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Abstract
This dissertation explores the integration of e- commerce into the international banking and remittance activities of Sonali Bank, the largest state-owned commercial bank, of the United Kingdom and Bangladesh. The study compares the bank's marketing, financial and human capital strategies in both markets; the Uppsala Internationalisation Model and the Resource-Based View are used within an integrated theoretical model. State ownership is considered in the analysis throughout as a moderating institutional condition and not a background characteristic of the case.

The research is interpretivist with an inductive-qualitative research method using secondary data. A systematic literature review was followed by a documentary analysis in the institutional publications of Sonali Bank, Bangladesh Bank, Financial Conduct Authority, Office for National Statistics, KPMG, World Bank and Chartered Institute of Personnel and Development, according to the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA) principles.

The results indicate that Sonali Bank has two different structural strategic positions instead of a single coherent cross-border strategy. The contrasting regulatory landscape between the UK, which is compliance-based, and Bangladesh, which is more relationship-based, influences marketing communications. Under the continuing pressures of currency risk and pricing, the bank must operate two parallel payment systems: one in the United Kingdom, for settlement via SWIFT and CHAPS, and another in Bangladesh, using mobile transfers via bKash. Pay and recruitment structures in both markets are rigid and civil-service-like, which is a constraint on the bank's ability to attract digital talent.

The keywords associated with the paper are e-commerce integration, international banking, remittance, and state-owned banks, Uppsala Internationalisation Model, Resource-Based View and Sonali Bank.
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Chapter One: Introduction
[bookmark: _Toc238117794]1.1 Introduction
This chapter presents the research and the evolving strategic role of e-commerce integration in cross-border banking and remittance services, especially when the financial markets in which the banks operate are structurally different, like the United Kingdom and Bangladesh. With the rise of fintech innovation, mobile financial services, and open banking systems, digital financial services are increasingly playing a critical role in banks' cross-border payment, remittance transfer, and customer engagement capabilities (Chaffey and Ellis-Chadwick, 2022; KPMG, 2024).

The chapter will also explain the research problem by detailing the strategic challenges which the largest state-owned commercial bank, Sonali Bank, is facing in maintaining effective e-commerce-integrated banking and remittance services in the two regulatory and technological environments that differ significantly (Bangladesh Bank, 2025; ONS, 2025).

Moreover, this chapter will justify the study of this area by the lack of research in the field of the role of state-owned banking institutions in bilateral e-commerce and integration in remittance. The chapter will state the research question, aim and objectives for this investigation. Finally, the meaning of the study in academic and practical aspects will be discussed, and thereafter a conclusion of the chapter will be drawn.
[bookmark: _Toc238117795]
1.2 Background of the Study
Table 1.1 Corporate Profile of Sonali Bank PLC
	Indicator
	Information

	Established
	1972

	Ownership
	Government of Bangladesh

	Headquarters
	Motijheel, Dhaka

	Total Branches
	1,235

	Rural Branches
	697

	Urban Branches
	536

	Foreign Branches
	2

	Employees
	18,187

	Representative Offices
	3

	Correspondent Banks
	639


Source: Sonali Bank PLC Annual Report and Corporate Profile.

Over the last decade, e-commerce has experienced unprecedented growth on a global scale, and the volume of cross-border trades in the e-commerce sector is expected to surpass $2 trillion by 2026 (Statista, 2025). The growth has also been accompanied by a parallel transformation in international banking and financial services, where e-commerce integration is not limited to retail platforms, but is a core part of how banks are transforming their remittance services, cross-border payments and engaging the diaspora customer segments (KPMG, 2024).

The UK has one of the world's most sophisticated digital financial environments. The UK market is defined by high levels of digital and financial literacy, a strong open banking platform, and the Financial Conduct Authority (FCA) which places strong regulatory oversight on the sector (ONS, 2025). All banks that operate in this context have to meet high data protection standards under the UK GDPR, including the need to connect with increasingly complex fintech payment systems like Faster Payments and CHAPS, and ensure that they continue to meet the expectations of digitally savvy consumers, including a large population of the British Bangladeshi expatriate community.

In Bangladesh, however, the picture is quite different, and the digital economy is a very dynamic one, defined by a different set of structural conditions. Mobile Financial Services (MFS) including bKash and Nagad are the dominant players in the payments market, driven by a mobile-first consumer base with relatively low formal banking adoption and high mobile and digital adoption (Bangladesh Bank, 2025). While foreign exchange regulations, regulatory fragmentation and infrastructural limitations remain in place, government-led digitalisation initiatives have quickened financial sector modernisation, leading to a faster pace of development in the financial services sector.

Sonali Bank, the biggest State-owned commercial bank in Bangladesh, is an interesting institutional frame to explore this research problem. The bank has a wide nationwide retail banking network in Bangladesh and a branch in London for the British and Bangladeshi community in Britain (Sonali Bank Limited, 2024). The dual presence demands a migration to two structurally incompatible regulatory and technological environments: in the UK, it is necessary to do the job in the context of the regulatory requirements of the FCA, as well as the open banking ecosystem; in Bangladesh, the task is to be performed in the context of the regulatory requirements of the Bangladesh Bank, and to work with the mobile ecosystem, which is predominantly ‘mobi first', with systems like bKash. Sonali Bank is also a State-owned bank, therefore has governance and resource allocation limitations compared to privately owned banks in the same bilateral corridor (Boxall and Purcell, 2022).

Table 1.2: Bangladesh Remittance Inflows (2023–2025)
	Year
	Remittance Inflow (USD bn)
	Year-on-Year Change

	2023
	21.9
	—

	2024
	26.9
	+22.7%

	2025
	32.8
	+22.0%


Source: Bangladesh Bank (2025; 2026).
 
The United Arab Emirates and Saudi Arabia are the top remittance providers to Bangladesh, while the United States and the United Kingdom are also significant contributors, as per Bangladesh Bank's statistics (2025). The size and sustainability of the remittance inflows clearly indicate the significance of remittance service as a strategic and national business for Sonali bank and for the country.

Institutional Profile of Sonali Bank
History and Ownership
Sonali Bank PLC was established in 1972 when the then National Bank of Pakistan, Bank of Bahawalpur and Premier Bank branches were merged and nationalised in the newly formed independent Bangladesh (Sonali Bank Limited, 2024). The bank's public mandate, which was given since its inception, goes beyond conventional commercial banking, and involves the mobilization of domestic capital deposits; the financing of trade, and the extension of credit to sectors considered as essential to the reconstruction of a newly sovereign economy. Whilst the Bank is completely owned by the Government of Bangladesh, the Board of Directors is accountable to the Government’s policy goals and to conventional banking performance measures, a dual accountability that is repeated when analysing the bank's marketing, financial and human capital strategy (Boxall and Purcell, 2022).

Headquarters, Scale and Branch Network.
The bank's head office at Dhaka is situated in Motijheel, the main commercial hub of Dhaka city. Sonali Bank PLC is the largest state-owned commercial bank in Bangladesh with 1235 branches of which 697 are rural and 536 are urban branches, 3 Representative Office, 639 Correspondent Banking Network with around 18187/18257 employees based in the reporting year (Sonali Bank Limited, 2024). This density of presence, which is not found in any of the private banks in Bangladesh, provides Sonali Bank with a unique mix of sophisticated rural and urban reach, and hence challenging organisational and human capital management issues, which are discussed below in Section 2.3.5 and 2.3.6.

United Kingdom Operations
This institutional discontinuity between the previous six-branch retail structure and the current, more focussed SBUK entity is analytically important for this dissertation as it directly illustrates the type of regulatory and governance constraint discussed in the Resource-Based View analysis in Section 2.3.2 and 2.5; a state-owned institution's market position in the UK has been altered, not only through commercial strategy, but also by compliance and governance pressures within the FCA's regulatory framework.

Products, Services and Digital Banking Initiatives
In the UK, SBUK's digital transformation has been somewhat different in keeping with the business it operates in, and is regulated by the FCA, a corporate and trade finance company. SBUK has recently announced in October 2024, that it has chosen to replace its previous core banking system (Intellect Design) with the new software-as-a-service (SaaS) core banking platform (CBS) “Finastra Essence” deployed on Microsoft Azure Cloud with a clear vision of supporting conventional and Shariah-compliant digital products through one modernised platform for its corporate and banking clients (Finastra, 2025). SBUK's Chief Executive Officer explained how the UK operation was looking to leverage its digital transformation around trade finance and corporate banking customers, in contrast to a retail proposition (Finastra, 2025).

Financial Performance
As of December 2023, the consolidated Sonali Bank PLC had assets worth approximately BDT 1,981.13 billion (USD 16 billion), revenue of approximately BDT 38.46 billion (USD 320 million), and net income of approximately BDT 6.51 billion (USD 53 million) for the 2023 fiscal year (Wikipedia, 2026, based on company disclosures). In the past, SBUK's UK subsidiary has been of a relatively low size, with its total assets being approximately GBP 165.05 million as at 2021 (compared to GBP 131.44 million in 2020) (TheBanks.eu, 2026). Although the figures of assets in the UK are not always fully and publicly available, the scale difference between the Bangladesh parent and the UK subsidiary shows in this instance the asymmetry between the dominant market position of Sonali Bank in its home country and the comparatively small, specialised footprint in the UK, a structural difference which reoccurs in the comparative financial strategy discussion in Section 2.3.4.




Table 1.3: Corporate Profile of Sonali Bank PLC and its UK Operations
	Indicator
	Bangladesh (Sonali Bank PLC)
	United Kingdom (SBUK)

	Established
	1972
	1973 (UK presence); reconstituted 2022

	Ownership
	Government of Bangladesh (100%)
	Subsidiary of Sonali Bank PLC

	Headquarters
	Motijheel, Dhaka
	London (29-33 Osborn Street, E1 6TD)

	Branches / offices
	1,235 total (697 rural, 536 urban)
	Formerly 6 (London, Luton, Birmingham, Bradford, Manchester, Camden); now consolidated

	Employees
	≈18,187–18,257
	Not separately disclosed

	Regulator
	Bangladesh Bank
	Financial Conduct Authority (FCA)

	Core banking platform
	Domestic core banking + Sonali eSheba, e-Wallet, Binimoy
	Finastra Essence (Microsoft Azure Cloud), replacing Intellect Design

	Total assets (latest available)
	≈ BDT 1,981.13 bn (≈ USD 16 bn), Dec 2023
	≈ GBP 165.05 million, 2021


[bookmark: _Toc238117796]Source: Sonali Bank Limited (2024); SBUK (2025); Companies House (2026); TheBanks.eu (2026); Finastra (2025); Banker (2024).


1.3 Statement of the Problem
E-commerce integration is an important part of today's global financial market, giving banking institutions a competitive advantage, making them more engaging to customers and contributing to the long-term sustainability of banks. However, with Sonali Bank operating in both the public and private markets, it is quite a difficult task to keep e-commerce-integrated banking and remittance services effective in both countries, given the different regulatory frameworks, fast-changing fintech infrastructures, and different expectations of the consumers in both markets (Bangladesh Bank, 2025; ONS, 2025).

The current challenges at Sonali Bank are twofold: firstly, the dual requirement of meeting regulatory and open banking standards established by the FCA in the UK while keeping its operations in line with the FCA's regulatory framework; secondly, the need to maintain seamless integration with Bangladesh's MFS ecosystem which is heavily dominated by bKash and Nagad. KMPG (2024) notes that both markets are technologically and regulatorily incompatible, making the bank's consistent remittance and banking experience across the markets challenging. At the same time, customers in both markets are becoming increasingly demanding in terms of smooth digital journeys, transparency and quick transaction processing.
The academic literature on e-commerce internationalisation, cross-border financial strategy and internationalisation of digital marketing has concentrated on the private-sector retail e-commerce business or on the general international business context and has not considered the specific strategic challenges of state-owned financial institutions in structurally different regulatory environments (Johanson and Vahlne, 2009; Boxall and Purcell, 2022).

[bookmark: _Toc238117797]1.4 Rationale of the Research
Despite the overwhelming attention garnered by the academic and industry research community in the last ten years, there are certain gaps in the literature with respect to theory, context and empirical research in the field of e-commerce internationalisation and cross-border financial strategies, especially for state-owned banking institutions. Most of the research so far has been on e-commerce integration on an international or cross-industry level but does not consider the specific regulatory environments and institutions that influence banking strategy (Johanson and Vahlne, 2009). Little is known, therefore, about how e-commerce integration occurs in the specific legal, technical and institutional context of a British state-owned bank that is operating in both Britain and Bangladesh.

Furthermore, while marketing strategy, financial risk management and human capital strategy have been predominantly investigated as independent research fields within the field of international banking, there remains relatively limited research on the linkages between the three fields in one internationalising financial institution (Boxall and Purcell, 2022). However, the current empirical evidence is scarce in the context of the way in which Sonali Bank's marketing approach for diaspora remittance customers, its financial architecture in managing currency risk in the Bangladeshi MFS landscape (mostly bKash based), and human capital strategy (recruitment and retention of digital talent from different labour markets) influence its overall strategic performance (KPMG, 2024).

This study is thus aimed at filling these identified gaps and providing a proper, secondary data-based comparative study of the e-commerce integration strategy of Sonali Bank in the United Kingdom and Bangladesh. Based on the Uppsala Internationalisation Model and the Resource Based View, the research aims to gain a wider perspective on the interactions between marketing, financial and human capital strategies in determining the outcomes of the integration of e-commerce into the activities of state-owned banking institutions in structurally divergent markets.

[bookmark: _Toc238117798]1.5 Research Question
This dissertation is guided by one main research question and two supporting sub-questions.
Main Research Question:
How does Sonali Bank use e-commerce in its international banking and remittance operations in the UK and Bangladesh, and what are the strategic differences between their marketing, financial and human capital strategies in both markets?


Sub-Question 1:
How does Sonali Bank's financial and marketing strategy differ between the UK and Bangladesh due to the following factors? (Structural, regulatory and market-specific)
Sub-Question 2:
How well are the human capital strategies in both markets enabling scalability and sustainability of Sonali Bank's cross-border e-commerce and remittance activities?
[bookmark: _Toc238117799]
1.6 Research Aim
To analyse and compare the marketing, financial and human capital strategies used to integrate e-commerce in the developed and the emerging digital markets of Sonali Bank in UK and Bangladesh and draw up an evidence-based strategic framework for state-owned banks in different developed and emerging digital markets.

[bookmark: _Toc238117800]1.7 Research Objectives
· To analyse and assess the digital marketing strategy used by Sonali Bank in both the UK and the Bangladeshi market, and how it differs and is like the structural and regulatory differences.
· To compare financial models, approaches to capital allocation and risk management of cross-border e-commerce and remittance business between Sonali Bank, UK and Sonali Bank, Bangladesh.
· To evaluate the human capital policies and practices, such as recruitment, upskilling and retention, that Sonali Bank has implemented in both markets and how these policies and practices map onto the bank's international digital transformation aspirations.

[bookmark: _Toc238117801]1.8 Significance of the Study
The findings will also be beneficial for practitioners in the banking sector, particularly senior management and strategic decision-makers of the Sonali Bank and other similar state-owned banks. The research will provide recommendations for the marketing localisation, financial risk management and human capital development of e-commerce-integrated remittances/banking services, which can help strengthen the services in structurally different markets. With these insights, institutions can better design their digital integration strategies, while also remaining compliant with regulators and sustainable in the ever-changing financial world (KPMG, 2024).

Furthermore, the study may be relevant for policymakers and regulators, such as the Bangladesh Bank and the Financial Conduct Authority of the United Kingdom, as it will provide insights into the digital nature of cross-border banking and remittance services and how it is influenced by the interaction between state ownership, MFS infrastructure, and open banking regulation. This evidence can be used to guide a more coherent regulatory approach in promoting financial inclusion, digital innovation and sustainable remittance flow between the two countries.

Finally, the study will provide important background information for future scholars studying international banking strategy, management of state-owned enterprises, remittance economics, and digital financial services. The findings might encourage further comparative research with other state-owned financial institutions, other bilateral remittance corridors, and other emerging-to-developed market banking environments and help extend the body of international business and banking literature.

[bookmark: _Toc238117802]1.9 Summary of the Chapter
Moreover, the chapter contained the research question, research aim, and research objectives that will direct the research. The importance of the study was also unfolded in respect to the expected contribution in the academic literature, banking practice, policy makers and future studies. The chapter laid the foundation and gave direction for the study and a clear research rationale. The relevant literature from a theoretical and empirical perspective will be critically reviewed in the next chapter, which is relevant to the themes of e-commerce internationalisation, financial strategy, human capital management and state-owned banking institutions.

[bookmark: _Toc238117803]
Chapter Two: Literature Review
[bookmark: _Toc238117804]2.1 Introduction
This chapter will discuss the past studies critically by comparing various points of view, strengths and weaknesses of their methodology and evaluation of how marketing, financial, and human capital strategies can help integrate e-commerce in cross-border banking and remittance services (Barney, 1991; Teece, Pisano and Shuen, 1997). Focus will be given to the strategic challenges faced by the financial landscape in both countries regarding regulatory landscape differences, fintech infrastructure and institutional structure and ownership of the financial landscape (Bangladesh Bank, 2025; ONS, 2025).

The chapter will then outline the main gaps from the literature and then the theoretical underpinning of this research will be presented. Lastly, the chapter will summarise the main themes discussed and explain how the literature reviewed will be used as the academic basis of the research methodology to be presented in the next chapter (Saunders, Lewis and Thornhill, 2019).

[bookmark: _Toc238117805]2.2 Literature Search Strategy
Searches across a range of internationally recognised electronic databases were carried out to ensure a complete generation of high-quality academic literature. These comprised Scopus, JSTOR, Web of Science, Emerald Insight, Science Direct, SpringerLink, Taylor and Francis Online, SAGE Journals and Google Scholar. These databases were selected because they provide access to peer-reviewed journal articles, conference papers, and scholarly books relevant to international business, banking, finance, and human resource management (Xiao and Watson, 2019).
Academic sources were consulted, along with trusted industry reports and policy papers, to gather up-to-date information on the practice of digital banking and regulatory developments. They were sources such as publications of Sonali Bank Limited, Bangladesh Bank, the Financial Conduct Authority (FCA) of United Kingdom, Office for National Statistics (ONS), KPMG, World Bank and the Chartered Institute of Personnel and Development (CIPD). These reports were useful for understanding recent trends in digital banking, the flow of remittances, technological advancements and regulatory changes impacting the financial marketplace in the UK and Bangladesh.
For a discussion that reflects the latest developments in digital banking, fintech integration, remittance regulation, and human capital strategy, the review focused on publications in English that had been released during the period 2015 to 2026. The seminal papers on the Uppsala Internationalisation Model by Johanson and Vahlne (1977; 2009) and Barney's (1991) Resource Based View of the Firm were also included as they form the theoretical underpinning for the understanding of firm internationalisation and the development of strategic capability.
Lastly, all the sources identified were critically assessed based on relevance to the research topic, methodological soundness, credibility of publication, timeliness and contribution to the understanding of the relationship between e-commerce integration strategies and the banking performance. The literature review undertaken in this way was to ensure that the review was full, balanced and academically sound therefore giving a reliable base for the analysis and discussion that follows in this chapter is presented (Saunders, Lewis and Thornhill, 2019; Snyder, 2019).
[bookmark: _Toc238117806]2.3 Literature Review
[bookmark: _Toc238117807]2.3.1 E-Commerce Integration in International Banking: Concepts and Evolution
[image: ]
Figure 2.1  Integrated conceptual framework for e-commerce integration at Sonali Bank across the UK–Bangladesh corridor.


E-commerce banking has matured into a critical strategic business capability that allows financial institutions to design, present and provide value using digital technologies and platforms. According to KPMG (2024), e-commerce integration in the financial sector is the integration of digital payment solutions, mobile financial applications, and online banking systems, to provide customers with seamless cross-border transaction capabilities and improved customer engagement. In the same way, Chaffey and Ellis-Chadwick (2022) define digital integration as a strategy that involves working with online platforms and customer-centred tactics to establish long-term institutional relationships, which can be transferred to the banking sector as well as to the retail e-commerce sector. Although both definitions mention digital technologies, Chaffey and Ellis-Chadwick (2022) mention e-commerce integration in banking in relation to customer value creation, pointing to a new approach to the strategic management of banking relationships, which takes payment architecture and platform interoperability one step further, as KPMG (2024) does.

E-commerce-integrated banking is superior to traditional correspondent banking in terms of speed of transaction, settlement in real time, measurable outcome of customer engagement, and cost efficiency of remittance corridors (Bangladesh Bank, 2025). The traditional remittance channels mainly rely on physical channels of branches and manual processing and thus slow speed, less responsive to customers. But traditional channels are still worth using for customers who are not as digitally savvy, which means that both channels can co-exist in an institution's services (KPMG, 2024).

The rise of mobile financial services, open banking application programming interfaces (APIs) and digital identity verification has helped to drive the evolution of e-commerce integration within the banking sector. The rise of mobile-first financial services like bKash and Nagad allows banks to access the underbanked population, enhancing the customer experience and broadening financial services in markets like Bangladesh (Bangladesh Bank, 2025). Similarly, the UK open banking infrastructure connects various financial interactions, ensuring a seamless customer experience within banking apps, third-party payment platforms and traditional banking channels (ONS, 2025). However, over-dependence on digital platforms has raised issues around cybersecurity, financial literacy of less tech-savvy customers and regulatory requirements, such as under anti-money laundering and data protection laws.

Personalised services ensure that the diaspora population is engaged and loyal to their banking services, which is an important aspect of digital remittance personalisation with respect to modern cross-border banking. However, it relies on compliance with regulations and consumer confidence in the sending and receiving markets (KPMG, 2024). These advancements indicate that mobile-first Remittance solutions, open banking capabilities and regulatory-compliant digital approaches can fuel institutional performance and customer trust in the UK's highly regulated financial landscape and Bangladesh's mobile-first financial environment.

[bookmark: _Toc238117808]2.3.2 Theoretical Foundations: Uppsala Model and Resource-Based View
The study is based on two theoretical frameworks which offer complementary points of view on international strategic management in banking contexts.

The Uppsala Internationalisation Model was initially put forward by Johanson and Vahlne (1977) and radically revised in the 2009 version, which states that companies enter foreign markets gradually, gaining experiential knowledge over time and lowering uncertainties by means of relationships within networks. It's still pertinent in the context of banking internationalisation but needs tweaks: digital infrastructure shortens the traditional timeframe for internationalisation; by using platforms for remittance payments integrated with e-commerce, financial institutions can be present in multiple markets at once—without necessarily having to build branches incrementally. So, the next question is: is there a case for the incremental logic of the Uppsala model when the decision to expand into other countries is often made by state-owned banks, and is influenced by the needs of their expatriate customers and the policies of their governments, rather than commercial market-entry considerations? The Uppsala Model is also facing challenges in recent developments. In this regard, Bhatti et al. (2022) state that the process of internationalisation is accelerated by Industry 4.0 technologies, allowing firms to access foreign markets in a single step, instead of progressing in stages through physical steps. Similarly, Monaghan, Tippmann and Coviello (2020) propose that digital companies are increasingly internationalising via online networks, platform ecosystems and online relationships, instead of the traditional market-entry phases. Otherwise, Hervé, Schmitt and Baldegger (2020) argue that digital technologies significantly lower internationalisation barriers through enhanced communication, market access and customer interaction across international borders. The developments show that the Uppsala Model is still valid, but digital banking needs to be interpreted more flexibly when it comes to ‘gradual international expansion.

The Resource Based View is still relevant and applicable in banking, according to empirical evidence recently gathered. The dynamic capabilities mediate the relationship between digital transformation and banking performance, as found by Abdulrahman, Gustomo and Prasetio (2024) that the investment in technology alone is not enough without the support of the development of organisational capabilities. As a result, banks need to constantly repurpose resources to meet regulatory and technological developments effectively.

Table 2.1: Comparison of Theoretical Frameworks
	Aspect
	Uppsala Model
	Resource-Based View / Dynamic Capabilities

	Focus
	International expansion through learning
	Competitive advantage through strategic resources

	Key Idea
	Firms expand gradually as knowledge increases
	Valuable resources and capabilities create sustainable advantage

	Relevance
	Explains Sonali Bank's expansion into the UK
	Explains how technology, brand reputation and human resources support digital transformation

	Limitation
	Less suitable for rapid digital expansion
	Pays limited attention to external institutional constraints



[bookmark: _Toc238117809]2.3.3 Digital Marketing and Localisation Strategies of Sonali Bank
Marketing and customer engagement strategies are likely to differ across the two markets because of differences in regulatory requirements, consumer preferences and institutional contexts. Rather than relying on a standard global marketing strategy, cross-border banking institutions increasingly adapt their online marketing activities to local cultural, linguistic and platform preferences (Chaffey and Ellis-Chadwick, 2022).

In the UK context, Sonali Bank's marketing communications should comply with the FCA financial promotions requirements and relevant data-protection principles. The marketing of financial services to the British Bangladeshi community therefore requires a balance between cultural localisation – including community identity, language preference and relationship-based trust – and regulatory requirements relating to financial promotions, transparency and data protection.

There appears to be a gap in the banking internationalisation literature concerning the extent to which localisation requirements should be balanced against the regulatory compliance demands associated with cross-border financial marketing. Existing literature on digital marketing localisation has tended to focus more broadly on retail and consumer goods industries, while comparatively limited attention has been given to how state-owned banks address these competing requirements (Chaffey and Ellis-Chadwick, 2022).

[bookmark: _Toc238117810]2.3.4 Financial Strategy, Currency Risk and Remittance Architecture
Remittance and international banking offer a specific set of structural issues in terms of foreign exchange risk management, functioning of digital payment gateways, and meeting regulatory capital requirements. The exchange rate of Bangladesh Taka has remained volatile against Sterling from time to time, and, therefore, there are structural hedging needs for institutions dealing with the remittance movement of Bangladesh Taka (Bangladesh Bank, 2025).

Furthermore, the different fintech offerings of the markets require building financial strategies around platform-specific interchangeability, instead of payment logic. The UK's open banking ecosystem is very different from the bKash-dominated one in Bangladesh, which has a high concentration of low-value domestic payments (KPMG, 2024). In the case of Sonali Bank, it will require having two technological systems, SWIFT-based and CHAPS-compatible, for the operations in the UK, and bKash-integrated mobile remittance corridors for remittance to Bangladesh.

State owned banks have extra financial strategy constraints than are usually represented in the literature of the private sector. Government instructions and budgetary processes in the public sector constrict the strategic range of options available to Sonali Bank in the face of new digital competition from the private sector, in the form of agile banks and fintech remittance services (Boxall and Purcell, 2022). This institutional constraint is an important distinction from financial strategy literature of privately owned, commercially oriented banking institutions that allows for much greater freedom in capital deployment decisions.

Moreover, remittance pricing strategy is one of the most critical financial issues for the public sector bank, Sonali Bank, as it is mandated to provide services to the diaspora at an affordable price and yet be commercially viable. Remittance costs are an ongoing challenge in the UK 2013; Bangladesh corridor, as they still pose a problem for both customer retention and financial inclusion goals, which a state-owned institution must balance with commercial banks' purely profit-driven pricing models, according to World Bank (2025).

The customer trust in digital financial services is well substantiated by empirical studies done in Bangladesh. The empirical study in Bangladesh reflects the importance of customer trust in digital financial services. Afroze and Rista (2022) showed that perceived usefulness, trust and familiarity of the platform are the most significant factors influencing customer retention in mobile financial services. Similarly, Kopalle, Kumar and Subramaniam (2020) contend that if traditional organisations can leverage digital customer orientation, they have the potential to thrive in digital ecosystems through fostering long-term customer relationships. The results support the need to implement culturally responsive digital marketing strategies for both the domestic and diaspora customers of Sonali Bank.

In recent years, there has been mounting evidence that digital payment platforms have a direct impact on international commerce and cross-border financial integration. According to Li et al. (2024), digital payment systems can significantly lower transaction costs and enhance international commercial activities by offering quicker and more secure financial transactions. Likewise, Rehman and Lee (2022) noted that digital banks are subject to innovation using regulatory sandboxes, which offer an opportunity for experimenting with new financial technology in a regulated environment. The results suggest that Sonali Bank should further invest in a digital payment system and keep compliance with both jurisdictions in mind.

[bookmark: _Toc238117811]2.3.5 Human Capital and Strategic HRM in State-Owned Banking
Human capital is now a critical strategic lever in terms of the scalability of e-commerce banking, especially for institutions like Sonali Bank, which face a task of recruiting, developing, and retaining digital skills in two structurally distinct labour markets.

The new immigration policy following Brexit and the increasing salary benchmark in the UK for specialists with digital skills will make it more challenging for state-owned banks to attract specialist digital talent to their ranks compared to more well-funded private sector banks and fintech companies (CIPD, 2025). Hence, in an environment with high regulatory specialisation needs in the UK and a growing, fierce rivalry from challenger banks, Sonali Bank's London branch needs to be able to attract and retain digital banking and compliance talent.

The institutional challenges associated with state-ownership therefore introduce an additional layer of complexity in the literature on human capital strategy in international banking that has been largely overlooked: rigid pay scales, employment conditions akin to civil service, and government monitoring of the recruitment processes hamper talent acquisition in the state-owned banking sector.

More recent research concisely highlights the impact of organisational culture and talent management on digital transformation success. Meiliani (2023) states that digital organisational culture has a significant impact on the success of digital banking initiatives, whereas Nesindande (2024) asserts that one of the keys to sustaining technological change is through the redesign of the workplace and ongoing digital skills development. In addition, Nesindande, Saurombe and Joseph (2025) suggest that banks need to develop specific digital skills shortage solutions and introduce new digital talent management frameworks to make the organisation more adaptable. 

[bookmark: _Toc238117812]2.3.6 State Ownership and Institutional Constraints
An important but largely ignored source of insights into Sonali Bank's strategic constraints is the literature on state-owned enterprises (SOEs). Generally, State ownership brings in governance arrangements focused on public policy goals (e.g. financial inclusion, diaspora service provision, national remittance facilitation) which may not be directly linked to commercial performance measures (Boxall and Purcell, 2022).

This creates a unique strategic challenge for Sonali Bank: how to remain competitive in the banking market side by side with private banks and fintech remittance providers while also meeting its public sector mandate to provide convenient and affordable banking services to the unbanked and under-banked segments of the domestic and diaspora customer base. The existing internationalisation literature was based primarily on privately owned, profit-maximising firms, so it was inadequate to explain the strategic decision-making process in public sector institutions like Sonali Bank (Johanson and Vahlne, 2009; Barney, 1991).

In addition, government regulation on capital deployment, recruitment and strategic investment decisions could hinder Sonali Bank's ability to react to the fast-moving fintech competition even if bank management identifies commercially desirable digital transformation opportunities. This is an important boundary condition of using existing theories of internationalisation and resource-based theories in the institutional context analysed in this dissertation.

[bookmark: _Toc238117813]2.3.7 Empirical Studies
Several empirical studies have been conducted on e-commerce internationalisation, cross-border financial strategy, and human capital management in the various industries and countries, but few studies have specifically worked with state owned banks or the case of Sonali Bank. Based on empirical evidence from internationalisation of firms in various sectors, Johanson and Vahlne (2009) revisited the original Uppsala Model and found that the experiential learning and network relationships are still crucial to successful market entry, but their work has been largely theoretical in nature and has not focused specifically on state-owned financial institutions.

Under the banner of South Asian digital financial services, the Bangladesh Bank (2025) has covered extensively the explosive growth of the mobile financial services and its contribution in increasing financial inclusion, stating that mFS platforms like bKash have changed the mindset of consumers about the speed and accessibility of financial transactions. The research was mainly descriptive in nature and was oriented towards regulation rather than a comparative strategic analysis of the adaptation that has taken place in the marketing and financial strategy of individual banks, including state-owned banks, in response.

Boxall and Purcell (2022) studied strategic human resource management in various organisational settings and included examples from the public sector, and they concluded that matching talent strategy with internationalisation goals is a key determinant of the rate and sustainability of internationalisation. Their analysis, however, was not focused specifically on the banking sector or the specificities of state ownership in a bank corridor from a developing to a developed country. The CIPD (2025) report on UK workforce skills also looked at trends in digital skills but failed to compare talent strategies for dual-market state-owned financial institutions.

Other empirical research confirms that digital transformation is an important contributor to banking competitiveness. All Diener and Špaček (2021), Kitsios et al. (2021), and Abdurrahman et al. (2024) agree that the success of digital banking relies on the integration of technological capability and organisational strategy and leadership support. The studies, however, have been limited to private banking institutions and do not consider the institutional limits of state-owned banks in the context of working in a multi-regulatory environment. This is another reason for the need for the present study.





Table 2.2: Summary of Key Empirical Studies
	Author
	Country
	Main Finding
	Research Gap

	Johanson & Vahlne (2009)
	International
	Internationalisation occurs gradually
	Limited focus on digital banking

	Kitsios et al. (2021)
	Banking
	Digital strategy improves e-services
	No state-owned bank comparison

	Diener & Špaček (2021)
	Europe
	Organisational barriers affect digital transformation
	No Bangladesh context

	Akhter & Khalily (2020)
	Bangladesh
	Mobile financial services increase financial inclusion
	Domestic focus only

	Gardner & Leong (2021)
	UK
	Open banking promotes innovation
	No comparison with Bangladesh



[bookmark: _Toc238117814]
2.4 Gaps in Literature
The literature shows that the implementation of e-commerce is positively related to customer engagement, financial inclusion and institutional competitiveness in cross-border banking. An examination of the prior research, however, indicates several gaps that require further investigation that make the current research relevant.

The first gap relates to the narrow focus of the bilateral UK-Bangladesh financial corridor, which does not include Sonali Bank and any state-owned banks. Previous research has focused on either e-commerce internationalisation (Johanson and Vahlne, 2009) or digital banking adoption in an industry or multinational private institutions, but not on the e-commerce integration strategy implemented by a specific state-owned bank in the unique regulatory and institutional setting of both the UK and Bangladesh (KPMG, 2024). Hence, there is not enough evidence about the effectiveness of the specific marketing, financial and human capital strategy of the Sonali Bank under such dual market situation.

The second gap is with regards to the small empirical work that has investigated marketing, financial and human capital strategy in an integrated way in one international financial institution. Previous research tends to explore either financial inclusion, payment systems, or labour recruitment, but not the interactions of the three strategic areas on e-commerce integration outcomes for a state-owned bank (Boxall and Purcell, 2022). This means that the understanding of banking internationalisation as a multidimensional strategic challenge is limited.

Third, the literature has not focused much on the relationship between state ownership and constraints and influencing factors on e-commerce integration strategy in international banking. The literature broadly acknowledges that there are governance differences between state-owned and private enterprises, but empirical evidence on the nature of these differences in terms of marketing flexibility, speed of capital allocation and human capital strategies in each dual-market banking institution is still limited (Boxall and Purcell, 2022).

A fourth gap relates to the structural mismatch between the open banking environment and the payment system in Bangladesh and its strategic implications for one institution and two payment systems. While the overall significance of platform-specific payment architecture is appreciated from existing literature, details about the everyday experience of a particular institution, like Sonali Bank, in dealing with the incompatibility is limited (KPMG, 2024).

Moreover, there is limited empirical evidence of the relationship between the UK and Bangladesh. Most of the literature on the topic of mobile financial services has been done at the level of the national markets of Bangladesh in isolation, or the UK's open banking system in isolation, and not at the level of the market facing the challenge of how institutions must perform and operate in a coherent manner across both (Bangladesh Bank, 2026; ONS, 2026). So, the transferability of previous single-market results for a bilateral, dual-regulatory institutional setting is open to question.

According to the identified gaps, the present study aims to fill the gaps by conducting a systematic review of the literature and a documentary case analysis on Sonali Bank's e-commerce integration strategy in the UK and Bangladesh market. It incorporates well known theories of internationalisation and recent ideas about banking and remittance services and takes account of considerations of state ownership, financial services infrastructure in mobile and changing regulatory environment in both countries. The study will do so both theoretically and practically to the emerging literature in international banking and strategic management.

[bookmark: _Toc238117815]2.5 Theoretical Framework
The study is supported by two theories of internationalisation that have been established internationally, namely the Uppsala Internationalisation Model (UIM), developed by Johanson and Vahlne (1977; 2009) and the Resource Based View (RBV), developed by Barney (1991) and Teece, Pisano and Shuen (1997). These alternative approaches offer a full picture of the development of ecommerce integration strategies in a banking organisation that spans structurally diverse markets. They act as the theoretical framework for an analysis of the effectiveness of these marketing, financial and human capital strategies in the context of Sonali Bank in the UK and in Bangladesh.

The Uppsala Internationalisation Model
They suggest that companies go international gradually, incrementally developing knowledge of the market by 'learning from doing' and minimising the psychic distance via network relationships rather than entering the market with complete and fast knowledge of it (Johanson and Vahlne, 1977; 2009). Experiential knowledge is the first concept, which is the tacit and market-specific knowledge that institutions have acquired from the direct operation of the market without depending exclusively on formal market research. Decades of being a domestic bank in Bangladesh and having a branch presence in London, Sonali Bank has a rich developing experiential base in both markets.

The second, psychic distance, refers to the extent of uncertainty that internationalising companies may experience due to the perceived differences in such areas as language, culture, regulatory systems and business practices between markets. The structural distinction between the open banking, FCA-regulated space and the Bangladesh MFS, Bangladesh Bank-regulated space is one of the key elements of psychic distance that Sonali Bank will need to continually navigate.

The third, network relationships, highlights the importance of looking at internationalisation as a process that takes place in the form of relationships with customers, partners, and institutional relationships as well. The Britain-Bangladeshi community is an important network resource that will impact Sonali Bank's UK market position because of its decades-long remittance service provisioning activities.

A major asset of the Uppsala Model is its understanding of internationalisation as a learning process, a process that is not a one-off, but ongoing. But critics have pointed out that the model has been constructed largely based on the experiences of private manufacturing and trading companies and may not fully reflect the compression of internationalisation timelines or state ownership and its impact on experiential learning (Johanson and Vahlne, 2009). Notwithstanding this restriction, the Uppsala Model is very relevant to Sonali Bank, as the bank's internationalisation process is not a recent trend, but a long one which has been built up through relationships.

The Resource Based View (RBV)
The Resource Based View describes the ability of firms to gain sustained competitive advantage by holding resources that are valuable, rare, inimitable and non-substitutable (Barney, 1991). Assets which allow an institution to take advantage of an opportunity or remove a threat from its environment are called valuable resources, the first dimension. While newer fintech players could try and imitate the trusted brand, Sonali Bank's strong presence in the domestic branch network and its trusted diaspora trust is an asset that is not easily replicable.

Dynamic capabilities add to the RBV by highlighting the ability of an organisation to integrate, build and reconfigure internal and external competences to adapt to dynamic environments (Teece, Pisano and Shuen, 1997). Sonali Bank's dynamic capabilities are embodied in its ability, or inability, to re-align the marketing, financial and human resources of the bank to accommodate new dynamics in the fintech landscape and shifting regulatory challenges in the UK and Bangladesh.

Integrated Conceptual Framework
The reviewed literature and theoretical models form the basis for an integrated conceptual framework of this study, which suggests a combination of two internationalisation logics from the Uppsala Model and RBV to explain the outcomes of e-commerce integration at Sonali Bank. State ownership is set as a moderating institutional condition, which influences the pace of experiential learning of the Uppsala Model and limits the speed and flexibility of the resource reconfiguration of the RBV.

The conceptual framework suggests the three strategic domains of marketing localization, financial risk management and payment architecture, and human capital strategy are the three interdependent strategic domains wherein the integration of e-commerce in Sonali Bank plays in UK and Bangladesh. The distinct regulatory environments, the state-owned nature of the banks, and consumer preferences between the two markets will influence the nature of these three domains, while the degree of state ownership will temper the flexibility of the institution to adjust quickly to technological and competitive shifts in either market.

This framework directly reflects and frames the research questions and objectives by outlining the relationships that will be explored during the research. It also outlines the framework used in the Systematic Literature Review and documentary case analysis of Sonali Bank (Chapter Three) for analysing the secondary evidence to code, compare and synthesize in the context of marketing, financial and human capital strategy.

[bookmark: _Toc238117816]2.6 Summary of the Chapter
The chapter critically examined the literature available on e-commerce integration in international banking and remittance, especially for the state-owned financial institutions. The chapter started by describing the literature search process for identifying relevant academic publications and industry reports. It then reviewed the relevant research on the topic of e-commerce internationalisation, digital marketing localisation, cross-border financial strategy, human capital management, and the specific challenges faced by SOBs. Theories and research results were critically compared, and the similarities and differences of researchers were discussed.
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Chapter Three: Research Methodology
[bookmark: _Toc234332936][bookmark: _Toc238117818]3.1 Introduction
This chapter describes and rationalises the research methodology used to explore Sonali Bank's integration strategy in the e-commerce system in the United Kingdom and Bangladesh. It outlines the research philosophy, research approach, and research design that will guide the study, followed by the explanation of the data collection method, the method of selecting the secondary data sources and the analysis method for the secondary data collected. The chapter also explores the issues of reliability, validity, and ethics for a documentary, secondary-data-based comparative case study, and ends with an awareness of the limitations of the methodology used. The methodological approach outlined in this chapter is based on the research questions, aim and objectives stated in Chapter One as well as the integrated Uppsala Internationalisation Model and Resource Based View outlined in Chapter Two.

[bookmark: _Toc234332937][bookmark: _Toc238117819]3.2 Research Philosophy
Research philosophy is a collection of beliefs and assumptions about the way in which knowledge can be developed and is used in the design and implementation of a study (Saunders, Lewis and Thornhill, 2019). For Crotty (1998), there are four interrelated components to every research design, that is, epistemology, theoretical perspective, methodology and methods, and that therefore, the researcher's philosophical position needs to be made explicit and not implicit, as it influences what is considered legitimate knowledge and how it is interpreted. Bryman (2016) also categorises philosophies regarding two questions: What is the nature of social reality? (ontology) and What is considered acceptable knowledge of social reality? (epistemology).

The ontological viewpoint of this study is in line with the constructionist (relativist) view, which asserts that social phenomena and their meanings are not a one-off, unchanging, and objective reality waiting to be discovered by social actors, but rather they are created in social interaction and continuously modified by social actors themselves (Bryman, 2016). When applied to this dissertation, this implies that the e-commerce integration strategy of Sonali Bank is not seen as an objective measurable fact, but rather as a phenomenon which is linked to the context in which it takes place. Rather, it is known as a strategic phenomenon, which is built by interaction of regulatory body, institutional history, state ownership, market structures and customers expectation in UK and Bangladesh. This study aims to capture the contextual variation of meaning in markets that are different: the FCA-regulated UK market and the Bangladesh Bank-regulated, MFS-dominated Bangladeshi market.

Epistemologically, the study is located in the interpretivist paradigm, as opposed to the positivist paradigm which assumed that social reality could be examined as if it were a natural phenomenon and that law-like generalisations could be made using the methods of the natural sciences (Saunders, Lewis and Thornhill, 2019). In contrast, Interpretivism suggests that knowledge of organisations and markets that is acceptable is best produced by understanding the meanings, contexts and interpretations that social actors give to events and strategies, and which are thus embedded in institutional documents (Crotty, 1998). Since this dissertation is based on secondary and documentary sources (annual reports, regulatory publications and industry analyses) rather than on data that is numerical and quantifiable, it is appropriate that it is based on an interpretivist epistemological approach which enables each document to be read and analysed as a situated account that is produced in a specific institutional, regulatory and cultural context, rather than as a neutral, decontextualised data point.

[bookmark: _Toc234332938][bookmark: _Toc238117820]For the present study this interpretivist position was considered more appropriate than positivism for the following reasons. First, the research questions are exploratory, and are of the how and why type, instead of testing a predetermined hypothesis using measurable variables. Second, the strategic behaviour of the state-controlled bank operating in two institutionally differentiated markets is rooted in the regulatory history, government ownership and cultural context that cannot be meaningfully abstracted out and quantified without destroying analytically interesting aspects of the phenomenon studied. Third, because the data collection method employed is secondary and documentary, which will be discussed in more detail in Section 3.5, it is appropriate to use qualitative-interpretive analysis rather than statistical hypothesis testing. This philosophical stance is consistent with and epistemologically undergirds the abductive research approach and single case study design outlined in the subsequent parts of this chapter.

3.3 Research Approach
Research approach is the relationship between theory and evidence collected in the investigation; between theory and the evidence collected during the investigation. A deductive approach is testing the theory with evidence, whereas an inductive approach is building theory from evidence (Saunders, Lewis and Thornhill, 2019).

[bookmark: _Toc234332939][bookmark: _Toc238117821]3.4 Research Design
In this study, a single case study design has been used, and Sonali Bank has been selected as a case study with its UK and Bangladesh branches being the two embedded units of comparative analysis (Yin, 2018). The problem of analysis is one of gaining in-depth and context-specific understanding of how one institution deals with two structurally different regulatory and technological environments, not one of providing a broad statistical generalisation across many institutions. It will be seen that the case study methodology is appropriate in this instance.

[bookmark: _Toc234332940][bookmark: _Toc238117822]3.5 Data Collection Method
The research design used in this study is a documentary case study, so that the data sources used are secondary data. Four different types of secondary data were employed.

The first type is Sonali Bank's institutional publications, such as the annual report (Sonali Bank Limited, 2024), which details Sonali Bank's strategic priorities, branch network and digital initiatives.

The second category includes regulatory and central bank publications, such as Bangladesh Bank's reports on digital financial services and remittance inflows (2025; 2026); and publications from the UK Financial Conduct Authority and the Office for National Statistics on the adoption of open banking and e-commerce activity in the UK (2025).
The third type of reports are those from industry and international organisations, such as the Chartered Institute of Personnel and Development (CIPD, 2025) report on UK trends in digital skills, the World Bank Report on global remittance flows and remittance costs (World Bank, 2025) and the KPMG (2024) report on cross-border e-commerce and fintech integration.

The fourth group consists of peer-reviewed academic papers found in the systematic literature search detailed in Chapter Two, internationalisation theory, RBV theory, SHRM theory and digital marketing localisation theory.

These four types of secondary data give a valid and wide evidential base for drawing a comparative marketing, financial and human capital strategy of Sonali Bank in UK and Bangladesh.

[bookmark: _Toc234332941][bookmark: _Toc238117823]3.6 Sampling Strategy and Document Selection Criteria
The sampling strategy and document selection criteria were established to ensure that the selected document were relevant, credible and appropriate for answering the research question.

The selection of sources was not based on a probability sampling method since this study is based on Documentary Secondary Data. In qualitative theory-driven research, the researcher can use purposive sampling to choose sources that are relevant to the research questions, not random. In qualitative, theory-driven research, the researcher can select purposive samples because they are relevant to the research questions, not random (Saunders, Lewis and Thornhill, 2019).

Documents were selected for analysis based on four criteria. First, relevance: the documents were required to be related to the e-commerce integration, digital marketing, financial strategy, remittance, human capital management or state ownership in banking on a direct basis in the case Sonali Bank or the direct UK-Bangladesh corridor. Second, recency: sources that were published between 2015 and 2026, especially those from 2023 to 2026, were given preference for statistical and market data, while seminal theoretical works like Johanson and Vahlne (1977) and Barney (1991) were included, as they were important to the study. Third, credibility: sources had to be from an established academic publisher, peer-reviewed journal, national central bank, government body, or recognised international organisation or consultancy. Fourth language: only publications in the English language were included, as was the language of the dissertation.

When there was no specific evidence available on Sonali Bank, for example for the case of internal human capital practices, the study draws lessons from similar evidence of state-owned banks and public sector banking literature, with explicit reference to the sources and clearly indicating where they have been substituted.

[bookmark: _Toc234332942][bookmark: _Toc238117824]3.7 Data Analysis Method
The secondary data collected for this study were analysed thematically and according to a set of frameworks, which were developed by Braun and Clarke (2006) and inspired by the integrated Uppsala internationalisation model presented in Chapter Two of the thesis. Prior to the analysis, three main themes were identified, which align with the three research objectives: digital marketing and localisation strategy, financial strategy and remittance architecture, and human capital strategy. State ownership was used as a cross cutting analytical theme. An initial deductive coding framework was then developed from the conceptual framework presented in Chapter two. Prior to the analysis, codes of digital marketing localisation, digital transformation capability, remittance infrastructure, payment systems, human capital strategy, institutional constraints, state ownership and regulatory compliance were developed. Where further themes arose out of the documentary evidence additional inductive codes were added. The mix of deductive and inductive coding is typical for an abductive research process as it enables current theoretic ideas to be sharpened by data (Saunders, Lewis and Thornhill, 2019).

[bookmark: _Toc234332943][bookmark: _Toc238117825]

3.8 Reliability, Validity and Trustworthiness
Qualitative, documentary research places emphasis on the traditional positivist notions of reliability and validity, but also redefines them as credibility, dependability, confirmability and transferability (Saunders, Lewis and Thornhill, 2019). This study tackles these concerns in several ways.

[bookmark: _Toc234332944][bookmark: _Toc238117826]3.9 Ethical Considerations
As this study is based entirely on secondary data that are publicly available, this study does not require the direct participation of human subjects and the corresponding risks associated with research utilizing either interviews or surveys. However, a few ethical practises were adhered to during the research process.

[bookmark: _Toc234332945][bookmark: _Toc238117827]3.10 Limitations of the Methodology
This approach is suitable for an MBA dissertation with its limited scope and time but has some disadvantages which are noted.

First, the study is of secondary data nature and therefore, it cannot capture the internal processes of the Sonali Bank which are not published such as the discussions that happened on the internal board of the bank about digital investment, document of internal workforce planning, and so on which may provide a complete picture of the situation beyond the published data. Second, there is limited information publicly available in respect of the UK operation of the Bank, compared to the level of public reporting with the larger private commercial banks, and so some conclusions in this section are drawn from UK banking sector information as well as information specifically related to the UK operation of the Bank. Third, information from consultancies or financial institutions is likely to be of a commercial or institutional nature, and this has been done as much as possible, by cross-checking with information from central banks and academics, although it cannot be completely ruled out. Fourth, no primary interviews were conducted with Sonali Bank management, staff or customers, meaning that the study would not be able to fully capture the lived experience, practice and tacit knowledge of the organisation which may not be reflected in formal, published documents. Finally, the findings of this research are specific to Sonali Bank, the UK-Bangladesh corridor and cannot be generalised without additional comparative study.

[bookmark: _Toc234332946][bookmark: _Toc238117828]3.11 Summary of the Chapter
This chapter outlined and explained the research methodology used in this dissertation. It described the study's Interpretivist Research Philosophy, the Abductive Research approach and the Single Case Study design, where the operations of Sonali Bank in the UK and Bangladesh were considered as embedded Comparative Units. The chapter then explained the secondary data collection technique, purposive sampling technique and document selection technique to identify documents and the thematic framework-based approach that was taken to analyse the documents obtained. The chapter also touched upon the credibility, dependability and confirmability of the research, the ethical issues associated with a documentary, secondary-data-based study and the limitations associated with this methodological approach. The results of the documentary case analysis are presented in the following chapter following the marketing, financial and human capital themes of the integrated conceptual framework.
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Chapter Four: Findings and Analysis
[bookmark: _Toc234504484][bookmark: _Toc238117830]4.1 Introduction
To enrich the analysis and provide further detail on the findings, this chapter now includes specific sub-themes for each strategic domain, alongside data from the World Bank (2025), the Bangladesh Bank (2025; 2026), KPMG (2024), and the CIPD (2025). The marketing area is broadened to include regulatory divergence, platform strategy, and brand trust. In contrast, the financial area receives a dedicated treatment of payment architecture incompatibility, remittance pricing pressures and currency hedging limitations. Finally, the human capital category is split into examining UK talent scarcity, Bangladesh workforce rigidity, and institutional inertia in digital upskilling separately.

[bookmark: _Toc234504485][bookmark: _Toc238117831]4.2 Marketing Strategy and Digital Localisation
[bookmark: _Toc234504486][bookmark: _Toc238117832]4.2.1 Regulatory Divergence as a Primary Marketing Constraint
It can be clearly seen from documentary evidence that Sonali Bank has taken two different approaches in their two markets in terms of marketing logic. The bank's internal communications are still dominated by community banking and relationship trust to consumers, and the extent of nationwide branch awareness and familiarity reflects the low-digital-literacy consumer segment defined in the literature (Bangladesh Bank, 2025) that are described as being mobile-first. Bangladesh's regulatory framework allows for significant scope to tailor such messaging to the local community, with the bank's core business marketing aspects – cultural identity, kinship connections and institutional longevity – being used as fundamental marketing tools without having to invest in formal financial promotions compliance.

The split aligns with the localisation argument proposed by Chaffey and Ellis-Chadwick (2022) that culturally and linguistically appropriate messaging always leads to greater trust and conversion rates for both diasporic and domestic financial services customers. The results indicate, however, that Sonali Bank's localisation is not only limited by the cultural/linguistic distance but also by two regulatory regimes that bring two marketing logics to bear on the same bank. What is not the result is a single localised marketing strategy adapted to each market, but two structurally different marketing postures, which cannot be deduced from each other or easily coordinated by a common marketing governance structure.

[bookmark: _Toc234504487][bookmark: _Toc238117833]4.2.2 Platform Strategy and the Mobile-First Divide
In the UK, the customer base of Sonali Bank, who are either British or of Bengali origin, is a much more digitally savvy group. The emphasis is on marketing real-time transparency in remittance fees and competitiveness in exchange rates, not on communities' trust and familiarity with brands, as second-generation customers in the UK research the options before transferring money across different remittance providers including Wise (formerly TransferWise), Remotely and Money Supermarket (KPMG, 2024). The consumer behaviour in this situation is first to compare, which demands a different value proposition in the UK than in Bangladesh - a digital landscape now regulated by the FCA, where consumer comparisons are encouraged and the marketing emphasis will be on price and speed.

Another finding is that, when compared to private commercial banks and fintech providers in these two markets that are portrayed in the literature as being more agile in digital marketing deployment and communication of product features, Sonali Bank's marketing strategy is comparatively reactive. This aligns with the picture of constrained resources that is presented in the state-ownership literature (Boxall and Purcell, 2022), which is discussed again in Section 4.5.

[bookmark: _Toc234504488][bookmark: _Toc238117834]4.2.3 Brand Trust as an Underutilised Strategic Asset
Within the Resource Based View (Barney, 1991), this trust-based brand capital is a valuable, rare and hard-to-imitate resource – one that fulfils at least three of the four VRIN requirements without needing technological investment or regulatory approval. However, the documentary evidence does not suggest that Sonali Bank has used this brand trust as any kind of systematic tool to attract any of these markets or to retain them, as an additional to just relying on the already established brand in those markets. This underutilisation is part of the general trend of slow reconfiguration of resources that state ownership engenders, as explained in Section 4.5, the process of using existing resource stocks to create new commercial applications needs speed of initiative and investment that state-owned governance structures do not reliably provide.

[bookmark: _Toc234504489][bookmark: _Toc238117835]4.3 Financial Strategy, Currency Risk and Payment Architecture
[bookmark: _Toc234504490][bookmark: _Toc238117836]4.3.1 Dual Payment Architecture and Interoperability Challenges
Our findings also back the notion that Sonali Bank will need to run two non-integrated payment architectures – one based on SWIFT and CHAPS for payments to the UK markets and a mobile corridor of payments to Bangladesh with integration with bKash for such payments (KPMG, 2024). KPMG's (2024) cross-border fintech integration analysis suggests that the universal payment logic is not the decisive element in competitive cross-border financial service delivery as the structural challenge is characterised by platform-specific payment architecture.
The stark difference in the customer expectation from providers like Wise and bKash-Remitly, who complete the remittances within seconds, and the back-end structure of any bank, including Sonali, makes it difficult to replicate this process in the remittance corridors. This infrastructure gap is not a result of bad governance or strategic thinking, because it is a result of the slow nature of governance approvals and capital expenditure limitations that are imposed by state ownership on system integration investment, as discussed below in Section 4.5.

[bookmark: _Toc234504491][bookmark: _Toc238117837]4.3.2 Remittance Pricing Pressures
Remittance pricing is one of the most salient and data-driven pressures on Sonali Bank's corridor businesses. According to the World Bank (2025) global average remittance cost of USD 200 was 6.62 per cent in first quarter 2025 which is well below the United Nations Sustainable Development Goal 10.c target of three per cent and the G20's reference value of five per cent. In the specific corridor of the UK and Bangladesh, the World Bank's corridor-specific data show that bank channel costs (categorizing state-owned bank operators such as the Sonali Bank) typically were over seven per cent of the amount transferred in 2024, and always higher than mobile-first and fintech channel costs for the same corridor.

To put this into perspective, Wise, the UK's top remittance company in the UK–Bangladesh corridor, charged around 0.6–0.9 per cent of the transfer value plus a fixed transaction charge in the same period, using real mid-market rate (KPMG, 2024) as the exchange rate. This is sufficient to create an important price differential of six-seven percentage points between diaspora remittance channels provided by state-owned banks and the top fintech alternatives, a price spread that can be a significant financial burden for lower-income diaspora senders where every pound of remittance matters.

Sonali Bank's pricing flexibility is also limited by its institutional capacity to implement the pricing strategies that diversified private commercial banks can use. Standard Chartered can also use profit from its other businesses such as corporate and investment banking around the world to sustain remittance pricing in the UK–Bangladesh corridor at a loss in the short term because the corridor is considered as a strategically important diaspora banking relationship with remittance deposit potential from UK to Bangladesh and lending potential from Bangladesh to the UK. Government oversight of budgets and public sector pricing frameworks are working against Sonali Bank's ability to offer a competitive pricing for remittances, which is structurally challenging in the absence of equivalent commercial cross-subsidy (KPMG, 2024).

Table 4.1: Remittance Cost Benchmarks, UK–Bangladesh Corridor
	Benchmark / Provider
	Cost (%)
	Notes

	UN SDG 10.c target
	3.0%
	Global policy target

	G20 reference value
	5.0%
	Global policy benchmark

	World Bank global average (Q1 2025)
	6.62%
	Average cost, USD 200 transfer

	Bank channel costs, UK–Bangladesh corridor (incl. Sonali Bank)
	7%+
	2024 corridor-specific data

	Wise (UK–Bangladesh corridor)
	0.6%–0.9%
	Plus fixed fee; mid-market rate


Source: World Bank (2025); KPMG (2024).

[bookmark: _Toc234504492][bookmark: _Toc238117838]4.3.3 Currency Hedging Limitations
The third major financial sub-theme is currency risk, most directly driven by the interactions between macroeconomic factors and the state-ownership related governance constraints. Structural remittance flow along UK-Bangladesh corridor is hedging required for any institution due to the volatility of Bangladesh Taka against sterling. The Taka depreciated in a steady manner during the 2023-2024 period, from about 86 at the end of 2022 to about 110 at mid-2024, by 28 per cent, as evidenced by foreign exchange data from Bangladesh Bank (2025), with import cost inflation, reduced foreign exchange reserves and pressure on the current account due to a decline in export earnings and debt servicing commitments during the post-pandemic period. The implied depreciation of Taka against Sterling during this period was, on its own, quite significant, and resulted in an equivalent exchange rate risk for institutions that offer guaranteed rates to remittance senders based in the UK at the time of booking.

This degree of exchange rate volatility is a standard part of a commercial bank's treasury risk management program and can be managed by hedging the currency risk using a portfolio of forward contracts, vanilla currency options and cross-currency interest rate swaps whose timing and size are closely matched to the currency risk that the bank anticipates having to settle. For instance, standard Chartered has centralised foreign exchange hedging desks from which OTC derivatives markets can be accessed in real time, which helps the bank guarantee its customers on the exchange rate for remittances while keeping its exposure on the balance sheet under control and bounded (KPMG, 2024).

Bangladesh Bank (2025) explicitly points out that the foreign exchange exposure of three top state-owned commercial banks (SOCBs), namely Sonali, Janata and Agrani, is materially lower than the foreign exchange exposure of the top three private commercial banks (PCTs) operating in the same environment, which defines the limited hedging capacity of these SOCBs. For Sonali Bank, the implication is that the exposure to exchange rate losses is always a high one during taka depreciation periods and the bank should either bear the risk within its margin, thus impacting its remittance profit margins, or reflect the volatility in the exchange rate at the booking level, which makes the exchange rate less competitive for the customer. Both outcomes are a further indication of the pricing disadvantage highlighted in Section 4.3.2, and combine to make a structural pricing disadvantage which is clearly not the fault of any one specific management failure but of state ownership.

[bookmark: _Toc234504493][bookmark: _Toc238117839]4.4 Human Capital and Strategic HRM
[bookmark: _Toc234504494][bookmark: _Toc238117840]4.4.1 The UK Digital Talent Gap
Human capital evidence shows that a talent split issue exists and is significantly different between the two markets of Sonali Bank. The UK's immigration policy is set to be significantly tightened following Brexit, which has not only reduced the availability of specialist fintech and digital banking talent from outside the EEA region, but has also raised the bar for the competition for those who are available in the UK. The CIPD (2025) UK Workforce Report shows that median total remuneration for digital banking and financial crime compliance specialists is around 35 to 45 per cent higher than in other parts of the UK economy, driven by the high demand for certain skills in the rapidly expanding fintech sector, the growing regulatory complexity arising from FCA Consumer Duty regulations introduced into 2023 and the squeeze on cross-border talent mobility from post-Brexit immigration rules.

[bookmark: _Toc234504495][bookmark: _Toc238117841]4.4.2 Workforce Rigidity in Bangladesh
Despite being large by any benchmark, institutionally, Sonali Bank has many employees in its national bank network that hinders the pace of digital capability building. The institution's ability to recruit, fast track and, or specially compensate the digital specialists most required to integrate e-commerce is restricted by the civil-service-adjacent pay scales, grade-based promotion systems based mainly on seniority, and employment conditions determined by the government (Boxall and Purcell, 2022). The Bangladesh Bank (2025) report indicates that state-owned commercial banks (SOSBs) in Bangladesh have consistently poor scores on digital workforce capability benchmarks, primarily due to both the lack of adequate remuneration systems for specialist digital workforce positions and the timeliness of the institutions' investment in targeted upskilling programmes.

[bookmark: _Toc234504496][bookmark: _Toc238117842]4.4.3 Digital Upskilling and Institutional Inertia
The third and separate theme of human capital is how quickly HR is getting ready for internal digital transformation compared to its private sector peers. Leading private commercial banks in South Asian emerging markets (SAEM) are on course to grow their spend on dedicated digital training and workforce capability investment budgets by an average of 28 per cent between 2022 and 2024, as the competitive threat of fintech firms and the rapid uptake of mobile banking by consumer segments that were primarily served via a branch network drives growth. These investments included on site digital skills academies, third party certified data analytics and data security courses, existing branch staff training in AI-literacy, and strategic relationships with fintech companies for knowledge transfer and commercial product integration.

[bookmark: _Toc234504497][bookmark: _Toc238117843]4.5 Cross-Cutting Theme: State Ownership as a Moderating Constraint
The pattern confirms that governance structures with a public policy objective (financial inclusion, diaspora services, national remittance facilitation) are not always linked to commercial performance indicators that are used to evaluate private banks (Boxall and Purcell, 2022). The finding predicted in the theoretical framework in Chapter Two, that the Bangladesh Bank has more stringent capital adequacy and foreign exchange exposure guidelines for state-owned banks than private-sector banks, has also been confirmed by the evidence.

Importantly, the results do not indicate that state ownership is always bad. Its public-service mandate is also a source of institutional trust, and the decades-long relationship capital Sonali Bank enjoys with the Bangladeshi community in the UK, which newer, commercially savvy fintech firms have not managed to achieve despite their technology and pricing benefits. The bank's trust asset is analysed in the context of Barney's (1991) VRIN framework in Chapter Five for an increasingly price-competitive remittance corridor in which the bank is most likely to achieve sustainable competitive advantage.





























[bookmark: _Toc234504499][bookmark: _Toc238117844]
Chapter Five: Discussion
[bookmark: _Toc234504500][bookmark: _Toc238117845]5.1 Introduction
In this chapter, the findings from Chapter Four will be discussed with regard to the two theoretical viewpoints used in the study: the Uppsala Internationalisation Model (UIM) (Johanson and Vahlne, 1977; 2009) and the Resource-Based View (RBV) (Barney, 1991; Teece, Pisano and Shuen, 1997). The findings are also brought together in a comprehensive integrated discussion which forms the analytical nucleus of the dissertation. In Section 5.4, the integrated discussion focuses on the mechanism of structural moderation of both frameworks and includes a direct empirical comparison with Standard Chartered Bank and bKash to make the theoretical argument more concrete. The chapter focuses back on the central research question and on the two sub-questions posed in Chapter One.

[bookmark: _Toc234504501][bookmark: _Toc238117846]5.2 Discussion in Relation to the Uppsala Internationalisation Model
The main claim of the Uppsala Model (Johanson and Vahlne, 1977; 2009) that firms internationalise in a gradual manner by learning through experience and networks is only partially confirmed by the current findings. The 20+ years that Sonali Bank has been operating in Bangladesh and the UK provide it with very rich experience base and the trust in its relationship with the British Bangladeshi community is exactly what is predicted in the model's network-relationships construct: the bank has developed its market-specific knowledge and institutional relationships over time rather than by a quick opportunistic move.

The Uppsala Model is therefore important to qualify for the case of state-owned banks; psychic distance is less about the absence of experiential knowledge (as in Sonali Bank, which knows both markets quite well) than about the fact that it is backed by enduring institutional and regulatory differences that cannot be overcome by experience. The bank cannot learn its way out of the financial promotions’ regime of the FCA and of the Bangladesh bank's hedging restrictions. The distinction between psychic and cognitive distance is not fully addressed in the Uppsala Model, which focuses on experiential learning as the key to a reduction in market uncertainty for state-owned institutions that are governed under externally imposed rules.

[bookmark: _Toc234504502][bookmark: _Toc238117847]5.3 Discussion in Relation to the Resource-Based View
The findings, however, differ most clearly from a private-sector application of the RBV framework in the so-called dynamic capabilities extension of the RBV (Teece, Pisano and Shuen, 1997). Dynamic capabilities is the ability of companies to monitor, respond to, and exploit new opportunities and threats in the competitive environment and to reconfigure resources in a way that can sustain competitive relevance in a changing environment. But in each of the three strategic domains studied in Chapter Four – marketing localisation, financial strategy, and human capital – Sonali Bank's ability to perform this sensing-seizing-reconfiguring cycle is clearly and tangibly limited. The bank can see the competitive threat that each brings: Wise's pricing, by bKash's platform agility, and by the private banks' digital marketing innovation, but it cannot react to these threats at the commercially competitive speed because each of these institutional mechanisms that reconfigure resources has governance timescales that differ from those of the private sector.

This is consistent with the criticism to be expected in Chapter Two: that the RBV, and its dynamic extension, emerged from a context of privately owned firms with commercial interests, enjoying strategic autonomy to move resources in response to market signals that can be speeded up and moved with some discretion, while the state-owned firms operating under the structures of government accountability and accountability to the market do not have that strategic autonomy. The implication for Sonali Bank is that the bank has resources that have VRIN characteristics but has dynamic capabilities that are driven as much by governance as by strategy.
[bookmark: _Toc234504503][bookmark: _Toc238117848]
5.4 Integrated Discussion: Bringing Uppsala and the RBV Together — The Central Role of State Ownership
[bookmark: _Toc234504504][bookmark: _Toc238117849]5.4.1 Two Frameworks, One Structural Moderator
This reinforcing relationship, however, fails to hold true at a certain and identifiable juncture on Sonali Bank. The bank has gained a lot of experience and developed its network in both the UK and Bangladesh, as predicted by Uppsala. It also possesses one or more resource with VRIN characteristic (hence this is in line with the RBV framework), namely diaspora brand trust. Neither theory, in its traditional private-sector form, predicts that the ability of a state-owned bank to turn experiential knowledge into competitive action and to reconfigure VRIN resources into commercially agile responses can be structurally blocked by the institutional governance arrangements that define its operating environment. In both frameworks, applied to the case of Sonali Bank, a missing variable is state ownership: not as a contextual detail, but as a first-order structural moderator that helps to control the rate at which both theoretical mechanisms operate.

This dissertation's contribution is not that the Uppsala Model or the Resource-Based View is inapplicable to the case of state-owned banks, but it is an addition of a state-ownership moderation layer to both models when applied to state-owned banks. The direction of the Uppsala and RBV mechanisms do not change with state ownership of Sonali Bank; it continues to build experiential knowledge and continue to have valuable resources. The speed reduction effect refers not to the fact that these mechanisms are not translated into strategic action by the state at all, but to the fact that they do translate into action, albeit at a slower pace. Speed reduction is systematic, working in all three strategic domains at once.

[bookmark: _Toc234504505][bookmark: _Toc238117850]5.4.2 The Three Mechanisms by Which State Ownership Slows Reconfiguration
The results from Chapter Four show three different but interrelated mechanisms by which state ownership has a negative effect on experiential-knowledge-to-action translation (Uppsala) and resource reconfiguration (RBV). A grasp of these mechanisms is essential to a comprehension of why, state ownership is a structural moderator and not a correctable management shortcoming.

The second is regulatory differentiation. Rather, Bangladesh Bank imposes a different, and in some ways more stringent, prudential regulatory regime on state-owned commercial banks than on private-sector banks consistent with the fact that a failed SOB has systemic risk consequences for the financial stability of the nation, the fiscal exposure of the government, and the public confidence in the banking system (Bangladesh Bank, 2025). The most clear-cut example of this differentiated regulation is the foreign exchange position limits and hedging instruments that apply to state-owned banks, which prove to be more conservative than those for private banks, as detailed in Section 4.3.3, resulting in less flexibility in how state-owned banks can manage foreign exchange risk. In the RBV paradigm, these regulatory limitations put a cap on the dynamic capability endowment of the bank in the financial domain – even if the bank's treasury management team has the skills and desire to implement more advanced hedging strategies, the regulatory regime still imposes limits on what can be implemented, irrespective of intent.

The third mechanism is that of rigidity in the structure of employment. Civil-service-adjacent working conditions at Sonali Bank also limit the bank's ability to offer the performance-based and market-competitive remuneration packages it needs to recruit and retain specialist digital workers in the UK and Bangladesh labour markets, due to having standardised grade-linked salary bands, ranking-based promotion, government-controlled pension obligations, and recruitment processes subject to public-sector employment rules (Boxall and Purcell, 2022; CIPD, 2025). This implies, according to the Uppsala perspective, that the bank is unable to recruit the human resources that are most essential for acting based on their knowledge of the market. In the RBV model, it involves the bank's human resource capacity not being able to transform quickly enough to respond to the changing demands of digitalizing e-commerce at the rate required by the competitive landscape. In both, the outcome is the same: strategic intent exists but cannot be quickly translated into action in the institutional setting.

[bookmark: _Toc234504506][bookmark: _Toc238117851]5.4.3 Comparison with Standard Chartered Bank: Unconstrained Dynamic Capabilities in the Same Corridor
The remittance corridor between the UK and Bangladesh offers the most compelling empirical support for the above theoretical argument. The above theory is best illustrated with the remittance corridor between the UK and Bangladesh, where the UK has Sonali Bank and Bangladesh has Standard Chartered Bank. The corridor has one of the most commercially developed bilateral banking and remittance services that have been built and sustained through the deployment of dynamic capabilities that are not limited by state ownership - Standard Chartered.

As part of marketing, Standard Chartered has worked on personalised digital marketing campaigns targeting the British Bangladeshi community using culturally relevant social media advertising, which is fully compliant with UK advertising standards and FCA regulations for online advertising and in-app push notifications in its mobile banking application (KPMG, 2024). This capability in marketing has been built through commercially driven brand strategy and marketing digital functions with complete creative and budgetary independence in the bank's decentralised global marketing structure, which Sonali Bank's governance and budget limitations are unable to replicate.

The Standard Chartered comparison shows that the gap in performance between Sonali Bank and its private sector competitors is not just about size, knowledge of the market or the presence of the diaspora; in fact, Sonali Bank is bigger in Bangladesh and has arguably more years of a diaspora history than Standard Chartered in the UK. The performance gap depends on the reconfiguration speed of dynamic capabilities, and the speed difference is structurally determined by the moderating variable of state ownership identified in the theoretical framework of this dissertation.

[bookmark: _Toc234504507][bookmark: _Toc238117852]5.4.4 Comparison with bKash: The Fintech Extreme
In the case of dynamic capability reconfiguration, bKash is the fintech extreme – a financial institution that is not a part of the state-owned banking governance framework, has a lighter-touch regulatory regime, and in structure is not constrained in its ability to sense, seize and reconfigure resources according to the pace of the digital market.

The bKash comparison enhances the theoretical argument further. The competitive threat bKash poses to Sonali Bank in the remittance disbursement market is less one of better market knowledge, and more one of superior brand trust—Sonali Bank has a much more entrenched and culturally established brand in the category of large, irregular, high-stakes remittance transfers. The challenge is speed, convenience and cost for the low-dollar, high volume of remittances that make up most of the volume in the corridor. And Sonali Bank cannot respond to that challenge in the same way they would by using existing resources more efficiently because they are state-owned. The state ownership moderation of dynamic capabilities, as outlined in this dissertation's elaborated theoretical framework, is targeted at the analytical gap highlighted above.

Table 5.1: Comparison of Sonali Bank, Standard Chartered and bKash Across Strategic Domains
	Domain
	Sonali Bank (State-Owned)
	Standard Chartered (Private)
	bKash (Fintech)

	Marketing
	Reactive; dual regulatory postures; brand trust underused
	Centralised, commercially driven digital campaigns; full FCA-compliant personalisation
	Algorithmic targeting; celebrity endorsement; real-time campaign cycles

	Financial / Payment Architecture
	Two disconnected rails (CHAPS/SWIFT + bKash); slow currency hedging via government approval
	Centralised real-time FX hedging; cross-subsidised pricing
	API-linked near-real-time settlement (Alipay, Remitly, WorldRemit)

	Human Capital
	Civil-service-adjacent pay scales; slow upskilling; UK talent attrition risk
	Market-rate City pay, bonuses, equity; structured digital talent pipelines
	Competitive graduate pay; fast-iteration product culture

	Reconfiguration Speed
	Slow — governance approval latency
	Fast — full commercial autonomy
	Fastest — lightest regulatory burden


Source: Compiled from KPMG (2024); CIPD (2025); Bangladesh Bank (2025); Boxall and Purcell (2022), as synthesised in Sections 4.2–4.4 and 5.4 of this dissertation.
[bookmark: _Toc234504508][bookmark: _Toc238117853]
5.4.5 The Positive Asymmetry: What State Ownership Preserves
In the integrated discussion, it mustn't be a simple story of state-owned disadvantage. Comparing the speed of reconfiguration between Standard Chartered and bKash reveals the difference in the time it takes to reconfigure, but it doesn't consider the dimension in which state ownership confers a competitive insulation that private banks and fintechs can hardly penetrate.

The trust of the diaspora in Sonali Bank, recorded in Section 4.2.3, is not just a one-off event, but is continually reproduced and reinforced by the bank's state-owned identity. Since the bank is the government of Bangladesh's own bank, the institution that oversees government payroll, pension payments and operations of the national treasury, the bank enjoys a first-class customer confidence among the first-generation British Bangladeshi migrants who transact large property deals, inherit or remit funds during crisis. This trust is not merely a product of commercial policy, but rather a result of institutional identity, which is based on state ownership itself.

[bookmark: _Toc234504509][bookmark: _Toc238117854]5.5 Answering the Research Questions
Evidence in response to the main research question: How has Sonali Bank integrated e-commerce into its international banking and remittance operations across the UK and Bangladesh and what are the different marketing, financial and human capital strategies supporting this integration, shows that the bank's use of e-commerce is primarily to maintain parallel, market-specific compliance and settlement capability and not a single, unified cross-border digital strategy. In both the UK and Bangladesh, this means: an FCA-aligned, CHAPS-based open banking integration, and a bKash-compatible, Bangladesh Bank-regulated MFS settlement approach. The differing strategies in the two markets are significantly due to the differences in customer demand and, most importantly, due to regulatory differences and state-ownership constraints.

The findings in Sub-Question 1 (How differences in regulatory framework, fintech infrastructure and consumer behaviour influence the marketing and financial strategies of Sonali Bank in the UK and Bangladesh) showcase that these differences are the most important drivers of financial and marketing strategies in both markets. In Bangladesh, the lack of regulation in financial promotions allows for messaging that is not driven by compliance, whereas the UK marketing requirements for financial promotions and ICO data minimisation rules will not allow for such. At the same time, the structural incompatibility of the CHAPS settlement in the UK and the bKash settlement in Bangladesh makes it necessary for the bank to have two financial architectures and the currency hedging restrictions of the Bangladesh Bank aggravate this incompatibility. In parallel, structural incompatibility along the currency settlement between CHAPS settlement in the UK and bKash settlement in Bangladesh makes it necessary to have two financial architectures at the bank, and the Bangladesh Bank's currency hedging restrictions compound this incompatibility by restricting the treasury instruments available to manage the exchange rate risk that exists across the corridor. This is reflected in the World Bank's (2025) remittance pricing data, which shows that it remains at a structural pricing disadvantage compared to fintech competitors, with transfer costs that are above the G20 benchmark.

Regarding Sub-Question 2, 'How do Sonali Bank's human capital strategies hinder or support its capacity to retain and expand its e-commerce integration?', the results suggest that at this moment human capital is a hindrance to the scalability of e-commerce integration rather than a facilitator. Specialist digital & compliance jobs are subject to risk of retention in the UK due to post-Brexit talent scarcity, and the bank's ability to provide competitive offers. If civil-service-adjacent employment conditions and slower upskilling investments in Bangladesh create a capability gap compared to private-sector competitors, how can this be resolved? These human capital challenges collectively imply that, despite strategic investments approved by the governance processes at Sonali Bank, the human capacity needed to execute the investments and keep them going is hard to build and hold up to the competitive pace.



[bookmark: _Toc234504511][bookmark: _Toc238117855]



Chapter Six: Conclusion and Recommendations
[bookmark: _Toc234504512][bookmark: _Toc238117856]6.1 Introduction
In this last chapter, the results of the dissertation are collected. It highlights the findings that will address the aim and objectives of the research stated in Chapter One, evaluates the answers to the research question and sub-questions, summarises the theoretical and practical implications of the research, makes suggestions for Sonali Bank and for the policy makers, and recaps the limitations of the study and suggests future directions for study. The chapter ends with a summary of the entire study.

[bookmark: _Toc234504513][bookmark: _Toc238117857]6.2 Summary of Key Findings
The study aimed to analyse and compare the marketing, financial, human capital strategies Sonali Bank adopted to incorporate e-commerce in its business operations in United Kingdom and Bangladesh. If we look at all three areas, we can see that there is evidence that shows a pattern. Sonali Bank does not have one way of doing things it has two different ways that are very distinct from each other. The main reason, for this is because of how the bank interacts with the rules and regulations of each country and the fact that the bank is owned by the state. Sonali Bank's approach is really shaped by these interactions and its state-owned governance.

[bookmark: _Toc234504514][bookmark: _Toc238117858]6.2.1 Marketing Strategy and Digital Localisation
Regarding the first research objective, the findings presented in Chapter Four show that the difference between the regulatory regimes of compliance and permissiveness implemented by the FCA and the ICO in the UK, compared to that of trust and permissiveness in Bangladesh, has implications for the marketing communication of Sonali Bank. The localization of Sonali Bank goes beyond the cultural and linguistic context of the bank because there are two degrees of regulatory permissiveness surrounding it, namely community-oriented messages in Bangladesh and transparency of fees and risk disclosures in the UK.
[bookmark: _Toc234504515][bookmark: _Toc238117859]


6.2.2 Financial Strategy, Currency Risk and Payment Architecture
Regarding the second study objective, the results reveal that Sonali Bank has two separate payment architectures rather than one single global platform. This includes a SWIFT based, CHAPS-compatible system for operations in the United Kingdom and a bKash-integrated mobile corridor for remittances in Bangladesh. The other currency risk between the Bangladesh Taka and Sterling and the bank's public sector obligation to keep remittances affordable further limits the bank's financial strategy compared to privately owned banks that are less restricted in their capital deployments.

[bookmark: _Toc234504516][bookmark: _Toc238117860]6.2.3 Human Capital and Strategic Human Resource Management
Regarding the third research objective, both findings indicate that pay and recruitment practices in Sonali Bank are rigidly based on civil service-like practices in both markets. Rising salaries for digital specialists have made it more difficult for the bank's London branch to attract compliance and technology staff after Brexit, in the United Kingdom. In Bangladesh, a large domestic workforce, but one that is not necessarily flexible, hinders the bank's ability to hire specialist digital skills at the rate needed to meet its digital transformation goals.

These three domain level findings when taken together support the cross-cutting theme found in Chapter Four. State ownership is not just a limiting element of one part of the bank's activities but the dominant moderating element in both marketing and financial strategy as well as in human capital.

[bookmark: _Toc234504517][bookmark: _Toc238117861]6.3 Achievement of the Research Aim and Objectives
Chapters Four and Five have been analysed and present the documentary analysis which has been done systematically to achieve the research aim: to analyse and compare the marketing, financial and human capital strategies used to integrate e-commerce in developed and emerging digital markets of Sonali Bank in the United Kingdom and Bangladesh. The evidence base gathered in the context of the three research goals outlined in Chapter One has been presented as described above in Section 6.2 and has directly informed the development of the practical recommendations outlined later in this chapter.

[bookmark: _Toc234504518][bookmark: _Toc238117862]6.4 Theoretical Contribution
The authors' use of the Uppsala Internationalisation Model and the Resource-Based View together in a state-owned bank is an addition to the literature, because as Chapter 2 has shown, the two models have not been used together in this type of institution. The main theoretical contribution of the dissertation is that state ownership is found to be a moderating variable for both models. It does not take away from experiential learning, and it does not eliminate valuable and scarce resources, but rather it regularly hampers the ability of the institution to convert resources into quick competitive moves.

The study also makes a significant contribution to the general body of theory on public policy and performance related to the public sector enterprise, by offering a concrete empirical example in the field of international banking and remittance services. This is a further expansion of the state ownership literature that has been largely based on other sectors into the realm of bilateral digital financial services.

[bookmark: _Toc234504519][bookmark: _Toc238117863]6.5 Practical Contribution
The study is not only theoretical but also has practical value for 3 groups of stakeholders. The findings offer a scientific analysis for Sonali Bank's internal management, revealing its current limitations in marketing, financial and human capital strategies, and highlighting the bank's existing strengths and resources, including diaspora trust, as a competitive advantage. The findings offer for both policymakers and regulators in both countries an example of the impact of regulatory divergence on the operating reality of a particular bilateral institution. The study is of value to future researchers by offering them a documented case, as well as a theoretical framework that can be tested against the other state-owned banks that have similar dual-market remittance corridors.

[bookmark: _Toc234504520][bookmark: _Toc238117864]6.6 Recommendations for Sonali Bank
[bookmark: _Toc234504521][bookmark: _Toc238117865]6.6.1 Marketing and Digital Localisation
· Implement a common brand and service standard in both markets, communicated in terms of a shared visual identity and principles of customer communication to customers, to make the bank's dual regulations "two banks made one.
[bookmark: _Toc234504522][bookmark: _Toc238117866]6.6.2 Financial Strategy and Risk Management
· To set up a separate currency-risk and remittance-pricing unit with delegated powers to hedge Taka-Sterling exposure within pre-defined limits and ease the time lag caused by the current centralised and government-driven budgetary approval process.
[bookmark: _Toc234504523][bookmark: _Toc238117867]6.6.3 Human Capital and Talent Management
· Ensure structured secondment and knowledge exchange between the London branch and the Bangladesh head office, enabling transfer of digital and compliance skills gained under the more stringent regulatory framework in the United Kingdom to local operations over time.
[bookmark: _Toc234504524][bookmark: _Toc238117868]6.6.4 Cross-Domain Integration
· Ensure the interoperability of the bank's SWIFT and CHAPS-based United Kingdom infrastructure and the bKash-integrated Bangladesh corridor, thereby making the customer-facing remittance journey feel seamless even though the settlement architecture has to be platform-specific. 
[bookmark: _Toc234504525][bookmark: _Toc238117869]
6.7 Recommendations for Policymakers and Regulators
The above results show the advantages that could be gained from developing more specialized guidelines in the bilateral corridor, either between Bangladesh Bank and the Financial Conduct Authority working in tandem or recognizing each other, and so that banks such as Sonali Bank would not be faced with two separate compliance frameworks, for example, with regards to data protection and financial promotion.
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6.8 Limitations of the Study
This study is based on secondary data and published literature only and therefore has been a strategic cross-section and not a longitudinal account of the process of e-commerce integration in Sonali Bank. Because of the lack of primary data, including interviews with Sonali Bank's marketing and treasury/human resource management, the findings are not intended to explain what is going on inside the bank, but rather to explain patterns that are evident in institutional disclosures and the broader literature.

The available details concerning the Sonali Bank are also self-serving and self-presentation, which may have minimized the problems in their operations, if they have been identified through internal data collection. The study also lacks the views of customers in both markets: conclusions reached on the effectiveness of marketing localisation or remittance pricing are therefore based on institutional and regulatory sources, and not on direct customer feedback. Lastly, as a case study of one institution, the findings represent the Sonali Bank and need to be generalised with appropriate prudence.

[bookmark: _Toc234504527][bookmark: _Toc238117871]6.9 Suggestions for Future Research
Documentary analysis revealed patterns indicating whether the experience of strategic change at Sonali Bank was what they experienced or not would be better tested through interviews with management in the United Kingdom and Bangladesh.

Lastly, future studies that followed Sonali Bank's digital transformation over several years would enable researchers to determine whether, over time, the psychic distance between its operating environment in the United Kingdom and its operating environment in Bangladesh decreases as predicted by the Uppsala model or whether it is a more enduring structural characteristic of state-owned two-market banking.
[bookmark: _Toc234504528][bookmark: _Toc238117872]


6.10 Concluding Remarks
This dissertation aimed to examine the phenomenon of a state-owned bank attempting to understand the impact of e-commerce integration in the two structurally different markets. The findings from the systematic literature review and the documentary analysis suggest that Sonali Bank's marketing, financial and human capital plans are not driven by a single and clear digital vision across borders, but rather by a constant process of balancing two different regulatory, technological and institutional settings within a single state-owned mandate.
The Uppsala Internationalisation Model and the Resource-Based View were used in tandem with inclusion of state ownership as a moderating factor instead of background, which provided both a theoretical refinement and a set of useful practical suggestions that can help Sonali Bank (and similar institutions) on their journey towards digital transformation without compromising the trusted relationship they have built with their clients.



[bookmark: _Toc238117873]










Reference
Bangladesh Bank (2025) Annual Report on Digital Financial Services. Dhaka: Bangladesh Bank.
Barney, J. (1991) ‘Firm resources and sustained competitive advantage’, Journal of Management, 17(1), pp. 99–120.
BERA (2018) Ethical Guidelines for Educational Research. 4th edn. London: British Educational Research Association.
Boxall, P. and Purcell, J. (2022) Strategy and Human Resource Management. 5th edn. London: Bloomsbury Academic.
Bryman, A. (2022) Social Research Methods. 6th edn. Oxford: Oxford University Press.
Chaffey, D. and Ellis-Chadwick, F. (2022) Digital Marketing: Strategy, Implementation and Practice. 8th edn. Harlow: Pearson.
CIPD (2025) UK Workforce Report: Digital Skills and E-Commerce Talent Trends. London: Chartered Institute of Personnel and Development.
Johanson, J. and Vahlne, J.E. (1977) ‘The internationalisation process of the firm: A model of knowledge development and increasing foreign market commitments’, Journal of International Business Studies, 8(1), pp. 23–32.
Johanson, J. and Vahlne, J.E. (2009) ‘The Uppsala internationalisation process model revisited: From liability of foreignness to liability of outsider ship’, Journal of International Business Studies, 40(9), pp. 1411–1431.
KPMG (2024) Cross-Border E-Commerce and Fintech Integration: Strategic Insights for Emerging and Developed Markets. London: KPMG International.
ONS (2025) Internet and E-Commerce Activity in Great Britain. London: Office for National Statistics.
Saunders, M., Lewis, P. and Thornhill, A. (2019) Research Methods for Business Students. 8th edn. Harlow: Pearson.
Snyder, H. (2019) ‘Literature review as a research methodology: An overview and guidelines’, Journal of Business Research, 104, pp. 333–339.
Sonali Bank Limited (2024) Annual Report 2023–2024. Dhaka: Sonali Bank Limited.
Statista (2025) Global Cross-Border E-Commerce Market Size 2020–2026. Available at: https://www.statista.com (Accessed: 27 May 2026).
World Bank (2025) Migration and Development Brief: Remittances Remain Resilient. Washington DC: World Bank Group.
Xiao, Y. and Watson, M. (2019) ‘Guidance on conducting a systematic literature review’, Journal of Planning Education and Research, 39(1), pp. 93–112.
Yin, R.K. (2018) Case Study Research and Applications: Design and Methods. 6th edn. Thousand Oaks, CA: SAGE Publications. 
Braun, V. and Clarke, V. (2006) 'Using thematic analysis in psychology', Qualitative Research in Psychology, 3(2), pp. 77–101.
Abdurrahman, A., Gustomo, A., & Prasetio, E. (2024). Impact of dynamic capabilities on digital transformation and innovation to improve banking performance: A TOE framework study. Journal of Open Innovation: Technology, Market, and Complexity, 10(1), 100215. https://doi.org/10.1016/j.joitmc.2024.100215
Afroze, D., & Rista, F. I. (2022). Mobile financial services (MFS) and digital inclusion – a study on customers' retention and perceptions. Qualitative Research in Financial Markets. https://doi.org/10.1108/QRFM-06-2021-0095
Akhter, N., & Khalily, M. A. B. (2020). An analysis of mobile financial services and financial inclusion in Bangladesh. Indian Journal of Human Development, 14(2), 213–233. https://doi.org/10.1177/0973703020946706
Bhatti, W. A., Vahlne, J. E., Glowik, M., & Larimo, J. A. (2022). The impact of Industry 4.0 on the 2017 version of the Uppsala model. International Business Review, 31(4), 101996. https://doi.org/10.1016/j.ibusrev.2022.101996
Birkinshaw, J. (2022). Move fast and break things: Reassessing IB research in the light of the digital revolution. Global Strategy Journal, 12(4), 720–737. https://doi.org/10.1002/gsj.1427
Diener, F., & Špaček, M. (2021). Digital transformation in banking: A managerial perspective on barriers to change. Sustainability, 13(4), 2032. https://doi.org/10.3390/su13042032
Ekhsan, M. (2026). Strategic human resource capabilities for digital transformation: Linking talent, leadership, competence and readiness to technology adoption. SA Journal of Human Resource Management.
Feliciano-Cestero, M. M., Ameen, N., Kotabe, M., Paul, J., & Signoret, M. (2023). Is digital transformation threatened? A systematic literature review of the factors influencing firms' digital transformation and internationalization. Journal of Business Research, 157, 113546. https://doi.org/10.1016/j.jbusres.2022.113546
Gardner, J., & Leong, E. (2021). Open banking in the UK and Singapore: Open possibilities for enhancing financial inclusion. Journal of Business Law, 2021(5).
Hervé, A., Schmitt, C., & Baldegger, R. (2020). Internationalization and digitalization: Applying digital technologies to the internationalization process of small and medium-sized enterprises. Technology Innovation Management Review, 10(7), 28–40. https://doi.org/10.22215/timreview/1373
Kitsios, F., Giatsidis, I., & Kamariotou, M. (2021). Digital transformation and strategy in the banking sector: Evaluating the acceptance rate of e-services. Journal of Open Innovation: Technology, Market, and Complexity, 7(3), 204. https://doi.org/10.3390/joitmc7030204
Kopalle, P. K., Kumar, V., & Subramaniam, M. (2020). How legacy firms can embrace the digital ecosystem via digital customer orientation. Journal of the Academy of Marketing Science, 48, 114–131. https://doi.org/10.1007/s11747-019-00694-2
Li, Z., Chen, H., Lu, S., & Failler, P. (2024). How does digital payment affect international trade? Research based on the social network analysis method. Electronic Research Archive, 32(3), 1406–1424. https://doi.org/10.3934/era.2024065
Mariotti, S., & Marzano, R. (2021). Institutions, corporate governance, and internationalization of state-owned enterprises in a variety of capitalism framework. In A. Verbeke, R. van Tulder, E. L. Rose, & Y. Wei (Eds.), The multiple dimensions of institutional complexity in international business research. Emerald Publishing.
Meiliani, M. (2023). Digital organisational culture: Capturing local banking in digital transformation. International Journal of Social Science and Business, 7(4), 1022–1029.
Miążek, R. (2021). Corporate governance in state-owned enterprises: A systematic literature review – an international perspective.
Monaghan, S., Tippmann, E., & Coviello, N. (2020). Born digitals: Thoughts on their internationalization and a research agenda. Journal of International Business Studies, 51, 11–22. https://doi.org/10.1057/s41267-019-00290-0
Nesindande, A. R. (2024). Exploring changes in banking workplaces because of digital technology implementation. SA Journal of Human Resource Management, 22.
Nesindande, A. R., Saurombe, M. D., & Joseph, R. M. (2025). Exploring a digital banking talent management framework at a banking institution in South Africa. SA Journal of Human Resource Management, 23.
Washington, P. B., Rehman, S. U., & Lee, E. (2022). Nexus between regulatory sandbox and performance of digital banks—A study on UK digital banks. Journal of Risk and Financial Management, 15(12), 610. https://doi.org/10.3390/jrfm15120610



[bookmark: _Toc234504530][bookmark: _Toc238117874]Appendices
Appendix A: List of Abbreviations
	Abbreviation
	Full Term

	API
	Application Programming Interface

	CHAPS
	Clearing House Automated Payment System

	CIPD
	Chartered Institute of Personnel and Development

	FCA
	Financial Conduct Authority

	GDPR
	General Data Protection Regulation

	ICO
	Information Commissioner's Office

	MFS
	Mobile Financial Services

	ONS
	Office for National Statistics

	PRISMA
	Preferred Reporting Items for Systematic Reviews and Meta-Analyses

	RBV
	Resource-Based View

	SHRM
	Strategic Human Resource Management

	SOE
	State-Owned Enterprise

	SWIFT
	Society for Worldwide Interbank Financial Telecommunication



Appendix B: Systematic Literature Review Search Strategy
This appendix summarises the search strategy described in Chapter Three, Section 3.3, presented here in full for transparency and to allow the search to be replicated.
B.1 Source Databases
· Web of Science
· Scopus
· EBSCO Business Source Complete
· JSTOR
· Google Scholar
B.2 Example Keyword Combinations
· e-commerce AND international banking
· Sonali Bank AND remittance
· state-owned banks AND internationalisation
· digital marketing AND financial services
· human capital AND banking strategy
· mobile financial services AND financial inclusion
B.3 Inclusion Criteria
· Peer-reviewed articles and scholarly books published between 2010 and 2026
· Sources directly related to e-commerce, international banking, remittance strategy, digital marketing, financial risk management or human capital in the context of the United Kingdom and or Bangladesh
· Theoretical or conceptual texts of established influence, including foundational sources predating 2010, where directly relevant to the Uppsala Model or the Resource-Based View
B.4 Exclusion Criteria
· Non-peer-reviewed sources and grey literature without institutional affiliation
· Studies unrelated to the research objectives
· Sources published before 2010, other than foundational theoretical texts
Appendix C: Secondary Institutional Data Sources Consulted
	Source
	Publication
	Relevance to This Study

	Sonali Bank Limited
	Annual Report 2023-2024
	Institutional structure, branch network and disclosed strategic priorities

	Bangladesh Bank
	Annual Report on Digital Financial Services
	Mobile financial services growth, regulatory environment and remittance data

	Office for National Statistics
	Internet and E-Commerce Activity in Great Britain
	United Kingdom digital and open banking adoption trends

	KPMG International
	Cross-Border E-Commerce and Fintech Integration
	Payment architecture and platform interoperability benchmarks

	Chartered Institute of Personnel and Development
	UK Workforce Report: Digital Skills and E-Commerce Talent Trends
	United Kingdom digital talent market conditions

	World Bank Group
	Migration and Development Brief: Remittances Remain Resilient
	Global and South Asian remittance flow data



Appendix D: Mapping of Research Objectives to Dissertation Chapters
	Research Objective
	Addressed Primarily In
	Key Section

	Objective 1: Digital marketing strategy comparison
	Chapters Two, Four and Five
	Sections 2.3.3, 4.2, 5.2 and 6.2.1

	Objective 2: Financial models, capital allocation and risk management comparison
	Chapters Two, Four and Five
	Sections 2.3.4, 4.3, 5.3 and 6.2.2

	Objective 3: Human capital strategy evaluation
	Chapters Two, Four and Five
	Sections 2.3.5, 4.4, 5.3 and 6.2.3

	Theoretical framework application (Uppsala Model and Resource-Based View)
	Chapters Two and Five
	Sections 2.5, 5.2, 5.3 and 5.4

	Research question and sub-questions
	Chapters One and Five
	Sections 1.5 and 5.5
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