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Is this the future of the Branch?
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This Photo by Unknown Author is licensed under CC BY

America’'s Biggest Banks are
Closing Hundreds of Branches : >
This Photo by Unknown Author is licensed under CC BY-
This Photo by Unknown Author is licensed under CC BY-NC Source: Business Insider SA
Major US hanks to close a staggering The last bricks-and-mortar bank
1,000 branches this year could close as early as 2041
Source: Daily Mail Source: Self Financial
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http://sadefenza.blogspot.com/2018/08/breaking-news-la-russia-denuncia.html
https://creativecommons.org/licenses/by/3.0/
https://riadzany.blogspot.com/2018/05/breaking-news-morocco-cuts-diplomatic.html
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
https://www.mtctutorials.com/downloads/breaking-news-banners-design-free-png-images-by-mtc-tutorials/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
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JPMorgan Chase To Open 500 New
Branches By 2027

Source: Forbes

This Photo by Unknown Author is licensed under CC BY- This Photo by Unknown Author is licensed under CC BY-

NC NC
PNC Now Plans to Spend $1.5B as Bank of America to open more than
Branch Expansion Doubled 165 new branches hy end of 2026
Source: Bloomberg Source: Reuters
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https://www.mtctutorials.com/adobe-after-effects-templates/download-free-breaking-news-and-breaking-headlines-png-psd-files/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
http://www.mtctutorials.com/adobe-after-effects-templates/download-free-breaking-news-and-breaking-headlines-png-psd-files/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/

Born Digital” Companies Have Crossed Over to Brick & Mortar So * ‘

Customers Can Engage When, Where, and How They Want \\aggsmmv
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“Born Digital” Companies Have Crossed Over to Brick & Mortar So * ‘

Customers Can Engage When, Where, and How They Want \\aggsmmv
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“Native Brick & Mortar” Companies Have Crossed Over to Digital

So Customers Can Engage When, Where, and How They \Want \\allsélEosnggY




The Nine Practices of Legendary Customer Obsessed Companies

V' ISIONARY
OICES

Connect
Emotionally

Engage Deliver
Personally Exceptionally

Personalize touchpoints De“\i/r?tcr?excr:r?cl)lrennetm and
with customers

Create wow moments
and connections

Minimize Customer
Give customers what Effort

they want before they

know they need it Fix problems at the
source

Enable customers to

engage when, where Raise the bar and
and how they want innovate relentlessly

Empower employees to
make it right when
things go wrong
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Customer Obsession Mints Obsessed Customers

82% of obsessed customers say they will extremely likely
recommend you to others ‘.
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Customer Obsession Delivers Exceptional Business Results
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Why do customers keep visiting branches?

Establish Helps

Relationships Build Trust Get Advice

Financial
safety —
Fraud

Financial
security -

Financial Financial Wealth

Literacy health

Prevention
managemen Fraud

t

Remediation
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Why do customers keep visiting branches?

BORN DIGITAL ADAPTABLE IN- EARLY ADOPTER DIE-HARD IN-

CUSTOMERS PERSON CUSTOMERS PERSON

\ | | CUSTOMERS CUSTOMERS ]
! |
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Why do customers keep visiting branches?
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Why do customers keep visiting branches?

Consumers of Every Age Like Seeing Branches
in Their Neighborhood

68
66
64
i i i O
58

18-24 25-34 35-44 45-54 55-64 65-74 75+
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Say branch A ‘

experience with a

robust Advice- \\E)II?:I EOSNARY

A

The
Source: SLD Advantage



A N

\\'ISIONARY
OICES

LU
Account

Balance

Customers Value Digital Too!

Payments /
Transfers

Source: SLD The
Advantage



Digital Has Its Benefits
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@7 YourBank O

Welcome Back, Sarah!

Total Balance

$15,430.75 |

Transfer Depaosit Pay Bills

= [~

Accounts Transfers Deposit

“@7 Your Bank

Checking Account

(0]

$5,750.35

Transactions

Grocery Mart

TAKAS

— Starbucks
19ARS

Utility Payment

16343

Grocery Mart

TR

i James Best
- SAIARS

Online Payment
= =

Accounts Transfers

Details

-$45.32

0.2z

-$5.89

12).03

-$150.00

27.24

-$45.32

£20.00

-$250.00

-12.28

-$27.99

137 0%

see

Deposit More

@7 Your Bank

Recent Activity
Q. Search

All Spending  Deposits
6 Amazon
Today
e Gas Station
12348
Restaurant
10345

YESTERDAY

Grocery Mart

Today

Starbucks

1€343

Utility Payment

Today

= =

Transfers

-$80.25 >

4490

-$45.30 >
-$58.90 >
-181 30

MORY >

-$45.32

-111343

-$5.89

1000

-$150.00

122.48

ese

Transfers Deposit More

@7 Your Bank

Transfer Money

From: Checking Account $5,750.35

To Savings Account  $9,680.40

Amount: $250.00

Continue

Retake Cancel

K3 Mobile Deposit
Snap a photo of your check.

ENSERLE HERE

TAKE PHOTO

Increased

_ Out of Footprint
Product Adoption

Lower Transaction Higher Transaction
Customers

Costs Volumes




Al is a Gamechanger for Digital A ‘
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2) Simplify Navigation of Complex Mobile Applications

3) Reimagine IVRs to Fast-Track Resolution of Inquiries

4) Transform Chatbots into an Attractive Option for Resolving Inquiries

7) Offload Low-Complexity Inquiries to Chatbots or Virtual Assistants
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Branches + Digital So Much Better Together Than Either Alone
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It Takes All Hands On Deck To Get The Win * ‘
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Take care of
something the
customer needs to
take care of before
they do

Show up for
their customers
in key life
moments

Ensure
problems are
solved easier
than expected

Deliver what the
customer asked for
but then put “a
cherry on top”
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https://pitsinc.blogspot.com/2012/06/que-es-una-parada-en-pits.html
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/

Thank Youl!
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founder@customerobsession.net

WWW.customerobsession.net

https://www.linkedin.com/in/marbuebrown/
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