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Banking Automation B U L L E T I N

Why in‑branch coffee
is making a comeback
RBR has just hosted its 10th Branch Transformation
conference in London. Against a challenging
backdrop of branch closures and bank cost‑cutting,
it might seem surprising that the event attracted a
record number of delegates, sponsors and exhibitors. So why is there such interest
in the evolution of the branch?
RBR’s latest research confirms that the number of bank branches worldwide did
indeed display a modest fall of 0.6% over the past year. The number increased
in Asia‑Pacific and Middle East and Africa and fell in the other four regions.
Interestingly, of the 2,000+ banks surveyed, one third grew their branch networks,
one third were unchanged and one third reduced their footprint.
In truth, the interest in branch transformation is extremely high across the board, as
customer behaviour is evolving in over and under‑branched markets, and branches
in both are having to adapt.

2

GLOBAL CARD ACCEPTANCE

4

GLOBAL PAYMENTS

6

STRONG CUSTOMER AUTHENTICATION

8

MIDDLE EAST AND AFRICA CARDS

10

BRANCH TRANSFORMATION

12

REGTECH

14

ITALIAN PAYMENTS

15

NEWS BULLETIN

17

COUNTRY PROFILE

21

CONFERENCE DIARY

Discover still most widely accepted scheme
worldwide
e‑commerce volumes bolster payments revenues
Beyond compliance
Rise in MEA card payments while ATM growth
slows
Customers lead the way in branch redesign
Why regtech is the way forward
Italian cash culture runs deep, but digital payments
on the rise
Banking, ATM and payments news
ATM and cards intelligence on Israel
Upcoming industry events from around the world

It is tempting to characterise the changes to the branch as simply automation of
processes that used to be done manually, but this is a massive simplification. As our
feature article on the Branch Transformation 2019 conference explains (see pages
10‑11), people are at the heart of what is happening; staff roles are changing and
customers are receiving an improved and much more personalised service.
An amusing theme that ran through the conference was the increasing number of
bank branches serving coffee. This is not new – more than a decade ago, multiple
banks experimented with serving coffee, in some cases partnering with well‑known
coffee outlets, but the concept was frequently characterised as a gimmick, and
many of these initiatives were short‑lived.
In‑branch coffee is making a comeback, and this time it is set to stay. The difference
now is that serving coffee to customers is consistent with the other changes that
are happening. The branch is a destination where customers are made to feel
welcome, comfortable and relaxed – an atmosphere that is more conducive to
discussing key financial decisions. Technology is playing a key role, but in tandem
with the branch environment, not instead of it.
Most banks are still feeling their way with branch transformation, and with customer
behaviour still evolving and no clear right or wrong ways to be running branches,
interest in a conference to share experiences and ideas remains strong. Adding
coffee to your branch offering will not make your branches fit for the future, but
understanding why it helps could make all the difference.
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• Artificial intelligence and big data
• ATM and cyber security
• Biometrics
• Blockchain and cryptocurrency
• Branch and digital transformation
• Cash usage and management
• Contactless and mobile payments
• Deposit automation and recycling
• Fintech innovation
• Interchange and merchant fees
• Merchant acquiring and EFTPOS
• Non-cash payments
• Open banking APIs
• Outsourcing and managed services
• Payment card issuance and processing
• Payment systems
• Regulation and standards
• Retail cash automation
• Self-service banking
• Teller automation and video banking
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