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BRANCH DESIGN

Ensure your branch design
reflects your brand identity
from the outside in.

VISUAL ELEMENTS

Develop a consistent visual
language including logos,
colors, imagery, etc.

MEMBER SERVICE

Train your employees to
deliver exceptional
member service that
aligns with your brand
values.

TARGET MESSAGING

Ensure your message is
consistent across all
channels.
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TARGET
MARKETING




BRAND AWARENESS

Track your brand awareness

through surveys, social
media monitoring, etc.

EMPLOYEE ENGAGEMENT

Monitor employee

engagement and satisfaction

to ensure they are aligned
with your brand values.

LS,

BRANCH
PERFORMANCE

Measure key
performance indicators
to ensure branch is
performing as expected.

MEMBER
SATISFACTION

Regularly collect
feedback from members
to ensure you are
meeting their needs and
expectations.




BRAND AWARENESS

SOCIAL MEDIA REACH BRAND MENTIONS SURVEYS AND USE ONLINE TOOLS
AND EASILY SHARED AND ARE PEOPLE QUESTIONNAIRES, FOR TRACKING
CONTENT TALKING ABOUT ASKING FOR FEEDBACK
YOU?
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The member
experience will
never be better

experience. wt
culture looks like behind
scenes will overflow
member experience
lines.

RIGHT BRAIN
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CASE STUDY:
REFRESH INCREASES NPS 80%

BEFORE

« Dated branch with underutilized space,
awkward flow, limited technology

» Surveyed consumers on space, facilities,
experience, and NPS “recommend/refer”
question

BEFORE




CASE STUDY:
REFRESH INCREASES NPS 80%

AFTER

* Branded environment with fresh design
including paint, flooring, lighting, graphics,
furniture, and strategic use of technology

» Surveyed consumers on space and NPS
“recommend/refer” question




CASE STUDY: ADDITIONAL DATA

Methodology: in-person, paper surveys of consumers in branch before and after the Refresh project with rated scale (0 — 10) questions plus open
field for additional comments. Data in addition to NPS scoring.

Question Response Average — Before | Response Average - After

How satisfied are you with the overall banking experience currently at FI?

How satisfied are you with the cleanliness, comfort, and overall look of our branch facilities?

Fl is more professional and trustworthy than other banks in the community.

Fl offers the best banking experience in my community.

How likely are you to do business with Flin the future?




PULLING IT

TOGETHER

Left brain thinking involves logical
and analytical processes such as
planning, organization, and problem-
solving.

Combining left and right brain
thinking in allows for a holistic
approach that balances practicality
with artistic expression, resultingin
well-rounded and successful
projects.

Right brain thinking focuses on
creativity, intuition, and visual
aesthetics to bring innovative ideas
and concepts to life.

Leveraging both sides of the brain
can lead to more efficient problem-
solving, enhanced communication,
and a deeper understanding of user
needs and preferences.



CASE STUDY -
“1 D0, WE DO, YOU DO.”

Evolving the branch experience to solve the physical
and emotional needs of today’s consumer.
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SUMMARY

1. A balanced approach is critical for successful design-build and branch
transformation processes.

2. Understanding the complementary roles of analytical and creative thinking is
essential.

3. The successful integration of both analytical and creative thinking leads to improved
outcomes in design-build projects, enhancing client satisfaction, operational
efficiency, and the overall branch experience.




THANK YOU

‘ GLENN GRAU

CHIEF BUSINESS DEVELOPMENT OFFICER
PWCAMPBELL

VICE PRESIDENT

‘ MARSHALL JETT
PWCAMPBELL
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