Field Innovation at Resona Bank: Next-Generation Branch Office
Development
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Abstract

Resona Bank Ltd. has been conducting various managerial activities with the main targets
of reducing branch office operation costs and strengthening its sales force. In November
2004, the bank started two pilot branches with a new type of booth called the “Quick Navi”
in place of the usual counter. After assessing this new style of business operation, the bank
decided to build a next-generation of nationwide branches, all of which would feature the
“Quick Navi”. Fujitsu Research Institute (FRI) has supported Resona Bank since the
beginning of its “Quick Navi’ trials and developments in both the quantitative and
qualitative phases. This paper investigates the changes in the management processes of
Resona Bank as a case of Field Innovation.
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Fig.1-Work sampling findings example.
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Fig.3-Next-generation branch layout.
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Fig.5-Store constitution and “Entry Station” (image).
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