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Abstract  

In recent years, many banks have closed their branches. The main reasons are unprofitability and the transition of customers to online 
banking. But recent research has shown that customers still need branches for different reasons such as complex transactions or specific 
personal requests. In this work the new approach to improve the branch structure of a commercial bank was defined.   
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Introduction 

Banks are closing their branches in response to declining 
visits from customers and a shift to internet and mobile 
banking. Customers visits are estimated to decline by 
approximately 35% by 2020 [1]. Retail banking branch 
networks are contracting across North America, the UK, and 
Europe (Figure 1), although the pace of change varies 
considerably between regions. The great reduction of 71% 
is detected in the Netherlands. Banks in North America and 
Southern Europe are reducing branches and growing digital 
sales at a more gradual rate. In many Asian, African, and 
Latin American countries, branch reduction is not so 
apparent - only because retail banks in these markets 
leapfrogged branch distribution to go directly to digital sales. 

 
Figure 1: The number of branches per million people [2] 

But reality is more complex. The customers still demand 
interactions at key moments. They love digital for routine 
transactions, but want human contact when they need it. 
Branches give them the reassurance about the bank’s brand 
as well. So the branches still have a vital role as visible, 
tangible locations that customers associate with trust and 
reliability [3]. 

Decision and methods 

In previous article [4], the approach for improving the 

branch network of banks was defined. The main idea of 

this approach is incomplete, but partial opening of a 

branch, which involves several stages. In the first stage, 

only one third of all function shall be performed. At the 

second stage, a real assessment of the branch's capacity 

should be made, which verifies the theoretical 

calculations. In the next step, the mini-branch does two-

thirds of the work of a standard branch. At this stage, the 

general-purpose specialists are replaced by the core team 

of workers. 
In this article, the defined approach will be improved. 

First of all, a bank branch should be considered as an 
experience center where individual customer requests will 
be considered by specialists. Thus, a special individual 
approach to each client is developed. The function of such 
specialist is to build up a personal relationship with the client. 
At the same time, the client receives advice on complex 
operations and may even receive training or education. With 
this service, the client will be able to make a decision 
himself, but at the same time relying on a specialist. An 
important role of the bank is to confirm the correct decision. 

Other tasks of the experience center are operating as an 
integrated component of the overall channel strategy, 
leading with experience and emphasizing the human touch 
with the front-line complementing technology with empathy.  

This improved method implements three stages of 
improving the banking branch system. At the last stage, the 
experience center can be upgraded to a full unit. At this stage, 
the main part of the portfolio investment takes place from 
the parent bank, which gives more flexibility to the branch.  

 
 

Conclusion 
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This partial opening of a branch in several stages minimizes 
risks and allows the branch to instantly adapt to the specifics 
of the given region. The modification of the standard branch 

into an experience center allows banks to increase the profit, 
achieve a new level of the digitalization and find a special 
relationship to customers.
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