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Is the Branch Still Relevant
in a Mobile First World?
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Mobile banking has created the greatest opportunity

will slow to just 3.3% annually by 2022. This is partly

for anytime, anywhere access to banking features and

because mobile banking is reaching a saturation point among

transactions this industry has ever seen. More and more

young consumers. However, while mobile has caught on

consumers are choosing to use mobile and online banking

with the younger demographic, older consumers have been

features to conduct much of their banking business.

hesitant; a Federal Reserve study found that only 18% of

According to a 2018 study by eMarketer, 115.6 million people

consumers over the age of 60 use mobile banking services.

were using mobile banking by the end of 2018, which is a
6.6% increase from 2017.

Research points to security concerns and limited transaction

As weekly branch visits and monthly account reconciliation

adoption, and the steady rise of data breaches and online

have been replaced by instant alerts and mobile banking

fraud is certainly not helping.

sets as some of the biggest inhibitors to mobile banking

apps for millions, some have predicted the end of the bank
and credit union branch. But what do the numbers tell us?

When considering how mobile and other alternative

Is the branch still relevant in a mobile first world?

forms of banking access have disrupted the traditional

While mobile banking has been gradually rising over the

now plateauing, many questions come up for credit union

last decade, data shows that growth may be slowing down;

executives. Where do consumers go if not to mobile or

eMarketer predicts that by 2022, mobile banking adoption

online? Is the branch still relevant?

banking service model today, and seeing that mobile is

How Many Mobile Phone Banking Users Are There in the US?

108.5M
 8.1%

2017

47.0%
of Mobile
Phone
Users

2018

49.2%
of Mobile
Phone
Users

115.6M
 6.6%

Note: mobile phone users 18+ who access their bank, credit union credit card or brokerage account via mobile browser, app or SMS using a mobile
phone at lease once per month, excludes virtual wallet services (e.g., PayPal, Google Wallet). Source: eMarketer, April 2018
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Are Branches Still Relevant?
function very differently than they do today, the fact is that

How consumers prefer to interact
and communicate with a banker

branches as we know them continue to hold tremendous value

AGES 60 AND OVER

While in the future, credit union branches may look and

for modern, young credit union members.
In fact, research published by ABA Banking Journal found that
one in five banking customers — a full 18 percent — “still

31%
AGES 45 TO 60
36%

use their bank branch most often to access their bank
accounts.”

66%

60%

AGES 30 TO 44

Additional ABA research shows that 87 percent of respondents
“say it’s important to have a local bank branch easily
accessible from their home.”

12%

48%

40%

54%

39%

AGES 18 TO 29
7%

While branches remain one of a credit union’s most valuable
 prefer digital interactions–branches
I
should be unneccessary

assets, the challenge for many is to meet the expectations of
an increasingly digital/mobile consumer in the branch.

I bank digitally, but prefer some
matters be handled in person

Following a branch transformation strategy has been

I prefer in-person interactions with my
bank

widely touted as a best practice for modernizing the branch
experience. Still, many financial institutions struggle to
determine what kinds of innovations to embrace while finding

SOURCE: Celent © June 2018 The Financial Brand

rapid, sweeping technological and operational changes difficult
to implement on their own. Plus, credit unions and other
financial institutions may see digital advances as a reason not
to invest in branches.

At the same time, consumers still prefer to interact with an
actual person. A Celent study found that just 6% of adults
said they prefer a completely digital experience and many

The fact is that new concepts like mobile payment options
don’t necessarily eliminate their predecessors. They simply
create more channels for people to access.

more, including young consumers, still prefer an in-person
interaction for some of their banking.
All of this presents a challenge for organizations that find it
a financial strain to extend their branch network or staffing

And consider these findings from
The Filene Research Institute:

52%

of those surveyed,
branch location was
the top reason
they selected their
financial institution

59%
had performed
a branch
transaction
within the
last month

beyond its current footprint.

How Can Shared Branching Help
Meet the Need?
Shared branching began as an extension of the core purpose
of the credit union movement: people helping people. Over
the years the network, now known as CO-OP Shared Branch,
has continued to grow through the cooperation of its
participating members.
Today, around 1,900* of the 5,400* credit unions in the U.S.
participate in shared branching – and the industry’s largest

For example, Accenture research reveals that even the
youngest, most tech-savvy consumer demographic, “Gen
Zers,” who make up the generation right behind Millennials,
“have not abandoned traditional channels . . . [and are]
actually more engaged than other consumers across all other
channels, [including] call centers and branches.”

shared branch network spans 5,600+ branch locations
nationwide.
Maintaining and growing this system is an impressive
technological feat; every participating credit union branch is
connected via a vast foundational network that is real-time
account-number based – not card-number based – to enable
seamless data sharing and access system-wide.

* Data as of December 2019
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And it doesn’t just work in one direction. Mr. Simons
continues, “We’re allowing access at Credit Union 1 locations
to members of our network’s 1,800 credit unions – 1,600
of which have had a member use a Credit Union 1 facility.
Without the access to our Chicagoland branches, many of
those 1,600 credit unions would lose membership due to lack
of convenience.”
Finally, the shared branching model allows credit unions
to establish a nationwide branch footprint on par with the
likes of Wells Fargo and other mega-banks, thereby giving
members the convenience and full-service support they
As a result, members of any participating credit union can
visit a shared branch location and complete these and other
transactions as if in their home branch:

need anywhere they go. Shared branching also enables new
innovations to be brought to market quickly so credit unions
can continue to keep pace with the fintech advances their
members are embracing.

• Deposit cash and checks
• Make cash and check withdrawals
• Transfer funds between accounts
• Make a loan payment

Value Beyond the Branch
Beyond offering nationwide banking access, shared branching
is becoming a critical part of the member experience.

• Print a statement

Accenture notes, “customer experience is becoming the

• Purchase money orders and traveler’s checks

prime competitive differentiator. [Fewer] touchpoints mean

• Reorder personal checks
Shared branching has also been shown to be a key factor in
supporting member retention.
Research by Bain & Company shows that across a wide range

[fewer] opportunities to shine. So, when companies have
customers’ attention, they better get it right.”
With members visiting branches less often in favor of digital
and mobile touchpoints, the quality of a credit union’s live
service and support becomes that much more important.

of businesses, “customers generate increasing profits each
year they stay with a company. In financial services, for
example, a 5 percent increase in customer retention
produces more than a 25 percent increase in profit.”

How does shared branching help?
Consider the comments
of a participating credit union.

“The biggest benefit with shared
branching is retaining members
who have moved out of our
service area by being able to
offer them a brick and mortar
remote location where they feel
comfortable transacting their
Credit Union 1 business”
Paul Simons,
President/CEO of Credit Union 1
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Shared branching enables a credit union to outsource
their member support to a 24/7 contact center operation.
This platform of sharing ensures that all the convenience
and personalized service members need is available to
them anytime, anywhere for these common requests:
• Balance inquiries and transfers
• Transaction histories
• High-level account information for share, loan and
investment accounts

At the same time, shared branching enables credit unions
to benefit from ongoing investments in shared branching
infrastructure – the system’s underlying rails – in ways that
make the member experience simpler, faster and more
dimensional. For example, new system enhancements –
ranging from mobile/image deposits and real-time P2P
payments to advanced AI and machine-learning fraud
detection tools are embeded within the capabilities of Shared

It All Comes Back to People
Even as fintech marches on, the shared branch experience
will continue to resonate with members in truly unique ways.
This has everything to do with our movement’s people helping
people mission. In fact, Jim Nussle, CEO, CUNA said the
following at CUNA GAC 2018, “CO-OP’s shared branching and
surcharge free ATMs are the credit union industry’s best asset.”

Branching, therefore, they – can be more quickly deployed
across the network.
Finally, shared branching allows credit unions to benefit from
the volumes of member data flowing through the network
that can yield valuable insights to help improve products and
services.

According to Accenture, the
power of this type of collaborative
model is far-reaching, going

“beyond a mutually beneficial
relationship between two parties.
The industry’s ‘new’ collaboration
reflects a fundamental premise.
That the power of the network
grows exponentially with
the number of participants.”

When members walk into a credit union branch, shared or
otherwise, they are treated more like part of an extended
community – and less like a number – more like a partner
in the community’s financial wellbeing – and less like a sales
prospect.
The fact is, the CO-OP Shared Branch network is of and for
credit unions. It was built by credit unions for members…
for your members. All credit unions are welcome, and this
truly unique collaboration makes credit unions far stronger
than banks or even emerging non-traditional competition.
The benefits of shared branching are felt industrywide.
Learn more about how the CO-OP Shared Branch Network
can help extend your reach and serve the needs of your
members, with over 5,600 locations across the country.
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For more information, contact
Business Development at
800.782.9042, option 4, or
e-mail solutions@coop.org

CO-OP Financial Services
9692 Haven Avenue
Rancho Cucamonga, CA 91730
coop.org
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