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Banking has significantly changed 50 years from the realise of debit cards, credit cards, telephone banking and now online/mobile banking. Since Covid-19 there has been a surge and massive demand for digital banking whether that be having an appointment via Microsoft Teams to open a new product, paying for your shopping via contactless payment or depositing a cheque using mobile banking. There is a whole array of options now for customer to choose how they as individuals would like to do their banking. However, the digital changeover can be hard for customers and employees. There are many theories and models on how to help employees change their mindset to ‘digital first’ and this report how to help implement that change. 

[bookmark: _Toc145235217]Critically analyse the current forces for change in the organisations micro and macro environment that can impact workplace culture and capability. 

There are now several forces for change within the finance world particularly within the high street banks, these forces for change consist of digital banking, which drives branch closures and is moving forward into a cashless society. During the Covid-19 outbreak many banks including TSB Bank where open restricted hours for essential banking only and many vulnerable customers where unable to visit their local branch in person, this put massive pressure on not only the customer to covert to online, mobile and telephone banking but also for the bank to have these platforms quickly and efficiently in place and working correctly for customers. Now after the pandemic many banks including TSB Bank are pushing to be known as a digital bank. Eg Monzo, Starling, First Direct. 
Digital banking through all banks is growing at a rapid rate according to Boyle (2023) and fortunately or unfortunately this then drives branch closures along with ATM closures moving customers into a cashless society. More and more companies have self-serve machines with only card payments available.
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Change is a common action that will affect all businesses regardless of size, industry, and age. The world is constantly changing, and it changes fast, and organizations must be able to adapt and make these changes quickly for the business to be sustainable. Organizations that handle change well will thrive, whilst those that do not may struggle to survive or be profitable.
The phrase “change management” is a common concept that many businesses use today. How these businesses manage, and direct change successfully will vary from business to business, the specific change and all stakeholders involved. It is paramount for the employees to understand the change process. 
Lewin (1940) discusses change as a three-stage theory of Unfreeze – Change – Refreeze. For example, employees must be open to the idea of change and listen to what needs to change and how it will be accomplished (unfreeze), the employee will then be onboard with the change and state to implement the change (Change), finally the employee will be comfortable and will have made the change (Refreeze). 
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There are many differences of opinion and many pros and cons to digital banking, digital banking consists of online/mobile banking, telephone banking, video banking and self-service machines within branches or external ATM’s. The rise in digital banking since the pandemic hit the UK has skyrocketed and many businesses including the banks have had to move at a very quick pace through this transition. In recent research conducted by finder.com the evidence shows that an estimated 93% of the British population are using online banking in 2022. This year 24% of the British population have digital online bank accounts (such as Monzo, Starling, First Direct) compared to only 9% in 2019. The results also showed that 5.3 million British people intend to get a digital bank by 2023 and 89% of eligible payments were contactless in 2020. Interestingly the results also showed that 16% of the British population chose to open a digital only bank account due to the lack of branches in their area. (Source: https://www.finder.com/uk/digital-banking-statistics Analysis conducted by finder.com)

The biggest conversation and worry for customers and staff is the worry of branch closures. With digital banking taking over, along with the cashless society we are moving into there soon will not be a need for branches, which means business will profit from not having to pay out for rented buildings however what will happen to the customers if they refuse the change and ‘keep up with the times’ of going digital and what will these mean for the branch staff if they do not want to adapt to the new job role. 

With many banks closing branch through covid and after covid this has left many of the British population with no choice but to go digital-only and/or change banks. According to Finder.com 16% of those opening a digital-only bank account, a lack of physical branches in their area was a driving factor. Older generations are disproportionately affected by branch closures, with over half (53%) of the silent generation citing this as the reason for switching, or considering switching, to a digital-only account. (Source: https://www.finder.com/uk/digital-banking-statistics Analysis conducted by finder.com)

For example starling are an online bank and take pride in branding themselves an online bank, their website starts with4 strong points consisting of telling their customers directly there are no branches by saying ‘a branch on your phone’ telling the customers there is no physical building for the customers to go into and speak to a staff member, they go on to explain customers can open accounts, manage their finances, deposit cheques and use the conversational banking service. Starling bank also explain to the audience the features that the online bank account holds such as easy bill management whereby the account will put money aside to pay for the upcoming bills and ‘split the bill’ feature. Starling also gives their customers the choice of contactless or not and the limit they would like to have should they choose to have a contactless debit card and limits on where you can spend. (Starling Bank, 2019)

In comparison to TSB Bank who have 536 branches across England, Wales, and Scotland and 43 pop-up branches across England, Wales, and Scotland. Even through the digital world is taking over banking there are still many branches throughout the UK with staff ready to help customers that walk through their doors. The culture and perception of banks is that there will always be a cashier sitting ready to serve you and there will always be staff members with diaries open ready to help customer apply for new products from savings accounts to borrowing and mortgages. If the specific bank is not able to break this culture, then unfortunately that bank will get let behind along with the customers. 

Within many organisations this; are many employees that simply don’t want to change and they will get away with not changing for so long before either they are forced to change or they leave the business and this is where staff retention can become difficult if there is a culture within the business of ‘this is how it is, this is how it will always be’. If a change in culture is to work successfully within a business that staff must be creative/innovative, from a diverse background, wanting to continuously improve, authentic and work well as a team. 
According to Kotter (2014) there are eight stages to change these consist of: create a sense of urgency – be ready to act with passion and purpose, the employee will need to want to achieve a bold and aspirational goal. They employees will need to build momentum to ensure all employees have a clear purpose and vision of the change and future. For example, when Covid-19 hit the UK all high street banks including TSB Bank had to adapt quickly to digital banking. TSB Bank made a rapid turn around with training staff through crash courses to be able to complete telephone appointments while using Adobe to gather the identification, proof of address and signatures to open the product for the customers. There was certainly a sense of urgency as vulnerable customers where unable to leave their homes for several months. 

Secondly, build a guiding coalition – The business will need a network of committed employees who have volunteered themselves to help. This will be a diverse group of people who will guide, coordinate, and communicate the change and steps throughout. For example, within TSB Bank this person would be the manager and line manager to guide the team through the change and the change process. 
Thirdly, form a strategic vision whereby there is a clear future for the business, employees and customer, this will be different from the past and the leader (manager/line manager) will need to win the employees over with the positives of the change and make clear their role in how they can make that future a reality. For example, the manager/line manager would present the ideas to all employees and show/share with them on how they will be guided through this change and how to make this future a reality. 
Fourthly, enlist a volunteer army – a large-scale change can only occur when the business has a high number of employees willing to help implement the change. These employees must want to actively contribute and work collectively to achieve the goal of the change. For example, when a large-scale change such as the digital banking movement with TSB Bank all management must be onboard to feed the positivity down the line to all staff members. The staff members must feel that this will be a positive change for the business, their career, and the customer needs. 
Fifthly, enable action by removing barriers – it is paramount that the business quickly removes any obstacles or barriers, this could slow things down or even create roadblocks in the process. There needs to be a clear path for employees to be innovative and generate impact rapidly. For example, if an employee does not want to implement the change and help customers become more digitally confident then there may be another position within the bank that is more suited for that employee. 
Sixthly, generate short term wins – short term wins can meet a lot to the individual employees and keep momentum going. Short term wins must be recognized and communicated often. This is also a good way to track process and keep the end goal in sight. For example, if an employee helps a customer open a new product on there own device for the first time this should be celebrated within the team. 
Seventhly, sustain acceleration – after recognising the employee that has done well, the employees must push on to achieve more success. This is where management will need to show credibility, structure, and ruthlessness to achieve the end vision. For example, management may set goals for the employees to help as many customers as possible they can with digital banking – this could be helping customer register for online banking, registering for telephone banking, opening new products on the TSB Bank website. There are no targets and no threat to the employee if they are unable to help the customer with any of this if we are helping the customer with their banking needs. 
Lastly, institute the change – ensure the connections between new behaviours and organisational success, management will need to ensure these become strong and embedded to replace the old habits, culture, and ways of thinking. Ensure all systems, procedures and policies are reinforced and updated to secure the new vision. For example, TSB Bank have procedure maps to follow when unsure of how to carry out a process, the bank will need to ensure these are inline with the new digital vision. 
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Strengths of digital banking – There are many strengths and pros to digital banking one being that if customer with to do online/mobile banking they will have access/able to view their finances 24/7, all digital banking such as online/mobile, telephone and video banking gives customers the choice to manage their finances from the comfort of their own home and can be accessed from anywhere in the world – meaning customer can bank when on holiday, unable to visit the branch due to unforeseen circumstances or live in rural areas of the United Kingdom. Digital banking allows customers to open new products quickly and efficiently without having to go into their local branch and environmentally friendly due to all correspondence being on email or an online inbox. 
Weaknesses of digital banking – At times digital banking can go down or be having a system update at any time, usually scheduled maintenance is in the nighttime hours, this means customers may not have access to the finances 24/7. Many customers of the older generation do not have smartphone, tablets, or computers to be able to do digital banking, this means they do not know how to use it, and many do not wish to learn. A common fear of digital banking is the fear of fraud and customers losing their funds. Many customers enjoy the interaction with the branch staff, with digital banking there will be no personal relationships and knowing your customer well. Digital banking does not offer a way to deal with complex transactions. For example, within TSB Bank customer are only able to transfer a maximum of £10k on telephone banking and £25k on online/mobile banking daily – this limits customer who have large bills, property sales, transferring money into external banks. Digital banking may also increase branch closures and many branches have closed since Covid-19 as 93% of the British population were using online banking during 2022. Finder.com (2023). 
Opportunities within digital banking - Digital banking gives banks a wider range of customers. eg. from rural areas. Therefore, more business/profit for the bank. Digital banking frees up branch staff to help more customer with complex transactions or queries such as fraud, large transactions and appointments that need to be seen in branch, for example, power of attorney (POA). Online/mobile banking frees up branch staff to help when telephone banking is in high demand and digital banking could give better marketing predictions and artificial intelligence to then help the customer with products the bank think could genuinely help them. 
Threats when changing to digital banking – Many customers fall victim to fraud, scams, social engineering, and phishing and if digital banking is not secure the bank could become victim of a cyber-attacks, which could then cause data breaches and fines/penalties for the bank and cause reputational damage. Customers may not want to follow the change to digital banking, therefore leave the bank - decrease in customer retention.  All these threats could increase branch closures over the United Kingdom. 
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Political – There are many political factors that play into digital banking, some of these are because of Brexit, Covid-19, policies, and procedures, conduct authority and the Bank of England. These political factors have a huge significance of how a business runs especially within the financial sector. For example, the Bank of England set the base rate which then determines the customers mortgage rate, borrowing rates and savings rates and although the banks are obligated to change their rates in line with the Bank of England, they do normally follow the advice from the Bank of England and will adjust their rates accordingly.
Economic – There are many economic factors that play into digital banking these consist of the cost-of-living crisis and inflation, the Covid-19 aftermath, the Bank of England and the base rate changes over the past two years, exchange rates/currency, unemployment and working hours. These economic factors play a huge part in the way customers do their banking, specifically digital banking. For example, the cost of living and inflation many customers may not be able to afford to come into the bank. For example, and early customer may have previously got a taxi to and from the bank and now with the increase of prices they now do telephone banking from their home. Many employees working hours have changed also, where the job would have always been office jobs, they are now working from home and working possibly. 
Social – There are many social factors that play a part into how customer do/feel about digital banking, these consist of the demographics of the bank, lifestyle factors, career attitudes and customer trends. These social factors play a part in how digital banking is growing. For example, employees who are career driven are focused on the new vision of digital banking and helping other employees come onboard - this will help them progress in their career. Lifestyle factors and 'ways of thinking' have also changed since Covid-19 and it is now the norm for all customer to have a contactless bank card or even have Apply/Google Pay as 45% generation Z customers made a digital or online wallet payment in 2020. The demographics plays a huge part in digital banking also. For example, online only banks will see a higher % of young people opening accounts. Compared to branches who will have a mixture of customers. According to Perić (2023) over 1 in 4 adults in the UK (27%) have opened a digital-only bank account by 2021 and Monzo and Starling exemplify how an online only bank in the UK can take the business over from high-street banks, with more than 21000 and 7000 traditional bank customers switching to their side in the third quarter of 2019. 
Technology – there are many technological factors that play into digital banking, these consist of social networking/marketing, automation/robotics, system upgrades, artificial intelligence (AI) and security. Technology plays a paramount factor in digital banking as all digital platforms are ran by technology and new/upcoming technologies. For example, if a customer experiences issues with online banking they may not want to do it again. If the bank gets it wrong and the system goes down or there is unscheduled upgrades that can cause lack of trust between the customer and the bank. Artificial intelligence (AI) now plays a massive factor into how the banks market new products to the customer through advertising, recording trends. The security of digital banking is also paramount for customer to know that their finances and data are safe. The impact to the customer and the bank getting this wring could be catastrophic.
Legal – there are many legal factors that play into how digital banking starts up with banks, these consist of the Bank of England (BoE), Prudential Regulation Authority (PRA), a division of the BoE, Financial Conduct Authority (FCA) and Internal policies and procedures. Along with technology legal is also paramount to how banks run their digital banking. There are many legal obligations that the banks must put in place before considering digital banking. These regulations must be checked and passed by the Financial Conduct Authority (FCA) and the impact of the banks getting this wrong can cause fines, reputational damage, loss of customers etc. It is important that the bank also update all internal policies and procedures to ensure employees are fully trained and there is no margin for error.
Environmental – This plays a part in not only how the banks want to be seen and run but how digital banking works also. The environmental factors consist of demographics, being a sustainable business, management, climate change and any future pandemics. There is many environmental factors that are important when focusing on digital banking. For example, digital banking offers all correspondence online through a digital inbox or email this means it is paperless therefore more environmentally friendly. We also live in a world where customers are more aware of the environment and being environmentally friendly. This is beneficial for the customer as they are not receiving post from the bank, beneficial for the banks as it cuts the cost or printing and posting and again beneficial for the environment.
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The impact of workplace culture and capability when making such a quick change such as digital banking can be great for the workforce if all employees are onboard with the change and the manager is able to lead them through the change with confidence and encouragement, but the effects of this going wrong can be catastrophic to the business and the employees not wishing to make the change. Customer who does not want to make the change to digital banking may feel left behind or pushed out and this is where numbers could drop with customers switching to a bank that still offers a branch service. The whole dynamic of the branches has changed over covid and since it has passed with more customers using the self-service machines and the opening of accounts through online banking whether that be on customers on device in branch or customer opening accounts on own device at home. I feel the digital opening of products is beneficial to the banks as it frees up staff members time to help customers with more complex queries and appointments that need to be completed face to face such as bereavements. 
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According to Fernando (2023) a stakeholder is a person or group of people who have interest in an organisation and must be taken into consideration when making any changes or decisions. These people or groups can consist of people the business liaise with, customers, suppliers, colleagues, HR, investors, community, HMRC, shareholders and the banks. To manage the stakeholders, you must have good analysis, planning, management, and communication skills to be able to articulate the change to the stakeholders in a way that they get onboard and believe in the vision. Internal stakeholders such as employees must have a project sponsor/team, a leader, possible trade unions involvement and a ‘change champion’ to embed the change into the working environment. 
It is paramount that the stakeholders a prioritised when making changes or decisions. If the stakeholders have high power and high interest, they will need to manage closely and informed of all decision making along the way other stakeholders who have low power and low interest will still need to be informed however this will not need to be as urgent or frequent. 
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If we reflect on what digital banking was before the Covid-19 pandemic, the results show that in comparison to now not many customers where not registered or even wanted to do digital banking. The pandemic has accelerated the digital banking world and has opened new ideas and ways of banking for banks and customers. This is a change that all banks had to get onboard with quickly to meet the needs of their customers and is still evolving now. The change was so quick many employees didn’t have a change to decide what they thought or wanted however now with the pandemic over and banks still pushing for digital there could be employees slipping back into old habits or banking cultures. 
“Since lockdown started on 23rd March, TSB’s own data shows that the average number of customers registering for the mobile app has nearly trebled from just over 1,270 to almost 3,480 every day, reaching over 4,000 on some days. Enrolments for internet banking have risen by 137% over the same period.” TSB Bank PLC (2020)
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The complex change of moving forward as a digital bank needs to be done by following a process, there is many change processes, however the change process that will work effectively in the bank is the ADKAR model this is a common model for its people-focused approach to change management, the ADKAR change model focuses change on an individual level since change is often less about the changes themselves and more about people’s reactions or resilience to them. ADKAR stands for: Awareness of the needs to change, Desire to take part in and support the change, Knowledge of how to change and Reinforcement to make the change sustainable. Hiatt (2006)
Organizational change is directly relying on its employees for successful implementation, it’s paramount for the employees to have a clear understanding of what changes are occurring, why they are occurring, a clear vision of what the future looks like and how this could impact on them personally. This model clearly shows the process and stages to help all employees understand and accept the change. 
The manager or leader of the change needs to start by discussing the change with their team, discuss the present, past, and future and they will need to make clear why this change needs to happen. During this open discussion they will need to know who is onboard with the change and would like to be part of the team to help make the change and embed the change. If employees are not forth coming this may be a discussion with individual employees after the group chat to get their honest opinions and/or ideas on how this change of moving forward digitally can be made and who has desire to help, make the change happen. 
Employees will need to complete relevant training/or courses to be confident in their delivery when discussing/showing customer how to use digital banking. Employees could start this by using digital banking themselves (if they do not already) or giving customers a demonstration on their own device of how online/mobile banking works, talking them through each step or offering all channels when booking an appointment. For example, not only do TSB Bank offer branch appointments, but they also now offer telephone and video appointment. If the customers have time, there and then and does online banking the employee would be able to help them open a new product on their own device which will save them booking an appointment. The employees will need to start practising this daily and become confident with using digital banking as a conversation starter/first option. 
Once the employees become confident in doing these activities on a daily basis it will become the new norm for them and customer will also begin to realise that this is how the bank operates now. The change will be reinforced by management, data may be shared on how many customers have been helped digitally whether that be new products opened, registered for online/mobile/telephone banking or appointments made through telephone/video banking. 
Suresh Viswanathan, chief operating officer at TSB, said: “This shows the size of the shift in the way people are banking. Not only are more customers discovering the benefits of banking and shopping online, but it’s also encouraging to see there’s an increased level of confidence amongst consumers. By combining the great service in our branches and over the phone with even more functionality in digital banking we can meet our customers’ needs however they choose to bank with TSB.” (Smith, 2020)
Deming (1950) change model consists of four steps: plan, do, check, act. This change model can be used to make one change or continuously used to improve processes, products, or services. 
Using this model to make the digital banking change within TSB Bank branch would consist of the management engaging in the plan from higher management and seeing the vision coming to life. The management would then need to share this plan, enthusiasm and positivity with their team and plan on how the individual branch will embed this change and what it will look like. The team will need to reflect on what is the core problem we need to solve (changing the digital banking culture within that branch), is this the right problem to work on? what information is needed to fully understand the problem and its root cause? Is it feasible to solve it? What resources do they need? What resources do they have? What are some viable solutions? What are the measures of success? How will the results from a small trial translate to a full-scale implementation?
The next step for the manager is to test the proposed solution. The plan, do, check, act cycle focuses on smaller, incremental changes that help improve the ‘big’ change and help reach the vision. By testing the proposed solution with a small-scale project/task in a controlled environment the manager will be able to evaluate the results without disturbing the rest of the operation.
Once the trial has been completed its time for the management team to review and analyse the results. This stage is important to the process as it allows management to evaluate the solutions and revisit the original plan. The management team would need to reflect on if the original plan worked and of not what problems accrued, what steps need to be taken to avoid any future issues. The evaluate in this stage will guide the leader in what direction to go next. 
Finally, it is time to act. If the plan went according to the initial plan, the management and team are now able to implement the plan. This new process is now the new ‘normal’ and the vision has become reality. 
The management and the team may want to reflect before the embed the change. They may ask questions such as: what resources are needed to implement the solution at full scale? what training is needed for successful implementation and adoption? how can measurements track the performance of the solution? what opportunities are there for improvement? what have the team learned that can be applied to other projects?
If the plan did not go to plan, management can cycle back to the planning stage to adjust and prepare for a new trial.
Unfortunately, more changes fail than are successful this can be because of lack of planning e.g. Not using a change module such as Kotter, Deming, or Lewin. Employees may not understand the change or the purpose of the change. For example, according to (kotter, 2023) step three and four of his change models clearly indicates that the employees must form a strategic vision and get everyone’s buy-in. Employees who lack the necessary skills or if there is insufficient training may feel they are not willing to change as they do need feel supported. 
Change can be difficult for all involved if there isn’t a clear direction or plan in place. Many people who find it difficult the change employees who have worked for the business for years and they are set in their ways, it can be employee attitude, fear of failure and/or fear of uncertainty or doubt. Employees may feel that with change can come losses such as job losses, psychological comfort/security, control over their own future, competence, power/social status, trust, and independence.
The culture that works best for change is a culture and environment that is creative/innovative, diverse, adaptability, authentic and teamwork all these qualities will contribute to a positive working environment and vision for change. (Abbas, 2022)
Culture can be changed through having two-way, open communication and being clear on the purpose/vision. The proposer will need to be clear on the benefits of changing and what is in it for the employees. They will need to have shared values and management will need to be influential on not only the values but the change also.
According to McKinsey (1970) there are hard and soft aspects of change known as the 7s.  The hard elements consist of strategy, structure and systems and the soft elements consist of shared values, skills, style, and staff. 
These 7 factors are used by organisations and management to identify where the business excels and where it needs more work, in terms of creating prime and efficient workforce. It is also used to evaluate performance following a merger or other restructuring to identify areas that need improvement. (Kenton, 2022)

According to V (2021) there are six common barriers to change, these consist of Lack of Clarity, Poor Communication Strategy, Execution of Several Projects at once, Inability to Identify the keystone change, Lack of management buy-in and Lack of Active Participants. However, in contrast to this Maurer (2010) discusses the three levels of resistance and how to overcome this resistance. 
Level one of resistance can start off with lack of understanding the change, the information or the reasons behind it, the employee or employees may disagree over the interpretation of the data being presented and/or have lack of exposure to critical information. This can easily be fixed by the management being transparent, clear, and honest on why the change needs to happen and be transparent when sharing data/information. 
Level two consists of employees not liking the change, the employee may feel they are losing face, status or even control. They may have fears over job losses and use the ‘fight, flight or freeze’ reactions. This is where the management and influencers may need to step in to show the employee or employees the benefits of the change and how that individual can help make the change. 
Level three is a harder level to get the employee onboard. The employee may not like the individual that is trying to make the change, this could be due to past experiences or ‘flavour of the month’, feels they fail to see things through. This is where employees may leave or contrastingly stay and be a bad influence on the team. This is where difficult conversations may need to happen between employee and management. To ensure the change and vision will work and be embedded. 

[bookmark: _Toc145235227]Conclusion

In conclusion change affects everyone whether that in your personal life or professional life. It can be difficult to change and as discusses throughout this report there are many ways in which to overcome the fear or resistance of change. Change is not always for the best however it is paramount that all involved know why the change is being implemented and this will more than likely bring employees onboard with the change. With digital banking seemly taking over when it comes to banking, I feel this is the only way forward for high street banks to be able to compete with the online only banks. However, I also feel that it is important to give all customer the choice of digital banking and coming into branch. Whether that to be deposit a cheque or to open a new product. Giving the customer the choice will help make them feel they have ‘one hand on the wheel’ when it comes to this digital change over.  
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Worksheet

SWOT Analysis

Strengths

What do you do well?
What unique resources can you draw on?

What do others see as your strengths?

1. Digital banking gives customer 24/7 access to their
finances.

2. Digital banking gives customers the choice to
manage thier finances in the comfort of their own
home.

3. Digital banking can be accesses from anywhere in
the world.

4. Digital banking allows customers to open new
products without coming into a branch.

5. Digital banking allows products to be opened in a
fraction of the time the branch could open them.

6. Digital banking is environmently friendly as it is
paperless.

®

MindTools

V) CELGESES

What could you improve?

Where do you have fewer resources than
others?

What are others likely to see as weaknesses?

1. Digital banking can 'go down' meaning customer can
not manage their finances 24/7.

2. Customers do not know how to use digital banking.
3. Customers are scared their digital banking will not
be secure.

4. Customers will not have personal relationships with
the employees.

5. Digital banking does not offer complex transaction.
6. Digital banking is cashless.

7. Digital banking may increase branch closures.

Opportunities

What opportunities are open to you?
What trends could you take advantage of?

How can you turn your strengths into
opportunities?

1. Digital banking gives banks a wider range of
customers. eg. from rural areas. Therefore, more
business/profit for the bank.

2. Digital banking frees up branch staff to help more
customer with complex transactions or queries such as
fraud.

3. Online/mobile banking frees up branch staff to help
when telephone banking is in high demand.

4. Digital banking could give better marketing
predictions and artificial intelligence.

Threats

What threats could harm you?

What is your competition doing?

What threats do your weaknesses expose
you to?

1. Customers may become victium to fraud.

2. If digital banking is not secure the bank could
become victium of a cyber attack.

3. Customers may not want to follow the change to
digital banking, therefore leave the bank - decrease in
customer retention.

4. Reputational damange.

5. Branch/ATM closures.

© 2006-2022 Mind Tools by Emerald Works Ltd.






		40: 1. Digital banking gives customer 24/7 access to their finances. 

2. Digital banking gives customers the choice to manage thier finances in the comfort of their own home. 

3. Digital banking can be accesses from anywhere in the world. 

4. Digital banking allows customers to open new products without coming into a branch. 

5. Digital banking allows products to be opened in a fraction of the time the branch could open them. 

6. Digital banking is environmently friendly as it is paperless. 

		80: 1. Digital banking gives banks a wider range of customers. eg. from rural areas. Therefore, more business/profit for the bank.

2. Digital banking frees up branch staff to help more customer with complex transactions or queries such as fraud. 

3. Online/mobile banking frees up branch staff to help when telephone banking is in high demand. 

4. Digital banking could give better marketing predictions and artificial intelligence. 

		81: 1. Customers may become victium to fraud. 

2. If digital banking is not secure the bank could become victium of a cyber attack. 

3. Customers may not want to follow the change to digital banking, therefore leave the bank - decrease in customer retention. 

4. Reputational damange. 

5. Branch/ATM closures.

		84: 1. Digital banking can 'go down' meaning customer can not manage their finances 24/7. 

2. Customers do not know how to use digital banking. 

3. Customers are scared their digital banking will not be secure. 

4. Customers will not have personal relationships with the employees. 

5. Digital banking does not offer complex transaction. 

6. Digital banking is cashless. 

7. Digital banking may increase branch closures. 
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PESTLE template

Economic

Social

External factors
to consider

Factors affected within
my industry

Importance to
organisation

Government policy
Political stability
Tax

Industry regulations
Global trade
agreements and or
restrictions

Exchange rates
Globalisation
Economic growth/
decline

Inflation

Interest rates

Cost of living
Labour costs
Consumer spending
habits

Consumer trends/
tastes,

Fashions
Consumer buying
habits

Lifestyle factors
Career attitudes
Work-life balance
Population
demographics

1. Brexit

2. COVID-19

3. Policies and Procedues
4. Conduct authority

5. BoE

. The cost of living/inflation
. COVID-19 aftermath

. BoE/Base rate

. Exchange rates/currency

. Unemployment

. Working Hours

DU N WN =

. Demographics

. Lifestyle facors
. Career attitudes
. Customer trends

N wWN =

These political factors have a
huge significince of how a
business runs especially within
the financial sector. For
example the Bank of England
set the base rate which then
determines the customers
mortgage rate, borrowing
rates and savings rates and
although the banks are
obligated to change their
rates in line with the Bank of
England they do normally
follow the advice from the
Bank of England and will
adjust their rates accordingly.

These economic factors play a
huge part in the way
customers do their banking,
specifically digital banking.
For example the cost of living
and inflation many customer
may not be able to afford to
come into the bank. For
example and early customer
may have previously got a taxi
to and from the bank and now
with the increase of prices
they now do telephone
banking from their home.
Many employees working
hours have changed also,
where the job would have

These socail factors play a
part in how digital banking is
growing. For example,
employees who are career
driven are focused on the new
vision of digital banking and
helping other employees come
onboard - this will help them
progress in their career.
Lifestyle facots and 'ways of
thinking' have also changed
since Covid-19 and it is now
the norm for all customer to
have a contactless bank card
or even have Apply/Google
Pay. The demographics plays a
huge part in deigital banking
also. For example, online only
banks will see a higher % of





Legal

Environmental

External factors

to consider

Factors affected within
my industry

Importance to
organisation

Automation
Innovation
Disruptive
technologies
Social networking
Upgrades
Robotics

Artificial
Intelligence
Security

Employment law
Common law
Local labour law
Health and safety
regulations

Environmental

restrictions imposed

by in-country
governments
Sustainable
resources

CSR (Corporate

social responsibility)

Ethical sourcing
Transportation
Procurement
Supply chain
management
Future pandemics

1. Social networking/marketing
2. Automation/robotics

3. System upgardes

4. Artificial intelligence

5. Security

1. Bank of England (BoE).
Prudential Regulation Authority
(PRA), a division of the BoE.

Financial Conduct Authority (FCA).

2. Internal policies and
procedures.

1. Demographics.

2. Being a sustainable business.
3. Management

4. Climate change

5. Future pandemics

Technology plays a paramount
facor in digital banking as all
digital platfroms are ran by
technology and new/upcoming
technologies. For example, if
a customer experiences issues
with online banking they may
not want to do it again. If the
bank get it wrong and the
system goes down or there is
unscheduled upgardes that
can cause lack of trust
between the customer and
the bank. Artificial
intelligence (Al) now plays a
massive facor into how the
banks market new products to
the customer through
advertising, recording trends.
The security of digital banking
is also paramount for
customer to know that their
finances and data are safe.

Along with technology legal is
also paramount to how banks
run their digital banking.
There are many legal
obligations that the banks
must put in place before
considering digital banking.
These regulations must be
checked and passed by the
Financial Conduct Authroity
(FCA) and the impact of the
banks getting this wrong can
cause fines, reputational
damage, loss of customers
etc. It is important that the
bank also update all internal
policies and procedures to
ensure employees are fully
trained and there is no
margine for error.

There is many environmental
facors that are important
when focusing on digital
banking. For example, digital
banking offers all
correspondacne online
through a digital inbox or
email this means it is
paperless therefore more
environmentally friendly. We
also live in a world where
customers are more aware of
the environment and being
environmentlly friendly. This
is beneficial for the customer
as they are not recieving post
from the bank, beneficial for
the banks as it cuts the cost
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		Text1: 1. Brexit 

2. COVID-19

3. Policies and Procedues 

4. Conduct authority 

5. BoE

		Text2: These political factors have a huge significince of how a business runs especially within the financial sector. For example the Bank of England set the base rate which then determines the customers mortgage rate, borrowing rates and savings rates and although the banks are obligated to change their rates in line with the Bank of England they do normally follow the advice from the Bank of England and will adjust their rates accordingly.

		Text4: These economic factors play a huge part in the way customers do their banking, specifically digital banking. For example the cost of living and inflation many customer may not be able to afford to come into the bank. For example and early customer may have previously got a taxi to and from the bank and now with the increase of prices they now do telephone banking from their home. Many employees working hours have changed also, where the job would have always been office jobs, they are now working from home and working possibly unsociable hours to benefit from WFH. 

		Text3: 1. The cost of living/inflation

2. COVID-19 aftermath 

3. BoE/Base rate

4. Exchange rates/currency 

5. Unemployment 

6. Working Hours

		Text5: 1. Demographics 

2. Lifestyle facors 

3. Career attitudes

4. Customer trends

		Text6: These socail factors play a part in how digital banking is growing. For example, employees who are career driven are focused on the new vision of digital banking and helping other employees come onboard - this will help them progress in their career. Lifestyle facots and 'ways of thinking' have also changed since Covid-19 and it is now the norm for all customer to have a contactless bank card or even have Apply/Google Pay. The demographics plays a huge part in deigital banking also. For example, online only banks will see a higher % of young people opening accounts. Compared to branches who will have a mixture of customers. 

		Text7: 1. Social networking/marketing

2. Automation/robotics 

3. System upgardes 

4. Artificial intelligence 

5. Security 



		Text8: Technology plays a paramount facor in digital banking as all digital platfroms are ran by technology and new/upcoming technologies. For example, if a customer experiences issues with online banking they may not want to do it again. If the bank get it wrong and the system goes down or there is unscheduled upgardes that can cause lack of trust between the customer and the bank. Artificial intelligence (AI) now plays a massive facor into how the banks market new products to the customer through advertising, recording trends. The security of digital banking is also paramount for customer to know that their finances and data are safe. The impact to the customer and the bank getting this wring could be catastophic. 

		Text9: 1.  Bank of England (BoE).

Prudential Regulation Authority (PRA), a division of the BoE.

Financial Conduct Authority (FCA).

2. Internal policies and procedures. 



		Text10: Along with technology legal is also paramount to how banks run their digital banking. There are many legal obligations that the banks must put in place before considering digital banking. These regulations must be checked and passed by the Financial Conduct Authroity (FCA) and the impact of the banks getting this wrong can cause fines, reputational damage, loss of customers etc. It is important that the bank also update all internal policies and procedures to ensure employees are fully trained and there is no margine for error. 

		Text11: 1. Demographics.

2. Being a sustainable business.

3. Management 

4. Climate change 

5. Future pandemics 

		Text12: There is many environmental facors that are important when focusing on digital banking. For example, digital banking offers all correspondacne online through a digital inbox or email this means it is paperless therefore more environmentally friendly. We also live in a world where customers are more aware of the environment and being environmentlly friendly. This is beneficial for the customer as they are not recieving post from the bank, beneficial for the banks as it cuts the cost or printing and posting and again beneficial for the environment. 
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Open accounts, manage
them, deposit cheques, and
speak to our team - all
without leaving the comfort
of your own sofa.

Settle Up swiftly

No more headaches over
the bill. Split any payment
with just two taps, and send
simple payment links.

Banking. But not as you know it.

Easy bills
management

When you’re paid, Bills
Manager puts money for all
your bills aside at once, and
pays them automatically.

Your account, your
choice

Choose your contactless
limit, lock and unlock your
card, and set limits on
where you can spend - all
from the app.




