BRANCH BANKING IN A DIGITAL ERA:
SIX BANKS THAT ARE MAKING BIG STRIDES
Over 10,000 US bank branches have been closed in the past decade as digitization continues to transform financial services1. Remaining branches
are left with no choice, but to evolve their capabilities to remain relevant. A popular assumption is that customers no longer need the branch, but the
reality is that digital banking channels cannot get it all done alone. Banks need to redesign their branch network and leverage omnichannel data to
compliment services provided via digital channels.
A recent survey commissioned by Samsung found that 77 percent of consumers seek out face-to-face transaction for in-depth discussions, and 53
percent of consumers prefer a phone call for quick questions, rather than dealing with digital solutions2. While long wait times in a branch dissuade
customers across demographics, incumbent banks are reminded that not all customers want to conduct their transactions online. The study concluded
that adding tech-backed customer service tools to bank branches could be the key to lasting customer loyalty.

ACCOUNT ORIGINATION

BRANCH OF THE FUTURE

Digital channels have become the most popular method for account
origination, but according to the 2017 Account Opening and Onboarding
Benchmarking Study, majority of institutions do not have the capabilities for
customers to complete such transactions without going into the branch3.
Customers are either routed to the branch or asked to mail in supporting
documents such as signature cards and identity verification. Furthermore,
some online applications lack the save and resume functionality, so
customers go into the branch to complete their transactions. While
challenges still exist, larger financial institutions are making progress to
help customers open new accounts online.

The branch of the future will evolve into a digitally enhanced model, offering
a fully-integrated omnichannel experience. Innovative branches will offer
a range of face-to-face and digital options in which transactions are
processed similarly across channels. Many banks have begun redesigning
their branches and investing in digital technologies to process in-branch
transactions, while others still have the older models limited by the core
legacy application capabilities.

Branches still offer the most robust servicing available to customers and
generate the biggest portion of revenue related to account opening. So,
abandoning strategies to support the largest revenue-producing customer
channel needs to be wisely calculated.

In addition, bankers’ focus should shift from sales-driven KPIs to customer
satisfaction and advisory i.e. financial service advice, customer retention,
information sharing, knowledge transfer and problem resolution. Branch
Managers must continue to focus on relationship building, customer
retention, managing revenue, as well as coaching and mentoring staff.
Business development should be another key priority for Branch Managers,
with the added benefit of leveraging technology and data obtained from
multiple digital channels to complement in-branch services.

1. https://www.economist.com/finance-and-economics/2017/07/27/the-closing-of-american-bank-branches
2. https://www.businesswire.com/news/home/20180607005177/en/Generations-Consumers-Prefer-Bank-Branch-Financial-Advice
3. https://www.digitalbankingreport.com/trends/2017-account-opening-and-onboarding/
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REAL TIME DATA ACROSS OMNICHANNEL PLATFORMS
Customers often receive offers from their bank online, only to be presented with the same offers at a branch. This is because traditional and digital channels
are not fully integrated and do not use the same data source to provide tailored offerings. Meanwhile, today’s customers want a seamless journey as they move
from one channel to the next. Real time data plays a big role in customer loyalty. Therefore, banks must analyze information and utilize insights across channels
to build an accurate view of customer preferences and customize offerings.
Customers in our digital era expects faster service and shorter processing time. Banks should consider providing branch services via similar digital platforms
as those used by digitally-led channels, and ultimately, moving towards a single source for all customer data.

NEXT STEPS
Today’s banking landscape presents both challenges and opportunities for redefining the role of
the branch. While none are new, a meticulous approach to planning and execution is required. In
addition, the pressure to comply with rapidly evolving regulations, facilitate secure transactions
and minimize process inefficiencies, requires banks to be agile and adaptable.
Banks must invest in solutions to better understand consumer behavior and leverage insights
to enhance products and services. Below are some scalable recommendations and select
examples:

1. UTILIZE INNOVATIVE TECHNOLOGY: RE-IMAGINING THE BRANCH
New agile formats show that branch banking still has a major role to play in development of deeper
relationships with customers. Banks like Capital One and Umpqua are transforming from traditional bank
branches to community centers and coffee shops.

»» Capital One Bank has embarked on a new effort to market to millennials. Their latest venture, the

Capital One Café, is focused on the opening of a string of cafés in some of the largest cities to
function as co-working spaces open to the public. Visitors can use free Wi-Fi, get discounted coffee
and talk to bankers4.

»» Umpqua Bank is reimagining their branches as community centers, where people are invited to

hang out, use the meeting rooms for projects or even yoga classes. This creates an engaging, fun
banking experience with free wi-fi and coffee. Umpqua also offers roaming associates with Bluetooth
headsets, iPads and conference rooms where small businesses can host virtual meetings5.

4. https://futurebranches.wbresearch.com/citizens-bank-digital-signage-strategy-for-smaller-branches-ty
5. https://futurebranches.wbresearch.com/umpqua-bank-advancing-bank-store-concept-with-yoga-classes-andsnacks-ty-u
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2. FOCUS ON CUSTOMER CENTRIC DESIGN
Banks must ensure the customer is at the center of design as they seek to
converge branch channels with innovative digital technology.

»» Branch Redesign strategy: Citizens Bank embarked on a branch redesign

strategy to nurture better relationships with customers. The bank is
overhauling existing branches by not only reducing their size, but also
installing digital technology and redesigning their space for customers
to discuss finances with bankers in the branch. In April of last year,
Citizens Bank partnered with AT&T to provide advanced technology
solutions for over 1,100 of its branches around the US. The initiative
aims to enhance the customer experience with technology including a
digital signage network for Citizens’ branches. Today, 1,047 Citizens
branches are now running new media players displaying customized
content such as retirement planning or student loan management tools
in each branch. The new technology enables Citizens Bank to offer a
richer customer experience through next-generation design concepts5.

3. DEVELOP PARTNERSHIPS TO HARNESS 		
INNOVATION OPPORTUNITIES
Strategic partnerships provide banks with the opportunity to share data,
enhance capabilities and create new revenue streams.

»» Access to Data: Intuit partnered with Chase and Wells Fargo in 2017

to make sharing financial data easier and safer. This enables a more
secure, standards-based way of giving customer data to third-party
software providers and data aggregators and customers have a
choice to opt in to have their bank account data automatically fed into
programs (i.e. QuickBooks, Turbo Tax, Mint, etc.) through application
programming interfaces6.

»» Enhance capabilities: TD aims to better engage customers in helping

them actively manage their personal finances by enhancing their
money management tools including mobile apps.TD Bank signed a
partnership deal with Moven to offer its 2.5M active mobile users, value
added money management tools7.

»» Create new revenue streams: Citi and Lending Club, the world’s largest

online lending marketplace launched a partnership with Varadero
Capital to facilitate up to $150M in loans designed to provide more
affordable credit to underserved borrowers and communities8.

4. OPTIMIZE PROCESSES TO PROVIDE SIMPLE
AND SECURE PAPERLESS SOLUTIONS AND 		
REDUCE MANUAL PRACTICES
Banks must reduce delays in sales and service processes by increasing
adoption of digital utilities, such as e-signature. Customer experience is
the number one driver moving banks to adopt e-signature and by adding
e-signatures to approval workflows, banks can create an end-to-end
paperless onboarding process. This eliminates the need for paper and
reduces manual processes.

»» According to a Celent Case Study 2017, BMO embarked on a digital

onboarding initiative to convert the traditionally paper-intensive
processes to digital. The ROI of paper consumption was calculated,
and it was found that the reduction in paper in its retail branches would
save the bank approximately $98.2 million a year. Since the rollout the
need for 2.2 million sheets of paper was reduced. Among the many
goals of the project, the rollout enabled easy account openings from
any mobile device leading to an increase in customer usage, adoption
and loyalty9.

CONCLUSION
The branch is transforming from a transactional outlet to a
relationship management center. Despite trends that negate the
need for branches, consumers continue to show a desire to use
them. At the same time, digital disruption is forcing banks to
redesign their branch models and find new ways of driving value
creation.
Bank executives must look beyond branch closures and act now
by investing in people, processes and technology to find the right
balance of value generation between digital channels and physical
locations. To retain customers that favor digital banking, a shift in
mindset is required, bank leaders also need to re-imagine how
the branch will interact with other channels and develop a sound
strategy to obtain the most value. Re-defining the role of the branch
will optimize synergy across channels.

6. https://www.americanbanker.com/news/wells-fargo-latest-to-share-customer-data-with-intuit-via-api
7. https://www.americanbanker.com/news/td-and-moven-extend-partnership-to-us
8. https://www.structuredcreditinvestor.com/pdfs/SCI%20Guide%20to%20Marketplace%20Lending%20Report%202015_lr.pdf
9. https://www.esignlive.com/blog/open-a-bank-account-online-save-a-tree
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