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Executive Summary
The purpose of this report is to find problems that Virgin are faced with and find a solution for these problems. To get to the route of the problem the report will include various problem-solving techniques with one being used to source the problem for Virgin. This technique will allow greater knowledge into the problems virgin are being faced with and the solution will be able to cover those exact issues. 
Virgin was founded in 1970 by Sir Richard Branson and Nik Powell, the brand has been a booming success for the past 48 years branching out into several markets and being at the top of its game in every market. In 1995, Virgin developed Virgin Money to help customers with easy banking, to this day they are one of the most recognised banks, still improving daily but are often faced with challenges.
This report finds the problems in which Virgin are faced with and also shows techniques and methods to aid in solving the problems they are faced with. 
The conclusion shows that there are vast numbers of people who encounter the same issues when banking so a method that allows a higher income through such an intelligent way is something that helps the whole market and general public enhance a higher knowledge.


Introduction
Report Remit
This report will include the challenge set and the problem to figure out, all set by Virgin and the current banking market. The report will seek to educate the reader on problems a company may have and techniques in which the companies can solve the problems they endure. The reader of the report will learn how to apply these problem-solving techniques to real life situations in the modern marketplace. 


Brief Background of The Organisation
Virgin is the organisation the group had chosen to solve a problem for, Virgin gave four problems and the group were to choose one of the four to complete. Virgin start up and Virgin money both run the life start programme and have developed it into further stages. This programme is currently within its testing stages and is available to select universities with groups partaking to solve the various challenges.  (Life Start, 2018)
Virgin money is a banking solution run by Virgin with the goal to create better banking, the culture of virgin money is built around the belief of a bank is to ensure everybody is better off. As services are developed, virgin bank aim to offer new services as they aim to go beyond the traditional styles of banking and add real value to their customers. Virgin money believe in making managing your money easier and aiding the choices that you make are the correct ones, as well as treating you as a person, not a number. (Virgin Money, 2018)
In 1995 virgin launched the cheapest income PEP accounts on the market during that time and challenged every rival to match their high standards. After the first money of Virgin Money launching, £42 million was invested into the business due to the high number of customers signing up to the banking schemes virgin had to offer. (Virgin Money, 2018)
Virgin StartUp is an organisation run by Richard Branson, this organisation in which he owns is not-for-profit and it provides help for aspiring entrepreneurs in the UK with the funding, recourses and advice which is needed to make their dream business ideas a functional reality. (Virgin StartUp, 2018)



The Problem
The challenge Virgin presented us with was, 
“what ways could you use technology like artificial intelligence to create a rewarding, enjoyable and useful experience for customers?”
Throughout the world there is proof that banks are going through a major transition, digitising most of their services to ensure an easier way of banking on the go. New start up banks such as Monzo and Starling as well as large, already established banks, like Halifax and Barclays are making sure they don’t fall behind with the transformation into the technological advancements within the world of banking. 
Banks are now able to use artificial intelligence and chatbots to provide extra improvements to customer service, satisfaction and experiences through the use of technological advancements while reducing costs and human resources. This provides mutual benefits between banks and customers. (Life Start, 2018) 
Virgin presented this problem to us as they have the facilities to create artificial intelligence within banking apps but they may have run out of ideas to improve on their own. We were required to come up with an idea and present it to virgin through a three-minute video that was to be uploaded to YouTube. The major problem that Virgin is facing is that many people see money enter their bank and have the urge to spend it all instantly, due to them not knowing how to use their money correctly. The way that this is affecting Virgin is that many well-established banks such as Barclays have a great online intelligence advising people how to use their money so there is no margin for serious error. (Barclays, 2018)


Problem Solving Techniques
There are many problem-solving techniques that we are able to use during this report to solve and seek out problems that could hinder the chance of progression forward within our project. Although there are a number of alternative problem-solving techniques, two have really stood out in how they will aid the project which is being completed. The two techniques that this report will include are a Fishbone Diagram and 5 Why’s. 
A fishbone diagram procedure is required when attempting to identify possible causes of a problem, especially when a group’s thinking tends to fall into ruts. The procedure for a fishbone diagram, firstly is to agree on a problem statement. This should be adjacent to the problem you are working with. Secondly, brainstorming is needed to identify the major categories that cause the problem in which you are faced with. After the completion of the second step, write the categories which have been thought of as branches branching from the horizontal centre line. Step four involves brainstorming again, think of all the possible causes of the problem, these problems must link with the previous categories. These causes can be written in as many categories as they affect. After this is completed again, think of why these factors occur and use the ideas branching off the sub-causes to generate a deeper understanding of the problem. Finally, when the group runs out of ideas, focus attention the areas which lack with the number of ideas. (ASQ, 2018)
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Figure 3.1: Fishbone Diagram Example (Wildlife Tracking South West, 2018)

The 5 whys procedure is a great way to determine the root cause of a problem. Asking why is usually frowned upon but during this case, asking why to 5 different questions all linking into one another can help you analyse everything all the way down to the root cause of the issue. By repeatedly asking why you can cut down layers of symptoms which can ultimately point you in the correct direction of the root cause of a problem. Although this technique is deemed as the 5 whys, you often find that the root of the problem is found sometimes fewer and sometimes more than five times. There are a number of benefits that the 5 whys procedure possesses. These benefits include the aid to identify root problems quickly, the ability to determine the relationship between different root causes of a problem and the fact that it is one of the simplest tools, meaning that is it simple to complete. The 5 whys technique is most useful when problems occur within human sectors and interactions along with the technique being used within everyday business life. (iSixSigma, 2009)
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Figure 3.2: 5 Why’s Diagram (mindtools, 2018)


Solving the Problem
During this section of the report, you will see how the problem-solving techniques are used and implemented into finding a solution to the problem that is being faced. The fishbone diagram and 5 Why’s will be presented during this section as they will help determine the problems facing Virgin and their banking initiatives.

Problem: People not spending their money correctly. Why?

	1.
	People are spending their spare money of stuff they do not need. Why?
	
	




	2.
	
They spend their money to satisfy their wants. Why?

	
	



	3.
	They haven’t had the correct guidance with budgeting. Why?


	
	



	4.
	Human-to-human contact is costly of time and money. Why?


	
	



	
	5.



	More employees would be needed driving up costs whereas artificial intelligence would do the work for hundreds of people all at one time.



	
Figure 3.3: 5 Why’s Diagram on Virgin’s Problem

In the 5 whys diagram above you can see that there is the problem virgin are faced with within their banking community and the main reasons behind the problem. The 5 why’s have shown what and why the problem has stemmed and created a major problem in the banking marketplace. It shows that the main reason for people not spending their money correctly is due to their knowledge behind the money they have earned. As shown in the 5 why’s, artificial intelligence would help resolve this problem for thousands and thousands of people around the world, from artificial intelligence operatives within your local branches to them having the ability to impact your spending whilst being on your mobile device, the opportunities for the help they’d be able to give are endless. 
These artificial operatives would be able to speak to clients through a phone with automated answers to aid every person’s needs, for example, if the question was asked, “how can I budget my money?” the operative could give a valuable response linking many different factors such as investing small sums into stocks which can help increase income to opening an ISA account which could take 5% of the overall wage per month. 
With the operative being able to do thousands of jobs at once, employees would ultimately lose their jobs but even more jobs would be created in order to design, enhance and maintain the operatives in which the banks would need. 
A drawback to this solution is that the instore operatives would need to have the functionality to hold a flowing conversation with a human to provide the help that is required by the customer. Customers can often have many emotions when entering banks, joy, sadness, lack of patience are just a few to name. The operatives must be able to identify these emotions and act accordingly whilst giving outstanding advice and customer service to these clients. 
Another drawback is the cost in which the artificial intelligence operatives will cost, the set-up cost would be within the millions but if you were able to multiply the intelligence throughout thousands of computers, you wouldn’t need to pay them to work, you would save millions in the long run not having to employ people.  
Another solution to the problem found within the 5 why’s which could counteract the problems in which Virgin are facing is artificial intelligence within phones, just like Siri and Alexa, this AI would be able to connect within your apps, like your mobile banking app and side apps such as moneybox. This AI would be able to advise your spending to accord to current markets and advise where to invest your money as live stocks alter. The AI would know the markets very well and how trading in stocks works. For example, you would need to download an add on to your banking app which would link all live stocks within all markets to your bank account for an easy transfer between the two. 
The AI would be easy to use and automatic and could be turned off if you didn’t want to use it. For every purchase you make you can add a percentage to the total in which the AI would remove that percentage from your account and those funds would be invested into either the highest risk and quickest profit or the lowest risk and longest profit depending on the users preferences. This app would not need to be user controlled, the AI would be able to do everything for you as stocks can often fluctuate drastically overnight. Options will be given to the user when setting up the app, these options would include how much of a loss they are prepared to make before selling the shares they own and also how much profit they are willing to make before they sell their shares for their maximum income. 
The only downside to this the time and cost in which the algorithm for the AI would cost, months years and years of time and effort would need to be given to create such an intelligent specification into the trading and mobile world. After the app has been published there wouldn’t be any source of income if the app was free, sponsors would be the only way to provide an income for the suppliers.
Barclays had a similar problem with their customers with overspending and carrying out hundreds and hundreds of loans within a particularly short timeframe. During this time many customers needed loans around the same time, causing Barclays to give millions in total to people in hope they’d have the ability to repay. This is very good for banks as they can place a high interest rate on loans to create high profits for themselves. Unfortunately, major mistakes were made within the bank and the incorrect loan sums were given to people. As a result, Barclays had to compensate their customers of over £1 billion in total during this time as they were all taxed heavily for their loans. (Jones, 2014)




Problem Solving Implementation
This section of the report will include the figures and exact measurements of the second problem solving method previously written about in this report. The app will require a download and be downloaded in conjunction with the online banking app for Virgin Money. You must allow the two apps to work together before any transfers of money are able to me made automatically through the AI, this would also give Virgin the ability to see your account balance but nothing else. The app would be called ‘Trade for me’, fingerprint recognition would be needed when entering the app but the only time you would need to enter the app would be if you were changing the settings of your AI financial assistant. ‘Trade for me’ would allow your financial situation to flourish as you would have the income from your stock trading amending your bank balance regularly depending on the settings you have chosen. High risk, fast profit trading would take between 2-14 days to reach the maximum profit potential and the low risk, slow profit would take anywhere from 15-90 days to reach its maximum profit potential for that period.
As this AI would be making most of the trading decisions for you, it must be very sophisticated with a highly intelligent nature and strong algorithm the ensure the decision making is up to a very high standard. This process obviously wouldn’t be cheap with years of research and development needed before anything would be released costing the manufacturer millions on an annual turnover. Due to these costs, the app would have a monthly fee of £4, a 6-month fee of £20 and an annual fee of £35. A family pack could also be purchased, up to five members can use this package, £12 monthly, £60 every 6 months or £105 annually. 
‘Trade for me’ would send push notifications through to its customers every time a profit is made to notify the customer of the profit made. The success rates would be measured by measuring the account income and spending before using ‘Trade for me’ against the account income and spending after using ‘Trade for me’. The balance of the accounts would be monitored monthly showing the income of individuals accounts enabling easy monitoring and easy success monitoring. 
Conclusion
To conclude, the 5 why’s technique was able to find the route of the problem and that was the fact that people are uneducated when it comes to saving money. The way that the technique was able to find that problem was brilliant as the solutions to the problem were able to stem from that. 
Out of two solutions, Artificial Intelligence operators seems too futuristic with it seeming almost impossible but it would fix the knowledge of budgeting solution quite well whereas the ‘Trade for me’ AI app is easier to create but would be a costly procedure. ‘Trade for me’ helps many people with increasing income and also shows how budgeting your money within this app creates a massive influx of income at the end of the month. 
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Figure 1: 5 Whys (single lane)

PROBLEM
Our client is refusing to pay for

Teaflets we printed for him

The delivery was late, so the
Teaflets couldn't be used

o

The job took longer than we expected

o

We ran out of printer ink

hd

The ink was all used on a
Targe, last-minute order

o

We didn't have enough ink in stock,
and couldn't order new supplies in time.

COUNTER-MEASURE

Find an ink supplier who can deliver at

short notice, 5o that we can continue
to minimize inventory, reduce waste,
and respond to customer demand.

5 Whys also allows you to follow multiple lanes of inquiry, as we show in Figure 2, below.

You are viewing 1 of 3 free articles Get ahead faster in your career with unlimited access Try our Club for just 75p > Login to Mind Tools >




image1.png




image2.jpeg
Fishbone Diagram Example

Effect

Cause

People ]

Method ] (Measurement)

Micro-managing
boss

Absent secretary

Sick children

Lack of Communication
from client

Carwouldn't
start

connection

Siow computer

Bureaucratic
Poor prioritization

Unforeseen variables

Noisy coworkers.

Did not track progress.

No short term goals.

Lack of accountability

Lack of planning

Fluorescent ights Unstable desk

Small cubicle No printer paper

Squeaky desk chair

(_Machine )

(Environment)  (_ Materials

ww imvandevall.com | Copyright © 2013 Dutch Renaissance Press LLC

Missed
Deadline






Community Engagement
Assignment 2 2018

MAY 2018



