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~ Bill Gates
1’  Microsoft

“Branches will be dead by 2005.”

“]" 1995
BRETT KING Brett King
CoadYa Author of the Bank 2.0

“The Branches itself is simply
no longer what comes to
mind...”
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What’S HEXt 0)Y Accenture?

1. The Branch as Digital Ambassador
Only 22% are completely self-directed. Branches can help increase the digital penetration within a financial
institution's customer base and lower transaction costs by educating digital laggards.

TR




HoBble kKaHasbl

Consumers who say they would consider
switching to a bank with no branches

18 to 34 years old

35 to 55 years old 29%

55+ years old 16%

Source: Accenture ©
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What’S neXt 0)Y Accenture?

2. The Branch as Advisory Hub

Although the use of online banking services continues to grow, the offline demand for complex and high-value
products is still high within branches.
- Center full sales and service support around customer preferences and needs.
- Provide the “human touch” through specialist staff that are on-hand to advise on different or complex services.
- Offer extended hours — weekends, late nights or on-demand remote services via video conferencing.
- Initiate conversations, setting up and closing business in the branch, then maintaining the dialogue online.
- Enable value aggregation with other providers in the everyday bank ecosystem.
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»» BlackRock BGF Global
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OCBC Premier
Thomson Branch, Singapore
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Sensorial
Marketing

V|suaI

Emotionally satisfied customers
are 100% more likely to spend

Average Monthly Spend

$136 $136

Satisfied Dissatisfied
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Sensorial
Marketing
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Emotionally satisfied customers
are 100% more likely to spend

Average Monthly Spend $ 2 5 1

$136 $136

Satisfied Dissatisfied Emotionally
satisfied
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What’S neXt 0)Y Accenture?

3. The Branch as Problem Solver

First-contact resolution is key to retention. While consumers very frequently use digital tools and services, 65% of
them return to branches when it's time to fix problems.

Accenture's research has shown that 34% of customers who switched financial providers in the last year did so
because of a poor customer service experience. By comparison, only 7% defected because of the quality of a bank's
digital interactions or services.
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Consumer channel preferences
for various banking activities

M Personal channels
M Digital channels
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Alfa-Bank
New Service Model Development







Mykola Chumak
Founder | CEO
+38 067 502 9152

mykola@idnt.com.ua
www.mykolachumak.com
www.idnt.ua

Pornassest

BAHKOBCKOE OTAEJIEHME

odopmnenne, pebpengunr, POS-MapkeTuHr
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SHARP + SMART (EXCLUSIVELY FOR FRANK CREDIT CARD) CUTE + CUDDLY

TEXTURES + COLOURS
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