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Europe Nordea Union
average US average (Fin) Bank (Est)
(Forrester, (Booz et al, (Dynamo, (Toomla,
2003) 1996) 2001) 2003)
Channel Euro %% Uss %% USS 9% %o
Branch 2.00 100 1.07 100 1 100 100
Call
Center 0.96 48 0.54 50 67
Mail 0.27 14 151
ATM 0.22 11 0.27 25 14
IVR 0.19 10
Omnline 0.14 7 0.01 1 0.11 11 7
Direct
debit 0.04 2 1
PC bank 0.015 1 2
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Channel Domestic Cash
payviment withdrawal

Branch x b4
ATM X X
Retail Online bank Hanza.net X

Corporate Online bank Telehansa.net X

Offline bank Telehansa X

Phomne bank with operator (call centre) X

Automatic channel (direct debit) X
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Type of Retail Off- Corporate

expense / Direct Online line  Online Call

Channel ATM  debit Branch bank bank bank center
Develop-

ment 0.5% 0.4% 1.1% 1.7% 0.7% 1.3% 8.9%
HR

related 09% 0.1% 96.0% 1.1% 0.1% 0.1% 58.5%
IT ope-

rational 1.8% 0.3% 1.8% 3.5% 0.8% 4.1% 21.6%
Marke-

ting 1.2% 1.2% 1.2% 1.4% 1.2% 1.2% 1.2%
Total 4.3% 1.8% 100.0% 7.7% 2.7% 6.6%  90.1%
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1wl
Type of Retail Corporate
expense/ Direct Online Offline  Omnline Call
Channel ATM debit Branch banl banlk banlk center
Develop-
ment 11%o 21% 12 23% 25% 20% 10%o0
HR
related 20%0 3% 6% 14%% 2% 126 65%
IT opera-
tional 42% 14%6 2%0 46%0 30%0 61%0 24%%
Marke-
ting 27% 62%0 1%% 18%a 43%o0 18%0 1%
Total 10029 100%0 100%0 100%0 10020 100%0 100%%
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Type of expense / Channel ATM Branch
Development 0.5% 1.3%%
Fee 1.6%

HR related 3.6% 96.9%
IT operational 2.2% 0.3%
Marketing 1.52% 1.52%
Grand Total 9.3% 100.0%0
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