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Abstract
E-banking is changing the scenarios of financial services to a new domain. The introduction chapter is based on different statistics related to electronic banking or e-banking in financial organisations. In this chapter, the background of the organisation is described in the study. Similarly, the rationale related to the statistics of e-banking is also described that provides wide range of services with accessibility. This chapter also includes aims and objectives along with significance. Huge number of literatures is being collected to do the literatures review. In the literature review, concept of ecommerce has been described. Along with benefits like easy accessibility, secured services, faster transaction and alerting system help ton provide better customer support. Types of e-banking named NEFT, IMPS, RTGS and ECS are being performed in different e-banking operations. Issues named inconvenience, technical issue, inability to do operation and beginner’s difficulties are affecting the operation of the e-banking into the financial transaction process.
Secondary qualitative research strategy is applied to conduct this study by collecting 13 secondary sources from ScienceDirect, ResearchGate and ProQuest, and also newspaper articles regarding the companies and E-banking data are accumulated, annual reports and websites of the selected companies are also observed to gather information related to E-banking performance. Boolean Search, inclusion, exclusion, and PRISMA are implemented to select reliable, credible sources. Moreover, thematic analysis and axial coding are used to divide the findings within themes, codes, or categories to analyse the accumulated information and form generalised, interconnected results. 
E-banking has a positive impact in the financial growth of a bank. The customers are now happier to make transaction in online mode. The banks are now trying to enhance their security to make hacking free transaction. Moreover electronics banking is a smart approach to enhance the finance of the country. 
In chapter five, an overall discussion has been made in an effective way so that there is a clear concept about the e-banking. After thematic analysis of the study, it has been adopted that there are several advantaged of electronic banking such as flexibility, fast transaction, secure, and many more. Added to this, it has many issues that are required to overcome for a safe and secure online transaction. 
In chapter six, a basic concept of Kolb's reflective model has been defined along with a prominent future scope of this research. In Kolb's reflective model, identify through the Johari window table, the open skills that enhance the research work. Along with that, for evaluating the personal skills and attributes of an individual significantly, Johari window has been illustrated significantly. Moreover, a thorough reflective writing has been developed with the aid of Kolb’s reflective cycle for ensuring the professional skill improvement and identification of skill-based weaknesses simultaneously. 
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[bookmark: _heading=h.z3xpp540ebq0][bookmark: _Toc64282907]Chapter 1: Introduction	
[bookmark: _heading=h.fffw48bg0zo0][bookmark: _Toc64282908]1.1 Introduction
This study is based on the different operations of e-banking that assist in executing necessary operations in the financial institutes. Currently, due to the advancements, the organisations are also starting their services with the help of online platforms. For doing that, e-banking has been used in different organisations that provide better operations in the organisations. Due to the enhancement of online usage, it can be analysed that e-banking assists to provide an efficient, safe and easy transaction process to operate every operation suitably. In this chapter, the concept of e-banking is going to be discussed. Along with that, the rationale of e-banking is going to be analysed. Similarly, this chapter also includes aims, objectives and research questions that help to find out the proper objective of the research. The significance of the research is also going to be described that portrays the fruitful outcome of the research. 
[bookmark: _heading=h.pi2gd8sis125][bookmark: _Toc64282909]1.2   background of the E-banking	
Currently, most of the technologies in every industry are going towards the advanced elements. Therefore, every industry wants to develop its technology to get better operations in the organisation. In the financial industry, a huge amount of hacking effect and fraud-related issues have been noticed that affect the operation of the organisations. Therefore, most of the banking operators are thinking about revolutionising banking services. Currently, as analysed by Khan (2017), a huge number of people are using online platforms for shopping as well as online payments. Therefore, if the financial organisations have a proper e-commerce site that provides better customer support to their potential customers, E-banking is among the topmost and most prioritised technologies that most of the organisations are using to provide better services to their potential customers. 
E-banking is among the easiest and fastest services that help to do different online services. Similarly, as illustrated by Srevanthi (2016), it's also cost-efficient and secure.  In the e-banking, a cloud-based system is installed. That helps to provide better customer support to the organisations. With the application of bank accounts, it is seen that the people or customers can access their online banking and bank accounts that provide better support. The best thing about e-banking is that it provides 24*7 services to their potential customers for having better operations. However, as depicted by Uford (2018), with the huge accessibility and the time operated by the organisations, the customer services and customer operation will be easier to be operated within time. From home or office, any time, people can access their bank accounts and make online payments. The e-banking also provides bank statements.
Similarly, the statement of the bank includes current account, sauvignon account, deposits and overdrafts. It also provides transfers in the organisations. As opined by Jindal (2016), it also helps to manage different debit cards as well as credit cards for people to manage their operations suitably. The cloud system helps to protect their data from other hackers. It secured the data from different random attacks and suitably operated transfer functionalities. 
[bookmark: _heading=h.zd7uhwodfjs5][bookmark: _Toc64282910]1.3   Rationale	
Currently, a huge number of organisations are providing online services with the help of electronic-banking. Electronic banking is also a form of online banking that can be accessed from any kind of electronic devices. The electronic devices assist people in accessing their mobile for using different online payments. In the UK, a huge number of people are interested in accessing different bank accounts with the help of online banking. Similarly, around 23% of UK citizens have opened their account with the help of online banking. The number of people in the UK is around 12 million.
Similarly, In the BRITs, around 12% of banks have transformed their services into fully digitalised platforms that provide better customer support to their organisations (Jindal, 2016). Most of the people in the UK deposited around more than GBP 1000 in their digital bank through e-banking platforms. Due to the advancement of the technologies, it is seen that nearly around ⅔% of people will prefer e-banking rather than offline banking services.
The e-banking features that majorly assist the UK people in doing different operations with the application of e-banking. Around 42% of people are using e-banking due to the huge number of services online. Similarly, around 41% of people are using online payment methods for getting better security in their transaction. As this application is based on the cloud-based system, thus, security is much higher than any other operations. Around 28% of people are using e-banking for getting personal advice related to financial transactions. As this services provides all operations like transfer of money, security and all transfer details along with the statement, people prefer to use e-banking. The other factors like transparency, terms and conditions, range of payment; lending conditions are impacted customers to use this online portal or e-banking by 23%, 22%, 21%, 10% respectively (Finder, 2020).
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[bookmark: _Toc59029546][bookmark: _Toc61886302]Figure 1.2.1: factors that impacted on a citizen of the UK to use e-banking
(Source: Finder, 2020)
Due to the wide range of services provided by the online application, it is even that most of the customers prefer to choose online services. Therefore, the BRITs of the UK are also changing their infrastructure to the digitalised era. In the year of 2007, around 30% of BRITs were using e-banking in the UK. However, due to the enhancement of a wide range of services and 24*7 services, Brits are changing their infrastructure to digitalised domain. That results in 76% of Brits organisation have already developed their offline banking to online banking. The rate of enhancement is around 46% within 13years. 
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[bookmark: _Toc59029547][bookmark: _Toc61886303]Figure 1.2.2: enhancement of development in the banking sectors
(Source: Finder, 2016)
In the UK, among most of the e-banking applications, it is seen that Revolut, N26 and Monzo are the best companies that provide a huge number of online services. Revolut has developed 8.3 million applications for the provision of online services. Similarly, around 4.4 million applications are developed by N26. Monzo has developed around 4.0 million applications that provide online services to UK citizens. However, N26 Company has depicted that they would stop their services in the UK after leaving the EU in 2016. 
However, after using e-banking technologies, customers are still facing some issues that affect the operation of the organisations. Among major issues, savings rate, application operations, improper customer services, linking with websites, money security, delay in money transfer and communication. Among major issues, a 21% savings rate of e-banking related issues has occurred (Finder, 2020). Similarly, 14% of communication issues are being faced by customers. 
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[bookmark: _Toc59029548][bookmark: _Toc61886304]Figure 1.2.3: digital customer complaint
(Source: Finder, 2020)
These are the major issues that are facing people using different e-banking platforms. However, the benefits of e-banking are much higher rather than issues. Therefore, most of the organisations in the UK are using different banking portals or internet banking that helps to execute the operations suitably.
[bookmark: _heading=h.16yeorfdhlw][bookmark: _Toc64282911]1.4 Research aim and objectives
The research aims to analyse the benefits of electronic banking in successful and secure financial transactions by maintaining a customer database to prevent fraudulent activities in the banking sector.
Objectives
To critically evaluate the aspects of electronic banking that can benefit the security maintenance in banks
To critically analyse the usage of the electronic banking system in prohibiting fraudulent activities
To identify the e-banking system used by UK banks
To evaluate the functionalities of the e-banking system currently is used in UK banks 
[bookmark: _heading=h.dt4b1gu6x660][bookmark: _Toc64282912]1.5   Research questions	
Primary research question
How does e-banking help people to do successful financial transactions and prevent fraudulent activities in the database? 
Secondary questions related to e-banking research
What are the ways e-banking helps to do successful and good customer services?
How does e-banking prevent different fraudulent activity in the organisations?
What are the major recommendations that help to mitigate different issues in the organisations?
[bookmark: _heading=h.ipiinepd506d][bookmark: _Toc64282913]1.6   Significance	
This research is based on different banking portals in financial organisations. This research assists in developing different pieces of literature based on the research papers. The primary audience of this research is financial organisation and future researchers. The financial organisations will get information about the benefits and issues that most of the people and banking organisations are facing. Similarly, they can also gather relevant documents that assist in providing a brief description of the functionalities and the way of integrating e-banking in their websites. The future researcher who will be researching this topic can also gather relevant information from this research about benefits and issues in e-banking. They will also gain ideas about procedures of integrating e-banking. 
[bookmark: _heading=h.5oy0njy3ysdz][bookmark: _Toc64282914]1.7   Dissertation structure	
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[bookmark: _Toc59029549][bookmark: _Toc61886305]Figure 1.4: Dissertation structure
(Source: influenced by Sravanthi, 2016)
[bookmark: _heading=h.3fthqquakkjl][bookmark: _Toc64282915]1.8   Summary
This chapter is based on different statistics related to e-commerce banking or e-banking in financial organisations. In this chapter, the background of the organisation is described in the study. Similarly, the rationale related to the statistics of e-banking is also described that provides that e-commerce has a huge number of customers. Research aim and objectives are also described in this research. Along with that, research questions related to e-commerce are illustrated in this research. 


[bookmark: _Toc64282916]Chapter 2: Literature review
[bookmark: _Toc64282917]2.1 Introduction	
Currently, financial organisations are transforming their operations from physical presence to digitalise. Among them, the major profitability has been gained by digitalised financial organisations. Therefore, e-banking assists to develop better customer services in the organisations. In this chapter, benefits along with issues of integrating e-commerce are going to be illustrated. Similarly, the study also includes usage and types of e-banking that perform the better operation in the organisations. 
In this specific chapter, the expansion of e-banking has been discussed in an explained manner. At the very beginning, it has been found that e-banking has spread in the UK and all the banks have adopted this specific and latest kind of banking system in order to maintain a huge customer base. Added to this, a clear idea of the effective technologies such as NEFT, RTGS, and many more used in this particular banking system, which has been elaborated in a detailed manner. Moreover, the issues regarding the e-banking system are highlighted.  
[bookmark: _Toc64282918]2.2 Conceptual framework
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[bookmark: _Toc61886306]Figure 2.2: Conceptual framework
(Source: influenced by Alsayed and Bilgrami, 2017)
[bookmark: _Toc64282919]2.3 Background of e-banking
In advanced countries, most of people in all over the world are using different advanced technologies to perform better daily operations. As per the usage of the internet as well as different electronic equipment, most of the banking or financial organisations have started to digitise their service in the UK. As analysed by Alsayed and Bilgrami (2017), they are creating such an electronic application in the online domain that performs every operation as per customer's requirements. With the application of e-banking, it can be analysed that banking users are getting accessibility to collect their cash by internet or mobile devices. It reduces need of customers to go out for the banking divisions. Currently, with having more customers, e-banking assists to do a better performance with the application of the e-banking websites. As opined by Alsayed and Bilgrami (2017), the financial organisation is now trying to do every operation in a digitalised platform. That also helps to make the organisation for getting more profitability in the competitive market. The diffusion of innovation theory depicts that the digital medium of banking named e-banking helps to get a more comfortable and easier platform that can be accessible by the customer from any location in all over the world. Having different types of e-banking, it can be easily analysed that the banking service is coming so much easier day by day. Similarly, banks are having different convenient platforms that assist to provide advanced technology in organisations. However, as opined by Ali et al. (2017), having different online platforms and portals available in the world, cyber threats can affect the operation of the organisations. The e-banking has different security protocols that impact a positive reflection on different types of cyber protocols that assist to mitigate the issue of cyber threats. Most of organisations are facing different issues in having different transactions. Therefore, most organisations are integrating different technologies that assist to develop better functionalities in the organisations. Cloud-based systems and IoT are primary technologies that assist to execute every operation in the organisation. Similarly, it also assists to mitigate cyber issues as well as better customer support in the organisations. 
Electronic banking or e-banking is one kind of special banking that helps to transact money among companies, customers, and individuals online. There are several advantages of using e-banking as customers are getting more profit and the services are quite reliable. Online consumers can maintain higher balances compared to offline or manual customers. According to the research of Arora and Kaur (2020), it can be said that maintaining online customers is easy as there are several advantages of using e-banking.  From the current scenario of the banking industry, it has been found that customers are more interested in internet banking or e-banking. Nowadays, transferring money is dependent on just one click. Electronic banking was introduced in the early ’80s and it was very popular and customers are keener to e-banking as it is less time-consuming. Contrary to this, the study of Hanafizadeh and Zare Ravasan (2018) stated that internet banking is advantageous to organisations as well as the customers as it offers several benefits like cost savings, the extension of marketing and communication channels, innovative services, and many more. Therefore, it can be said that e-banking is ruling the banking industry by providing profit to the customers.  
[bookmark: _Toc64282920]2.4 Critical analysis of usage of e-banking	for providing better customer services
Online banking is a secured internet banking that provides better functionalities in organisations. Currently, online banking has been enhanced with the help of huge number of services, for the secured and all-time accessible protocols, it is seen that online banking assists to develop a better customer base. Similarly, as suggested by Barker (2020), providing 24*7 services to all customers, they can enhance their brand image among customers all over the UK. With the niche application of online banking, people can use different online services and banking operations with their electronic devices. With the application of e-banking, people can check their balance at any time. Similarly, the application of e-banking assists to pay bills and transfer money to the other accounts. Similarly, the e-banking also portrays loans, savings, mortgages and other account details in the organisations. Similarly, it also analyses the ISAs that assist to get a better response from customers. On the contrary, as analysed by Aluko (2017), e-banking also allows people to get different bank statements along with paperwork without having hard copies. It also cancels or sets up different standing and debit cards that can be performed for any location in the world. However, security issues are the biggest factors that affect the operation of organisations. 
The bank is taking a huge amount of precautions to make sure that online protocols are safe. As illustrated by Hanafizadeh and Ravasan (2018), it also includes encrypted online portals along with different processes of authentication to perform better operations that result in a good amount of revenue for the banking organisations. The best usage of using online banking is that it assists to check the bank statement in every time gap. Similarly, it also secures the transactions that are being done among different users with the e-banking facilities. However, as argued by Yaseen and El Qiren (2018), some precautions need to be taken by the user during the usage of electronic banking. Among major precautions, people need to use their mobile internet or secured wi-fi networks that make transactions more suitable. Similarly, Schumpeter's theory of innovation depicts, it is operating systems need to be secured with the help of antivirus or updating software that is available in electronic devices. Similarly, usage of proper passwords is also essential to perform better operations. Proper password including alphabets, numbers and symbols assist to secure the passkeys of the applications. On the other hand as reflected by Aluko (2017), the cloud system has the responsibility to store every relevant document of the customer. Similarly, customers have free accessibility in doing different operations in the organisation. Proper authentication and augmentation process need to be installed by the tech firms in the e-banking portal to develop secured services to all their respective customers. That enhances the number of customers. Proper enhancement of customers helps to provide better benefits that enhance the revenue as well as the brand image of the organisations. 
According to the study, it can be critically analysed that e-banking is more advantageous than other types of banking (Samar et al. 2017). The benefits of internet banking include that it is more reliable to the customers. Customers can thoroughly have the advantages of using this specific kind of banking. Added to this, it can provide the benefits of fast banking transactions, and the entire process is very easy and efficient. However, this process depends on the infrastructure of the websites of individual banks (Shahabi and Razi, 2019). As per the view of the banking organisations, they are getting more advantages of this kind of banking process. In order to be more specific, it can be said that the banking companies can maintain a huge customer base by e-banking and better value of money can be provided through this service. Added to this, it can be said that the security system can protect the bank accounts effectively and it ensures the secure value to all the valuable wealth that are deposited in the accounts. As argued by Messabia et al. (2019), it has been adopted that with the help of internet access, transactions become faster and simpler day by day and thus, quality of customer service has improved. 
[bookmark: _Toc64282921]2.5 Critical analyses of the types of e-banking that needs maintenance for secured customer database	
Internet banking or e-banking is the advanced technology of banking that provides better services to their respective customers. As illustrated by Hanafizadeh and Ravasan, (2018), e-banking provides notification to customers of the bank or financial organisation by alerting them. Some small banks are integrating different technologies that transfer funds to other customers. Apart from that, as illustrated by Shahabi and Razi (2019) the different e-commerce technologies perform operations for the customers; the types of e-banking operations are being described below in this report. 
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[bookmark: _Toc61886307]Figure 2.5: Types of e-banking
(Source: influenced by Hossain, 2017)
NEFT (national electronic fund transfer)
This e-banking platform is a major used technology and that assists to transfer funds from one user to another user. With the application of this type of e-banking method, people from any location having a bank account can transfer some amount of money to the other person who is staying in another location with the help of electronic fund transfer techniques. As analysed by Hossaain (2017), with this method, the fund from one account has been transferred to another other person's account. It will not be necessary for the NEFT that the other person needs to have an account in similar banks. The NEFT assists to transfer money from one to another account or individuals. However, if those people did not have any bank account, they can also transfer money to another account to sign the application for NEFT services. On the other hand as suggested by Huda and Chowdhury (2017) it provides branches with different protocols and instructions that assist to transfer money using NEFT. National Electronic Fund Transfer (NEFT) is a compact system that helps to process payments nationally and all the transactions can be done among several national banks. NEFT is the most popular type of online banking and it requires most of the production as it is being used majorly. From the study of Khan (2017), it has been highlighted that this kind of online banking process takes time of two hours for crediting an amount to the account or debiting from the account. 


RTGS (Real-time gross settlement)
RTGS is the fundraising and transfer system that transfers a good amount of money from one bank to another bank. As illustrated by Huda and Chowdhury (2017), with the integration of Gross basis and real-time basis applications, the RTGS performs the better operation in the organisational culture. Real-time functionality means that the organisation will transfer the money with no time gap in between transaction processes. After processing the transaction, it can be analysed that the process of transacting will take less amount of time. That means after processing the transaction, the money has been transferred within 5-10 minutes of time gap. On the contrary, as stated by Rastogi and Damle (2020), this method of e-banking has been used to transfer funds from one to another account. Similarly, Gross settlement assists to settle the transaction a one to one without creating any issue in the transaction process. RTGS is based on the gross settlement and this continuous process offers instantaneous transfer of money. Added to this, it allows an instantaneous process of payments based on the orders. After settling the payment, the process is done and this process is controlled by the central banks with maximum security to customer database. The settlement is processed when the sending bank has transferred the money to the receiving banks and multiple transactions cannot be done in a bunch or group.
ECS (Electronic clearing system)
ECS is the primary technology that also assists to do the better operation by integrating clearing system in the organisation. The electronic clearing system helps to do different operations with the application of the secured IoT based technology. As opined by Rastogi and Damle (2020), it helps customers to pay different bills and recharge different factors that perform better operation in their daily work details. With the application of the ECS system, the customer can pay different bills like televisions, electricity, loan and other bills. The ECS system also helps to check every detail and the loan amount of the credit cards that assist to do better operations and provide 24*7 services in the organisations. Moreover, ECS is a special type of fund transfer that takes the help of clearinghouse services (Akinyede and Esese, 2017). With the help of this kind of online banking, repetitive transfers of the bulk amount can be done in an effective way. The periodic transactions are divided into several payment options such as interest, salary, dividend, pension, and many more. 
IMPS (Immediate payment services)
With the application of mobile devices or tabs, IMPS operation can be done in the organisations. Proper mobile application assists to transfer electronic funds from one platform to another platform. As analysed by Shareef et al. (2020), currently, there are a huge number of organisations that are taking care of the IMPS functionalities. Through the mobile application, it can be analysed that proper funding and transfer of money assist the customer to access their bank accounts and financial operations related to the bank details. 
With the usage of the above application, different e-banking operations are being done in the organisations. However, some other functionality also helps to perform better operations. The other functionalities are described below. 
Account management
E-banking is allowing customers to log in into their websites and online portals that portray every single details of customers’ account. Similarly, as opined by Thirupatthiet al. (2019), it also assists to define passwords and log-in that provides different accounts information. With the help of e-banking, it is seen that the current balance, history and different accounting activity has been seen in the e-banking portals. It also assists to initiate different accounts along with transfers and also helps customers to check bank statements of their account. In e-banking, different accounts can be managed in the applications. That also assists to manage accounts to perform better financial operations. On the contrary, as mentioned by Shareef et al. (2020), the customers can do the financial transactions in terms of making secure the respective website along with operating the banks with maintaining security measures. In addition to this, online banking transactions acknowledge various kinds of features such as bank statements, fund transfer, loan application and much more. 
Debit card
Debit cards are being used as a line banking transaction way that performs a better operation on the organisations. As opined by Jindal (2016), Debit cards are being used as the same credentials of credit cards. The benefits of using a debit card are that it helps customers withdraw money at any time. Similarly, in mobile banking debits, cards are essential to send money from one banking to another bank account. Similarly as illustrated by Sravanthi (2016), the transactions through online mood requires proper authorisation that needs appropriate match in order to match the card with the respective card holder. EFT transactions needs the secret PIN of the card holder for sending important documents through online that is in the form of well encrypted along with related to the pattern of validation that depends on the card holder so far. The other important information can be included in stating the details regarding address or CVV number of the card holder that is ultimately printed on the back side of the debit card. Along with that, the validity of the card is printed on the front side of the card with accessing its twelve digit number that is considered the actual debit card number of the valued bank customers. The bank employees are also bound not to disclose he privacy details f the customers besides customers must follow those guidelines for maintain confidentiality and preventing them from being cheated.  
E-statements
E-statements are the prior thing that assists to develop better functionalities in the organisations. As per the credit union, it can be analysed that e-statement is being protected by safeguards that are being obtained. As illustrated by Sravanthi (2016), many banks and different types of online banking are having different statements that are being archived with the application of different operations. With the help of secured and cloud systems, it is seen that online banking is the most preferred banking application due to their security reasons. In the e-banking functionality, availability, performance, application of monitoring security and monitoring security are primary objectives of using online banking or e-banking. On the contrary as reflected by Khan (2017), online banking customers use the banking services as those are provided to the customers to be well-equipped with in terms of helping them to access internet in an efficient way. Moreover, customers become able to perform financial services in terms of securing the particular bank account and all the other details relating to their banking details as well as appropriate online services. All the privileges are provide to the customers allow them to monitor all the functions regarding keeping the respective accounts safe under the online banking segment. 
[bookmark: _Toc64282922]2.6 Critical evaluations of the benefits of e-banking for successful and secure financial transaction
There are different benefits that the organisation and customers gained with the application of e-commerce. 

[bookmark: _Toc61886308]Figure 2.6: benefits of e-banking
(Source: influenced by Khan, 2017)
Rewards and benefits
The online banks are offering different rewards and benefits to their customers. As illustrated by Khan (2017), different rewards and banking rewards, not only benefits banks, it also benefits the customer. Online banks are offering higher interest rates along with banking transfer services that the customer is enhancing. They also reduced the cost and budget while serving financial functionalities to their customers. Therefore, online banking services are much better than visiting physical banks. The customer can avoid the delay in doing different operations in the financial organisation. The rewards and benefits can be addressed in terms of stating the importance and significance of E-banking. Similarly as suggested by Lusaya and Kalumba (2018) it helps in checking balances along with assisting in reviewing records related to the details of the online money transactions. Additionally, it also enables the customers to be associated with easy to set up payment on the each month basis. Likewise, E-banking also transfers funds between the several valid accounts. Moreover, it pays the bills on each month automatically through auto payment. Besides, E-banking can be used to print the statements for keeping the respective personal records of the customers in order to make them enable for accessing the account on the basis of 24*7. 
Alerting system and notification
Notification and alert systems are the primary functionalities of online banking. If the customer logs into other devices, the notification has been shown in the customer's own devices. As opined by Lusaya and Kalumba (2018), if a customer is using a physical bank, they majorly get an alert or get a call from customer services executives, They did not get notification about the details of change that are made in the other devices. Contrary to this, as stated by Yogasri and Sudha (2019), if banks are starting new plans and new schemes in their policy, the customer will get notified with the e-banking applications. The respective banks are responsible for making the customers aware regarding newly launched services and amenities through sending text messages and calling them about those in order to attract them to use those services with full willingness. 
Faster transaction
The major benefits of using e-banking are that the customer will get a faster transaction process rather than being waited in a queue. As analysed by Yogasri and Sudha (2019), with the help of a single click, the customer can send money to other accounts. In a time gap of a few seconds, the fund has been transferred from one bank to another bank account. Similarly, at an important time, the customer can pay different bills and recharge with the help of e-banking. On the other hand, as stated by Bacinelloet al. (2017) with the application of the bank's portal or application, these types of services are gained by customers. However, if people are doing the same operation with offline banking services, the customer has to wait for a half-day to get this service done.  Nowadays, the banks are related to the services of the faster transaction that make the banks and its entire customers to acquire all the privileges provided to the valued customers. 

Proper security integration
At the time of internment banking, the banking portals include different security protocols that provide the best security to the customer's data. Currently, as opined by Bacineelo et al. (2017), a huge number of cyber-attacks are being seen in financial firms. Hence, with the application of e-banking, the customer can monitor all their operations at a low amount of time. By checking details of the account, the customer can notice different suspicious activities and threats that can hamper the account of customers. With the help of encrypted software, the banking portals are being protected. Most of the financial organisations are using Cloud-based systems that assist to perform better operations. As analysed by Khan et al. (2017), it also stored every detail of the customer in the database. Similarly, at the time of transactions, it protected the service from different cyber threats affecting the operation of the organisation as well as the personal data of customers. Similarly, it also provides notification if any malicious threat has been seen in the database of customers. 
High speed, efficiency and accessibility
The accessibility of the e-banking is higher than other payment options. With the application of e-banking, customers can simply input their credentials of log-in to access the financial domain. Customers can handle other operations with organisations. Similarly, as illustrated by Bacinelloet al. (2017), with e-banking, customers can handle different accounts at a single time. At the time of using the e-banking, the customer needs to check the high-speed internment along with different financial operations. With the application of single devices, different operations like fund transferring e-statement, checking bank details and others are being done by the organisations. 
For the loan and having details of the financial background, the customer needs to wait for a long time to get their proper operations. However, as opined by Fasihi (2016), with the help of e-banking the customer can get instant services with the help of internet banking. It will take around 1/10th time of going to the bank to do these services in the banks. The operations are being done efficiently. Similarly, 24*7 services help the customer to access their bank details at any time and any location. That enhances the revenue of the organisation by getting customer trusts. 
Process limitations
The e-banking will have lesser limitations rather than using physician banks. As analysed by Lusaya and Kalumba (2018), the traditional banks are having limitations like working hours, Tiffin hours, holidays and other physical distance of the bank from the customers. However, if the customer is using online banking, they don't need to go to the local banks. Similarly, they can also access their bank account for financial transactions and recharge related to personal emergencies. Another way, the customers also get 24*7 services that provide better support at the essential time. 
Effective customer services
The mobile application and the websites of several banks allowing online banking or e-banking are providing the advantages of quick and reliable customer services (Chmielarz and Zborowski). As per the analysis, it has been found that every banking website has a particular section as “Frequently Asked Question” (FAQ) containing basic doubts and corresponding answers. It helps the customers to solve their respective queries. Added to this, the online customer support system helps to resolve customer problems through phone calls or online chat systems.     
In addition to this, the advantages of the e-banking system include that this specific process is very flexible and it provides customer benefits such as no penalties on a particular number of transactions, customers can maintain zero balance accounts, and many more.   
The security system on the e-banking process is highly active and the customers can monitor each and individual account activities. In addition to this, a track record is saved by which the customers are having the idea of every transaction. The accounts are secured with the help of encryption (End-to-End) encryption in order to ensure the protection of accounts. Thus, it can be said that this process is completely safe and secured in order to maintain the privacy of the customers’ account details. 

[bookmark: _Toc64282923]2.7 Critical analyses of issues faced by the organisation in integrating e-banking
The e-banking is the primary and advanced technology that has been integrated into most of the banking institutions. As analysed by Gorgani (2016), with benefits of e-banking, the organisation has integrated this technology to develop better outcomes. However, some issues are also faced by organisations that are being described below. 
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[bookmark: _Toc61886309]Figure 2.7: Issues faced by organisations
(Source: influenced by Gorgani, 2016)
Beginner’s difficulties
The customers are facing different benefits in using e-commerce. However, some old customers are facing different issues. Having less knowledge of technology, customers are afraid of losing their money. Some customers are also afraid of getting different security issues in organisations. This specific issue is a crucial difficulty due to the access problem faced by old customers. Technology inefficiency causes this particular problem to the consumers and they cannot handle the operation of the bank mobile application or the websites in an effective way. According to the discussion of Nustini and Fadhillah (2020), it has been understood that the customers are afraid of losing money so they prefer offline transactions more compared to online transactions. Added to this, it can be said that e-banking is not for every customer as illiterate and elderly persons are facing problems in order to handle such hard operations. Ineffective customer services are causing several issues related to customer dissatisfaction.    
Responsibility and trust
Currently, a huge number of organisations are facing different issues related to cyber threats. As opined by Hussain et al. (2017), some websites are fake that inject viruses into the organisation’s server. Similarly, phishing is the primary malware attack that affects the operation of the organisations. Therefore, before using sites and banking protocols. The customer needs to contract with the customer executive by gaining information about sites and their information. Therefore, it is also the responsibility of financial organisations.
Inconvenience
The e-banking portals have been created in the last couple of years. However, some inconveniences have been seen among the users in using these websites. However, as per the operation, it is seen that if the customer locked their profile. As illustrated by Siddiket al. (2016), it is tough for the customer to receive their profile from that locked issue. In the real banks, it is seen that the customer can create a good relationship with the customer representative. Sometimes, the representative helps that customer to do their work in a shorter amount of time. However, in e-banking, there was no relationship with e-banking assistants. That affects the operation of the organisations. 
Inability related to the hardest transaction
With the application of e-banking, customers are doing different transactions that perform the transfer of funds. However, server issue also affects the transaction process. As illustrated by Hussain et al. (2017), in the e-banking transaction, a huge amount of money is included that affects the operation. Sometimes, for the higher amount transactions, it is seen that the customer needs to have permission from the financial institutions. For providing a huge amount of funds, the physical document needed to be done. Similarly, for getting a higher loan, they need to contract with the branch manager to get an acceptance letter from the manager. 
Security issues
In the e-banking application, security issues are affecting the operation of financial services. In the higher occupied banking services, the technical team implemented a higher secure cloud-based system that protects the transaction process. However, as opined by Bhagtani (2019), in a smaller financial organisation, the security and the application need to be developed as per the software issues. The small organisations need to integrate a proper antivirus and authentication process that performs as a better security technology in the organisations. There is always a chance of security issues as nowadays the risks of cyber crime have been raised. Added to this, there is another issue associated with online banking that is face security issues. It has been observed that many reputed banks are victims of cybercrimes so the customers are aware of the online fraud and they do not prefer online banking. In order to ignore any kind of problem regarding e-banking, the customers are likely to operate an offline system and they are not getting used to the virtual assistant.   
Technological issue
The e-banking is an advanced technology that performs the better operation in organisations. Having different difficulties in organisations, the technical employee needs to be hired for better operation of the e-banking services. Sometimes, in the organisations, there are different issues like the crash of server, power cut and others affect the organisation. Therefore, a huge number of customers are affected by the operation of organisations. As illustrated by Avinash and Meghashyma (2018), the employee or customer services need to be always focused on the employment of the organisations. Sometimes, virtual assistants are seen in the e-banking websites. Therefore, the customer can get relevant help from the virtual assistant present in the e-banking. Sometimes, some answers cannot be gotten from the virtual assistant. Therefore, personal banker will be more beneficial for assisting the customer. The e-banking system has another disadvantage regarding technical faults. From the study of Chedrawi et al. (2019), it has been found that the infrastructure of the banking websites is not so effective. It can be additionally observed that the servers of these websites are down resulting in extreme customer dissatisfaction. The inefficient technical employees are said to be responsible for this lack of application of modern technologies. For example, sometimes, it has been found that the money has been deducted for an incomplete transaction and the amount is not refunded. Thus, it can be said that technical flaws are causing a huge problem to customers as well as banking organisations (Kesharwani, 2020).  Added to this, complicated websites are resulting in difficulty to handle such websites or online portals. It is difficult to operate such kinds of websites containing tough and confusing infrastructure so the customers are not interested in online transactions through the websites.
[bookmark: _Toc64282924]2.8 Literature gap	
Currently, most of the customer and banking services are getting transformed into the digitalised formation. Therefore, benefits and issues of this e-banking can be utilised with the help of different literature bases. However, some issues affect the operation of the e-banking. The process of e-banking related to the organisation and customer operation are not being gathered related to the operation. Similarly, time for performing every operation is not being illustrated in the literature. The literature did not include the impact of cloud-based systems for protecting financial transactions among customer and financial organisations. In order to be more specific, it has been analysed that there are several issues of e-banking. It is necessary to mention that several journals and e-books have helped to critically analyse the current scenario of e-banking. However, it has been found that online banking is not efficient and it completely depends on the company. Moreover, the literature is not providing a complete idea of the study, and the references are not provided in an effective way. The information related to e-banking is not sufficiently provided and the technological aspects of this particular banking system are required to be more illustrated to provide a concrete idea of e-banking. 
[bookmark: _Toc64282925]2.9 Conclusion	
From the above discussion, it can be concluded that e-banking is expanded in an effective way and every bank is having the facility of online banking. Added to this, it has observed that there are several advantages and customers who can operate the websites effectively, are highly satisfied by this service. This chapter has provided an effective sense of online banking including the functions of this system. From this study, it can be additionally found that e-banking is helping banks to maintain a huge customer base and fulfill their demands. In addition to this, the flaws are highlighted in an efficient manner.  Therefore, the literature review chapter is effectively helping to build a concrete concept about e-banking.The research is based on different usage of e-banking to perform financial operations. Currently, a huge number of organisations are using this technology to provide better customer support to the organisations. Types of e-banking named NEFT, IMPS, RTGS and ECS are being performed in different e-banking operations. Customers are also getting different benefits named proper security, reward, benefits, alerting system and high-speed functionalities that perform better operations in the organisations. Issues named inconvenience, technical issue, inability to do operation and beginner’s difficulties are affecting the operation of the e-banking into the financial transaction process. 
[bookmark: _Toc64282926]Chapter 3: Methodology	
[bookmark: _Toc64282927]3.1 Introduction
The chapter describes the research methodology that is conducted to extract results to achieve the research aim of evaluating the benefits of electronic banking in successful and secure financial transactions by maintaining the customer database. This chapter contains the research outline, philosophy, approach, and design. After that, data collection, analysis, and sampling are done. Ethical considerations and the timeline of the research are also depicted in this chapter.
[bookmark: _Toc64282928]3.2 Research Strategy and Outline	
Secondary qualitative research is applied in this investigation. Positivism is applied as research, philosophy, and deductive approach as a research approach and descriptive as the research design (Saunders et al. 2019). To collect secondary qualitative data Inclusion, Exclusion criteria, Boolean Search, and PRISMA are incorporated in this investigation to select reliable, valid, and accurate secondary data. After that, thematic analysis, along with axial coding are implemented to analyse the gathered information and articulate the results (Kothari, 2004).



	Methodology parameters
	Characteristics

	Research philosophy
	Positivism

	Research Design 
	Descriptive

	Research Approach 
	Deductive 

	Data collection method 
	Secondary qualitative 

	Data Analysis tools
	Thematic Analysis along with Axial coding 

	Databases
	ProQuest, ResearchGate, ScienceDirect, Newspaper articles, Websites

	Tools for data collection 
	Inclusion, Exclusion criteria, Boolean Search and PRISMA


[bookmark: _Toc61886336]Table 3.1: Research outline
(Source: Kothari, 2004)
[bookmark: _Toc64282929]3.3 Philosophy	
Positivism is used in this study, to extract factual knowledge-based, mathematical, trustworthy results. As proposed by Kothari (2017), the application of positivism in this investigation helped the researchers to study the true phenomenon of the e-banking implications on the customers. It guided the researchers not to believe in people’s perception about e-banking, but to gather evidence-based information on how electronic banking helps in secure and fast financial transactions. Positivism did not only analyse the benefits of e-banking but also observed negative implications and risks during transactions of money (Mackey &Gass 2015). It also highlighted the application rate of this e-banking and calculated its contribution to people’s benefits, and rendered statistical results, defining in case it is actually safe or not. However, as countered by Kumar (2019), no only e-banking implication related investigation, it also boosted the investigation of electronic banking approach to prohibit fraudulent activities, it identified overall implementation rate of the UK banks, functionalities of e-banking in the UK, maintenance efficiency customer database by the UK banks and other information to mathematically measure in case of e-banking really facilitate sage and successful financial transactions or not by maintaining customer databases (Flick, 2015).
[bookmark: _Toc64282930]3.4 Approach	
The deductive approach is integrated into this study to form an internally linked, generalised study results that will mention in case the e-banking is really helpful or not. From complex investigation to generalised interconnected contents, deductive approach gets explained through hypotheses (Flick, 2015). However, the study variables of this case include e-banking, customer database management, safe financial transactions, and others. Relation among these variables is formed as well as it helped researchers to articulated reliable, risk-free, valid research findings (Kothari, 2004). 
[bookmark: _Toc64282931]3.5 Design	
Descriptive design is incorporated in this study, to articulate the entire phenomenon by mentioning the impact of each variable on the research. Similarly, as suggested by Saunders et al. (2019), in this study, the deductive approach guided the researchers to articulate the entire phenomenon of e-banking and its positive and negative implications on banks and customers, why such a negative phenomenon occurs, and how the variables are affected by other factors to create such positive, negative influence are properly discussed with the help descriptive design approach (Kothari, 2017). The mitigation of the primary research question such as how e-banking accelerates the successful transactions and resists fraudulent database activities are fulfilled by this strategy. However, this approach also mentioned the types of banking fraudulent activities in UK banks, and also suggested the recommendations to prevent such fraud issues as well as other threats of e-banking (Thornhill et al. 2009). 
[bookmark: _Toc64282932]3.6 Data collection	
Secondary qualitative research is followed in this study. 13 secondary sources are financially selected from the volume of primarily selected 52 sources. Exclusion and inclusion criteria, Boolean Search, and PRISMA are applied to gather authentic, reliable sources regarding the e-banking information of the UK (Mayer, 2015). Peer-reviewed journal articles review papers are selected from ProQuest, ResearchGate, and ScienceDirect. Additionally, top banks of the UK are selected such as HSBC Holdings, Lloyds, and Barclays Plc. These three banks’ case studies are also selected to conduct a case study based study. The case studies are extracted from the newspaper articles, as well as the websites and annual reports of these organisations are closely observed regarding e-banking performances, and necessary information is accumulated. Hence, secondary data are collected (Mackey and Gass, 2015). 
[bookmark: _Toc64282933]3.7 Data analysis	
Inclusion and Exclusion criteria- The inclusion and exclusion criteria are primarily adjusted to select 52 resources. The inclusion criteria and exclusion criteria are listed below.


	INCLUSION
	EXCLUSION

	Up-to-date secondary sources (2016-2020)
Regarding emergency treatment, planning, and management
UK-based
English
Proper evidence-based methodology attached
Structured, systemised
Proper visual representation



	Old secondary sources
Not English
Other country based
Absence of authentic, evidence-based results


[bookmark: _Toc61886337]Table 3.2: Inclusion & Exclusion criteria
(Source: Mackey and Gass, 2015)
Boolean Search technique-After that, the Boolean search is applied. There are three moderators such as AND, OR, NOT in the Boolean search method, with which the keywords of respective studies get combined (Graue, 2015). The keywords of this study include e-banking benefits and risks, safe financial transactions, customer database management, UK banks, fraudulent activities, functionalities of e-banking, and others. Some of the examples of the Boolean search application is listed below.  
	Keywords
	operator
	Keywords
	operator
	Keywords

	E-banking
	AND
	its benefits
	AND
	risks

	E-banking
	AND
	Successful and safe financial transaction 
	AND
	Customer database management

	Fraudulent activities
	AND
	E-banking 
	AND
	UK Banks

	Functionalities of E-banking 
	AND 
	Benefits
	NOT
	Fraudulent activities


[bookmark: _Toc61886338]Table 3.3: Boolean search
(Source: Saunders et al. 2019)
PRISMA- PRISA is the final data collection tools that helped the researchers to find out credible, authentic, evidence-based, properly structured, methodology based, the result presented, systemic, real-time information concentrated secondary resources (Kothari, 2017). Finally, 13 sources are selected via this application of this tool. The entire PRISMA integration technique is described below. 
[image: ]
[bookmark: _Toc61886310]Figure 3.1: PRISMA
(Source: Kothari, 2017)
After collecting secondary data, thematic analysis along with axial coding are integrated into the collected information regarding E-banking to analyse the data. The thematic analysis helped to divide the gathered information into 4themes which are interconnected and generalised (Nowell et al. 2017). On the other hand, axial coding bound the collected data together and divided those, as per codes, categories, or subcategories to reveal mutual linkages among the data, to structure the entire positive and negative implication of E-banking (Fletcher, 2017).   
[bookmark: _Toc64282934]3.8 Sampling	
Purposive sampling is used n this investigation to sample the collected secondary data. Purposive sampling proved to be useful as it helped the investigators to study the impact of E-banking and its internal fraudulent activities’ impact on the entire population of the UK and also on its banking systems (Kumar, 2019). However, errors are mitigated by the researchers by repetitive reviewing. This sampling also helped to move forward one step in defining in case the E-banking transactions are either safe or not.  
[bookmark: _Toc64282935]3.9Resources applied	
Hence, the resources applied in this study include the 13 secondary sources, as well as to conduct case study based study, websites, newspapers regarding the chosen companies and their E-banking performance information is gathered (Barnham, 2015). On the contrary, the other resources that are required for this study to happen include capital-related to accommodation, the permission of accessing the websites or newspaper articles, permission to conduct the case study based investigation, system maintenance, data securing, travelling, and others (Saunders et al. 2019).   
	Resources 
	Number 

	Secondary resources 
	13 secondary resources, additionally newspaper articles, websites, annual reports of the selected companies  

	Capital resources 
	Cost 

	Accommodation 
	200 GBP

	Travelling 
	50 GBP

	System maintenance 
	100 GBP

	Permission for accessing and conducting case study research 
	200 GBP


[bookmark: _Toc61886339]Table 3.4: Resources applied 
(Source: Saunders et al. 2019)
[bookmark: _Toc64282936]3.10 Ethical consideration	
Copyright Act (1998) is applied in this study to maintain the authenticity of the study findings, the originality, scope, and significance of the study (Goldman, 2020). Conversely, Data Protection Act (1998) is also integrated into this research to manage the confidentiality and anonymity of the collected data. Moreover, professors’ permissions are needed to conduct this study by following pure secondary research and not including any primary research to avoid COVID 19 issues. 
[bookmark: _Toc64282937]3.11 Timeline
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[bookmark: _Toc61886311]Figure 3.2: Timeline
[bookmark: _Toc64282938]3.12 Summary	
Hence, it can be seen that secondary qualitative research strategy is applied to conduct this study by collecting 13 secondary sources from ScienceDirect, ResearchGate and Proquest, and also newspaper articles regarding the companies and E-banking data are accumulated, annual reports and websites of the selected companies are also observed to gather information related to E-banking performance. Boolean Search, inclusion, exclusion, and PRISMA are implemented to select reliable, credible sources. Moreover, thematic analysis and axial coding are used to divide the findings within themes, codes, or categories to analyse the accumulated information and form generalised, interconnected results. 

[bookmark: _Toc64282939]Chapter 4: Data findings and analysis
[bookmark: _Toc64282940]4.1 Introduction
The e-banking industry of the UK is essential for their customers to give better financial transactions and its online services. The current business situations are looking for online banking services that are operated by electronic banking related to the financial industry. Many skilful and experienced employees and workers can manage these services in an appropriate manner that can enhance organisational performance and operations. The current section is going to briefly explain e-banking in successful and secure financial transactions by maintaining the customer database by developing different themes. 
[bookmark: _Toc64282941]4.2 Findings
Annotated Bibliography

	Author name
	Article name
	Description 

	Salamah, 2017 
	Impact of Electronic Banking Services on Bank Transactions
	The study has described the influence of electronic banking in the success of bank transactions. The difference between traditional banking method and online transaction method is essential to understand the necessity of online banking to make the society upgraded. Moreover, how the electronic banking service has affected the bank transaction is the main discussion point of this study. 

	Khan, 2017
	E-Banking: Benefits and Issues
	The succeeding factor and the failure factor of e-banking have been analysed in this study. The study claims that citizens of the UK have been benefited with online transactions. Online banking facilities are a boon to society in this digital era. Along with that, the security issue and theft issue of online banking has been elaborated in this study. Hacking issue made the online transaction a trauma to my body. 

	Aamir et al. 2020
	PROPOSING A FRAMEWORK FOR E-BANKING ADOPTION IN AN EMERGING ECONOMY: AN APPLICATION OF TECHNOLOGY ACCEPTANCE MODEL AND CONSUMER PSYCHOLOGY.
	As per the article, banking employees were not accustomed to digital medium prior to digital transformation. The study claims that every employee of a bank form needs to be trained by a digital transaction specialist to adopt the digital transaction procedure. Along with that, the change in customer’s behaviour due to the digital transformation of financial firms like banks has been elaborated in this study.  

	Firdous and Farooqi, 2017
	IMPACT OF INTERNET BANKING SERVICE QUALITY ON CUSTOMER SATISFACTION
	Advanced technology has been used to make the digital transformation of banks. Internet banking service has helped in gaining high customer satisfaction. Customers do not face any kind of issue while making their online transaction. On the other hand, in the previous day customers were not satisfied with the traditional service of the bank. In the digital age, all the queries of the customers get easily solved through online banking. 

	Susanto, 2017
	ANALYSIS OF INTERNET BANKING APPLICATIONS AND MOBILE BANKING ON THE LEVEL OF BANKING SERVICE QUALITY
	Banking service quality has been improved after the application of internet baking. In previous days, all the queries would get entertained by the bank employees, but nowadays, the internet banking app is enough to answer all the queries of the customers. 

	Salihu et al. 2019
	The Effect of Security and Ease of Use on reducing the problems/deficiencies of Electronic Banking Services
	As per the article, security needs to be enhanced to ensure the customers regarding the online transaction. It has been seen that many people get afraid to make online transactions due to the fear of the threat of money. The customers will feel safe to make online transactions if the online banking app improves their security to the transaction process. 

	Maqbool and Abbad, 2018
	Antecedents and adoption of e-banking in bank performance: The perspective of private bank employees
	Private bank employees are trained with effective training in the operational domain to make error-free transactions. The online transaction process is totally under the supervision of bank employees. The employee gets trained so that in any type of any emergency and issue, they could solve the issue. 

	Sanjay and Raj, 2017
	An Exploratory Study of Internet Banking Customer Behaviour
	Internet banking has helped banks to gain positive behaviour from the customers by making the transaction process easy. 

	Khan et al. 2017
	A Compendious Study of Online Payment Systems: Past Developments, Present Impact, and Future Considerations
	The online payment system is an updated version of traditional transactions. The background of digital payment has been described in this study, along with the impact of the digital transaction in future financial growth. 

	Rajapakse, 2017
	E banking : a Review of Status, Implementation, Challenges and Opportunities"
	The opportunities and challenges of e banking are the discussion point of this article. It is expected the business will observe a high financial growth with the help of E-Banking. 

	Ali et al. 2016
	The Effects of Cyber Threats on Customer’s Behaviour in e-Banking Services
	The cyber threat is a dangerous thing that makes the customers de-motivated to make internet transactions. Customers try to avoid online transactions in fear of stealing their account money. 

	Grigorescu et al. 2017
	Enhancing Internet Banking - Solutions for Customer Relationship Management
	Internet banking has supported banks to build a good relationship with the customer. The convenient online transaction process has helped the bank to mitigate the query and demand of the existing customers. 

	Farooqui and Rajani, 2017
	E-Banking Issues & Challenges
	The challenges of implementing digital banking and issues faced by the bank employees in this implementation process are the main discussion points of this study. 


[bookmark: _Toc61886340]Table 4.1: Annotated Bibliography
[bookmark: _Toc64282942]4.3 Thematic Analysis
Theme 1: E-banking plays a vital role in mitigating customers’ transaction demand
As per the opinion of Tun (2020), e-banking has made the transaction process more comfortable and convenient. It has been before the invention of digital banking people would queue up in front of the bank either to collect their money from their account or to make transactions. Offline transaction process is a long process, and the account holder needs to visit the bank to make the necessary transaction. As opinionated by Jordan et al. (2020), in the starting of a month there is a high queue that would be noticed in front of each bank and the citizens of the UK get impatience to stand up in those long queues. Digital transactions of the UK bank have made the citizen's life more comfortable. Prior to the digital transaction, in case of emergency, the people did not get sufficient money from the bank without a long process (Salamah, 2017). On the other hand, offline banking has solved the cash crisis issue of the UK's citizens. People now have the option to make their transaction anywhere as per their wish. On the other hand, as reflected by Chitongo et al. (2020), bank employees felt pressure to meet the transaction demand of the customer before the invention of digital transactions. Distinguish between traditional banking method and online transactions are important to illustrate the essentiality of online banking for up- gradation of the overall society in a thorough manner. Moreover, this theme also has focused on the area of stating the way of online banking service that can affect the respective bank transaction while transferring money for the necessary purposes. 
In a typical day of high transaction demand, bank employees also were not able to fulfil the transaction demand of account holders and customers also had to wait a long time to collect the money from their personal account. Now people do not have to wait in the bank to collect their money. From home, people can make the business transaction via the online payment app of the bank. Customers can track their payment status whether their payment has been done or not through the online payment app. Besides this, as illustrated by Baicu et al. (2020), customers are now not visiting the bank to know their transaction history. Details of bank account and transaction can get with a fingertip with the help of digital banking facility. 
Theme 2: Online corruption has been a current issue of E-Banking
There is a high chance of money-losing through bank account hacking in digital banking. It has been seen that hackers track the transaction history of the account holder, and by using the digital banking security holes, take off the money of the accountant holder from the account. Cyber hacking has been a current issue of digital banking. As per the illustration of Djuricin (2020), hackers collect the password and username of the account holder by hacking the cell phone of the users and misuse those data to steal money from the bank. It has been seen that due to the hacking issue in electronics banking, many account holders do not feel safe to handle the transaction in online mode by mobile banking app. In addition to technical issues is one of the major issues of electronics banking service (Khan, 2017).  It has been some time that transactions get stopped for several days due to the technical issue of the app. The accountant holders who are accustomed to online payment fell into serious issues while going through a technical issue period. The entire process of online banking transaction comes under the thorough supervision of the respective bank employees. Moreover, those employees must be trained in order to take any risk and handle all kinds of emergency situation in an effective way for solving the relevant issue and getting the expected outcomes based on the profitable manner. 
Theme 3: Electronic banking has been an important factor in the financial growth of an organisation
The digital transaction has made the transaction process more transparent. All the transaction details have been sent to both account holders since those transactions have been made. Hence there is less chance of transaction issues. Electronic banking keeps the record of all customer history and transaction history, and in case of any emergency, those transductions can be used as evidence.  As an instance, Swiss banks have observed high growth after the invention of digital banking. Digital banking has prolonged the customer strength of Swiss Bank. Customers are now feeling comfortable with making their online transaction through the digital banking app. As mentioned by Pantelimon et al. (2020), electronic banking brings the transaction process into a better financial discipline. Transaction cost has been decreased after the digital banking intervention. On the other hand, there is a high need for immediate transfer in business, and digital banking service has solved this purpose. Digital banking is a boon to the e-Commerce business because the e-Commerce business is totally based on online transactions. Digital Banking has enhanced the financial security of business by prepayment option. Before delivering the item, the company can get its advance payment through digital banking, and the chance of getting cheated has been less. Taking a loan with submitting relevant documents has been easier in the digital banking age (Aamir et al. 2020). In the past, people needed to wait a long time to get a bank loan, but now people can easily take loans by the use of electronic banking. On the other hand, digital banking has lowered the interest rate, and it has been very beneficial for business growth. This theme states the requirements of the training of the bank employees for the digital transaction in order to make them able to adopt the new transaction procedures besides adapt them as per the needs of the modern society’s essentialities. 
Theme 4: Digital transaction has enhanced the customers of the bank
The covid-19 has made every citizen of UK stay inside their home. In addition to this, there was a long queue in front of each bank. In this aspect electronics banking played a vital role in fulfilling the customer’s demand of the bank. The customers were unable to do online transactions with the help of electronic banking apps. It has been seen that queuing up in front of a bank makes a customer exhausted, and digital transactions provide relief from this exhaustion. The use of digital transactions was significantly enhanced in the lockdown period as many banks were also closed in the UK in the lockdown period. Digital banking facilities have helped all banks to increase their customer strength by providing better service to the customers. Loan availability, current transaction history, account balance are now viable in the app of digital banking. People are now more interested in using digital banking in order to avoid visiting the bank. On the other hand, as mentioned by Shahzad et al. (2020), customers need not visit the bank to make their transaction. E-banking is open for 365days with 24 hours. Previously people could only make transactions within the bank working hours. Now the people are able to make transactions 24 hours and 365 days. In current days people love to do online shopping, and digital payment option has made this more comfortable. People now place their order from their home and make the online transaction to get their delivery item at their doorstep. People now need not carry a high amount of cash with them while going on a long tour of shopping (Firdous and Farooqi, 2017). Digital payment service provides facility to the customer to make any transaction from their Smartphone at any time. 
As illustrated by Brunnhuber and Jacobs (2020), in order to do the online shopping people open bank accounts in a bank that provides a digital banking facility; since covid-19 has made everyone compelled to not step out from their home, people would use digital payment apps to do their shopping. Covid-19 has made the UK citizen adopt digital banking, and many people who had no account preferred to open an account in those banks that offer digital service. As a result of this, those banks observed a high surge in the customers’ strength. The proper quality of banking services that are provided to the customers has been implemented and developed after the proper usage of internet banking throughout the globe. But in the present time, it can be said that E-banking is enough to meet all the requirements of the ordinary people related to banking services and facilities. 
Theme 5: Online banking services can be helpful for the customers for proper transaction in the UK financial sector 
The e-banking service has large market shares in developed countries such as the UK. The people of the UK always focus on the e-banking services for easy transactions and its detailed information collection related to this. Thus, it is very much effective to be maintained, and thus some techniques and services are provided by the banking industry of the UK (Al-Gharaibah, 2020). In addition, with the help of online banking services, customers can use various online services along with their electronic devices. E-banking also provides to transfer money, pay bills, and check their bank balance at any time. Moreover, e-banking can send notification alerts with their new policies, themes and new terms and conditions about banking. As a result, customer satisfaction can be possible through these kinds of banking services, and banking organisations can get better responses from satisfied customers. Thus ratings and reputations of the banks are managed properly. Using NEFT, ECS, IMPS, and RTGS are helpful for proper operations of the e-banking services. On the contrary, as argued by Wang et al. (2020), the functionalities can provide more efficient and effective services to their customers, and thus any kinds of financial transactions can be possible at any time.
The electricity bills, online shopping, medicines, and their online food collection all are available in case of e-banking services. The features of e-banking are also effective to analyse the opportunities and advantages related to the financial transactions (Chen et al. 2020). The advantages of e-banking are lower cost of services, offers convenience, lower incidence of errors, and customers can check the balance at any time as per their wish. Thus, cashless and digitised financial transactions can occur with its great advantages. After that, the digital medium of the banking industry of the UK can help the customers to provide easier as well as comfortable platforms. Through this, customers can easily transfer their money from one location to another location. Besides, they can check their bank balance at any time after entire transactions finished. The banking services are becoming much easier day by day through different technologies and advanced techniques within the organisations (Jaiswal and Bagale, 2017). Some issues are also faced by the e-banking industry of the UK in case of financial transactions. That is going to be discussed in the next theme in this current study.   E-payment and E-banking system possess an upgraded version that is related to the traditional transaction apart from the online transaction. In addition to this, the digital payment mode is related to the impact of the respective digital transaction in order to enhance financial growth in the near future. 
Theme 6: Issues like security issues, cybercrimes and slower transaction related to e-banking services can affect the entire e-banking services and its procedure
The current trend of the e-banking industry also faced some issues related to their online transactions and payments as well as customer services. In addition, technical gaps, security issues, cybercrime, inconvenience, slower transactions, low activity of bankers are issues that must be evaluated for building strong e-banking services along with financial transactions (Uford, 2018). Sometimes, customers are faced with the problems related to a debit card and credit card, and it does not work properly sometimes and also not operated in an exact manner. Sometimes, websites of the banking organisations are not properly maintained, and thus it does not operate securely for customers’ satisfaction and their needs. On the contrary, as per the illustration of Long et al. (2017), it fails to show its extraordinary services through different applications and various online websites. 
In the case of e-banking applications and its services, a major issue is security issues that can affect the operation of financial transactions and its services. After that, in the field of higher inhabited e-banking services, the technical team is highly implementing a large secure and safe cloud-based system that can protect financial transaction processes from fraudulent (Boshkoska and Sotiroski, 2018). In the case of e-banking services, a large amount of money is included in this operation, and customers need permission for this for the transactions of the large amount. On the other hand, getting high loans and for good policies, customers must contact the bank managers for this transaction purpose. Thus, e-banking is very crucial to easy transaction policy and its operations. Therefore, by using advanced technology, the issues related to financial transactions along with e-banking services can be developed for better performance (Long et al. 2017). Moreover, e-banking services are much effective and helpful for the customers who are highly dependent on financial transactions of the electronic banking industry in the UK.    E-banking supports and follows the proper guidelines for making a good relationship with the valued customers. Along with that, the online transaction process also assists in meeting the queries and demands of the customers in order to solve he arisen problems. Moreover, the challenges faced by the digital banking segments try to solve along with making the active involvement of the bank employees for implementing the required strategies for helping the existing as well as the new customers. 




[bookmark: _Toc64282943]4.4 Conclusion
From the above discussion of the findings and analysis of the chapter, it can be concluded that e-banking plays an essential role in the field of financial transactions and banking services. Some issues are faced by the banking industry in case of online transactions and payments. The themes are critically discussed in this findings and analysis section to identify proper. The advantages and disadvantages, threats, opportunities, as well as risks, are discussed in this chapter of findings and analysis. Therefore, various advanced technologies are used for proper management and maintenance of e-banking services related to financial transactions over the world, especially for the UK. 


[bookmark: _Toc64282944]Chapter 5: Discussion
[bookmark: _mrhda2md4lga][bookmark: _Toc64282945]5.1 Introduction
According to the main objective of this chapter, it can be said that there is an explanation of the discussion based on the findings. As per the thematic analysis, it has been found that there are several advantages as well as disadvantages of electronic banking. In addition to this, this chapter is focusing on the overall objective of this particular study. Moreover, it can be highlighted that e-banking is an effective system in order to manage the accounts of consumers and it offers many opportunities to the customers so that they can avail the beneficial facilities of this kind of banking.        
[bookmark: _p9l38yd52fk3][bookmark: _Toc64282946]5.2 Discussion of findings
This chapter is focusing on the ultimate discussion of the findings of the evaluation of the advantages of e-banking. In this modern era of fast and effective technologies, electronic banking is a useful system that helps banking companies to maintain a huge customer base. From the study of Alsayed and Bilgrami (2017), it has been analysed that the customers are more interested in e-banking services as it provides several advantages. Among several advantages, fast and easy access is an effective benefit that attracts customers’ attraction. Added to this, the major transactions are done by e-banking as it is less time-consuming and there is no scope of waiting for a long time in the queue. In addition to this, e-banking is playing an essential role to fetch customer attention and maintain a huge consumer base.  E-transaction or digital transaction is considered more reliable and completely dependent on the online security system of an individual bank as infrastructure is varied from bank to bank. The online transaction and services are effectively helping to maintain a fixed amount of liquid cash flow so it has been observed that the problem due to lack of cash is being solved (Hasandoust and Saravi, 2017). In the UK, this problem has affected the banking sectors and it has been seen that the ATMs are out of cash in maximum time. In order to be more specific, the customers are getting offers and rewards by using the online banking system and they are benefited in other sectors using a particular e-banking system of selected banks (Kavitha, 2017). For example, it can be elaborated that in online shopping, customers are getting offers or discounts if they pay through the e-banking process.  
In addition to this, end-to-end encryption software protects the customer’s transaction history and account details. Therefore, it can be stated that the account details are completely protected. The advantages of this specific banking system include that it offers more flexibility and it is considered more convenient. Added to this, this service ensures high-interest rates and it is quite beneficial for the customers and highly secured, technically strong services are effective for maintaining customer demands. According to the research of Obaid et al. (2017), it has been observed that the transaction cost of e-banking is comparatively less and it provides 24 into 7 services. Online customer services are mainly operated by artificial technology with high accuracy and efficiency; this helps to solve each and every problem faced by the customers (Mahmoud, 2019). 
However, there are several disadvantages related to online banking or e-banking services. As it is earlier mentioned, online services are varied from bank to bank. From the study of Salihu et al. (2019), it has been additionally found that there are security issues related to online transactions. As the rate of online frauds and cyber threats has been increased, the customers are not having trust in electronic banking. More specifically, it can be said that there is a chance of online fraud so the customers are aware of protecting their bank accounts in an effective way. As per the current trend of e-banking, there are several issues and flaws regarding customer services. The banking websites are not so effective that results in some lacks such as the operations or the transactions are not so secured. Sometimes, there are difficulties in order to provide extraordinary services.  
In order to be more specific, it is required to mention that e-banking comprises several systems such as NEFT, IMPS, RTGS, and many more, and the customers are enjoying the transaction through the previously mentioned processes. The banking sectors are having better reviews of such kind of banking services as there are fewer risks associated with these kinds of services. As per the illustration made by Latif et al. (2019), it can be highlighted that electronics banking has several facilities offering hustle free bill payment, online shopping, and many more. Therefore, it can be said that customers are highly satisfied with such kind of benefits. According to the main objectives of the study, it has been gained that the entire banking system is required to be more secured and effective server structure that can ensure a compact protected, and safe transaction (Joshi and Parihar, 2017). The digital transaction is preferred by the customers as the efficiency of such systems is great and it allows faster transactions. In addition to this, it can be said that the banks are bearing the reduced cost by serving online customers. Therefore, the online banking experience is far better than physical or manual banking as it is not so complicated and hectic. Thus, this chapter is providing a concrete framework of findings related to the specific topic and elaborated in an effective way.      
[bookmark: _e185txd5pc49][bookmark: _Toc64282947]5.3 Summary
[bookmark: _yi1bg9pfxpyi]From the above discussion, it can be summarised that the findings are effectively assisting in order to elaborate on the major aim of this study that is the advantages of e-banking and improving financial transactions. Added to this, it can be said that there are benefits of electronic banking and these are the main reason for maintaining a large customer base. Despite having effective applications of e-banking, it has some cons too and this results in extreme customer dissatisfaction. From the thematic analysis, it can be concluded that there is a requirement of making an improved system that supports no frauds or any kind of faults that cannot be processed.    


[bookmark: _Toc61875168][bookmark: _Toc64282948]Chapter 6: Conclusion and recommendations
[bookmark: _Toc64282949][bookmark: _Toc61875169]6.1 Conclusion 
From the above discussion of the previous chapter in this study, it can be concluded that many industries try to enhance their technological conditions for better performance and operations within their workplace. The electronic banking industry plays a viable role in financial transactions within the banking industry. Therefore, the study is based on the evaluation of the benefits of electronic banking in successful and secure financial transactions by maintaining a customer database. Various kinds of issues like hacking, and improper transactions, fraud policies are faced by many banking organisations that affect in their organisational operations as well as performances. In addition, electronic banking services are topmost technologies that can provide better customers' satisfaction and easier for transactions in different phases anywhere.  
In this study, a secondary qualitative data collection method is used along with a boolean table, Prisma diagram, and thematic analysis. These are helpful for the brief analysing of this current study. Moreover, the customer's database also has this procedure regarding E-banking services that will help provide a proper history of online transactions and financial calculations through net-banking, online payments, and various types of android applications. After that, in case of different e-banking operations, NEFT, ECS, RTGS, IMPS are performed, and thus customers are getting benefits with the help of these factors. Different technological issues and inability, as well as inconvenience, are faced by banking sectors that affect organisational operations related to e-banking financial transaction procedure. Therefore, a summary of findings, linking with objectives, limitations, future scope, reflections, and recommendations are going to be discussed below. 
[bookmark: _Toc64282950]6.2 Summary of findings 
From the discussion of the findings section, it can be said that e-banking is an advanced technology in the field of the financial industry. In addition, that provides various tools such as net banking, mobile applications related to financial transactions, and different technologies. Some issues are found in findings sections like power cut, a crash of server and hacking that affect customers' services along with their operations. After that, customer services are seen in case of e-banking websites and thus virtual assistants can help the customers with better services. As a result, a personal banker can be helpful for assisting the customers and their services related to financial transactions. Therefore, the financial industry faces various threats and risks in case of e-banking services such as responsibility and trust, inability of hardest transactions, security issues, beginners difficulties, and inconvenience. These factors must be removed from banking organisations through skilful workers, educated employees, attractive training related in this regard that will be beneficial for the better performance and customers’ services. As a result, relationships and communication between customers and employees can be developed. Therefore, customers can get full support from the banking service providers at emergency conditions in case of e-banking financial transactions. 
[bookmark: _Toc64282951]6.3 Linking with objectives 
Linking with objective 1
Objective 1 is to critically evaluate the aspects of e-banking that can benefit the security maintenance in banks. The banking industry of the UK has faced various issues in case of e-banking services such as fraud activities, fake transactions, and cyber problems that are really effective in their organisational performances. Therefore, these issues and risks must be evaluated through some strong activities such as using new technologies, skilful and experienced bankers, and ensuring IT engineers for better software securities as well as support from the government. This can provide faster transaction, alerting systems, awards, and proper security integration. After that, online banking services offer banking transfer services along with higher interest rates, and thus it can reduce the budget and cost during serving financial functionalities to their customers. The e-banking is also more helpful than physical banking services because of its different operational aspects related to financial organisations. 
On the other hand, notifications and alerting of the system are beneficial sides of e-banking services, and thus customers can easily know notification alerts during login to other devices. Thus, security can be strong and fewer chances of cybercrime. Additionally, the new policies and schemes as well as plans made by banks, can notify the customers with the e-banking applications. Therefore, the banking industry of the UK can easily manage the risks and issues through these strategic plans. Thus, objective 1 is met. 
Linking with objective 2
Objective 2 is to critically analyse the usage of the e-banking system in prohibiting fraudulent activities. In order to protect fraudulent activities from e-banking services must be managed through some stages. These issues related to e-banking are the inability of hardest transactions, beginners’ difficulties, faster transactions, inconvenience, and security issues. There are some websites within an organisation's server that inject viruses, and thus data can be crashed through this. Customers must contract with the executive through gaining information about websites, and thus it can be clear for the banking services and its various kinds of banking policies. Moreover, the responsibility of the financial banking services mainly depends on the bankers that basically fulfil the customers' satisfaction and their needs related to banking services. On the other hand, security issues are also effective in the financial industry related to e-banking services and a huge chance of fake transactions are there. This must be removed by experienced software engineering with excellent handling performance in websites as well as various software. Therefore, fraudulent activities can be removed from e-banking services of financial transactions. Thus, objective 2 is met. 
Linking with objective 3
Objective 3 indicates to identify the e-banking systems used by UK banks. The UK's banking industry provides different kinds of banking services like NEFT (National electronic fund transfer), RTGS (Real-time gross settlement), IMPS (Immediate payment services), ECS (Electronic clearing system). On the other hand, ATM (Automatic tailor machine), debit card, credit card, various mobile applications related to financial banking services are also used in the field of the UK's e-banking services. These services are much effective and beneficial for customers who are highly dependent on the e-banking industry of financial transactions in the UK. The service of NEFT can help to transfer money from one user to another user and who has no individual bank account also gets this service by signing the application for the NEFT services. With the help of various tools and protocols, money is transferred from one account to another. Therefore, it can be said that the objective 3 is met. 
Linking with objective 4
Objective 4 is referred to as evaluating the functionalities of the e-banking system currently used in UK banks. The e-banking industry of the UK is faced with various risks and issues in case of financial transactions, and thus it is very difficult for them to provide proper services to their potential customers. The application of e-banking services in money transferring from one account to another is beneficial for the customers through various banking systems of the UK such as NEFT, IMPS, and ECS. The functionalities must be managed for better operations and organisational performances by providing various loans, policies, and fast services. On the other hand, by using debit cards and credit cards, customers can collect money from anywhere in the world. Therefore, security issues are the biggest factors that must be evaluated by experienced and knowledgeable software developers that can affect organisational performance and its operations. Thus, the objective is met in this current section. 
[bookmark: _Toc64282952]6.4 Limitations 
From the discussion of the above study, it can be said that the researcher of this current research is unable to collect primary data and proper information about the topic. It can affect readers' minds as well as to other researchers. Main two things are time management and cost-effectiveness effect on this research. In addition, the less time and improper management of the research are also unable to fulfil the objectives and goals of the research. Thus, the research must develop and manage the limitations for the better attraction of this research in future generations.
[bookmark: _Toc64282953]6.5 Future scope
This research is mainly concentrated on the financial transaction of the banking system and its important related activities. Based on this research, in the future, an in-depth discussion and comprehensive research can be created for ensuring the success metrics of consumer experience based on the financial transaction service of banking sectors. Most of the customers can use e-banking procedures. In comparison, e-banking is a prime channel of the interaction of the customers in economies globally. Financial technology, a big data firm, the e-commerce industry, and cloud-based software services are mostly revolutionized and effective. It becomes more relevant to design the banking sector. Financial transaction service allows financial services as well as products. The banking sector offers e-payment services that depend on business to card processing services. It also provides consulting services.
Regarding this research, the financial services based on some activities such as investment in shares, bonds, and many more are the new issues of prime market activities and dealing with secondary market strategy. Financial transaction service of banking sectors involves expectations of higher-touch as well as customized customer experiences. Based on this research, it enlarges the number of data protection and data privacy and enhanced cyber threats and growing fraud. It can make use of the data stand to transform from competitors as well as it offers products as well as customer experiences. Current databases, as well as associated data services that often collapse under the pressure of real-time transactions. Data ingestion is for analytics. According to this research, e-banking can help to boost the business by giving customers. Those customers are flexible to ensure loan payments with their budget. It enhances the cash flow of the business with third party lenders. Third-party lenders approve the customer loan and receive the purchase amount in the bank account. It helps maintain the business with healthy cash flow. It makes sure the company presumes any risk associated with financial service.  Third-party lenders always get paid so the company can manage their customers' regular payments.
Regarding this research, including end-to-end on boarding, that enhances sell as well as onboard customers. Recent customers on boarding situations that begin with an application for a current service as well as it will continue until the customers. The customers are most engaged with this service. It becomes less acceptable from the customer approach that has broken processes. The customers expect ease of completion that will simplify all processes. This research has included new technologies that are required to prepare for delivering as well as developing consumer experiences due to new devices used for data insight capability. This new technology consists of AI as well as IoT. The new wave is advanced analytics as well as digital devices that will always change the way customer’s bank. The combination of AI as well as IoT, are eliminating the requirement of the e-banking sector.
[bookmark: _Toc64282954]6.6 Recommendation 
	Recommendations
	Specific
	Measurable
	Achievable
	Realistic
	Time-bound

	1. Using of various advanced technologies
	The fraudulent issues have occurred in the case of the banking industry of the UK. Therefore, advance technologies can enhance cyber security and secure the websites properly
	Cybercrime and fake transactions issues are faced by the UK's banking industry that must be overcome through appropriate software and its maintenance as well as advanced technologies (Abad-Segura and González-Zamar, 2020)
	By using proper technology, the banking industry of the UK can manage their objectives and goals. Therefore, customers satisfaction can be met  
	Every organisation needs advanced technologies and techniques. In the case of e-banking services, it is an essential tool for better improvement
	5-6 months

	2. Providing proper training of bankers
	Customer satisfaction is essential in case of financial transactions of banking services that are maintained by bankers. Therefore, proper training and test of the bankers can manage the objectives and targets as well as customer satisfaction (Lesner et al. 2019) 
	Skilful and well-experienced bankers can handle the customers' needs and manage their satisfactions
	The relationships and good communication between employees and customers will be built through appropriate training of the bankers, and thus, the performance of the UK's banks will be developed
	In the case of financial transactions of e-banking services, the skilful and experienced employees always help the organisations in their goal achieving activities (Salamah, 2017)
	1-2 months


[bookmark: _Toc61886341]Table 6.2: Smart recommendations
(Source: As influenced by Abad-Segura and González-Zamar, 2020)
[bookmark: _Toc64282955]6.7 Reflection 
Concrete experience 
The first step is concrete experience. In this stage, I will consciously as well as physical experience the situation. It makes me realize that I require to reflect on the system to determine something new and enhance my existing practice and skill. In this step, I will record the exact situation and see the outcomes of my skills. I will attend the seminar and I will experience this topic as well as improve my skill. According to Kolb (1984), effective experience takes place through concrete experience that is followed by reflection as well as observation. This experience leads to information of analysis as well as conclusions that are utilized to outcomes in current experience. On the other hand, Morris (2020) has opined that Kolb's reflection model is an active process as well as deliberate. It thinks about learning and claims that it is used for reflection. The learners can make explicit and hide the knowledge as well as skills. I will attend the conference. This conference has encouraged me to improve my analytical skills and critical thinking skills. As explained by Fuad et al. (2017), analytical thinking skill is the most significant part of working situations. I can think about solving the problems as well as analyze data that can achieve professional success. I have analytical skills as well as critical thinking that help to enhance this work. Therefore, it does not enhance my career, and thus it has made an adverse impact on my future professional as well as academic career. I will be concerned about my over lacking work-life balance in my profession. I also have communication skills; therefore, I cannot be confident about these skills. I can improve my communication skills though I attend different kinds of seminars as well as conferences. 
Reflection observation
The second step is reflection observation. In this stage, I will write down my experience to reflect more detail on the experience. At this stage, I can observe the situation and help me identify the work as well as my lack of this work. At this stage, I can reflect on my experience on a personal basis. This stage of reflecting can fix the learning strategy into the real-time methodology.  As narrated that Din et al. (2020), reflection observation develops the observations about learner experience. Observation making discernment is show by the situation from various aspects. It is most important for me to frequently reflect upon my experiences as well as modify my approaches for solutions to my new experience. Apart from this, Kolb (1984) has described that the reflection observation model happens after having a current experience. It can impact predetermined notions as well as learning ideology.  I fail to achieve a recent task to meet the goal; I can reflect on my previous perspective and increment the strategy that helps me succeed. This model assumes the activity. It takes place in our minds. 
Abstract conceptualization 
The third step is Abstract conceptualization. In this stage, it guides me to improve the situation as well as search the various paths that deal with my situation. This stage of thinking is the strategy of my experience in this situation. This stage also consults literature as well as teammates in order to give a better and relevant understanding as well as other decisions. As opined by Chiu and Lee (2019), abstract conceptualization creates the theories that describe the observations. This phase involves a logical analysis of decisions as well as acting on the theoretical understanding of the situation. I have also had a negative experience connecting throughout the idea. This idea is a specified approach through constant interaction to develop various theories.
On the other hand, Kolb (1984) has narrated that reflective observation focuses on observing previous experiences as well as increasing to developing observations about the experience. It takes the reflective process for the further focus to channel these observations into the theoretical aspect. This component can emphasize to develop a different theory to simplify the response to better suit various approaches. It reflects upon their learning assumption as well as the observer also. This idea is constantly considerable at this conceptualizing stage. In new aspects as well as approaches, I can see more effective interactions between subordinates that minimize their learning potential.  
	
	Known to me
	Not known to me

	Known to others 
	Open 
(analytical thinking skill, critical thinking skill)
	Blind
(communication skill)

	Not known to others 
	Hidden 
(problem-solving skill)
	Blank



[bookmark: _Toc61886342]Table 6.2: Johari window
According to the Johari window, I can maintain my open skills that are analytical thinking skills as well as critical thinking and those skills enhance my project work. I have a communication skill that is very much known to others. However, I have not adequate confidence regarding the application of communication skills in professional and academic career. Therefore, it is developing an adverse impact on my work experience. Along with that, I also have hidden skills to solve the problems that also positively impact my project enhancement. As narrated by Shamoa-Nir (2017), the Johari window defines a technique that aims to help learners understand their different emotions with self skills. It is used to self-help content in the corporate situation to enhance self-performance.   
Active experimentation 
The fourth component of Kolb's reflective model is active experimentation. In this stage, current practice acquired theoretical skills. I take my reflections as well as over the enhancements of the theories back into my practice and try the current strategic plan.  This is the automatic basis for the new cycle. Along with my experiences within the active experimentation phase, convert the recent concrete experiences. As described in Kolb (1984), active experimentation is the vital stage to solve the problems of theories as well as make decisions. This phase is able to get things done by affecting learners as well as situations over the action. It takes the risk of the situation.  This phase allows me to connect strategic plans for practical development. 

[bookmark: _Toc61886312]Figure 6.1: kolb’s reflective cycle
(Source: Kolb, 1984)
I can actively engage in this criticized stage of experiential learning.  It helps me to track the impact of current strategies in order to recognize new approaches. Apart from this, Din et al. (2020) have explained that operational experience receives training on productive strategies as well as applying the decisions in actual situations. I can enhance my training tools as well as develop for the best experience as well as practices. Certain approaches are reevaluated, even reinvented and reopened due to this active experimentation process. I can improve strategy as well as maximize effectiveness.  
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