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The Case Study: TSB BANK-UK
Introduction to the case study
Most enterprises fight to remain in the maturity stage which calls for innovations and bettered services to keep pace from other competitors whose competition would lead to a reduction in profits Margin (Gleeson, 2017). Our case study focuses on TSB bank which encountered several problems in its trial to better the services they were offering to their customers. The bank was trying to move the customers’ records from one platform to a fresh one when problems arose and consequently caused the bank much loss to the extent of the resignation of the then Chief Executive Officer. The reasons for the occurrence of the problems and the problems faced during the time are well outlined in the research work. This paper will provide a detailed background to the TSB bank Case study, give description of situational problem to the company and analyze the root causes of the issues. 
Background information regarding TSB Bank
TSB Bank is a renowned bank based in the United Kingdom operating widely in the better parts of England, Wales, and Scotland. It is a commercial bank as well as a retail bank whose headquarters are based in Edinburg, Scotland. The bank started as Trustee Savings Bank in 1985 before changing to TSB Scotland, TSB Bank Scotland and Lloyds TSB in 1986,1989 and 1999 respectively. Several reasons led to the numerous changing of names as well as services and systems within the financial group. It is in 2013 that the bank changed to the current name it is using ‘TSB Bank’ after which it later ceased being part of the Lloyds Banking Group. It has continually expanded its services countrywide, therefore, capturing quite a large number of customers. (TSB Bank plc, 2019). The bank currently has more than 4.6million people, and it is in point of increasing if at all situations such as what happened when the bank was conducting a migration of their customers’ records from one platform to another.
Problem Description 
The intention of the company to Migrate to Sabadell Proteo platform gave way to the issues facing it currently. In April of 2018, TSB Bank decided to migrate the customers’ record from the Lloyds Banking Group to a newer version called Sabadell Proteo platform (Tanya, 2017). The migration, however, became problematic as it compromised some of the consumers’ utility and leading to some losses.  
Problem Facing TSB Bank as a result of the Migration
Losses emanating from mobile banking system. The TSB Bank has traded using mobile banking a system that has seen it be helpful to its people by ensuring that the services are brought close to their people particularly during the days when services are not running. It has increased its usage all over, and the migration led to the failure of the mobile banking system something that led to losses to the bank and much complaints from the customers. The system was inaccessible for use during the migration period, and the online banking services users were left with problems of settling their bills since the mode of payment they had been using had been affected by the migration
The migration went beyond the expected time to get to control, and most of the customers were troubled by the move. Up to two weeks after migration, online banking services were not fully restored and there were few errors related to the SQL Database. Most of the users felt there was a risk that they did not know the current condition of their accounts, owing to some few cases where other people were able to access accounts of other customers without any permission from the owners (Risk management, 2018).
Privacy and confidentiality of the financial statements is something that people always want to be looked into failure to which customers would opt to go for other retail banks where they feel their accounts are well protected. The migration which is associated with Sabadell compromised the privacy of the customers where several complained of their accounts being accessible to other people who were not guarantors, and neither did, they have any patent right to access any information on behalf of the customers. The issue raised an alarm to most people where others experienced a rather different problem but equal in the measure in terms of dissatisfying the customer’s wants. The customer’s accounts had been shuffled in such a way that the bank details of people having accounts in the TSB bank exchanged among themselves as given by Torrance and Bradshaw (2018).
Through a tweet from one of the customers, there was a complaint that the customer opened her account only to find arrears in her mortgage which she did not have previously before the issue of migration of their records. The problem of mortgage accounts took much longer with the issue going more than four weeks after the migration began. Transfer of money from the bank account was also compromised where one could not transfer finances from one account to another account either of the bank or through other accounts accessible through the online banking platform (Wearden,2018). Such cases are a major throw to the bank as much as it was upgrading the system with the aim of getting their services better.
The side effects that arose from the IT problem of moving the records of accounts of the millions of customers that the bank had led to pressure on the seniors of the company and particularly to the Chief Executive Officer of that time. For much of uncertainties and failures, the Chief Executive Officer felt that he could not face the pressure that had come as a result of the migration errors and in September 2018, Paul Pester resigned from his CEO position and a temporary chairperson was picked before replacing him with a permanent executive officer (Angela, 2018). 
The Root causes of Failure
Having tested the program in 2017, Sabadell was lest assured that there would be no issue with the migration only to find out that there were compatibility issues after the migration process. TSB Bank was naïve that the integration would go on smoothly after being tested in 2017 by Pester but did not follow up whether there were issues that arose during the testing process. Several people should have done a similar test before coming to a conclusion. Decisions over such matters need to be made well by a good number of people rather than one or two people since more people could probably come up with a better idea on the same.
Other sources explain that the Lloyds Banking Group was ready to offer assistance for the migration something that was not taken seriously by TSB Bank head officials. The source state that they refused to be assisted in their migration process by a group that had dealt with so many situations there before and for that reason the system failed. Surprisingly, one member of the board was quoted saying that pride could be associated with the system failure (Flinders, 2018). 
TSB Bank did not conduct a risk assessment to ascertain the effects they were likely to experience during the migration process. Before any improvements, it is usually necessary to test a system before deciding on making a change. Testing acts as reconnaissance to the main thing, and so any problems arising during the test can be modified before changing the entire thing. The examination should be thorough, and any observation made (no matter how minimal it might tend to be), it must be looked into properly before it influences the main activity. Failure to do such a thing would lead to an unseen failure which might end up causing great losses as was experienced by the TSB Bank in its migration of the customers’ record from the Lloyd Banking Group into Sabadell Proteo banking platform.
Conclusion
In conclusion, the renowned TSB Bank started to experience problems towards its aim of being competitive when it opted to migrate to Sabadell Proteo platform. This step which was associated with mobile banking services resulted to losses to the bank due to dissatisfaction of the customers. The failure of the move was due to some reasons such as naivety of the bank that everything will work pretty well and failed to take precautions. Another reason being failure to conduct risk assessment which is a vital exercise whenever a company intends to take any move.   
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