


EXECUTIVE REPORT

Branch Banking IV: Case studies of successful strategy

Overview:

Branch Banking IV explores the range of approaches taken by different types of bank, highlighting examples of best
practice in branch strategy. The report presents case studies that demonstrate the synergy between physical and
digital channels being seen during the current wave of retail bank branch transformation. Whether you are a
bank, a supplier, or other industry participant, these case studies will inspire you to better serve your customers.

[Published November 2018, 143 pages, Author: David Cavell]

Table of Contents:
SECTION A: BRANCH-LED STRATEGY

|. Eastern Bank, USA
2. Huntington National Bank, USA

SECTION B: BRANCH TRANSFORMATION
3. Bank of America, USA

4. Bank of Ireland (BOI), Ireland

5. Millennium bcp (MBCP), Portugal

6. The Nordea Group

7. OCBC and UOB, Singapore

8. Origin Bank, USA

SECTION C: BRANCH BUSINESS MODEL
9. Bendigo and Adelaide Bank (BEN), Australia
10.CO-OP Financial Services (CO-OP), USA

| I .Handelsbanken, Sweden

12.SNS Bank, Netherlands (de Volksbank group)

SECTION D: LOUNGES
13.ING, Belgium
[4.Virgin Money, UK

SECTION E: MAJOR STRATEGIC ISSUES
| 5.Branch types

| 6.Branch design principles

|'7. The customer experience

| 8.Strategy development and management

| 9.Conclusions

Table of Figures:
Figure |: Bank branches worldwide, 2010-2016

Figure 2: Four distinctive styles offer options

Figure 3: The attract zone

Figure 4: A consulting room with video-conferencing
Figure 5: A relaxed, spacious layout

Figure 6: The Financial Centre provides digital access
Figure 7: A Bank of America digital ambassador at work
Figure 8: The open exterior of Grand Canal branch
Figure 9: The modern and casual interior

Figure |0: MBCP customer base, end-2017

Figure | |: Strong corporate colours and open aspect

Table of Figures (continued):
Figure |2: Attractive lobby with the MTM service

Figure |3: A mall based Pontos Activos

Figure 14: The clean lines of staff workstations

Figure |5: Digital workstations

Figure |6: Transparent frontage

Figure 17: Unorthodox interior

Figure |8: Tampines | branch

Figure |9: Charlie serving his customers

Figure 20: Aerial view illustrating facilities

Figure 21: Modern comfortable interior

Figure 22: The spacious teller zone

Figure 23: Recognised fascia of Bendigo Bank branches
Figure 24: The CO-OP logo

Figure 25: Handelsbanken branch network and staff
Figure 26: A typical branch - in Varberg

Figure 27: Website and mobile app for Varberg branch
Figure 28: SNS branch offices are conveniently located
Figure 29: Customer relationship development

Figure 30: Tellerless interior

Figure 31: Stylish interior with refreshments

Figure 32: Modern comfortable meeting rooms

Figure 33: Community communications and facilities
Figure 34: Virgin Money lounge in Edinburgh

Figure 35: Virgin Money lounge at Eagle Place, London
Figure 36: Virgin Money meets Virgin Atlantic

Figure 37: Bowling alley in Virgin Money Sheffield
Figure 38: The Home Hub offers expert help

Figure 39: The Kids Savings Zone

Figure 40: The Halifax Kitchen

Figure 41: Consultation and transaction facilities
Figure 42: dotFNB stores promote digital banking
Figure 43: A typical high quality instore branch

Figure 44: The PNC Pop-Up branch

Figure 45: Typical mall located branch-in-a-box
Figure 46: ‘Workspace’ at DB Quartier Zukunft
Figure 47: Through the doors to a welcoming interior

Figure 48: Relaxed area for customers and staff to meet



ORDER FORM
Branch Banking IV: Case studies of successful strategy

Please specify format:
Standard licence (PDF format — up to 5 users) [ ] £1,500/€1,700 /$1,900%
Multi-user licence (PDF format — 6+ users) [] £3,000 /€3,400 / $3,800%

* Prices in euros and dollars are approximate and will vary with exchange rate

Your details:

Surname First Name Title (Mr, Mrs, etc)

Position/Department

Company

Address

Telephone Fax

E-mail VAT(TVA) No

Signature Date

The information contained in RBR reports is strictly confidential to the individuals and organisations that purchase them.
It may not be reproduced or copied in any form, or be placed on a company intranet, without prior written permission from RBR

Payment method:

O Payment card (please complete details below)
O Please invoice me
For payment by card please complete details below:

O Amex O Diners Club O Discover O MasterCard O Visa Amount: GBP(£)

Card No Expires (mm/yy)

Cardholder name (as it appears on card)

/

Cardholder signature Date

How did you hear about RBR?

O Existing customer O RBR website O Postal mailing O Conference (please specify)

O Recommendation O Other website (please specify) O Email from RBR O Other (please specify)

Please complete and return this form to:
RBR 393 Richmond Road, London TW 1 2EF, UK

Tel: +44 20 8831 7300 Fax: +44 20 8831 7301 Email: rbr@rbrlondon.com Web: www.rbrlondon.com/executivereports




