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Banks must innovate their branches for unp reced ented  
and  hard  to rep l icate customer ex p erience to create 
comp etitive ad vantag e

B r an c h  i s  th e m o s t i m p o r tan t an d  ef f ec ti v e c h an n el  f o r  
bu i l d i n g  tr u s t,  r el ati o n s h i p ,  an d  br an d1

2

3

B an k s  c r eated  u n p r ec ed en ted  br an c h  ex p er i en c e h av e 
s een  u p l i f t o f  i n c o m e

B r an c h  ex p er i en c e i s  m o s t d i f f i c u l t to  r ep l i c ate h en c e 
c r eates  c o m p eti ti v e ad v an tag e f o r  ban k s  
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Branch is the most important and effective 
channel  for b u il ding  tru st,  rel ationship,  and b rand

Customer Views: B a n k  Views:
� Most cu stom e r s sti l l  p r e f e r  
b r a n ch  a s p r i m a r y  con ta ct 
p oi n ts – 6 7 %  V s 1 3 %  p h on e  
a n d  1 7 %  W e b  -B y  C a p  G e m i n i

� C u stom e r s v i si t b r a n ch e s or  
r e f e r r a l s a s p r i m a r y  sou r ce  of  
i n f or m a ti on  – 5 1 %  v i si t b r a n ch  
i n  d e ci si on  m a k i n g  p r oce ss - b y  
F or r e ste r  R e se a r ch

� 8 4 %  B a n k s con si d e r  b r a n ch e s 
a r e  cr i ti ca l  i m p or ta n ce  to d r i v e  
sa l e s,  of  w h i ch  5 0 %  i n d i ca te  
i n cr e a si n g  i m p or ta n ce  – b y  
F or r e ste r  R e se a r ch
� A cr oss th e  g l ob e ,  b a n k s’ d r i v e  
to i m p r ov e  e f f i ci e n cy  th r ou g h  
cost r e d u cti on  ( w i th  a l te r n a te  
ch a n n e l s)  h a s b e e n  of f se t b y  a  
d e cl i n e  i n  r e v e n u e  g e n e r a ti on  –
b y  B ooz  A l l e n

R es earc h  rev eal th at d es pite th e d ev elopment of  
alternate c h annels ,  c ons u mers  s till pref er to 
pu rc h as e in th e b ranc h

1



Cisco Confidential 4Copyright © 2 0 0 8  Cis c o S ys te m s ,  I n c .  A l l  rights  re s e rv e d .

Bank s created u nprecedented ex perience to 
drive cu stomer seg ment sal es effectiveness

� E n h a n c i n g  t h e  b a n k i n g  e x p e r i e n c e  o f  high-n e t  w o r t h c u s t o m e r s
� S u p e r i o r  c u s t o m e r  s e r v i c e  c a n  l e a d  t o  s a l e s – i n d e p e n d e n t  o f  c h a n n e l
� R e -o r g a n i z e  t h e  b r a n c h  f o r  gr e a t e r  c o m m e r c ia l  e f f e c t iv e n e s s
� I n c r e a s e d  m u l t i -c h a n n e l  d e p e n d e n c y  d r i v e  in -b r a n c h s a l e s  e f f e c t iv e n e s s
� S m a r t  c u s t o m e r  i n t e r a c t i o n  d e l i v e r s  c o s t  e f f e c t i v e  “q u a l i t y  o f  c o n v e r s a t i o n ” t o  d r i v e  s a l e s  r e v e n u e  gr o w t h

2
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� " M o v i n g  f r o m  l o w  t o  h i g h  l e v e l s  o f  
c u s t o m e r  s a t i s f a c t i o n  w i t h  i n n o v a t i v e  
b r a n c h  s e r v i c e  w i l l  b e  r e w a r d e d  w i t h :

4 0 %  b e tte r  r e f e r r a l  r a te   - W or d  of  m ou th  
4 5 %  f a l l  i n  cu stom e r  d e f e cti on  r a te s
2 6 %  i n cr e a se  i n  cu stom e r  cr oss-b u y i n g ”

S ou r ce :  F i n a l ta  S u r v e y  on  " I m p r ov i n g  B r a n ch  
S e r v i ce "  f or  E F MA .

� C u s t o m e r s  c o u l d  s e e  a n  i m p r o v e m e n t  i n  
r e s p o n s e  t o  c a l l s  t o  b r a n c h e s  f r o m  a  
t y p i c a l  20 -30 %  n o  r e p l y / l a t e  f o l l o w -u p  t o  
l e s s  t h a n  5 % ;  t h i s  w o u l d  t r a n s l a t e  i n t o  a  
4-5 %  i n c r e a s e  i n  s a l e s  l e a d s .  

S ou r ce :  m a j or  U K  b a n k  e x p e r i e n ce

Improved 
C u s t omer 
S a t i s f a c t i on

2Bank s w ho created u nprecedented b ranch 
ex perience had seen u pl ift of income
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Difficult to Replicate or Differentiate I nteg rated  C h annels

P h y si ca l  E n v i r on m e n t

R e l a ti on sh i p / I n si g h ts

P e op l e  S k i l l s

P r oce ss/ F l ow

Branch ex perience is most difficu l t to repl icate 
hence creates competitive advantag e for b ank s

3

B r a n d i n g

S ta tu s P r i v i l e g e s 

Branch C al l  C e nt e r I nt e rne t

N / A N / A

N / A

C onclus ion:  B ank s  w ith  innov ativ e b ranch  ex perience and  integ rated  ch annels  
s trateg y  w ill h av e com petitiv e ad v antag es  w h ich  are d ifficult to replicate

E x perience C reation E lem ents

H i g h

L o w



Cisco Confidential 8Copyright © 2 0 0 8  Cis c o S ys te m s ,  I n c .  A l l  rights  re s e rv e d .



Cisco Confidential 9Copyright © 2 0 0 8  Cis c o S ys te m s ,  I n c .  A l l  rights  re s e rv e d .

Branch innovation cannot create fu tu re 
competitive advantag es

� P as t br an c h  i n n o v ati o n s  h av e l i m i ted  s u c c es s es

� B r an c h  h as  bec o m e an d  w i l l  bec o m e an  ev en  l es s  
i m p o r tan t c h an n el

� F u tu r e c u s to m er s  w i l l  n eed  m o r e “an y ti m e an y w h er e”
c h an n el s

1

2

3
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P ast b ranch innovations have l imited 
su ccesses

� Changed plans to roll out to only 10% 
of  netw ork

� O v er 2 5 % of  b ank s sc ale dow n plans 
duri ng i m plem entati on

� 4 0% of  b ank s w ould hav e c hanged the 
w ay

� A b b ey-c osta c anc elled i ni ti ati v es

L o u n g e  b r a n c h  c o n c e p t

C o f f e e  s h o p  b r a n c h  c o n c e p t

1

Source: Expert interview
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Branch has become and  w il l  become an even l ess 
imp ortant channel

70

1 9
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*  Services : d a y -to-d a y  b a nk ing  tra ns a ctions  s uch  a s  with d ra wa l s ,  ca s h  a nd  ch eq ue d epos its ,  wire tra ns f ers ,  printing  b a nk  
s ta tem ents ,  ord ering  ch eck  b ook s ,  provid ing  tech nica l  a s s is ta nce,  res ol ving  incid ents  a nd  com pl a ints ,  a nd  l oca ting  
d ocum ents

Source: C a pg em ini interviews  with  4 1  reta il  b a nk s

D i stri b uti on of  serv i c es am ong c hannels

20 0 0 20 0 5 20 10
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F u tu re cu stomers w il l  need more “any time 
any w here” channel s

15.0% 2 2 .8 % 2 4 .7 % 3 2 .3 %

8 5.0% 7 7 .2 % 7 5.3 % 6 7 .7 %

O c t  -  N o v J u l  -  S e p J u l  -  S e p A p r  -  J u n

N o
Y e s

1996 2 0 0 1 2 0 0 3 2 0 0 6

% of  em ployees had ov erti m e w ork *

*  N um b er of  em pl oy ees  in th e non-g overnm ent s ector;  h a d  overtim e work  d uring  th e 7  d a y s  b ef ore enum era tion
Source: H ong  K ong  C ens us  a nd  Sta tis tic D epa rtm ent

C a l l  center

M ob il e b a nk ing

R ich  A T M

3

N e e d  f o r  
a n y t i m e  
a n y w h e r e  
c h a n n e l s
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Banks must innovate their branches for 
unp reced ented  and  hard  to rep l icate customer 
ex p erience to create comp etitive ad vantag e

� T h e i s s u e at s tate h er e i s  ef f ec ti v e br an c h  i n v es tm en t as  
p ar t o f  m u l ti -c h an n el  s tr ateg y

� S u p er i o r  c u s to m er  i n -br an c h  ex p er i en c e i s  es s en ti al  to  
attr ac t p r o f i tabl e c u s to m er s  i n to  th e br an c h  w h er e c r o s s -
s el l i n g  an d  u p -s el l i n g  c an  be r eal i z ed

� B r an c h  i n n o v ati o n  n o t o n l y  c r eates  r ev en u e o p p o r tu n i ti es  
f o r  th e ban k  bu t al s o  th e s tr ateg i c  c o m p eti ti v e ad v an tag es
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Branch innovation mu st b e carefu l l y  eval u ated 
for cu stomer ex perience and b u siness b enefits
� U n d er s tan d  th e e2 e i n ter ac ti o n  p o i n ts  f r o m  c u s to m er  
p er s p ec ti v es

� I d en ti f y  c u s to m er  an d  ac ti v i ti es  p r o f i l es  i n  eac h  br an c h  
l o c ati o n s

� M ak e s u r e i n n o v ati o n s  ar e l i n k ed  to  v al u e l ev er s  o r  
d es i r ed  K P I s
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