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Abstract
This research proposal aims to explore the impact of digital banking and branch closures on customer satisfaction at Lloyds Banking Group. A case study strategy and mixed-method approach will be used. Primary data will be collected through questionnaires and semi-structured interviews, supported by secondary academic and professional sources. The research may identify benefits of digital banking such as convenience, as well as a challenge caused by branch closures. The findings may provide recommendations to improve digital services, customer support and access to banking services.
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[bookmark: _Toc2083193820]1.  Introduction
This research proposal Focuses on the impact of digital banking and branch closures on customer satisfaction at Lloyds Banking Group. Digital banking has made banking more convenient, accessible, and faster for many customers. However, branch closures may reduce face-to-face support for customers who prefer physical banking or have difficulties using digital services. This proposal identifies the business problem and reviews relevant academic and professional literature. It also explains the theories, conceptual frameworks and research methods that will be used. This study aims to understand customer experiences and provide useful recommendations to improve customer satisfaction at Lloyds Banking Group.
[bookmark: _Toc311127497]2. Identification of a Business Problem
The main business problem is the impact of digital banking and branch closures on customer satisfaction at Lloyds Banking Group. Digital banking can provide customers with a great convenience, accessibility and faster services. However, branch closures may reduce face-to-face support, especially for those customers who prefer physical banking or have difficulties using digital services. Existing research on their combined impact on customers satisfaction at Lloyds Banking Group. 
[bookmark: _Toc76963519]3. Research Aim, Objectives and Questions
3.1 Research Aim
The aim of this study is to explore the impact of digital banking and branch closures on customer satisfaction through a case study of Lloyds Banking Group.
3.2 Research Objectives
· To examine the impact of digital banking on customer satisfaction at Lloyds Banking Group.
· To investigate how branch closures effect on customer satisfaction.
· To explore the combine impact of digital banking and branch closure on customer satisfaction.
· To provide recommendations for improving customer satisfaction at Lloyds Banking.
3.3 Research Questions
· How do customers perceive digital banking services at Lloyds Banking Group?
· How do Branch closures affect customer satisfaction?
· What is the combined impact of digital banking and branch closure on customer satisfaction?
[bookmark: _Toc1658707073]4. Critical Literature Review
Critical literature review according to Saunders (2023, p.73)
“is this process of obtaining and synthesising previous research, making reasoned judgements and organising your thoughts into a written review, that many find difficult and time-consuming.”

4.1 Critical Review and Analysis of Academic and Professional Literature

Relevant Academic and Professional Literature related to the research
	Academic Source
	Professional Source

	Chauhan et al. (2022)
Petre et al. (2025)
Son et al. (2020)
	FCA (2022)
Lloyds Banking Group (2025)



The literature on digital banking and branch closure provides important evidence on their impact on customer satisfaction. Son et al. (2020) found that digital banking encourages customer to use online services by improving convenience and accessibility. Similarly, Chauhan, Akhtar and Gupta (2022) argue that trust, ease of use and service quality are key factors influencing customer satisfaction. Although both studies agree that digital banking has a positive impact, Son et al focus on customer behaviour and loyalty, whereas Chauhan et al. highlight on service quality and customer experience. This suggests that customer satisfaction depends on both technology adoption and the quality of digital services.
However, Petre et al. (2025) argue that while branch closures improve operational efficiency, they may reduce accessibility for customers who rely on face-to-face banking. This view is supported by the Financial Conduct Authority (2022), which emphasises that banks should protect vulnerable customers by providing suitable alternatives before closing branches. Lloyds Banking Group (2025) highlights its investment in digital services but provides limited evidence useful insights but mainly examines digital banking and branch closure separately. 

4.2 Identify gaps or inconsistencies in the existing research and explain how your study intends to address them
Research Gaps
Most previous studies examined digital banking or branch closure separately. Academic studies mainly focus on technology, customer experience or operational proficiency, while professional report focus on regulation and business strategy. There is limited research that investigates the combined impact of digital banking and branch closure on customer satisfaction withing Lloyds Banking Group. 
4.3 Understanding of relevant theories, models, and frameworks that support analysis 

	Theories/Model/Framework
	How it Support the Analysis

	Customer Experience Framework


Haeckel’s Service Clues Model



The Service Profit chain
	Explains how digital banking services can affect customer experience, satisfaction and loyalty.
Explains how functional, physical and human factors influence customer experience such as digital services, branch facilities and staff support.
Links to customer satisfaction and loyalty with business performance (Chauhan, Akhtar and Gupta, 2022, pp. 314-322).

	Banking 4.0
	Explains the move towards digital and technology-based banking services (Podaru et al., 2025, p. 314).

	Transaction Cost Economics
	Explains how customers choose banking services that reduce time, effort, cost and inconvenience of completing transaction (Chauhan, Akhtar and Gupta, 2022, p. 419).



The theories, models and frameworks selected for this research provide a clear academic basis for understanding the relationship between digital banking, branch closures and customer satisfaction. The customer experience framework and Haeckel’s Service Clues Model help explain how customer experience, digital services branch and staff support. The service profit chain helps connect customer satisfaction with loyalty and business performance. Banking 4.0 support the analysis towards digital banking while Transaction Cost Economics helps explain the benefits of reducing customers time, effort and inconvenience.
 [image: ]
Together, these theories support the conceptual framework. Were digital banking and branch closures at the independent variables and customer satisfaction if the independent variables. These provide a clear structure for analysing the research problem at Lloyds Banking Group.
[bookmark: _Toc251310290]5. Research Methodology and Design
5.1 Research Strategy
This study will be adopting a case study research strategy focusing on Lloyd's banking Group. It allows an in-depth investigation of the impact of digital banking and branch closure on customer satisfaction within one organisation. The strategy enables to explore the issues in its real-life context by combining different sources of evidence.
5.2 Research Approach
This research will use a mixed method approach, combining both qualitative and quantitative methods to provides a more comprehensive understanding of the research problem. Quantitative data collected through structured questionnaire while qualitative data collected through semi-structured interviews.

5.3 Research Purpose
The study will use exploratory research purpose to get a better understanding of issue and potentially developing a theory or set up hypothesis. This is appropriate because it aims to explore customers experiences, perceptions, and satisfaction with digital banking and branch closure at Lloyds banking Group. The search seeks to identify key issues and understand how these changes affect the customer satisfaction.
5.4 Philosophical Paradigm
This study will guide by the pragmatism research philosophy. Pragmatism is suitable because it supports the use of both qualitative and quantitative research methods to answer the research questions. It allows the researcher to use different types of data and select methods that is best to address the research objectives.
5.5 Time Horizon
This study will adopt a cross-sectional time horizon because data will be collected from participants at a single point in time rather than over an extended period. It is practical given the time and resource limitations of an undergraduate dissertation.
5.6 Logical Reasoning
This study will use abductive reasoning because it combines both inductive and deductive reasoning which is appropriate for a mixed method approach. It allows to use existing theories and previous research while also exploring new findings from customer data. Abductive reasoning will help to understand how digital banking and branch closure affect customer satisfaction. It also allows the research findings to be compared with existing knowledge and used to develop practical conclusions.
5.7 Data Collection
The research will use both primary and secondary data.
Primary data will be collected from interviewee through:
· Questionnaires
· Semi-structured interviews 
The participants will be customers who voluntarily agree to take part in the research. No interviews will be conducted with Lloyds Bank managers or employee because permission has not been obtained.
Secondary data will be collected from:
· Lloyds Banking Group annual report.
· Academic journal articles
· Financial Conduct Authority (FCA) reports
· UK finance publications
· Bank of England reports
· Government publications
· Previous research on digital banking, branch closure and customer satisfaction.

5.8 Unit of Analysis
The unit of analysis will be individual customers. The study will examine customers experience and perceptions of digital banking services and branch closure at Lloyds Banking Group.
The sample may include friends, relatives, colleagues, and other customers who are willing to participate in the study. This approach is practical because researcher does not have access to Lloyds Banking employees or customer database.


5.9 Data Analysis
The study will use thematic analysis to analyse the qualitative interview data to identify common themes and patterns. This method will identify common themes related to customer satisfaction, digital banking adoption, branch closures, accessibility, and service quality. The questionnaire data will be analyse using descriptive statistics (Adams et al., 2014, p.5) such as frequencies and percentages, and the findings will be presented in tables and charts. 
5.10 Sampling Strategy
This research will use non-probability sampling especially purposive sampling. Participants will be selected because they are easily accessible and have experience with Lloyds Banking Group. This will allow the research to collect relevant information about customers experience with digital banking and branch closures.
Summary of Research Methodology and Design
	Research Methodology and Design
	Chosen

	Research Study
	Case Study

	Research Approach
	Mixed Method Approach

	Research Purpose
	Exploratory Purpose

	Philosophical Paradigm
	Pragmatism

	Time Horizon
	Cross Sectional

	Logical Reasoning 
	Abductive Reasoning

	Data Collection
	Primary and Secondary data

	Unit of Analysis
	Individual Customers

	Data Analysis
	Thematic analysis and descriptive statistics

	Sampling Strategy
	Non-probability with purposive sampling



5.11 Research Ethics
This research will follow the University’s Research Ethics and Integrity Policy. Participation will be voluntary, informed consent will be obtained, participants can withdraw at any time, and all responses will remain anonymous and confidential. Data will be stored securely in line with UK General Data Protection and Regulation (GDPR) (UWTSD, 2025).
5.12 Reliability
Reliability will be improved by using the same questionnaire and the semi structure interview guide for all participants to ensure consistent data collection.
5.13 Validity
Validity will be enhanced by designing questions that address the research objectives and by comparing primary data with secondary sources to improve the accuracy of the findings.
[bookmark: _Toc9999099]6. Business Relevance and Practical Implications
6.1 Business Relevance
This research could help Lloyds Banking Group make better decisions by showing how digital banking and branch closures affect customer satisfaction. The research will collect Customers views about their experiences, problems and expectations. This information can help the organisation understand whether its digital services are meeting customer needs and whether branch closures are creating difficulties for some customers. The findings could support managers when deciding. How to improve digital services and how to provide suitable support after branch closure. The research may help the company to balance the benefits of digital banking such as convenience and efficiency with the need for accessible customer services. This is important because the FCA expects banks to consider customer needs and provide suitable alternatives when branches close (FCA, 2022)
6.2 Practical Implications
The findings may lead to practical recommendations for Lloyds Banking Group. The bank could improve its mobile and online banking services by making them easier to use and providing better support for customers who are less confident with technology where branch close, Lloyds could provide suitable alternative services so customers can continue to access important banking support. The FCA recommends that firms assess customer needs and provide alternatives before closing branches. The research could also support an omni-channel approach where customers can move between digital and face-to-face services (Son et al. 2020, p 418). This could help the organisation maintain customer satisfaction while continuing its digital transformation and improving operational efficiency. Lloyds already identifies digital innovation, technology and data as important part of strategy.
6.3 Contribution of Applied Business Research
This project will improve my understanding of applied business research b showing how research methods can be used to solve real business problems. Through this research, I will learn how to collect primary data from individual customers using questionnaires and semi-structured interviews while also using secondary information from academic and professional sources. I will develop skills in analysing quantitative data through descriptive statistics and qualitative data through thematic analysis. I will also learn how research findings can be connected to business decisions and practical recommendations. The project will help me understand that business research is not only about collecting information but also about using evidence to understand that business research is not only about collecting information but also about using evidence to understand problems and support better decisions. This is particularly useful for understanding customer satisfaction, digital transformation and branch closures within the banking industry.
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Figure 1. Conceptual Framework of the Impact of Digital Banking and Branch Closure on Customer Satisfaction
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