
Branch vs. Digital Banking in Georgia 
 

 
Overheard from the fly on the wall: The CFO says, “We can save a lot of money by closing 
branches, so let’s make sure that we run this bank as efficiently as we can.” Then the branch 
folks added, “No, no, our business still relies on the personal touch with our customers.” 
Followed by the financial folks, “This is the digital age, so we need to live in the here and now, 
and we have spent a lot of money on new digital software, so we need to offset the cost of all 
that.” Followed by, “All the customers want is mobile and online banking and the fintechs are 
coming to meet that need – big time.” Branches respond, “Our advantage is our footprint, and 
you want to give that up?” So, the argument continues with no facts from the customer – the 
ultimate judge. So, who is right for the Georgia market? That’s where Foresight Research comes 
in. We surveyed 400 banking consumers to measure the banking habits of consumers in 
Georgia. 
 
Users of Branch and Digital Banking in Georgia 
 
Mobile apps are the predominant frequent mode of banking access across Georgia, followed 
closely by online banking (using the bank or credit union’s website). While branch banking is 
used at least occasionally by four out of five customers or members, only a small minority are 
frequent branch users. So overall, score one for the finance types who would point to the 
diminished use of branches. 
 
Expectations and Satisfaction with Branch and Digital Access 
 
Frequent users of digital have significantly higher expectations than frequent users of branch 
banking. This is particularity true when it comes to fees, fraud protection and handling 
problems promptly and easily. Additionally, overall satisfaction is also higher among frequent 
users of digital compared to frequent users of branch banking, except for “offers good advice” 
and “handles problems easily and promptly.” On those measures, branch banking and digital 
banking are equivalent, but for high digital users, satisfaction falls short of expectations, 
suggesting the need for personal interaction. That said, the banking footprint is still important - 
since AI is not an acceptable substitute for branch banking for consultive services. And when it 
comes to the call center – that mode of interaction is not a complete substitute for the personal 
branch banking experience either. 
 
Closing Branches 
 
Now let’s turn to the possible penalties for branch closings. With the infrequent use of branches 
and the high cost of maintaining branches, it is tempting to close some branches.  
 
Respondents were asked about switching financial institutions if a branch was no longer 
conveniently located. Almost one out of five reported that they would switch to another 



financial institution. Additionally, high digital users (often with high incomes) were just as likely 
to switch as high users of branches. It seems that high digital use does not result in significantly 
reduced intended switching. The reason - three out of four frequent digital users say that a 
conveniently located branch is extremely or very important. Handling problems easily or 
offering financial advice, two very high-level expectations, are not well served with digital or the 
call center. So, branches still matter, but they may be reimagined in the future.  
 
Foresight Research is a marketing research firm and a leader in cost effective syndicated 

reports. We have been working with many Fortune 500 companies for more than 20 years. We 

annually survey about 15,000 banking consumers in 60 markets. Give us a call to find out more. 

Contact: 

 

Steve Bruyn, CEO  

Foresight Research 

steve@foresightresearch.com 

248-608-1970 ext. 12 

www.foresightresearch.com 

mailto:steve@foresightresearch.com

