
Industry: Financial sector 

Revolutionizing Branch Efficiency for a Leading Bank 

Our client is a prominent banking institution with an extensive network of over 200 physical branches. Known for 

their commitment to exceptional customer service and their growing success in the financial sector, the bank 

faced a critical challenge: managing increased footfall at their branches, which led to longer wait times and 

declining customer satisfaction. 

As the bank’s customer base expanded, so did the 

number of transactions and in-branch visits. The influx of 

customers began to overwhelm the existing infrastructure, 

resulting in significant delays and frustration. Branches 

were experiencing high volumes of foot traffic, leading to 

prolonged wait times, and decreased overall customer 

satisfaction. The traditional model, heavily reliant on 

human agents, was struggling to keep up with the 

demand. The core issues were:

• Increased Customer Wait Time: Customers were 

spending more time waiting for service due to high 

foot traffic and lengthy manual processes.

• Declining Customer Satisfaction: Longer wait times 

led to a drop in satisfaction levels and potentially 

impacting the bank’s reputation.

• Operational Inefficiencies: Staff were bogged down 

with routine tasks, which detracted from their ability 

to focus on core functions and value-added 

services.

Our Approach
To address these challenges, we implemented a comprehensive strategy to transform the bank’s branch 

operations and enhance the customer experience. Our approach was multi-faceted:Increased Customer 

Wait Time: Customers were spending more time waiting for service due to high foot traffic and lengthy 

manual processes.

1. Automation of Routine Processes:

❑ Solution: We introduced advanced automation 

technology to handle over 50% of the processes 

typically managed by human staff. This included 

deploying self-service kiosks and interactive 

devices that allowed customers to complete 

transactions independently.

2. User Adoption:

❑ Solution: We conducted a thorough assessment 

of various touchpoints within the branches to 

identify and address potential barriers to 

adoption. This involved evaluating the 

placement of devices, ease of use, and 

customer education.

3. Digital Transformation:

❑ Solution: By going paperless, we eliminated the 

need for physical documents and forms, integrating 

digital solutions to streamline operations.

Business Outcomes
The transformation yielded impressive results:

• Decreased Customer Wait Time: With the automation of transactions, the time required for customers to 

complete their activities was reduced to 5 minutes or less. This had a direct positive impact on customer 

satisfaction and overall branch efficiency.

• Improved Staff Efficiency: Automation allowed staff to shift their focus from routine tasks to more critical 

functions, enhancing their productivity and the quality of service offered.

• Significant Cost Savings: The transition to digital processes led to substantial cost savings, totaling over 

NGN 50,000,000 annually. This financial efficiency was achieved by eliminating the need for paper and 

associated administrative costs.

• Enhanced Security: The introduction of biometric authentication eliminated branch fraud, ensuring a 

secure environment for both the bank and its customers.

Conclusion
Our comprehensive approach not only addressed the immediate challenges of increased footfall and 

operational inefficiencies but also set the stage for long-term improvements in customer experience and cost 

management. By embracing automation and digital solutions, the bank successfully transformed its branch 

operations, leading to enhanced customer satisfaction, operational efficiency, and significant cost savings. 

This case study underscores the power of innovative technology in revolutionizing traditional banking 

practices and delivering tangible benefits to both customers and businesses alike.
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