor when choosing a bank for financial effectiveness, and 54.3% of respondents have advocated for it. On the other hand, it can also be observed from the graph that 53.6% of respondents stated that they prioritise online banking facilities, and 42.9% advocated rates for accounts. It can also be observed from the graph that 41.5% of respondents prioritise fees for choosing banks, as the extra financial charges matter to customers on a significant scale. The graph shows that 32.4% of respondents stated their focus on the notion of customer services, while 30.8% advocated for branches near them. 27.6% of the rest, identified the factor of fraud prevention while choosing a bank, and the cybersecurity of the banks is technically examined and understood. The factors regarding ATMs near them are considered by 12.4%, and other factors are valued by 0.4%. The choices have been identified in the graph, and it can be found that mobile and online banking are the most significant priorities for customers when choosing financial activities through the UK banking sector.
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Figure 13: Factor Considered for Bank Selection
Source: businessinsider, (2020)
Another survey, as observed in Figure 14, was conducted to understand the performance of mobile banking applications in July 2021, and based on this the efficiency of different banks in the UK can be understood.  According to the bar graph, it is found that Lloyd’s Banking Group has been successful in performing with a benchmark score of 45.0%, while Barclays managed to score 43.9%. On the other hand, it can also be stated from the findings that the benchmark scores of NatWest Group were calculated at 39.7%, and for HSBC it was observed at 38.2%. Moreover, Virgin Money was able to score with 23.0%, based on the performance of mobile banking, and in the case of NationWide, it was observed at 19.2%. However, TSB and Santander became able to score 16.4% and 15.2% with respect to mobile banking performance in July 2021, while the Co-operative Bank scored 3.9%. The graph highlights that the Llyod’s Banking Group and Barclays are the two most significant banks to ensure mobile banking, while the effective acts and activities empowered by the banks have been customer-friendly.
[image: UK Mobile Banking Emerging Features Benchmark 2021 - Insider Intelligence  Trends, Forecasts & Statistics]
Figure 14: Mobil Banking Application Performance and Benchmark Scores
Source: insiderintelligence, (2021)
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[bookmark: _Hlk145002483]The financial industry plays an essential role in British culture, politics, and the economy. Most people agree that the financial services industry in the United Kingdom is crucial to the country's economy and to the development of new jobs. The financial services sector has benefited greatly from the efforts of commercial banks, investment banks, and fintech startups throughout the years. The British economy, government, and culture are all profoundly impacted by this industry.
There can be no doubt about the importance of the financial sector to Britain's economic and social growth. Increasing people's and enterprises' access to credit is good for economic development and job creation. Growth in a wide variety of sectors would be boosted if more people and enterprises had access to credit (Ahmed et al., 2020). Consumers are more inclined to spend money in the long run when they have more ways to pay for expensive products like houses and cars. If companies could get their hands on money more easily, they could hire more people, update their machinery, and boost production. In turn, this boosts the economy and opens up additional job prospects. Financial stability is greatly aided by the availability of a wide variety of banking services and products. Mortgages, remortgages, and home equity loans are all types of financial services. This industry not only helps the economy expand and new items to be created, but it also helps startups get access to capital. The financial sector, in order to have a beneficial effect on society and the economy, must first overcome the challenges it now confronts. Increased regulation and deeper scrutiny of the business have been pushed for since the 2008 financial crisis exposed systemic flaws (Hodson, 2021). One example of the stricter regulatory measures employed to protect the financial system is the introduction of the Basel III regulatory framework. These rules were created as a safeguard against excessive debt and risky lending practices. Financial institutions' bottom lines might take a hit if the cost of complying with regulations exceeds the revenue, they bring in.
There is a strong relationship between the financial industry and British politics. When corporations donate to political campaigns, it changes the political landscape. Think about how banks and financial services firms could use lobbying to affect policy. Indicators of this effect include ongoing debates and discussions on tax policy, consumer rights, and the soundness of the financial system. The political and social impact of governments' reactions to financial crises cannot be overstated. Governments may resort to interventionist policies in times of economic uncertainty in order to maintain the health of the financial sector. The government of the United Kingdom passed a number of new legislations in reaction to the global financial crisis that started in 2008. The Financial Services Authority was an initiative aimed at fostering growth while maintaining regulatory control over the financial services industry (Seyfang and Gilbert-Squires, 2019). The Financial Conduct Authority (FCA) and Prudential Regulation Authority (PRA) were set up to improve regulation of the financial services industry in place of the Financial Services Authority (FSA). The execution of these reforms may have far-reaching social and political ramifications, such as changes in the distribution of public funding and the possible influence on public opinion and trust in the governing body. Beyond these two examples, there are thousands more.
There is a wide variety of "socio-political engagement" projects in which financial institutions take part. There are just two that come to mind: business as usual and financial inclusion. The onus of finding answers to climate change and economic injustice is increasingly falling on institutions. Banks and other financial organizations are giving ESG elements of their operations more thought as these issues have grown in importance in the realms of public opinion and politics (Wewege and Thomsett, 2019). Britain's economy and government are profoundly affected by the banking sector's intricate architecture. The difficult institution is crucial to the continued expansion of the economy and the stability of the currency. It also has a major effect on public debate and government policymaking on a national scale. The United Kingdom's banking sector experienced significant hurdles after the 2008 financial crisis when regulators clamped down on the business. The government and businesses continue to place a premium on it. The extent to which this industry can adjust to shifting economic and political situations will determine its future national effect (Ramdani et al., 2020).
Customer satisfaction with a wide range of British businesses has risen in recent years, according to polls. According to the UK Customer Satisfaction Index (UKCSI), customer satisfaction with financial institutions in the United Kingdom has increased over the previous several years. The United Kingdom Consumer Satisfaction Index (UKCSI) is an all-encompassing index that measures customer happiness with a wide variety of companies situated in the United Kingdom. This index was created so that people in the United States can easily compare the quality of service provided by various businesses. This is because the data for the UK Customer Satisfaction Index comes from a wide variety of companies' customer satisfaction surveys. In 2021, customer satisfaction was up to 76.3 in 2020 73.5 (Chayjan et al., 2020).
Several variables may affect how satisfied customers are with Britain's financial service companies. More investigation into the causes of Internet banking's dramatic ascent is required. Financial institution customer satisfaction is significantly influenced by the growing use of digital services like mobile and online banking. The ease and accessibility of digital services are major factors in this trend. A bank's client base may grow or shrink depending on how friendly its mobile app and other digital services are.
 Keeping in touch with your clients and responding to their changing needs is crucial. Companies may improve their customer satisfaction ratings by being honest about pricing and services, and by responding quickly and politely to customer inquiries. Recent studies show that financial organizations that put customer needs first fare better (Massoc, 2020).
A number of problems, some of which have since been fixed, recently threatened consumer satisfaction ratings in the UK banking sector. Every modern, successful company must now deal with the challenge of digital transformation. Having access to a wide variety of useful web resources has improved many people's standard of living. Keep in mind that increased regulation and attention over the safety of users' private data has coincided with the rise of these services. People who use contemporary financial services often take it as a given that their suppliers would take enough measures to safeguard their information. One strong piece of evidence in support of this perspective is the necessity of data privacy and confidentiality. People will lose trust in you and their pleasure will be destroyed if you let them down (Haapio et al., 2021).
It is important to stress the significance of in-person contacts wherever possible, notwithstanding the growing popularity of Internet banking. Personal relationships with clients are still important to the bank, especially for individuals with more complicated financial problems. This is particularly the case if there is solid evidence of the vendor's past financial issues. If this sector can effectively merge innovative technology with customized service, it will have a leg up on the competition. Standard banking procedures have begun to integrate environmental, social, and governance (ESG) considerations in recent years. More and more people are thinking about how their purchases may affect others, the economy, and the environment. When day-to-day operations are in line with the company's sustainability goals and ESG principles, financial institutions may gain a competitive edge in customer satisfaction (Borgogno and Colangelo, 2022). The British financial services sector has seen client satisfaction levels rise to all-time highs in recent years. It would not have been possible to make these advancements without the help of technology and novel approaches to interacting with the customer base. There has to be a happy medium between virtual and in-person gatherings if customer happiness is to be maintained, much less boosted. The fate of the industry may depend on whether or not environmental, social, and governance (ESG) considerations are included in day-to-day practices (Filotto et al., 2021). This would show how much we care about what our customers want. Banking has changed drastically as a result of customers' growing expectations for ease of use, safety, and morality in their financial institutions.
The intensity of working conditions in the UK banking sector has also improved as per the requirements, and the developmental factors have been beneficial for the growth of stakeholder relationships. On the other hand, it can be observed from the previous section of the study that from 2020 to 2021, people’s dependency on alternative banking support has increased by 12%, which can be a threat to the traditional banking activities. The effective monetary practices and services provided by alternative banking platforms have been able to recreate different opportunities for people, and the effective changes brought into action have been credible for the customers (Filotto et al. 2021). Moreover, due to the extended practices of digital banking in the UK, the role of mobile banking has become significant, and from the previous section, it can be observed that the performance of Lloyd’s Bank through mobile banking is the highest. In this regard, it can be stated that the cybersecurity of the banking group is strong and efficient (Kornelakis et al. 2022). Customer satisfaction with the mobile banking activities, as well as, providing non-technical services has encouraged customers on a significant scale. It can also be deducted from the findings of the report that the market share of different banks has increased with customer-satisfaction approaches.

[bookmark: _Toc145004304][bookmark: _Toc145078420]4.4 Conclusion
It can be concluded from the chapter that the diversification of services ensured by different banks in the UK has successfully created different opportunities for customers to explore their monetary practices and investments. Throughout the chapter, it was noticed that customers have benefited from different acts and activities that have been put forward by the banking industry of the UK in an interdisciplinary plain, and the mitigation of fragility has uplifted the qualitative performance of the banking industry. 
On the other hand, it can be concluded from the chapter that customers consider multiple factors to choose their banks, and the emergence of digital banking in the UK, has necessitated their requirements regarding mobile and online banking. Banks providing digital services have been able to perform more significantly, and their profit share has eventually increased. On-time services and digital communication can be concluded as two differentiated factors that influence the customer policies of UK banks, and their changing requirements have been met by banks by any possible means and measures. Moreover, the findings of the study suggest that the emergence of alternative financial platforms has been a key motivator for UK citizens and their financial decisions.
[bookmark: _Toc145078421]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc145078422]5.1 Conclusion
The customer-centrality and connectedness with them have enacted different policies and managerial strategies in the UK banking sector, and the international approaches have also extended their advantages to create a steady economic ground. The emergence of technical acts and activities in the UK has been consigned by the banking sector to communicate with people, while the economic conscience and credibility have also been formed. On the other, it can be concluded from the research that the omnipresent strategies in different banks of the UK have administered a redesigned infrastructure, based on which the relationship between the banking authority and customers has been more professional and impactful (Singh, 2020). The authoritative practices that internally guide the banks to resist any kind of monetary or non-monetary raptures are a clear indication of infrastructural stability, and it can also be concluded from the above discussion that the management works in a flexible way to cope with situations.
Services and facilities are active in a wide array of practices, and the economic performance of the UK banks resonates with it. The integrity of banking measures, as well as, the individual nourishment of key performance indexes in the UK banks, have enabled the customer relationship. Customers and financial institutions of the UK, as observed, share mutual benefits through diverse practices, while the homogeneity of actions has paved a broad pathway to success (Yalley, 2022). Customer sensitisation and cultural allocations empowered by the UK banks determine the qualitative value of customer services, and customer retention is observed as its consequence. The digital market of the UK, as observed, has changed the conventional outlook of the economic course, and the emergence of mobile banking has been beneficial for monetary transactions and investments.
The dependency on mobile banking and digital activities for banking actions has increased due to the measures, undertaken by the UK banking sector, have been effective in nature. The cybersecurity and actionable strategies developed by the UK banking sector aim to protect customers’ data and information, while their choices and decisions are protected from any kind of cyber harm (Alzoubi et al. 2020). The communication between customers and the UK banks is well-addressed to mitigate any problem that arises due to mismanagement and mistreatment of data, which further justifies the customer-centrality of the UK banking sector. Ethical policies and services provided for monetary investment have influenced customers on a significant scale.
Despite the ethical rules and regulations, it can be observed that a certain section of UK citizens is keen to switch to alternative financial institutions, as they have emerged with more reliable approaches and measures. On the other hand, the challenges regarding the ill-distribution of technical programmes have affected the relationships and growth factors, due to which, branch banking in the UK faces several difficulties. It can be concluded from the discussion that the adaptive principles followed by UK banking have also created opportunities for customers to receive better services and long-term facilities.
As per the findings of the research work, it can also be observed that the significance of mobile banking is increasing in British society, and the benchmark scores acquired by banks, decide their popularity and reliable nature among customers. The ethical values of mobile banking and the security of transactions have been empowered by the UK banking authority, which breaks the sedentary and time-consuming monetary practices (Chen et al. 2021). The development entitled to the banks of the UK is secured with effective acts and principles channelled through less expensive practices which also ensures customer satisfaction. Eventually, the customer retention rate in the UK banks is observed in a higher concentration, as a consequence.
Secondary data collection has been empowered by the researcher to conduct the research work, and in this regard, JSTOR and Google Scholar are the two data platforms. It can be concluded that the wide range and variety of data derived from these platforms have been effective in generating research activities on a significant scale, and data management is easier for the researcher (Mainardes et al. 2021). On the other hand, as per the inclusion and exclusion criteria, the research has been successful under some ethical acts and activities, that have protected the research’s purposes from any legal issue. Specific search terms have been identified as per the aims and objectives of the research, and it can be concluded from the research that critical analysis of data has been impactful in generating new insights significantly.
[bookmark: _Toc145078423]5.2 Recommendations
The UK Banking authority, firstly, should make the transaction security as the top priority to increase the customer experience. In this regard, two-factor authentication should be generated by banks, based on PIN and TAN (De Leon et al. 2020). The credentials provided to customers should be unique in nature, and their personal data and transaction history should be secured under strict practices and guidance. For improving the UX, banks should ensure steady and regular communication with customers, and in this regard, emails and personal messaging are the two options to be prioritised. On the other hand, ill-distribution of technological guidance, as observed from the above discussion, should be approached as confidential practices, and their authenticity should be ensured for long-term practices. Moreover, the internal and external growth factors must be consigned for a maximum number of customers, which can also increase the customer base of banks with impactful decision-making and problem-solving.
[bookmark: _Hlk145078120]The recent surge of mobile banking should be considered at a professional and personal stage, and in this regard, the consistency of security should further be encouraged by the banking authority. For a better customer experience, fingerprint, facial or voice recognition technology should be encouraged by the UK banks, and the transaction history should be received by customers at an immediate service. As time-consuming practices and programs are not preferred by customers, automatic services, through the application of artificial intelligence should be promoted (Chen et al. 2021). The technological factors should be considered under the core banking programmes so that every aspect of banking activities can benefit from them. The durability and sustainability of strategies should be considered by the banking authority of the UK, while the management should be proceeded to advanced actions, that can redesign the relationship between customers and banks. Traditional banking activities should understand people’s choices and their preferences regarding alternative financial forums, and the re-established programmes should be perpetually entitled to customer services.
The cultural changes and programmes should also be considered by the banking authority, and the demographic and psychological demands should be further assigned. The banking authority of the UK should encourage the programme of decision-making and problem-solving through the enactment of new strategies, which can ensure better communication with customers. Technical certainty and customer centricity should follow a hand-by-hand rule so that the integrity of practices can be reformed as per the dynamics of the market. The changing pattern in the UK lifestyle and the global paradigm should also be considered for developing better strategies to accomplish its aims and objectives, in the case of customer services.
[bookmark: _Toc145078424]5.3 Research Limitations
Though the research has followed a steady course of academic practices, some major limitations have affected the academic outcomes and its future practices. The limitations restricted the inarguable notion of the research with data management and analysis, as well as, they affected the spontaneity of the research on a significant scale.
Firstly, the limited timeframe considered for the research work, as well as, the issues with time allocations, affected the research’s spontaneity. The research could have been more elaborate and critical with the procurement of reliable data, while the establishment of the research was barred by limited actions.
[bookmark: _Hlk145078101]Secondly, the research was also affected due to the data procurement and data quality factors (Alzoubi et al. 2020). The issues with data are a consequent factor of the limited timeframe allotted for the research work, while the critical analysis has also been affected on a significant scale. Due to the lack of data and time, several aspects of the research topic could not be discussed.
[bookmark: _Toc145078425]5.4 Future Opportunities of Research
The research not only has presented a detailed analysis of customer satisfaction in the UK, based on banking services they receive, but has also been successful in generating different opportunities for future research programmes. Based on critical acts and activities, the research has been able to identify the opportunities, which will certainly generate new insights regarding the relationship between customers and the banking authority of the UK.
The impact of technological devices and services on UK customers for monetary practices can be discussed in an elaborate nature, and the key findings will be effective in understanding the mutual prosperity of customers and banks (Yalley, 2022). In future, based on the concerned research, the sociopolitical and sociocultural issues that might affect the banking programmes of the UK can also be discussed, as to why the banking sector should be aware of the political changes and socioeconomic reactions rising in the country. The future of mobile banking, and whether it would be the sole process of providing financial services to customers or not can also be analysed.
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