
How to centralize staff through video-enabled 

branches
See how video can enable even your smallest branches to improve operations, sales 

capabilities, and grow your financial institution. 

http://www.popio.com


Branch transformation isn’t on 
the horizon... it is already here. The 
present day landscape of branch 
networks is undergoing significant 
upheaval that includes the 
evaluation of several additions  to 
the current branch model. These 
evaluations include new self-
service options, AI assistants, and 
creating a seamless physical and 
digital experience. 

Evaluating new branch 
operational systems is difficult 
as consumer behavior is 
continuously shifting. Your 
success with mobile banking, 
remote deposit capture, and bill 
pay have all applied pressure to 
the role your branches play in 
day-to-day banking. 

If we look closely at self-service 
its convenience often exceeds 
expectations, but when we get 
down to brass tacks, banking 
is complicated, and your most 
profitable products require 
deeper interactions than what a 
full-service ATM can provide.

Coupling self-service with human 
interactions via video is inching 
closer to the dynamic required 
to complete complicated loan 
processes. But, without document 
sharing, advanced document 
review and multi-party e-sign 
capability they fall short when 
trying to replace the physical 
presence of a loan officer in a 
branch. 

Online self-service tools for 
account opening and lending 
have also be added for consumer 
convenience. But questions and 
friction in the process have led to 
high abandonment rates.

A few have experimented with 
AI to bridge the gap between 
human interactions and 
technology. Unfortunately, three 
of the most profitable companies 
in the world (Amazon, Google, 
Apple) continue to invest heavily 
into AI-driven assistants with 
the goal of replacing human 
interactions and... this shouldn’t 
be an overstatement, they are all 
suboptimal. 

Branch traffic while declining is 
still very much relevant. According 
to Gallup, 3 out of 4 customers still 
prefer interacting face-to-face 
when opening new accounts, 
applying for loans, and seeking 
financial advice, which indicates 
that human interactions and trust 
still play a critical role in banking.

As you look beyond self-service 
and AI the coupling of your mobile 
strategy and your branch strategy 
is next up for evaluation. From 
the beginning, you realize mobile 
banking is just that... mobile 
banking. It is purely balance and 
small transaction-driven, and 
interactions are pushed to self-
service to maximize profitability 
of the experience. The data from 

your mobile channel can instigate 
profitable interactions but often 
cannot complete them without 
human intervention.

Overall branch traffic is declining, 
but your experts are needed more 
and more in consumer education 
and loan completion processes.  
This will be especially true as 
you prepare for tighter lending 
regulations and additional 
exceptions as economic forecasts 
predict recession trends. 

Which ultimately raises the 
question of how are you deploying 
human interactions efficiently into 
your branch network and beyond?

Your business model cannot be 
idle in its approach to adding new 
consumer engagement methods. 
Additionally, it implies that you 
can no longer afford to have 
stagnating branches with experts 
physically stationed at every desk. 
This is especially true as Apple 
makes its first foray into card 
servicing later this year and other 
Fintechs continue to innovate 
and raise expectations, even as 
economic conditions become 

uncertain. 

So how do you change 
how your branch 
operates?
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Your staff make you special.

You allow your employees to continue to build your community, but due to cost, you must deliver all 

human interactions efficiently. The DNA of community financial institutions has always been your ties to 

the communities you serve, and if you want to maintain relevance you need to ensure technology never 

diminishes what makes you special.  Video-enabled branches create a much-needed balance between 

technology, physical interactions, and cost. Branches enabled with video allow you to centralize your 

employees, creating operational efficiencies and greater profitability of each branch. Failing to centralize 

experts may be your biggest regret in the next 10-15 years. 

How centralized staffing improves branch efficiencies?

Centralized experts enable your branch operating system to work smarter while educating consumers for 

future video engagement models.

FTE’s cannot be sitting at every desk in a branch when traffic is not demanding it, which is why according 

to S&P Global nearly 2,000 branches closed in 2018. Traffic indicates demand, little traffic indicates, little 

demand. If you consolidate experts and realize their full potential then you recognize that within your branch 

operating system one FTE can provide service to 3-5 branches. Operationally you become more efficient, 

leaner, and the extension of services and training for future interactions suddenly becomes much easier 

because you understand how video transformation truly works.  

Worried about the potential for branch traffic to begin picking up again?  As an agile CFI, you would quickly 

adapt by opening another room for video in the same branch enabling two representatives to have 

simultaneous calls going into one branch.
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Video-enabled branches make your financial 

institution more efficient and scalable. Scaling in this 

instance means adding video rooms into branches 

as they are required allowing the branch operation 

system to grow as it is demanded by the business 

and thereby the consumer.   

If branch demand isn’t there, then difficult decisions 

will need to be made to determine the fate of the 

branch. And the question you have to ask yourself 

right now is... Would I rather shut down a branch, or 

change how each branch operates? The latter is 

probably preferred over the former. According to 

McKinsey & Company only 26% of consumers prefer 

to conduct financial business in a branch, which is 

down from 38% in 2016. 

Bankrate.com Chief Financial Analyst Greg McBride 

said mortgage loan officers simply aren’t being 

utilized in branches anymore. However, digital 

doesn’t necessarily mean an entirely online 

experience. “The use of call centers or video 

conferencing centralizes the taking of applications 

and provides a human interaction in a more efficient 

manner than stationing someone in a branch,” he 

added.

Changing your branch operation model to include 

video and centralized staffing can extend expert 

hours beyond standard banking hours. 

In today’s branch interactions extended hours 

commonly refers to teller lines being open, and self-

service cash options available in the branch. If video 

becomes a part of your operating model then the 

branch can extend profit-driven interactions beyond 

traditional banking hours by offering access to 

experts where previously unavailable.

Your branches are controllable at every level 

which allows you to improve the system, efficiently 

complete profitable interactions, and prepare for the 

next generation of consumer demands by enabling 

video. 

How do you add video to your branch 
network and centralize your staff?
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Today: Individual branch servicing
Each branch has three dedicated experts for a total of 15 FTEs

Recommended: Centralized network servicing

No expert FTEs located at each branch, centralized experts provide service to entire 

branch network via video collaboration.

Reality: Majority of FTEs are under utilized

5 centralized FTE’s service entire branch network

Reality: All FTEs are fully utilized
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How to deploy resources across your branch network

Centralizing staff requires you to address how resources are deployed across all of the branches to create 

a more efficient model with better staff utilization.  Compare the two models below.  Staffing each branch 

independently leads to under-utilization of resources and we know that model will crumble in the future.  

The centralized staff can work together as a team to meet the demands of all of the branches collectively 

creating a model for improved efficiencies and make it much easier to monitor staff utilization.  It just makes 

sense and allows you to easily adjust your staffing as you see changes in branch traffic patterns over time.



Greeter/Concierge:

Responsible for 

directing consumers 

to the right place.

Entrance:

Full service ATM that

can handle majority of media 

transactions.

Video Room 1 Video Room 3

Video Room 2 Video Room 4

Waiting area

Teller Line:

Ready for transaction

exceptions.

How to deploy resources 
inside the branch

Now that your product experts are effectively 
allocated across the branch network, its time 
to review how the remaining staff in the branch 
could be deployed.  If a consumer is taking the 
time to visit the branch they are expecting to get 
help from a human, so we recommend a branch 
greeter or concierge to manage the flow of 
traffic inside the branch.  After learning about the 
consumer’s need, the concierge can introduce 
them into a video room and, if desired, help them 
connect to the proper product expert as indicated 
in the ‘Video-enabled branch flow’ diagram to 
the right.  It’s also important for this concierge to 
be available throughout the duration of the video 
call for any physical needs.  A simple cup of coffee 
means a lot when a consumer is making difficult 
financial decisions.



1. 40-42’’ TV – FULL HD 1080p (Anything 

above 42” presents agents that 

look larger than actual size and 

can be visually intimidating to the 

consumer)

2. 24” Touch Screen Monitor - enables 

on-screen signatures

3. Signature Pad (Required if touch 

screen monitor is not used) - utilizes 

hardware already in place at 

the branch for secure signature 

collection

4. HD Webcam

5. Audio Conferencing Speaker

6. Document Camera –or- Scanner 

- enables easy collection of 

documents from the consumer 

without concierge intervention

7. Utilize private meeting rooms/pods

8. Branch concierge directs and sets 

up video room engagements on 

behalf of the consumer

10 best practices for video-enabled branches

© 2019 POPio Mobile Video Cloud

How to create video-room experiences

The video room must be an inviting area with a touch of modern technology.  With a few tasteful touches, 
nearly any existing room in your branch can be transformed into a video room.  It’s very important that the 
video experience isn’t just limited to communication.  The video room needs to provide the consumer with 
a collaborative experience where information can be exchanged, documents uploaded, and signatures 
captured on documents.  Without these collaborative tools, you will be severely limited to discussing 
‘next steps’ rather than closing business and meeting the consumer’s financial needs.  The following list 
of hardware devices help provide for both an excellent video experience and productive collaboration.  
Use this list along with the best practices on the following page to create the best video room experience 
possible.
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1. Video rooms need to be well lit and avoid shadows.

2. Audio should be driven through a conferencing speaker and not a webcam.

3. Dual screen video collaboration is preferred engagement model.

4. Decor should be inviting and personable. 

5. Concierge should greet and setup video room for consumers.

6. Agent/Expert backdrop should not be bright or busy. 

7. Video software needs to be easy to use. 

8. Consumers should not be in public areas with background noise.

9. Integrated document collection is vital to profitable interactions.  

10. Touch screens are preferable to outdated signature pads.

What happens after you centralize and video-enable your branch?
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Why? Ensures clean video streams and better interactions.

Why? Ensures clear audio for all parties on the call.

Why? Maintains view of agent during the collaboration session.

Why? Creates welcoming environment for consumers.

Why? Helps train consumer for new engagement model.

Why? Ensure consumers are not distracted.

Why? Ensure agent is focused on the consumer and not the tool.

Why? Ensures agent can hear and does not become frustrated with the interaction.

Why? Collaboration and communication need to be prioritized.

Why? Creates modernized, minimalist room and removes outdated technology.

Best practices for 

video-enabled branches



What happens after your branch system is 
video-enabled?
Set your consumers and your financial institution free.

Utilize mobile video banking to eliminate the requirement that either party needs to be in a branch. 

Enabling your consumers to speak with an expert from anywhere will allow you to successfully meet them at 

their exact moment of need while creating better, more trusting, long term relationships.

If you aren’t preparing for this generations preferred engagement model, what happens when the next 

generation demands even more? 

Don’t miss out and be there, or anywhere with mobile video banking. POPi/o can help you get started in the 

branch and extend to mobile when you are ready.
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Getting started
Don’t let fear of the unknown stop you from adding video to your branches and 

centralizing your experts. We can help you launch your vision for a new branch 

operating system. See for yourself by requesting a demo from the link below. 

www.POPio.com/demo
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http://www.POPio.com/demo



