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ABSTRACT TE 140569

The major objective of this research is to find the most efficient designs for
Banygkox Bank's micro branches that open their services in department stores and
superstores. The research covers the operation of the bank's micro branches, location
strategies that is best suite the bank’s services and demand from customers, customers
benaviors and needs, and space functioning.

The sampling group in this study includes the bank's customers, bank's
employees, bank's executives, and the project’s working team. The study was done
through questionnaires with customers and bank employees, and interviews with bank
executives and the working team. Observation method was also used to measure
volume and type of usage.

The major findings are :

1. Trend of Banking Business

1.1 Retail banking is becoming the most potential market in banking
Business. The bank aims to acquire this group of customers by opening smaller - size
branches in major department store and superstores. This is specifically called * Micro
Branch " The bank is also looking forward to expanding micro branches in office
premises and education institutes.

".2 Cost efficiency results smaller branches with maximum of usage.

1.3 More automatic banking facilities are brought in to service

customers with shc rter service time, lower overhead cost, and more accuracy.
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1.4 More emphasis on front and service area to attract customers, as
well as more communication facilities to support e - banking services.

2. Customers' Behavior

2.1 There are equa! portion of customers who travel to the bank by
public transportation and personal ve!

el

MCiES.

2.2 Customers use ‘he bank’s services in more than 1 department
stores or superstores, mostly after —werk time between Monday to Friday. They prefer to

contact the bank's micro branch because of the convenient location and jess time pent.

2.3 The most populer types of services are cash withdrawal, and
cash deposit.

2.4 The reason convincing customers to contact the bank in

department stores or superstores are icnger service hours and 7-day operation, less
time spent, and convenience for their sncpping

2.5 Most customers know very well about the bank's location in each

store. This is because they used to contact the bank in other stores before. They know
the bank has expanded rapidly into many stores.

2.6 Customers pay much attention to the bank's information area.

They are open to new information and would fike to contact the bank via the Internet
network.

2.7 Many customers urge the bank to provide more service counters
reception area, and automated banking facilities with guidance.

3. Employees’ Comments on Work Place

3.1 Customers prefer to be services by bank officials at counter

rather than the automated machines. More customers come during after-work hours.
3.2 Most employees agree that the location in the stores is already

suitable. However, some do not agree saying that the outlets are hidden from other
shops.

3.3 Most officials believe the most suitable location in the stores is
area close to entrance or exit.
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3.4 Most officials commented that they do not like the outlet as a work
place. Their comments are divided into :
3.4.1 The counter area is too small. Number of computers
is not sufficient, and not convenient when sharing them.
3.4.2 Back office space is too small to store documents and
to work.
3.4.3 Meeting room is too small. This is not convenient
when negotiating with customers.,
3.5 Counter area is believed to best attract customers, rather than
automated banking area, and information area.
3.6 Environmentally, temperature in the stores is considered the most
annoying the employees, followed by noise pollution inside the store.
3.7 Intem of safety, employees feel unsafe due to over traffic, and
over load of work. These factors do not allow them time to observe every customer.

Moreover, the counter is too low so that cashes can be seen invitingly.



