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  Money plays a vital role in everyday life, and no wonder that we are more concern about managing it accordingly. What are your life goals? Maybe start your own business, becoming a director or travel around the world or perhaps you wish to pay off your debts. 
We cannot deny the role of money in our lives and the advantages it carries with it. Financial freedom is one of the objectives that many people dream of achieving. However, not many of us know how to manage personal finances. Thanks to technology, it is now possible to take control over your finances by knowing what you have to save, spend or invest. It gives you the possibility to view your incoming and outgoing. 

  This report gives you an insight into the money revolution and the role of Starling Bank in the banking industry. The main aim is to evaluate the organisational structure, the company culture and its performance in the digital world. The role of the founder Anne Boden, strategies applied to connect people virtually and psychically to identify their needs and to act upon it.
 
However, starting a company from scratch and becoming one of the best British Banks does involve consistent effort, motivation and great teamwork which is essential in bringing success. The bank management team and the engineers are highly experienced and are coming from a range background. 

  Starling Bank can be called learning organisation as all the members work together on creating new features, learning new technologies and working with others across each area of the business to produce unique products for people to use in the real world.  The hiring process involves not only experience and skills but also attitude and open-mindedness. Problem-solving skills shared vision, and individuals who thrive on contributing to the innovative process. 

  Analysing every aspect of Starling Bank growth is inspiring and provides a place of reflecting on your own goals, leadership methods and enables you to compare how competitors behave and rate the employee’s satisfaction and development.
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  Anne Boden founded Starling Bank in 2014, the organisation acquired an initial licence in July 2016 and started early access customers testing through its app in March 2017. It became the first mobile-only bank to achieve approval from Prudential Regulation Authority and the Financial Conduct Authority to allow direct access to a variety of financial products. Starling is building its IT systems from the ground up; it refers to as a "full-stack" method which allows focusing on creating new software that meets the customer's needs. (Carey, 1 November 2018)
  Its main goal is to build the best current account in the world. It is a UK based retail bank that specialises in providing current accounts for individuals, small and medium enterprises and sole traders. Its current account is operated solely from a mobile phone app. According to an ethical statement, Starling Bank advanced out of a desire to design a new kind of bank and to make banking more inclusive. They believe that businesses should be aware of their social, economic and environmental impact and their responsibilities to pursue social good. At the core of the value, the system is a belief in transparency, fairness and inclusion.  
  Starling embraces diversity and inclusion and supports the Women in Finance Charter, which aims to bring the level of female staff within Senior Management above 30% by 2021. With 37 different nationalities, the ethnic spectrum and foreign talent pool are well represented. The company entered in a hyper-growth mode in 2019 with a drastic increase in the revenue. (Anon., 2019)
  The company structure consists of various departments such as engineering, legal, marketing, customer service, operations, HR which are working closely to achieve company objectives. Staff numbers had increased from 125 full-time in 2017 to more than 700 in 2019. Unfortunately, the current number hasn’t been official announced.  The company entered in a hyper-growth mode in 2019 with a drastic increase in the revenue and staff. (Anon., 2019)
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The framework used to identify external factors that may influence the company development or potential risks is PESTLE Analysis where the political, economic social, technological, legal and environmental aspects have been identified.
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	Political
	Economical

	· Brexit created uncertainty in financial market  
· Political stability or instability 
· Government attitude- tax policies 
	· Slowdown in Economic growth 
· Inflation, interest rates 
· Business cycle and trends

	Social
	Technological

	· Millennial ready to adopt digital financial services 
· Trust and security -a critical factor for success in banking 
· Cultural variations
· Lifestyle, behavioural changes 
	· Predictive intelligence and commercialisation of data 
· Increased Cyber security concern 
· Speed of innovation and development 

	Legal
	Environmental

	· Open banking regulation in UK and Europe General data protection regulation in Europe
· Laws in financial market 

	· Focus on environmental sustainability to increase customer loyalty. 
· Environmental regulation and protection 
· Global Health and regulations 


Table 2: PESTLE Analyses on Starling Bank (Anon., 2019)
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 The target customers are individuals and businesses that are comfortable to use technology. As Jenifer Palmer, Head of Customer Proposition said in the  company blog” The modern banking customer wants fast, easy, bespoke services that can be harnessed via their mobile phone” (Palmer, 2016)

  Customer satisfaction is incorporated into its management culture. It has been interpreted in high scoring in the Apple App Store as 4.8 from 5.0 and in Android Play Store with 4.5 from 5.0. Clients regularly provide feedback on the product that has helped in making the app functionality better. 

  Most of the customers are rating excellent, however, based on Trustpilot some consumers are facing technical issues, transaction problems such as daily limits specifically for large companies, lack of flexibility and waiting time for account opening. (Trustpilot, 2020) These are some of the issues that bank must be still working on to ensure people ca access easily their money make transaction but in the same time to ensure the money security and to provide high measures to avoid fraud. 

  The new technology can identify individuals and track their behaviour; businesses can push bespoke messages, promotions or personalised offers towards the clients at any time. That’s useful for companies and consumers as well, as they are up to do date with new products and app features. (Boden, 2019)

  We are all aware of current situation in the world related to Coronavirus Pandemic. All organisations are trying to come up with solutions for the businesses and people. Starling Bank offers customer service support 24/7 and regular articles related to strategies to maintain the well-being. Recently they have launched Connected Card which gives possibility to give someone a card to spend on your behalf. It gives the access on space of your choosing which is a new feature in the market. (Starling Bank, 2020)
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  The CEO, founder Anne Boden is the first woman to found UK bank according to Forbes. (Forbes, 2020) She was awarded Member of the Order of the British Empire for services for fintech in UK. Not she is creating a mobile bank but also transforming customers’ needs in reality. 

  Of course, we can’t ignore the challenge the bank is facing to compete with companies such Monzo Bank, N26, Payclip, Revolut. 
However, Anne mentioned in Financial Times interview at Global Submit, that “Starling Bank is a part of an ecosystem, community and the main focus is not to do all the products at all segments but focusing on one set of consumers. We are going to coexist with lots of other organisations to provide solutions to those customers” (Boden, 2018)

  The employees have an essential role in well-functioning of organisation it is why supporting them creating a tech driven culture and regularly listening to their preferences and needs are critical aspects which are considered by managing department.  
Specialists are highly respected and rewarded for their job. 

In addition to that, the superiors apply a democratic and laissez-faire leadership style which brings confidence in employees to express freely their concerns and to come up with new ideas. The main focus is on leadership styles applied, onboarding and trainings.  According to Robert E. Quinn and Kim S. Cameron at the University of Michigan, there are four models of organisational culture which include clan, market, adhocracy, and hierarchy. (E.Quinn, 2011)

  The engineers described the culture as being close to adhocracy, innovation-driven, the power is not centralised, it is focused on rapid growth. (Forean, 2020) Herzberg’s two factor theory is based on Hygiene factors and Motivators. The hygiene factors include salaries, perks and other benefits, companies’ policies, inter-personal relationships, quality of supervision, job security, working conditions, work and life balance. Whereas motivators factors include sense of achievement, status, challenging, stimulating work, responsibility, considering this factor at work can result in building high motivation and strong commitment. (Master Class, 2020)
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  The purpose of the research was to conduct organisational analyses on Starling Bank. As Starling is a new mobile bank in the banking industry, there is a gap in the literature on this topic. Diverse sources have been used for data collection such as company website and blog, interviews with Anne Boden, books, journals, Government organisation and other electronic sources.

  The first part of the study shows the general company data, the company goal, the core values and the process of service and product development—also, the financial status and data related to the number of employees, extracted from the Annual Report. 

  By comparing the data related to competitor and Starling Bank, controversial aspects have been identified, which obviously, remains an external factor of innovation for both organisations.
The PESTLE Analysis used gave possibility to analyse other potential factors that may influence the company growth and risks it may involve such as political, economic, social, technological, legal and environmental. 

  Another aspect is customer satisfaction. Basic strategies used by the customer service department to understand consumers’ needs and barriers and of course, supporting them 24/7.  Research has been conducted on company rating offered by clients via Trustpilot website. In addition to that, essential features developed to help customers in coronavirus pandemic.

  The final analysis covers the role of the CEO, the employees and the company culture. Our world is progressing faster and faster, and the number of customers in digital banking is increasing significantly. Technology impacts not only the way we manage money but also the way we think, feel and behave. Besides advantages fintech has, the risks it brings with it must not be underestimate.
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