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“The challenge facing 
community banks is how 
to align resources to build 

a distribution network that 
optimally balances cost 

savings, customer service 
preferences, and sales, all 

while providing the optimal 
customer experience

As community bank executives confront the 
challenge of meeting changing customer demands 
for access, convenience, and service while managing 
the cost of legacy branch networks, four omni-
channel strategies are getting a lot of attention.  

With customers embracing online and mobile 
technologies at an ever-increasing pace but still 
not ready to give up on the security of the branch, 
the challenge facing community banks is how to 
align resources to build a distribution network that 
optimally balances cost savings, customer service 
preferences, and sales, all while providing the optimal 
customer experience. Research shared by Galapagos 
at a recent strategy forum on Omni-Channel Banking 
revealed several emerging strategic approaches that 
can help guide successful omni-channel design.  

1. “The Endless Aisle”

Retail giant Walmart generated $12.5 Billion in 
ecommerce sales in 2014 and is projecting online 
sales to grow by 40% by 2018. During the same 
period, store sales are projected to grow by only 
3%. As the company balances these shifts in 
customer purchase behavior, its strategy embraces 
fewer stores that offer more choice.

Four Omni-Channel Strategies Emerge as Frontrunners

A similar strategy for banks appears worthy of 
consideration. 83% of bank customers questioned 
in the recent Galapagos Channel Usage survey 
said that they liked the idea of expanded services 
being offered at the branch and would be likely 
to “consolidate their shopping” of financial 
services into fewer branch visits while handling 
transactional business through electronic and 
digital channels.
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2. The Specialty Store

Since 2009, the number of bank branches has 
dropped by nearly one thousand a year. During 
that same period, the number of Edward Jones 
offices grew 9.3%. Clients of the investment firm 
don’t visit their local office very often so stores 
are less dependent on convenience. However, the 
average store visit is longer due to the advisory, 
rather than transactional, nature of the business 
that clients conduct. Could community banks 
leverage this model?  Target fewer visits of higher 
quality by consolidating specialized services in the 
branch and continuing to migrate transactional 
services toward digital channels, ATMs or express 
service centers. 57% of customers asked about this 
option like the concept.
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4. Smarter Digital

Many banks are committing to digital channels. 
The problem is that modest IT and marketing staffs 
and limited resources make this strategy especially 
difficult. It also risks the brand advantage of 
being a local community bank. One strategy 
that has traction is developing smaller, more 
specialized digital storefronts to compete for those 
customers who have little interest in a traditional 
branch. Delivered via a microsite strategy, digital 
storefronts allow community banks to reinvent 
and reposition themselves to compete more 
effectively without abandoning who they are.

For more information on the Galapagos 
Channel Usage Research Study and omni-
channel strategy, contact us at 616-608-7359 
or visit www.galapagosmarketing.com.

3. Streamlined Branching

In the fourth quarter, 2014, Huntington Bank 
closed 26 traditional branches but has plans to 
replace them with 50 new supermarket stores 
this year, with contracts to open another 180 in 
Ohio and Michigan. “We believe in the branch but 
this [supermarket strategy] gives us the ability 
to deliver 24/7 access in a more affordable way,” 
says CEO, Steve Steinour. He’s not the first to bet 
on the supermarket branch and that consumers 
will eventually come to feel comfortable doing 
their banking and shopping in the same place. 
Supermarket stores certainly provide a cheaper 
way to enter a market. They also allow banks to 
maintain strong market coverage and keep their 
people close to the customer. But as yet, they have 
not proven cheaper to operate, nor have they 
attracted business. The average deposits held 
by supermarket branches in the U.S. is under $6 
million after five years.
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