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	Brief Title
	Think Outside the Branch 

	


	Background
	Zanaco has more than 60 branches countrywide strategically placed in all ten provinces. This has been one of the Banks strengths in the market that has contributed largely to our presence, acquisition and overall success. However, times have changed and the ways of banking are constantly evolving. Over the years, the Bank has invested in various digital and alternate channels such as; 
1. Zanaco Xpress
2. Mobile banking 

3. Deposit Taking ATMs 
4. Xapay 

5. Internet Banking 

6. Zeewallet

7. Smart Pay 

8. Bill Muster 

Despite investing in a digital banking infrastructure, the culture in Zambia makes it difficult to obtain a high adoption rate as many are accustomed to meeting their banking needs through a branch that not only creates queues in the branches and at the ATMs but it also affects the quality of our customer experience and today having so many branches rises our costs.


	Objectives 
	1) To increase the number of transactions on alternative channels by 200%
2) Reduce the number of people going into the branches by 35% 

3) Reduce the cost on branches in line with CAPEX and OPEX by 25%

4) To effectively educate at least 50% of our customer base of 1.2 million customer on how to use our alternate channels and the benefits that come with

5) To have a disruptive campaign that will also increase the brand’s presence and affinity and channel uptake
6) To be viewed as an innovative and creative Bank

(Please note that the percentage are only there to give some form of guidance) 

	Competitor Landscape 
	To be shared by the agency as part of the proposal 

	Target Audience 


	Primary – Mid income (K5,001 to K20,000 earnings per month) 

Secondary – Lower income (K100 to K5,000 earnings per month) 

Age – 18 to 65



	What Do We Know About This market? 

Summary of transactions conducted in the branch 


	· The majority know about the channels but they do not know how to use them effectively 
· They have access to affordable data and smartphones 

· They have a lot more confidence in Zanaco Xpress than they did 3 years ago 

· The majority queue up at the end of the month to perform various transactions

1. Bulk Deposits and Withdrawals – These cannot be channelled through Zanaco Xpress Agents
2. School fees payments – Most schools require narrations which the Zanaco Xpress Agents do not capture due to limited characters or incorrect submission of narrations by depositors.
3. Bill Muster payments – Some schools insist on a Bill Muster Deposit slip and will not accept a Zanaco Xpress deposit slip and transfers take long to be confirmed hence delay receipting.
4. Complaints, query and issue resolution – Customers end up at the branch physically due to non-resolution or lack of feedback. Sometimes customers are referred back to the branches because they feel that the services being followed up can only be handled by the branch i.e. pin resets.
5. Digital accounts query resolutions – e.g. Mobile & Internet Banking 
6. Third party deposits – Cash deposits on the government transit/revenue account which requires specific narrations 
7. Instructions for manual funds transfers by Corporates particularly those on old interface
8. Requests for statements by Corporates due limited narrations on internet banking and Individuals for forward of stamped copy to Microfinance Institutions for loan applications.


	What’s the Main Idea We Need to Convey?


	Think outside the branch (Bank using our alternate channels) 
(You are welcome to change the name of the campaign) 

	Creative Considerations
	For the agency to advise 

	Deliverables 
	For the agency to advise

	Internal Channels 
	The agency should also recommend the best plan to engage staff 

	The Deadline

	TBA

	Budget

	TBA



