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   Банковское отделение: генератор дохода или центр затрат? 

Какова роль отделений в будущем?     



Разрабатываем форматы точек продаж для ритейлеров, сервисных компаний и банков

Помогаем увеличивать эффективность сети точек продаж

Улучшаем потребительский опыт



Улучшение формата точек продаж 
приносит увеличение дохода на   

20-40%



Среди наших клиентов 

Банки Сервисные компанииРитейлеры

Private Banking Club

Сообщества

Авторство



Почему мы говорим про отделения в 2018

?



Bill Gates
Microsoft

“Branches will be dead by 2005.”

1995

Brett King
Author of the Bank 2.0

“The Branches itself is simply 
no longer what comes to 

mind...”









Роли отделений в будущем

3



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.

What’s next by Accenture?

фото как кого-то учат на девайсе (казком)



Новые каналы















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.

UOB обучение

What’s next by Accenture?



UOB Wealth Banking



UOB Wealth Banking



Capital One 360, USA











Самый сильный клиентский 
опыт создается через 
эмоциональную связь



OCBC Premier

Thomson Branch, Singapore
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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.

ЮОБ прайват

What’s next by Accenture?







Изменение сервисной модели

Как?



Alfa-Bank
New Service Model Development



Problem Solver

The Branch as:
Digital Ambassador

Advisory Hub
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BONUS TRACK
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