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Operational Transformation of Sales Offices in Preparation for Digital
Banking Age
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Abstract

The management environment of banks is becoming increasingly severe, with their sales
offices seeing the number of visiting customers decrease over the last ten years. Meanwhile,
clerical costs per customer are increasing, which calls for the redefinition of how sales offices
should work as well as the reduction of clerical costs through fundamental operational reforms.
Characteristics of traditional clerical work at banks in Japan include the handling of cash and
the necessity of evidence (slips) for the delivery of cash to and from customers. However, slip
processing is a major source of time and labor costs, and the use of slips as a medium generates
clerical work. In addition, locations and people handling cash are scattered within a bank. The
handling of cash by bank clerks generates the need for cash management tasks, which leads
to the risk of miscalculations. The elimination of slips and cash handling poses an issue in
reducing the volume of clerical work at sales offices. To deal with this, Fujitsu has developed
Finplex Quick Counter for Banking, a solution for achieving semi-self-service counter clerical
work through cooperation of customers and bank clerks to significantly reduce clerical burdens.
This paper describes the solution, which achieves semi-self-service counter clerical work, and
offers a future outlook for the age of digital banking.
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