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This assignment will demonstrate the understanding of strategic management and the directions of it and its importance of it. The company TSB will be used as an example of demonstrate the importance of why having a system is important in business and the roles that are involved in each service and how they are applied to the company. An in-depth discussion will be considered to understand the current strategies that are used in the TSB banking and why they are being used the way it is. Environmental scanning tools such as PESTLE and SWOT will help to provide a more critical understanding of the external and internal factors of the company and break down any areas that are difficult to understand. An analysis of stakeholders will also determine the expectations of different stakeholders within the business and their role in making the company work and ways in which future implementations can be considered to improve the strategy direction of the company. 
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TSB has many different strategic directions in their company, and they involve three strategic pillars which have been the same since they opened on high streets in 2013. The reason they believe these strategic work is because they provide outstanding banking to their customers as well as help people to borrow and provide the sort of banking the customers need and require which TSB feel is what their customers deserve. Also, the number of customers they do have that use their company shows that these strategic plans are working as customers like a good service especially when it comes to banking. 
Strategy involves having a formal analytic process which is decided by several people in the company so that a set of strategies can be set for follow for the years ahead. These sorts of plans usually investigate several things like general economics, competitors, and customer demand. By including all these plans and exploring each one of them, a set of strategies is then planned to meet requirements of the company. Lynch, R. (2018)
The first strategic pillar that TSB follow and believe is providing great baking to more people. This has been beneficial as TSB has continued to exceed its 6% share of flow target with 6.4% of all their customers switching to banks as well as them opening new accounts with TSB. Also, customers started to trust TSB more and this was reflecting by their customer deposits which grew to £29.4 billion. These increase show that customers have felt that they are getting the best service and banking from TSB which has led to increase in customers switching or opening new accounts. 
The second strategic pillar that TSB believe makes a difference to their strategic direction is help more people borrow well. Helping people by allowing them to borrow more meant that there was a total lending growing to £29.4 billion up from £29.4 billion. One way in which they have helped customers by borrowing more is by continuing to grow its mortgage offerings to customers and their broker service, the percentage increased up by 36.5%. By allowing more customers to get a  mortgage this led to in an increase of customers banking with TSB. 
The third strategic pillar is that TSB believe by giving customers the best experience in banking and giving customers what they deserve will be more beneficial to the company. This not only benefits TSB with existing customers by also with new customers as customers are more likely to recommend the company to their own family and friends because of the best experience they are receiving from TSB. There have been figures and evidence to show that these strategic pillars are working and are helping them benefits because TSB was 84 places in KPMG customer experience excellence ranking. This was a success for TSB as they were the becoming the highest rated bank in the UK. (TSB seals third year of extraordinary growth, 2017) 
However, though TSB has had success over the past years with customers, there has been many more companies which are now offering better strategies and so TSB need to find better strategy directions to they can be more attractive to their customers and improve for their competitors. Also, they will have to find different ways to be unique from their competitors as customers want to bank at a company which offers something different and better than other companies. Therefore, new plans will need to be made and put forward so that this can lead to a higher success rate and growth in the company. (TSB unveils new strategy for future growth, 2019)
There have been many criticisms in the TSB company due to not having or preparing a strategic system for their customers. This was due to an IT meltdown which led to 2 million customers unhappy and not being able to have any access to their accounts. This shows that they did not have any backup ideas of strategic systems put into place for when anything goes wrong. The customers were not able to access their accounts or make any payments for days and some for weeks as there was not direction of what to do. This led to a huge downfall for the company and it cost the bank more that £350 million in loss. (Searles, 2020)  A company’s IT department is key in a business especially with a banking company, as this can make or break the service that is being provided for the customers. Therefore, it is important for a company to make sure the IT team is highly skilled, and a backup is always provided if failed. 
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By using the SWOT scanning tool this can help to identify and analyse the company TSB on their external and internal environment and help to identify the bigger picture. 
A swot analysis is an analysis internal and external in a business. It stands for strength, weaknesses, opportunities and threats. It is a useful tool to appraising the organisation. (Bowman and Asch, 2000)
Strengths: The strengths of TSB is that they have diverse banking solutions which is different to other companies as well as having over 45,000 employees in their customer, enough to be able to manage and look after each of their customers and needs. 
Also, TSB has over 16 million customers in their company and small business accounts. The customers they have reflects on how well people trust their company and their service. 
Weaknesses: However, the weakness of the company is that they are lacking compared to other companies because of the high numbers of complains that they are receiving from their customers due to the company failing to provide the best service. This therefore has led to creating a bad image for the company and its name, leading to a decrease in credit ratings. 
TSB would need to put a better strategy in place to reduce the numbers of complains they are getting and offering good outcomes and solutions for their customers to try and save the face of the company.
Opportunities: Opportunities that TSB can try and start following and introducing to make them more attractive to their customers is small enterprise baking and microfinance and increased services. This will help them to stand out and be difference from other banking companies as other companies will not be offering the kind of service they are. 
Threats: Like many companies there are threats in all companies, however with TSB bank they are a high competitive environment as there are other companies which offers similar or even better service to their customers, banks such as RBS. 
Also, due to high numbers of complains they receive from their customers this has led to their competitors having an upper hand in the banking world. Therefore, to be different TSB must come up with strategies that a both different and unique to other banks. (Team, 2020) 
Pestle can also be used to critically analyse the company as this provides companies to track the environment as well as help them when planning to create a new project or a service. Pestle stands for political, economic, social, technological, legal and environment. By using this scanning tool, it can give the company an idea of how the company will look from different views and angles to see if an idea or service will work or not. (What is PESTLE Analysis, 2020) 
Political: The political factors are important in a company as it can have an impact on long term profits. Some political factors include politic stability as well as the importance of the company in the country’s economy.
Also, legal framework that is required for the contract enforcement to make sure the work carried out is profitable to the company. Employee benefit is also important as well as compulsory to ensure that the staff of the company are getting the best benefits available to them. 
Economic: Environmental factors include inflation rate, savings rate, interest rate and many more. This determines the demand and investments in the economy. Economic factors that should be considered is the type of economic system in the country and the type of economic system there is available as well as knowing how stable it is. 
Also, understanding the unemployment rate and the reason behind this which can lead to an effect on environmental factors. 
Social: The way in which things are done should be considered as this can have an impact on the culture of an organisation in an environment. It is important to investigate the workplace diversity and the way it is being carried out which can therefore have a great impact on the company. 
Also, it is important for the customers to be able to provide to all their customer’s needs, for example, the customers who are disabled. TSB should be able to have a strategy in place for all disabilities to that their customers are able to bank like others with the support and help they need. If they lack in strategies put into place for their disable customers, many customers will feel they are being discriminated due to their disability. 
Technological: Technology is improving day and by and it can be hard to try and keep up to date. Therefore, it is not plainly important to keep up to date with technology but also look at the speed that the technology is in their company. This is because slow speed will mean slower response, and this will have an impact on the company. 
Legal: It is important for a company to investigate the legal factors of anything they carry out and it can lead to theft of an organisation as private and confidential information coming out to the public. 
Also taking care of their employees’ rights as well as making sure there is enough legal factors for health and safety. TSB should consider other new markers to try and make their legal system better. This includes making sure that they have the best legal factors put into place and improving their system as much as they can. 
Environment: different companies have different factors they consider which they believe is a norm for their organisation. It is important for the company to investigate different environmental standards before they decide or create a new service as different factors can get in the way. 
Example of this is waste management as trying to reduce as much waste as they can whilst doing the best they can for their customers, therefore making sure staff is recycling as much as they can to try and reduce waste and affecting the environment surrounding them.  (Permanent Tsb Group Holdings 2020) 
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A stakeholder analysis is important in many ways to help a project to identify and key to a successful project to be carried out. Stakeholders are those that are internal people which are involved or are affected. There are also stakeholder groups internal to an organisation which could be departments or simply different levels. The people in the company may belong to more than one stakeholder group and work differently based on the issue and strategy. (Johnson, 2014)
In short stakeholders are individuals and institutions hold shares as financial investments that are required to generate a return through dividends, share price increase or both.     (Haberberg, 2008)
Stakeholders in banks play a huge role in the way the system works, and this includes 4 main types of stakeholder banks and each of the types are different to one another. The first type is public saving banks, and this focuses more on local marker and often within the poorer areas and provide banking facilities, loans as well as finance for the locals. The main difference of public saving banks is that they do not borrow or lend from investment banking instead the bank will lend their own deposits. Public saving banks were quite common a few years ago but due to legislations banks can be more private. Another type of stakeholders in banks is credit union and they regulated and operated by different laws and are known to be non-profit which provide mortgage loans as well as other finance options. Credit unions  focus more on low income and disadvantaged people, therefore the loans offered are usually a lot lower. The third type of stakeholders is CDFI’s which stands for Community Development Finance Institutions and they are social enterprises that support communities by offering finance that is more affordable where it would not usually be available. Therefore, by them making loans it recycles finance repeatedly when it is needed the most. Also, CDFI is known to borrow money to those that are not able to get finance from high street banks by filling in gaps that are places are not able to do. The final type is co-operative banks, and this type is like CDFIs as well as credit unions. However, the main difference is that co-operative banks are regulated by both banking regulators as well as legislation. The growth of co-operative banks is much slower and this is could be down to the legislative requirements which could be the reason as to the slower growth. (Farmer, 2015) 
The expectations for different stakeholder roles vary as well as the power they hold. There are different types of teams in the TSB banking which all play an important role in the company and every role and team in the company is all important as each other. This is because without one of the teams the whole company would fail, as every department plays a key role in different services. The central team of specialist’s partners play a particularly important role in the TSB banking operations. This is because they make sure the right products are being used in the right way, as well as the right system is put into place for all customers. Brand and marketing is also a key job role in making sure the brand of the company is the best it can be as it is the face of the company and creating a good experience is important for the company. It is important to have a good brand and marketing team, so they can create a great passion and unique ideas compared to other banks. The IT services play a huge role in making sure the company is working well and in a good system. There are different stages of the IT services and this includes Chief information security office who look after the security of all the information and records as well as all the system that are being used in the company to make sure it is all secure. IT commercial management are also important to look after the performance of IT including those from suppliers.  TSB try and minimise as much risk as they can but this does not stop them from not taking risks as the company can learn from their mistakes and improve the confidence as well and try to keep the company safe. They are four categories that are involved when TSB face a risk and they are including financial risk, credit risk, operational risk, and conduct risk. By understanding these risks, it can help to keep the company simple and try to minimise the risks as much as they can. Customer operations are also particularly important for the company and this is because they are known to be the foundation of the business. This involves employees that are helpful that work together to give customers the best service they can as well as making sure everything is running well. The expectations for each stakeholder in the company all have a different role to make sure that the customers are getting the best banking experience possible. (Central Functions :: TSB Careers, 2020) 
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A growth strategy is important in SMEs in the market as it involves having long term success. It is important to have a plan for any company or organisation and to follow a plan thoroughly without rushing any plans as this can lead to mistakes happening. Strategic management is said to make a huge difference in any environment and organisation. Johnson, Gerry, et al (2016) It is also wise to recruit as this is important to be successful and making sure the right team is needed and good to invest in and this can lead to higher success in the company. The strength and the quality a team brings in a company is one of the most essential part and this leads to the best service possible. Picking and having the right people in a company is needed to help improve the quality of service to customers which will be attractive to customers to the company which will lead to achievement.  Establishing relationships with businesses may seem odd for companies and organisations to do but this has proven to be a success. Collaborations, sharing skills and networks is key to business especially for company which a smaller than others. By helping and getting help this can improve and drive the business forward and many businesses have said this has been a great help. Though there are many strategic growths in the market for business there is always room for new strategies which can have a long-term positive impact as well as grow the business further. In many different businesses there are many employees that are employed based on experience. However, experience does not always mean that a person is good at it. It is important to find a person who has a talent in the field they work for as well as have a passion. This will mean that they will take more effort and care in what they are doing as it is something they enjoy. TSB can follow this strategic plan if they try and pick and choose which employee is suitable to what role and judge this base on the talent they have as the success rate they have in that field. In the long term this will mean having a very strong team that is able to deal with any problems that they face without having to worry about reputation because of the service that is available the number of problems should automatically reduce. 
Another strategy that can be introduced is facilities within the TSB company. It is important for the company to have different facilities for each of the departments. By having different facilities or locations it can make it easier for customers to go where they believe is best suitable as well as make it more organised which can reduce queues or busy surroundings. This will lead to happy customers as they are able to get things done quicker without having to wait around and see different people for their problems. Therefore, lead to higher success rates which will attract more customers to bank with TSB.  (Spacey, 2018)
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There are different strategic approaches that TSB can follow in order to try and improve their current strategy and one way is trying to improve the amount of complains they are getting from their customers as this is known compared to other banking companies. The way in this can be improved is by focusing the most on their customers, and this can be done by delivering the best banking experience a customer can get and treating all problems personally and importantly. Also, by providing customers with the best opportunities that are available which can make a huge difference to the company. Also, it is important for employees to try and give some personal experience to their customers by face to face appointments which can make a huge difference to the customers. The outcome of this strategy can help TSB reduce the numbers of complains as they will be more focused on customer experience and providing a service that is easy to use. By delivering the best customer experience which can be done by investing in difference services such as mobile app banking, this can help customers to get service in different ways. TSB can help to reduce victims of fraud and help keep people’s personal data private without any fraud, this can be done by investing in services that can help maintain and reduce any fraud for their TSB customers. 
However, challenges that TSB can face if this strategy is put into place is that many people may not like the idea of always having to come in when there is a problem with their account and may want to have a phone conversation. TSB company will have to ensure that there is a facility put into place for those customers who prefer problems being solved without the face to face interaction. Also, a lot of elderly customers may find it awfully hard to use the modern technology with banking as it could be difficult for them. Therefore, it is important that the company is able to have a plan that allows all customers to have the best service available to them not only through online banking but other ways too and this will have to be made clear to customer via demonstrations. 
Also, another way in which they can grow their strategic direction is by becoming more advance in technology and creating unique ideas which can lead to more simple and faster service for their customers. The help of the IT would need to be involved so that they are able to create something to help and improve customer experience and be different to other banking services. By improving the technology of the company, it will help customer be able to access as much services as they cannot going in store but also on the go. Technology makes a lot of things easier for customers as they can access their account from anywhere, they are making it easily for customer to complete anything quicker online that it would be coming instore the bank. TSB believe in making sure their company is the best it can be however in order to be better and more organised when dealing with their customers it is important for them to have a strategy therefore they must have a good management team in order to have a good framework which can deliver the best service possible. In doing so this allow them to be different from other banks and beat the competitors they have and face. It is important for them to have a good IT team as they can help to make sure the company is using the facilities; they have the best they can. For example, by having an IT team that is focused on stability this can help to improve security online as well as cyber security. Planning and organising are important to make sure a company is doing the best they can for the customers as well as their employers. This will make customers more attractive to the service that is being offered and easier for them to bank with a company they are able to trust and use without any problems. 
There are challenges that can occur with this strategic plan. The problem is many other companies are offering are likely to offer remarkably similar services to their customers as they would want the best for their customers. Therefore, it is important for the TSB company to make a service that is not only unique but also hard to copy. This will make them stand out to their existing customers as well as new customers, especially younger adults who are looking to create an account. A lot of younger adults look for an easy way to bank as well as quick. This will persuade them to bank with TSB if their IT and technology is up to date. Another issue is that it is easy for a strategy to be put into place and some assume they just come with a company. However, a lot of thought is needed for a strategy to come forward and benefit the company. (Johnson, 2014) 
By using these strategic directions and enhancing on the ones that TSB is already offered they will be able to create something that will help them to achieve the best they can for their customers as well as stand out from others. Therefore, it is important to follow a long-term strategy plan and not just follow it for a few months. This is important because to be successful in something it takes a while for a strategy to work and results can sometimes take a while to show but will be worth it in the end. However, TSB already do have some good strategy plans in their companies, but some can be improved more than others. Therefore, it is important to try and make a good strategy plan of what needs to be improved and what can remain the same. Also, it has been shown that business can only perform the best they can if a good structure is put into place as there is a goal set and this motivates the company to exceed this the best they can. 
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In conclusion strategic management in SME’s is important regardless how big or small a business enterprise is. A company or organisation will not function to the best capacity they are able to without a structed strategy. It is also necessary for all stakeholders in the business to know their role and the way they are expected to carry out the role they need to in order for their company to work to the best they can. Having a strategy plan for every department of a company is key to a successful service to go ahead. Also, strategies help to plan for future development and can help to identify any problems or flaws that may occur. This can help minimise any problems beforehand if they are able to be picked up on without the problem getting bigger. Therefore, the factors and forces that shape a company is important to understand how a company can be better and ways in which they can do this. Without a clear strategy put into place for any company it is likely the company will not succeed to the best they can. 
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