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Re-envisioned Branches

 branch strategies

Vision is an interesting thing. For instance, did you know that according to the Vision Council of America, about

75% of adults use some form of vision correction? About 64% wear glasses and 11% wear contact lenses

exclusively or with glasses. Meanwhile, research by the National Eye Institute finds the top three most

prevalent adult vision impairments and age related eye diseases in America are: cataracts (24.4mm), diabetic

retinopathy (7.7mm), glaucoma (2.7mm) and age related macular degeneration (2.1mm). There are certainly

lots of things to think about when it comes to vision.

In the community banking world, many management teams we know have been "re-envisioning" where

branches are going and what they are going to look like when we all get there.

While bank branches have been closing on a regular basis in the industry, there are some banks that have

found new ways to leverage their square footage. It has been reported that Capital One opened locations to

promote its internet financial brand which look more like cafes than banks - free wifi, coffee and baked goods

are offered up. Of course, if you want financial assistance, their "ambassadors" are standing by with a tablet to

assist you.

Oregon-based, Umpqua Bank takes it a step further as it offers yoga classes, meeting rooms and free reading

material at some of their branches. According to the VP of corporate communications, the idea is to be a

"community hub" where people will want to come and enjoy the services, including financial ones, of course.

An Australian bank recently took its branch re-envisioning a step beyond even this. National Australia Bank

(NAB) came up with a clever way to both use space at an existing branch and get customers up to speed with

the world of virtual banking. NAB invested $6mm in its Sydney flagship branch to create a virtual-banking

school. Walk into the branch and you'll find open-plan meeting areas, a café, and hands-on technology bars

where staff members coach bank customers in doing things for themselves. If the model is successful, NAB

plans to try it in other branches.

These clever strategies look to the future by seeing technology and consumer interests as a single vision.

Handling customer affairs digitally ties in well with their desire to deal face-to-face with someone they trust.

The Fed says about 67% of millennials use mobile banking, and e-Marketer estimates that over 150mm adults

will be digital banking customers this year. Clearly, there isn't the same need for physical bank branches that

we once saw.

Although branches are not going away all together, it may be time to brainstorm ways to creatively use your

footprint. Maybe ask frontline employees where they are putting most of their time to get started. This is a

good place to assess the types of transactions and activities your customers need.
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Once you are armed with this information, engage a team of cross-functional employees to discuss the best

ways to service your customers with their needs (while also adding value to the bank's core business). Be sure

to include frontline personnel on this team too, as they may see the best opportunities.

Serving coffee may not be needed for your bank to grow, but adding a meeting room for small business clients

could. Once you surface some options, start small and watch for the results.
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