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Introduction
This report aim is to produce my knowledge and abilities on how to identify a problem, make analyse and decision making. I chose an existing bank, although I do not mention the real name. I will call XYZ, and  I will focus on worked issues-based, what are the nature of the problem and its impact on the organisation. I base the fishbone diagram to analyse the customers' dissatisfaction and its route causes. Later I conduct the SWOT analysis, which helps me to explain the organisation's strengths, weaknesses, opportunities and threats. Conducting a PESTLE analysis helps me to understand and what are the external factors that affect the organisation. 
Using PMI tool, I will make calculations between an alternative solution then becomes relatively easy, and the best choice would then be the one with the highest score. That is a way to choose the more appropriate solution for solving the problem. I will prepare a Communication plan about monitoring and implementing in a separate document on the end of work like an appendix. 

 Finding and define the problem 
The bank is facing a problem of low customer satisfaction related to security and protection for their accounts.
The banks and financial institutions are required to keep the compliance, risk, legal,info-security teams in the alignment of what they are trying to achieve. One of the significant themes that any bank or financial institution follows is customer satisfaction and awarenesses. According to the reviews of consumers of XYZ bank posted in (uk.trustpilot, 2020) can be seen a lot of issues which lead to customers dissatisfaction. 
[image: ]
                                                                         Figure 1 Rating  of XYZ bank based on costumers reviews (uk.trustpilot, 2020)
This figure shows how is poor rating they have about their services. Most of the people complain about the poorly attitude of bank staff. They are not listening to customers, and show a lack of interest in their problem. It is a prevalent practice to block and close personal and business accounts without any notification and explanation of the reason that leads to this action. Long wait on the phone line. In the frequent case of fraud lately, the team that deals with this is very incompetent, the show miss of customer service skills and lack of knowledge in their work role. 

Scope and impact of the problem
Consumer satisfaction indicates how services and products are offering by the company fulfil consumer expectation. It is the percentage of overall costumers who accounted for experience with a company and its services that exceeded particular satisfaction aims. The business ideally is seeking feedback regularly to enhance the consumer experience. It provides an important indication date of consumer purchases intend and commitment. Satisfaction is the best statistic for the effectiveness of the bank sector. It plays a role in increasing the number of customers while they recommend the company or organisation to their friend and acquaintance (Morgan, 2016).
Consumer satisfaction does not just impact the business' bottom line. It also impacts team morale and retention rate. While your company might survive with angry, single-purchase clients, the only company with a focus on customer satisfaction will grow well. Consumers satisfaction is the difference between surviving and prospering (Nicereply, 2020).
Fishbone analysis
Fishbone diagrams objective to tease out all the possible causes of problems to enable to identify those who are challenging. We look for critical areas and represent these as the main branches of "bones", and for each of these, trying to identify possible sources of problems. It is an important tool in quality analysis shows the phases in the course of action. They present a methodical way of exploring all logically possible zones where they might be going wrong (Cameron, 2009)
[image: ]
                                                                                                                                                                                        Fishbone diagram 

SWOT analysis
A SWOT analysis finds strengths and weaknesses within a company and outside opportunities and threats. The essential elements of a SWOT analysis specify the actions that correspond to the parts you define. By using the results of the investigation to improve the situation of your business, you can decrease the likelihood of developments that negatively influence the market while enhancing performance (Smallbusiness, 2020).
	STRENGHT
	WEAKNESSES

	· XYZ is the leading bank in the marketplace. 
· This help protects market share.
· It is more comfortable to penetrate new markets because of their current status. 
· A strong network of distribution.
· Successful records and innovation
· Strong brand reputation 
· Successful execution of new projects
· Extremely skilled human resource and personnel
· Excellent performance in new locations
	· The company is unable to deal with the challenge of new entrants in the market
· Loss of market share in niche classifications
· Lack of an internal feedback system
· Requirements for more investments in the latest technologies, such as the privacy of consumer data.
· Lack of proper and adequate financial planning,
· Not good at forecasting demands leading to misused prospects
· Lack of success while integrating workers from different cultures into the form, pointing to privacy issues.

	OPPORTUNITIES
	THREATS

	· The latest taxation policy can have a significant effect on the way of doing business and an opportunity for the bank to enhance profits
· New environmental policies that will level the playing field in the segment
· Low rate of inflation
· Increase in spending of consumers 
· New technology
· Lower shipping prices and cost of transportation
· Opening of new branches
	· Currency fluctuations
· Advancement of technology related to the privacy of consumer data is disturbing for the bank
· The rising level of pay
· Shortage of trained and skilled workers in global markets
· Lack of consumer satisfaction due to a data breach 
· Costumer withdrawal


                                                                                                                                                                                                   Table 1- SWOT


PESTLE analysis
The PESTLE analysis is a tool to conduct an in-depth analysis of the external business factors, including the political, social, economic, technological, legal and environmental aspect. The PESTLE assessment provides insight to the company related to the challenges in the industry. There is a knowledge of a general competitive position to prevent the company from any hazard or risk.
	Political
	Political factors include the level of stability in the region. The political risks can be viewed, such as civil unrest, military regime, and hazards for the business environment and profits. Business operations and trade are affected by the political situation of the country. The banking segment appears all-powerful. However, it is vulnerable to the government. The laws affect the state of the banking segment. Further, political influence is conventional in the shape of labour laws, taxation, and so on.

	Economical
	Banks and economy are interrelated. When the economy is flourishing banks performs better. Spending habits, consumer buying power, and so on affects banking operations. Banks function based on capital they access. Increasing inflation causes the bank to counterattack. Further exchange rates have an impact on banks. For instance, the financial crisis after coronavirus affected banks.

	Social
	Buying behaviours needs and cultural aspects impact how people use and assess banking options. In the UK, people turn to banks for counsel and help for loans about business, academics, and home. Consumers want information from bank tellers related to saving accounts, credit cards, investments, and so on. Consumers want a seamless banking experience due to the advancement of technology (Andrew Maund, 2017).

	Technological
	It was the tradition to visit banks to make shifts in the financial accounts. Technology is changed, and now, people handle their accounts differently. People in the UK use mobile applications to see their accounts, pay bills, and transfer funds on their phones. Smartphones are useful for scanning of cheques. Debit cards have changed. Chips are placing for insertion into debit machines rather than swipes. The banks are using technology in the workplace. For consumers' data privacy, banks are using blockchain and machine learning technology.

	Legal
	The banking segment of the UK adheres to laws related to privacy, consumer and trade laws, and so on. The company adheres to requirements of the state to offer consumers a pleasant experience and refrain from violations of rules.

	Environmental
	Because the bank uses technology in the form of mobile applications, the usage of paper is lessening. That has a positive effect on the atmosphere. Further, the bank is committed to corporate social responsibility practices (Mihova, 2018).


[bookmark: _Hlk48930697]                                                                                                                                                                                                 Table 2 -PESTLE
PMI 
Deciding on the choice of solution will typically be based on several parameters specific to the problem that we are attempting to solve. Every solution would often be scored according to those criteria. The variables will need to be weighted to reflect relative significance in individual decisions. It then is reasonably straightforward to make estimates, and the better option will then be the one with the highest score.

It is likely that the establishment and implementation of the decision will rest with the relevant team or committee, which in turn will have to provide appropriate resources over a specific time scale. Whatever the choice, it needs to be able to address the related issue without causing more significant problems. A substantial initiative for organisational change would almost certainly generate other issues ( e.g. morale of workers, turnover of personnel or even internal sabotage). Nonetheless, the benefits would have to outweigh the costs in the longer term. (Morgan,2017)
Alternative solution 1
To engage to help educate and protect their customers from scams and to work closely with other financial institution to prevent scams from occurring safe from fraudsters.
	Plus
	The customer will feel more secure about their accounts and money.
	(+5)

	Minus
	An extended period for changes
	(-2)

	Interesting
	New customers
	(4)


                                                                                                                                                                                                      Table 3 - PMI
Score-7
Alternative solution 2
Confirmation of payee
	Plus
	More new customers 
	(+3)

	Minus
	Less profit for bank institution
	(-2)

	Interesting
	Hidden fees
	(4)


                                                                                                                                                                                                      Table 4 - PMI
Score-5
Alternative solution 3
Human element
	Plus
	Proper management  of  staff and tasks is a prerequisite for high-quality service
	(5)

	Minus
	Spending time and resources for training staff
	(-1)

	Interesting
	There are no high requirements for hiring staff 
	(3)


                                                                                                                                                                                                      Table 5 - PMI
Score-7
To establish a secure channel by which transactions can take place it is of extreme importance that, at the client's side, the connection is secure and their device is free of viruses, Trojan horses, worms and other malicious programs. It is showing that firewalls at times, lose their protective feature and are vulnerable to malicious attacks. That can achieve by installing stable anti-malware and anti-virus software which can protect the device used by consumers from their side. For any service provided by a business or a trade, there are always risks involved, and the same is the case with security (Claessens et al.,  2002).  
Having informed and educated users might significantly reduce the data breaches by e-criminals. That can achieve given a detailed demonstration of the risks involving in sharing any passwords with the most trusted people, applications, websites. They are advising to the consumers about the potential risk of sharing bank account details saved on any other platform, just in case, because if that platform has a malicious activity that is active in the background might result in leaking of the sensitive information. Pharming and phishing should be explained to the customers upon registration so that they are more aware of the activity of frauds.  

Conclusion 
According to written above in bank theses issues related to low customer satisfaction can lead to a long-run impact on the bank image, especially when the banking industry is becoming more and competitive. The fishbone diagram, SWOT and PESTLE analyses do help to recognise the core issues, which are causing low customer satisfaction. There are other factors too, which are besides causing consumer dissatisfaction that can be external such as unqualified and untraining banks employees, poor management. If customers are not happy with the protection and security of accounts and information, the management response should be swift and long term to ensure they do not lose clients.
Technologies such as magnetic strips, phone banking, internet banking, the world of business and trade have changed drastically. (Personal.natwest, 2020) However, with any digital tool, this too has high risks attached to it. It is vital that on both, the bank's side and at the customer' end, security should be a priority.
Additionally, informed users might always be. Lastly, but not the least, management response in regards to complaints should be immediate if any catastrophe occurs in the cases of data breaching or any e-criminal activity. Also, follow-up from customers, regularly to assess any areas of improvements should help improve the services we provide. 
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COMMUNICATION PLAN

The HR mana has several functions, such as: determines the needs of staff, decides whether to use or hire staff, recruit and train the best employees. They will review its staff recruitment policy, providing them with more security through permanent and regulated contracts, committing, in the long term. Considering and studying the salary range for each position and where possible there to increase above the industry. Regular face-to-face communication is essential to creating trust between managers and staff. Daily conversation enables managers to gain insight into individual performance progress and goals if the bank improves customer service, including attitude, high quality of responsibility of their employees—changes in their policies and procedures about security and protection consumers accounts and personal data.



		

		Resources

		1st week

		2nd week

		3rd  week

		4th week



		Producing a plan 

		Technology -laptop,

smartphone

		Research, Reviews of bank’s customers 



		

		

		



		Presenting the plan for approval

		

		

		Management present a plan for changes to the HR department

		

		



		Implementing a plan 

		

		

		

		Design a document in detail with the essential steps necessary for the implementation of the decisions taken—preparation of a list of tasks and identifying the personnel and resources needed.

		



		Reviewing and supervising the progress of the plan

		Team lieder

		Supervise from the beginning to the end of completing the plan.

		Daily and weekly reports about the development, what is doing or schedule

		

		



		Users’ feedback 

		

		

		

		

		Highlights successes and achievements 





                                                                                                                                                                                      Table 1  Gantt chart



		

		

		

		



		

		

		

		



		STAKEHOLDERS

		Customer service team 

		Manager

		Human Resource department 



		POWER/ INTEREST

		Improving the quality of service 

		To motivate the  junior staff  to work hard, so that they may help the organization to achieve its objectives

		New management strategy for increasing the bank’s rating and customer satisfaction



		KEY INTEREST/ ISSUES

		There are many complaints about poor customer services 

		Disinterest about current and potential problems. Poor management and a professional attitude 

		No relationship between HR, management level and customer service team



		COMMUNICATION VEHICLE

		Phone calls

Emails

Face-to-face appointments

Online chat on the web site

Team meeting 

		Emails

In-person meetings

Video meetings

Conference calls

Phone calls





		In-person meeting

Phone calls

Emails

In-person meeting



		FREQUENCY

		Daily report

Weekly report 

		Daily brief meetings

Regular weekly meeting 



		Weekly status report 

Monthly meeting 



		COMMENTS

		It is an essential l for the customer care staff to act professionally, and give out all the details concerning the issue at hand, and the expectations of the customer.

		Management level has to improve the nature of work. Have to focus on feedback’s costumer and staff and starting to create a plan for resolving.

		One of The HR’s responsibilities is to create pleasant cooperation between levels of management of the bank.





                                                                                                                                                 Table 2  Stakeholders communication plan

The customer service staff has the responsibility to act as the public relations officer of the banking cooperation. It is essential to show them with the necessary skills to deal with the various shareholders in the business organization, including business customers.

The cooperation should create a proper communication route, between the top management, and the junior staff. Managers of the company should act as coaches and not an administrator. That will enable them to communicate the aims of the company successfully, and will motivate the members to work hard, so that they may benefit the bank to achieve its goals.

Once a month, customers should be given a detailed report of their activities in detail, via email about any unusual activity. It is taken care of and handled then and thereby renewing their passwords and PINs or even issuing them a new card, to ensure their previous card, password or PIN information is changed and only accessible to them.

Moreover, users should occasionally be, maybe on a bi-monthly basis encouraged to fill out the survey form to make sure that there is a direct connection between the bank and the customer. The customers would feel their feedback is valued and respected; in doing so, maybe their trust will build in terms of internet security.
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