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Today’s Agenda 

  § 	
  Key focus areas in retail banking in Asia Pacific 

§  Key drivers to look out for 

§  Future focus in branch transformations 

§  Improving branch performance 

§  Integrating the branch – Where do we stand today? 

 



             Copyright The Asian Banker 2010. All rights reserved     3/17 

0%	
   2%	
   4%	
   6%	
   8%	
   10%	
  

Employee	
  Engagement	
  

Business	
  Model	
  

Mortgages	
  

Customer	
  Experience	
  

Branch	
  InnovaEon	
  

Brand	
  Building	
  	
  

Wealth	
  Management	
  

Mobile	
  Banking	
  

Credit	
  Card	
  Business	
  

Deposit	
  

Internet	
  Banking	
  

0	
   2	
   4	
   6	
   8	
   10	
  

Bancassurances	
  

Branch	
  InnovaEon	
  

Consumer	
  Credit	
  

Wealth	
  
Management	
  

Mobile	
  Banking	
  

Mortgages	
  

SME	
  

Internet	
  Banking	
  

Customer	
  
Experience	
  

Deposit	
  

Credit	
  Card	
  
Business	
  

Top	
  11	
  Submissions	
  2009	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  Top	
  11	
  Submission	
  2010	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  Top	
  11	
  Submission	
  2011	
  
	
  

Taiwanese	
  retail	
  banks	
  have	
  begun	
  integra3ng	
  their	
  business	
  lines	
  

Source:	
  Asian	
  Banker	
  Research	
   %	
  of	
  submissions	
  %	
  of	
  submissions	
  
0% 2% 4% 6% 8% 10%

Private Banking

Bancassurance

Branch
Innovation

Wealth
Management

Deposit 

CRM

Brand building

Credit Card

Mobile Phone

Internet
Banking

MortgageMortgage	
  
	
  

Internet	
  Banking	
  
	
  

Mobile	
  Banking	
  
	
  
12.	
  

Credit	
  Card	
  
	
  

Brand	
  Building	
  
	
  

CRM	
  
	
  

Deposits	
  
	
  

Wealth	
  Management	
  
	
  

Branch	
  InnovaEon	
  
	
  

Bancassurance	
  
	
  

Private	
  Banking	
  

%	
  of	
  submissions	
  



             Copyright The Asian Banker 2010. All rights reserved     4/17              Copyright The Asian Banker 2011. All rights reserved     4/17 

Banks are responding to a set of market and environmental 
challenges 

Source: Asian Banker Research 
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In 80% of branch transformation exercises, the key motive is to 
streamlining cost and processes  
Focus in Branch Transformation 
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Banks intend to shorten the break even time (capex+opex) from 
an average of 2-3 years to below one year  
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Source: Asian Banker Research 
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Banks	
  focus	
  on	
  what	
  customers	
  are	
  doing	
  in	
  dis3nc3ve	
  zones	
  
Typical Floor Plan for a Hub Branch in Asia Pacific (150-400sqm) 
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Citibank claims to offer a new interaction model for the branch of the future 
Branch	
  Zoning	
  at	
  CiEbank	
  Japan	
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This bank struggled to keep cost under control suffering a retail cost 
to income ratio of 80% 
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How do you rationalise branch networks and expenses without harming the franchise? 
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The challenge in rationalising branches is to capture meaningful savings 
with minimum damage to current revenues and maximum advantage for 
long-term performance 

§  Impact of automation  

§  Siloed approach to 
efficiency 
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larger branches more than 
smaller ones 

 
 
 
 
 
	
  

Source: Asian Banker Research 



             Copyright The Asian Banker 2010. All rights reserved     12/17              Copyright The Asian Banker 2011. All rights reserved     12/17 

After putting major efforts in streamlining and automating the account 
opening process the focus will shift to other front and back end areas 
Focus of Branch Automation in Future – “What will be your major focus between 2010-2012?” 

Source: Asian Banker Research 
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Range of interactive branch technology deployed in branch 
banking today 
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Conclusions 

§  Rise of more but smaller branches that reach deeper into the communities 
where people live and work 

§  Branches will turn into financial asset and management centers 

§  Synchronising technology, processes and the human interface will be key 

§  Better tools for determining branch location, format and activities will be 
utilised 

§  Banks will hire branch staff who can quickly pick up the cues and formulate 
responses  

§  Branch integration with e-channels and personal devices will be a 
differentiator in the market 
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