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EXECUTIVE SUMMARY
This report will analyse the link between the increasing use of artificial intelligence (AI) and technology and the reduction of importance with human interaction. The scenario being looked at is the reduction of human interaction within online banking.
The online banking being discussed relates to the mobile app developed by Virgin. This franchise is owned by Richard Branson. The app utilises AI without lessening human interaction.
The problem analysed in this report is the reduction of human interaction in the developments of online banking through the increased use of technology.
The problem solving techniques used in this report are the cause and effect diagram as well as the five whys theory. These models are used to understand the root cause of the problem. It was found that there was a need for technology to be available and usable for everyone, and there needs to be a quick and efficient way of completing tasks, like banking, as people are busy.
The solution being implemented is the use of mobile advisors to help with the reduction of human interaction. This allows the field of AI to advance with the benefit of freeing up staff members to meet customer needs personally.
The implementation stage does encounter an issue. The time frame and other factors allow for good progression. However, the finance of the transition is the key factor in limiting this progression.  Also, there is a requirement for the technology to be improved. This is to free up some members of staff who complete tasks that have not yet been adapted by the AI.
There needs to be a compromise between the use of AI and human interaction within the solution to this problem. Overall the report found this solution to be the most beneficial through allowing progression in every area.  Also, in turn, creating more jobs and more customer satisfaction.







INTRODUCTION
This report looks at Virgin Money.  It will discuss the problem of reducing the importance of human interaction through increased use of artificial intelligence and technology. The report details the problem, relevant problem-solving theories and a solution recommendation.  According to Pikkarainen et al., (2004) there is a basic need for online banking. Therefore, a solution to this problem is vital. The business being evaluated will be Virgin Money's online banking.

BREIF BACKGROUND ON ORGANISATION
Virgin Money is a part of the Virgin franchise owed by Richard Branson (Virgin Money, 2018). Their plans are to unveil a new online banking app, which consists of money managing techniques to help students, as well as other features not available on many other banking apps (Virgin Money, 2017). Virgin is looking to increase the use of AI without disregarding the importance of human interaction within customer service. 

THE PROBLEM
This report looks at the importance of human interaction. This is within customer service and how AI can sometimes inhibit this process. The work of Card (2017) discusses the link between humans and computers. The field of AI is vast and there is potential for this industry to grow (Russell & Norvig, 2016).There is a balance required in order to achieve success.  An example of the use of AI would be chatbots on websites or automated systems on telephone calls. Within online banking there is a necessity for human interaction as this is an important task. Dealing with the public's money brings a need for good basic communication.  A business can easily fail through lack of customers as a result of bad customer service.
Within the past couple of decades online banking has constantly been developed. This has introduced a drastic change in the way people manage their money. However, online banking still has a lack of understanding from some of the population (Aladwani, 2001). Through the ease of online banking to check your balance, transfer money, make payments and many other actions, it has reduced the importance of having to travel to a bank to ask another person to do it. This has real life benefits for many people, such as avoiding late penalty fees, as banking can now be done at any time of the day. The introduction of online banking has made the process of managing money easier. However, there is still a section of the population that does not gain these provided benefits. Due to online banking, these people now have to deal with a reduction in human interaction as a result of the increase in technology.  They have a reduced number of banks on their high street, and old transaction methods, such as the deposit of a cheque, are planned for cancellation in 2018 (BBC News, 2009). Around four billion of the population still do not have access to the internet (Luxton, 2016). Therefore, online banking can become a threat to the people that do not have access to the basic resources needed in order to manage their money online. In Saudi Arabia there is a reluctance to using online banking (Al-Somali et al., 2009). ). Hussain Chandio (2013) discusses the acceptance of online banking in developing countries, and the importance of ease of use. Therefore, the danger looming for this section of the population is imminent as there is a incline in the importance of technology and use, compared to the decline in use of human resources in traditional banks.
PROBLEM SOLVING TECHNIQUES
Figure 1. - Cause and Effect diagram
[image: ]
(Clary & Wandersee, 2010)

The cause and effect diagram are also known as a fishbone diagram or an ishakawa diagram (Askarian et al., 2010). It is designed to help understand the causes of a problem. It can help you to understand the root cause of a problem by working backwards to illustrate the factors contributing to the problem. The measurements can be made by either using the 6 P's or M's. The P's are: policy, process, people, plant, program and product. The M's are: machines, methods, materials, mother-nature, man power (people power) and measurements. The P's are more often used in an office-based scenario, whereas the M's link more to a factory floor process. On the diagram there can be two different contributing factors which are primary and secondary.
Using this fish bone diagram there can be a root cause analysis of the problem. The problem being faced is the lack of importance of human interaction due to the increased use of AI in online banking. This is then split into six different categories with primary and secondary problems. 
One of the sections is people; this can be customers or staff. Some people may have a lack of understanding of how the AI works and how it helps the customer; this is especially being seen within the older generation (Rama et al., 2001). Also, there is a lack of availability for human interaction on these apps, such as the option given for chatbots and other automated responses. This cause has a great impact as when people are managing their money it can be frustrating as the lack of help can drive an inability to use these online features. This has secondary reasons of having the younger generation who are accustomed to the use of the internet and mobile phones. The target market encompasses all customers. However, the majority of the public can have difficulties; this is a major contributor to the problem cause.
Another heading is management. This links in closely with the previous mentioned factor as management of these banking apps is related to the issues caused in the people section. In order for this problem to be fixed there needs to be a compromise between the use of AI and the availability of human help. Therefore, within management, there needs to be a responsibility for creating a help option that offers human advice, as being able to talk through an issue and have it explained in an understandable format, such as a step by step guide, is useful.
Another factor is the equipment. There is a requirement for a device that can connect to the internet in order to access this mobile banking app, for example a smart phone. This alone can restrict users, such as people who do not have a phone capable of this process or simply cannot work the device correctly.
The environment is another issue as this online banking is a virtual concept and does not have a physical location, which is another trust issue for some potential customers.
The process of the app is complicated and can cause the problem to escalate as there is now a lack of help compared to what was previously offered.
The materials involved that contribute to the problem would be the lack of availability of devices for certain individuals to access the online banking app. Another issue would be the quality of signal for the app, such as the service provider, as there could be poor internet quality. This would be undesirable and interfering when completing an important task such as managing money. These problems all contribute to the increasing use of AI as they have now replaced some banks.
These options, such as going into a physical bank and speaking to a person, are still available. However, the access to them is harder as they are progressively lessening with time, due to the role AI is now playing within the market. The solution needs to have a balance within this framework.
Figure 2. - Five whys 
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(Serrat, 2013)

This problem-solving method includes the use of asking why the problem occurred, five times, to narrow down to the root cause of the problem (Staats & Upton, 2011). This is useful as a quick method of identifying a problem cause and reducing the chance of it reoccurring.
Why has there been a decrease in human interaction through an increased use of AI?
There has been an increase in the demand for technology.  This has been the outcome of the population moving forward with technology, and the constant connection it provides.
Why has this demand increased?
Due to the lack of patience within society as humans are no longer as efficient as computers (Paulson, 2002).
Why is there a lack of patience?
As there has been technology advances in other areas, people expect banking to keep up with them. Also, the time consumption involved to travel to the bank and complete a transaction when people already lack spare time.
Why have people got a lack of spare time?
The work load expected has now increased.  However, the time frame given to undertake those tasks has reduced, creating pressure for tasks to be quick and non-time consuming.
The solution here would be to find simple processes that a computer can complete quickly. Also, to allow for a help system, involving human interaction, for the more complicated transactions that require advice.

SOLVING THE PROBLEM
Through the increased use of AI there has been a disregard for the importance of human interaction. This can cause many problems for a business such as a loss of customers and increasing bad publicity if the system is poor. The problem of decreasing human interaction is that it rules out many of the older generation using the product, as well as the difficulty of the user interface increasing, which can put off potential customers (Guriting & Oly Ndubisi, 2006). These problems can all be solved through balance. There is a demand for an increased use of AI in this day and age (Amin, 2009). However, it has to be kept in line with the target audience. With online banking this involves a large amount of the population. Therefore, the company cannot afford to rule out potential users through making the system difficult to navigate.
Having a mix of both the AI system and human interaction allows for continued improvement in both areas; this makes the importance of human interaction understood and accounted for. This does not limit the potential growth of the company. However, it does use more resources than necessary. In order to keep customers happy and returning it can be argued that it is a necessity for these resources to be used; this in support of the popular demand for online help.
One method could be a 24/7 phone line in order for customers to be able to contact someone, whenever they encounter issues. Vatanasombut et al., (2008) shows how good communication retains customers. These duties are often outsourced to other countries for cheaper resources. However, this is an important investment in the business and it may be helpful to consider avoiding any language or culture barrier such as this. By doing so, banks may enjoy the advantage of a unique selling point, in the best interests of their customers who are able to communicate with ease. 
Another method would be to have an online communication with a human instead of a chatbot as the automated responses provide little help for someone struggling to configure the user interface.
Also, potential YouTube tutorials can help by explaining in detail, and providing a visual aid, in order that the customer may be able to understand how to process certain transactions.
A further solution, and perhaps the most beneficial to customers, is the use of mobile advisors. This would involve techniques that are currently being adapted by different workforces.  It involves mobile advisors going to meet customers at a location convenient to them. This is a whole new area for the banking world. With the increase in technology it seems logical to advance with the use of online banking. This may take banks to the stage where computer systems take over the majority of tasks, allowing staff to travel and meet personally with customers for any issues and concerns they have; this is especially useful with the older generation. The solution provides immediate and effective customer service, as well as freeing up staff members and allowing the advance in technology to continue, therefore helping all stages to progress rather than to limit advance through compromise.

PROBLEM SOLVING IMPLEMENTATION
Solutions the report found most useful to implement were the mobile advisors and YouTube tutorials. The YouTube tutorials would be an easy and cost-effective measure to introduce. This provides customers with a human alternative solution. It is a visual aid to assist the completion of a transaction and is more beneficial than getting an automated response. With regards to time frames this would be relatively easy to set up.  All that is needed is for a person to film an example of a transaction and upload it to YouTube. This allows for the implementation of a cheap and simple system. 
The solution this report found most applicable was to encourage mobile advisors for the bank. This allows for better customer service through an increased use of human interaction, as well as allowing for improvement in the technological industry through advanced use of AI. The time frame for this solution would be longer. This process could take years to master; however, there may be the opportunity to implement a quick start up given that this method is currently in use in other industries. This is an expensive solution as the ability to improve the AI is costly and the measures in freeing up staff, with a budget for travelling around the city, would be a drain on financial resources. However, if completed appropriately, it could lead to an increase in customers, which would, in turn, support the heavy financial investment of this solution. The implementation of the solution will involve analysing the following: stakeholders, time frame, funding, geography, supply, demand and the platform of the solution. The stakeholders within this investment would be the organisation, customers and the other businesses involved with the bank. These stakeholders would all need some form of agreement and acknowledgement of the implementation plans. The time frame roughly for setting up an app like this would be 12-20 weeks, possibly more, depending on the complexity of the problems. This is based on the assumption that the solution would be implemented through an app, allowing  people to arrange meetings via this medium.  Another factor to consider would be funding for the solution. This would be an important contributor to the success of the solution as the finance it would take to improve the technology, and also to pay  travel costs for staff, would be considerable. This could be a significant barrier to the solution. The progression of this solution will be measured through the feedback of customers, the ease of using online banking, and the amount of appointments the mobile advisors have in relation to online banking issues. By measuring these outcomes it is possible to see the change that arises from the increase in human interaction. The feedback from customers can provide an insight into how successful the solution has been. Measuring the ease of the banking app will show whether or not the AI is useful and whether progression has been made.  Also, the amount of appointments for the mobile advisors can show if they are being utilised, as well as showing if the human interaction from this solution adds a positive personal touch compared to the previous strategy.
In China there is an opportunity for the world of online banking to become their main source of banking (Laforet & Li, 2005). Therefore, this issue needs to be solved if the industry is to succeed. This significant investment in online banking could create a solution.

CONCLUSION
The solution this report found most practical and useful was the use of mobile advisors. Overall the problem of reducing human interaction, through increased use of AI and technology in online banking, presents a major threat to customers.  As a result, there is a clear need for a solution to be put in place. The solution to be used is the mobile advisors for online banking, this allows for the technology to continue advancing with the bonus of increasing human interaction. The main issue presented was the funding for the implementation.  Whilst solutions were discussed, there is a need for further analysis into this area. This solution relies on the ability of the business to finance and integrate the system. However, in general, this solution seems elegant and unique, and would have a positive impact on the world of online banking.
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A Five Whys Worksheet

Why is it happening?

Why is that?

Why is that?

Note: If the last answer is Why is that?
something you cannot control,
go back to the previous

response. Why is that?
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