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Small and Middle Market Banking - Branch Experience Information 
 

Greenwich Insights – Summary of Key Findings 
 

According to our September 2007 Greenwich Business Forum, approximately 40% of 
respondents say that bank branches are becoming less important. 

• The advent and increased usage of Remote Deposit Capture may eventually make branches 
obsolete, as it will no longer be necessary to travel to a local branch to make deposits.  
Deposits are by far the primary reason why branches are used. 

• Overall the branch experience has not been positive for many small and mid-sized 
businesses.  Complaints about excessive wait time and transaction errors have been logged 
by nearly 50% of small and mid-sized company representatives. 

 
Changing Importance of the Branch 

 

 
Continue to Use the Branch if Alternative Channels are Available? 
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Actual Versus Expected Wait Time for Business Transactions 

 
 

Common Issues Experienced at the Branch 
 

 

3%

8%

10%

36%

30%

0%

2%

6%

35%

47%

8%

8%

Over 10
Minutes

7-10 Minutes

5-7 Minutes

3-5 Minutes

1-2 Minutes

Less than 1
Minute

Actual Expected
2%

8%

15%

31%

32%

5%

1%

2%

6%

37%

47%

4%

Middle Market Banking 
($10–$500 Million) 

Small Business Banking 
($1–$10 Million) 

Average Actual: 
3.69m 
 
Average Expected: 
2.77m 

Average Actual: 
3.78m 
 
Average Expected: 
2.94m 

50%

4%

16%

9%

16%

9%

37%

None

Other

Insufficient
Product

Knowledge

Lack of Follow-up

Errors or
Mistakes on
Transactions

Excessive Wait
Time

Impolite or
Unprofessional

Behavior

54%

2%

16%

8%

15%

8%

31%

Middle Market Banking
($10–$500 Million)

Small Business Banking
($1–$10 Million)


