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Banking Automation

Addressing the
branch transformation

At the end of this month, RBR will be hosting its
annual Branch Transformation 202 | conference in
London, having earlier this year published new research on branch transformation
following interviews with banks in 24 countries around the world. It is clear from both
initiatives that even in countries experiencing closures, branches remain critical to the
strategy and operations of most major banks.

As discussed in our lead article, customers remain at the heart of branch strategy, and
banks are evolving the branch proposition to adapt to changing customer behaviour.
Increasing use of new technology is not just making branches more efficient but, even
more critically, also increasing the quality of customer engagement.

There is no one-size-fits-all solution — some banks remain primarily focused on
transaction banking but are doing this more efficiently than in the past. They offer
enhanced customer service, often through extended access to self-service terminals
and the use of sophisticated queuing systems where in-person interaction is still
required. It is not just cash services which are being automated; increasing use of
non-cash self-service kiosks which can offer account opening, card issuance, cheque
printing or passbook updating are being seen in various countries.

Perhaps the most challenging areas of branch transformation relate to advisory
activities. Technology is helping here too with increased use of systems which provide
bank staff with up-to-date multi-channel customer information to facilitate the highest
levels of customer service. This is important because despite the criticism that banks
sometimes receive, they also achieve levels of trust that newer fintechs can only
dream about. The risk is that customers think of their bank branch as primarily offering
the physical transactions which they conduct ever more infrequently, and are not
aware of the value-added services increasingly being offered.

Some banks are clearly much further along the branch transformation path than
others — mostly this gives them an advantage, but with the retail banking environment
changing so rapidly, there will be missteps along the way that they and others

can learn from. The ideal strategy has built in flexibility that allows it to evolve as
requirements change — the ability to roll out new products quickly, for example with
technology that is already in place and bank staff who can quickly be brought up to
speed, is critical.

To hear how different banks are addressing these challenges, visit Branch
Transformation 202, which is being held in London on 30" November and
I** December — see www.rbrlondon.com/bt for details.
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© RBR. No part of Banking Automation Bulletin may be reproduced or copied in any form, in whole or in part,
without the prior written permission of the publisher. Under no circumstances should it be shared with other
individuals or organisations than those covered by the subscription licence.

Issue 414 | November 2021

First published in December 1979

2 BRANCH TRANSFORMATION
Adapting to customers to improve branch
experience
4 NORDIC PAYMENTS
Will mobile payments overtake cash in the
Nordics?
6 DIEBOLD NIXDORF PERSPECTIVE
Uncover the ‘why’ to create moments that matter
8 DIGITAL BANKING
Digital onboarding — the first frontier in an
experience-centric age
|0 FRAUD
CQOVID- 19 fuels cyber crime at financial institutions
|2 ENTRUST PERSPECTIVE
Providing a secure and convenient banking
experience
|4 DOMESTIC PAYMENTS
The dilemma of creating a successful payment
network
|5 NEWSBULLETIN
Banking and payments news
|7 COUNTRY PROFILE
ATM and cards intelligence on Canada
2] CONFERENCE DIARY
Upcoming industry events from around the world

Editor Dominic Hirsch

Managing Editor Morten Jorgensen

Assistant Editor Tomomi Kimura

Contributors Helen Amos, Jeni Bloomfield, Alison Ebbage,

Rabih Abou Jaoude, Laith Jawad, Gillian Shaw, Laura Rekiaro, Devon Watson
Subscriptions Manager Abigail Milne

Advertising Managers Amanda Hardy, Felix Kronabetter

For all editorial and advertising enquiries:

Telephone: +44 20 8831 7300 Fax: +44 20 8831 7301
Email: bulletin@rbrlondon.com

Advertisers in this issue:

Auriga www.aurigaspa.com

BPC www.bpcbt.com

Diebold Nixdorf www.DieboldNixdorf.com
Entrust www.entrust.com

Mastercard www.mastercard.com
Spinnaker www.spinnaker.co.uk

Annual subscription (12 issues):
Printed and electronic (1-5 users) £1,500
Printed and electronic (6+ users) £3,000

Follow us: [ff] ¥ @RBRLondon
ISSN 1748-5304

RBR
393 Richmond Road r r
London TWI 2EF, United Kingdom


https://trends.mastercardservices.com/start
https://www.linkedin.com/groups/130718/
https://twitter.com/intent/follow?original_referer=http%3A%2F%2Fwww.rbrlondon.com%2F&screen_name=RBRLondon&tw_p=followbutton&xd_token=8c6c8996300b8

Banking Automation B U LLETIN

Regular topics include:
* Artificial intelligence and big data

* ATM and cyber security

y - w A unique source of news and
analysis of key issues in banking
automation, cards and payments

* Biometrics

nking Automar
* Blockchain and cryptocurrency Ba
* Branch and digital transformation
¢ Cash usage and management

Security coneer™

* Contactless and mobile payments g 1 * Independent and authoritative insights
* Deposit automation and recycling A from industry experts
* Fintech innovation [ q 9 8 .
¢ Detailed country profiles including proprietary
* Interchange and merchant fees . :
+ Merchant acquiring and EFTPOS ATM and cards market data in every issue
* Non-cash payments s * Exclusive extracts from RBR's industry-leading
* Open banking APls - F e G : 7 market research reports
D I RS ' e Comprehensive industry conference diary
5 * Read by senior executives in over 100
* Payment systems

* Regulation and standards countries worldwide

¢ Payment card issuance and processing

* Retail cash automation

¢ Self-service banking

¢ Teller automation and video banking Published by RBR since 1979

The Bulletin keeps you on top of your industry agenda — can you afford not to subscribe?

For more information about subscribing or advertising please visit www.rbrlondon.com/bulletin

ORDER FORM: Banking Automation Bulletin

H Please select one of the following subscription options:

| year (12 issues) 2 years (24 issues) 3 years (36 issues)
—save 15% — save 20%
Standard licence (1-5 users)’ ] £1500 [[] £2550 [1] £3600
Multi-user licence (6+ users + intranet)’ [] £3000 [1 £5100 [[1 £7200

“Includes digital edition plus one printed copy

[] Please send me information about advertising and advertorial opportunities

B Payment method:
[I Please invoice me or []By payment card [JAmex []Diners Club []Discover []Mastercard []Visa

Card number Dj]D[DD]D[DD]]D[ Expires D[/D[ Total amount payable | GRBP (£)

Cardholder name Cardholder signature

H Your details:

Title (Mr, Ms, Dr) First name Surname

Position/Department Company

Address Postcode Country
Tel Email VAT (TVA) number

Please complete and return this form to: RBR 393 Richmond Road, London TW 2EF UK
Tel: +44 20 8831 7300 Fax: +44 20 8831 7301 subscriptions@rbrlondon.com www.rbrlondon.com/bulletin





