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Product Profile 

What is a Branch Design Effec1veness 
Assessment? 

Customers s<ll demand that their financial ins<tu<on have 
a brick and mortar presence but their expecta<ons for the 
types of services and the way in which these services are 
provided has changed.  

While there is a small and growing por<on of the market 
that prefers to bank exclusively through self‐service 
channels, the largest segment of consumers are mixed 
channel users who typically use alterna<ve channels for 
service and informa<on, but con<nue to rely on branches 
for sales.  A recent Forrester Research report projects that 
almost 70 percent of new accounts will s<ll be opened in 
person at a branch for at least the next few years.   

Although consumers have embraced many of the new 
distribu<on channels, it is clear that branches will survive 
for some <me.  But many consumers are dissa<sfied with 
their branch experiences and bankers find their facili<es are 
out of date with contemporary trends in retailing. Align FSC  
believes that the industry has a significant opportunity to 
leverage the poten<al of the branch “stores” for sales and 
service, par<cularly as consumers look to build rela<onships 
with financial services providers that they feel they can 
trust.  Banks must also leverage the value of the 
investments they have made in the branch delivery channel 
to aMract and nurture desirable customer segments.   

Why a Design Effec<veness Assessment? 

Savvy financial services execu<ves realize that the branch is 
much more than just another delivery channel – it can be a 
differen<a<ng factor in gaining new customers and 
retaining and growing exis<ng customers.  A Design 
Effec<veness Assessment helps you understand how to 
op<mize your branch facility to create a customer 
experience that: 

•  Forges an emo<onal bond between your brand and the 
customer that translates into tangible sales 

•  Maximizes your investment to complement your 
marke<ng, sales and service strategy. 

Branch Design Effec1veness 
Assessment 

What are the Align FSC deliverables? 

Your ins<tu<on will be provided with a comprehensive and 
independent examina<on of your organiza<on’s marke<ng 
environment as it relates to the physical facility.  

Align FSC’s Design Effec<veness Assessment includes: 

•  An examina<on of all aspects of your branch facili<es’ 
environment including a detailed site review of each 
loca<on. 

•  An assessment of your branch sales and service 
environments rela<ve to your corporate goals and 
objec<ves, target market needs and preferences and 
compe<<ve posi<oning.  

•  Delivery of a prac<cal “Facili<es Design Roadmap” that sets 
forth design recommenda<ons, priori<es, <melines and 
es<mated costs for maximizing your investment in each 
branch. 

Align FSC works collabora<vely with you to: 

•  Iden<fy problem areas and opportuni<es to op<mize the 
sales and service environments. 

•  Understand quan<ta<vely and qualita<vely which customer 
segments use the branch and in what ways. 

•  Determine the effec<veness from a customer‐centric 
perspec<ve of the exis<ng sales and merchandising 
func<onality within the branches.   

•  Establish for each branch, where appropriate, a specific and 
priori<zed list of changes and upgrades to improve the 
effec<veness of the branch environment.  

What is the Align FSC engagement process? 

Align FSC’s Design Effec<veness Assessment includes three 
major components.  

Data Collec1on: To start, Align FSC will meet with your 
management team to gain an understanding of the internal 
percep<on of the branch environment and specific goals and 
objec<ves. Next Align FSC will examine your current branch 
environment in detail, including: 
•  Observing branch ac<vity, par<cularly during peak business 
hours.  

•  Photo documen<ng the exis<ng condi<ons of each branch. 
•  Observing and documen<ng the manned sales and service 
posi<ons as well as all unmanned channels (ATMs, internet 
sta<ons, etc…) available within the branch. 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•  Observing customers flows to iden<fy how customers 
enter and exit the branch, how they move within the 
facility (i.e. where they sit, stand, wait and/or queue 
during sales and service transac<ons) 

•  Iden<fying by type and loca<on all sales and 
merchandising display fixtures and materials, and 
documen<ng how they are observed and used by 
customers.  

•  Iden<fying under‐u<lized areas of the branch. 

The data gathered from the observa<on of branch ac<vity 
will be coupled with market data for each branch trade area 
(which includes Align FSC market demographics and 
compe<tor informa<on along with any exis<ng data you 
provide) to establish a baseline for what aspects of the 
branch are delivering the desired results and which areas 
need improvement.  

Analysis: In the next phase, Align FSC will analyze all the 
data to determine the effec<veness of the current 
environment from the customer’s perspec<ve as well as the 
perspec<ve of the financial ins<tu<on. Specifically,  

•  Does the branch clearly convey your brand and corporate 
graphic standards? How well does the branch support 
your brand promise and iden<ty? 

•  What are the market characteris<cs of the branch trade 
areas and how do they relate to the branch design and 
configura<on? 

•  Is there a clear organiza<onal structure to the facility? 
How are the sales and merchandising zones currently 
organized and managed? 

•  What are the most effec<ve sales and merchandising 
elements currently used? 

•  How visible are the current sales and merchandising 
displays? Are they contribu<ng to and suppor<ng sales 
efforts? 

•  What voids exist within the branch?  How can these areas 
be beMer u<lized? 

Conclusions and Recommenda1ons: In the final phase, 
Align FSC will provide you with prac<cal design 
recommenda<ons to improve the sales and service 
environment and ensure consistency.  

Align FSC will facilitate a half‐day, on‐site presenta<on of its 
findings and a roundtable discussion with key execu<ves 
and management and discuss in detail the Facili<es Design 
Roadmap.  

Branch Design Effec1veness 
Assessment (Con1nued) 

Specifically Align FSC will deliver: 

•  Branch Survey Documenta1on which includes the detailed 
survey of the exis<ng facili<es, a complete demographic 
profile, interior and exterior photos and a design schema<c 
and documenta<on of current fixture placements.  

•  Facility Tune Up with recommenda<ons for a short‐term 
plan of ac<on outlining specific upgrade op<ons for each 
loca<on that can be executed quickly and at a low cost. 
Examples may include: 

1.  Changes to the height, ligh<ng, or loca<on of exis<ng 
elements to improve their visibility and impact. 

2.  Modifica<ons to the way exis<ng elements are used by 
the branch to improve their focus and effec<veness. 

3.   Removal or reloca<on of specific elements to improve 
focus and eliminate cluMer. 

4.  Recommenda<ons on what specific types of 
supplemental elements can be added at specific places 
to broaden the reach of sales and merchandising efforts. 

5.   Ideas and recommenda<ons concerning other minor 
changes that would  improve the general appearance 
and presenta<on of the branch.  

6.   Concepts and recommenda<ons concerning enhancing 
direc<onal, departmental and branding elements within 
the branch. 

•  Facili1es Design Roadmap, which is a comprehensive 
design plan for each loca<on along with es<mated costs for 
implementa<on and associated benefits.  

. 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