
A Trend to Watch:  Branch Automation 

 

As bank branches introduce more automation, they benefit by way of increased productivity and 
profitability.  Furthermore, they enhance the total customer experience.  ATMs have certainly been the 
most significant advancement in recent years, but the advent of the Interactive Teller Machine is creating 
new options for branch development and design. 

This technology bridges the gap between convenience and the desire for human interaction by creating a 
portal through which customers can conduct transactions with a live, remote teller via video conference. 
Customers simply touch a screen, connect with a teller who is stationed at a central location, and make 
deposits, withdrawals, or even apply for a loan. Ultimately, this can allow banks and credit unions to: 

 Increase hours of operation/customer access 
 Reduce waiting times during busy branch hours  
 Increase efficiencies by reducing overall teller staff and centralizing operations 
 Reduce cost without sacrificing service 
 Test the waters in new markets without investing in brick-and-mortar branches 

And 

 Focus on higher-margin activities within the branches 

Indeed, many institutions are now utilizing a concierge approach in an effort to incorporate the new 
technology, with a staff member guiding customers through the ITM process. This then frees up other 
staff to conduct  higher margin transactions like financial consulting and investments.  The higher level of 
customer interaction benefits both the institution and the customer, and creates real opportunities for 
banks and credit unions to differentiate themselves from market competitors. 

BranchServ is an approved VAR (value-added reseller) of the new Aptra Interactive Teller from NCR. 
and endorses this new technology as an opportunity for banks and credit unions to balance the benefits of 
automation with the personalization that is so important in community banking.  Furthermore, the 
company has invested in training and development to support the equipment via ongoing service after 
purchase. 

 


