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In its ninth installment, the “ATM and Financial Self-Service Software 
Trends 2016” guide focuses on financial institutions and survey responses 
from industry insiders to provide a comprehensive industry analysis. In 
addition to online survey respondents, ATM Marketplace reached out to 
industry experts across the globe and asked for their opinions about where 
self-service in the banking world is headed.

With input from more than 400 individuals representing the global self-ser-
vice market, ATM Marketplace has compiled a map of the future covering 
the critical concerns of financial institutions. From navigating the challenges 
of cost management and ATM availability to new functionality demands to 
marketing and transforming the traditional bank branch, this guide outlines 
the role of the ATM now and in the foreseeable future.

INTRODUCTION



© 2016 NETWORLD MEDIA GROUP 4

Of the 434 survey respondents, 47.5 percent identified as financial institu-
tions, while the remaining 52.5 percent identified as “other.” In terms of geo-
graphic locations, those who reported base operations in Europe represented 
35.8 percent of respondents, while North America came in second highest 
with 29.5 percent of respondents. Asia (13.7 percent), Africa (8.4 percent), 
Australia (6.3 percent) and Central and South America (6.3 percent) com-
prised the remainder of respondents.  

Participants with an ATM estate of more than 2,000 machines represented 
the bulk of survey respondents at 39.5 percent, while the 501–2,000 machine 
range came in at 20.0 percent. Those with portfolios of 101–500 ATMs con-
stituted 22.1 percent; the 1–100 range accounted for 18.4 percent.  

In terms of the number of bank branches represented, institutions with 1–100 
were the largest group at 33.2 percent. The 101–500 category comprised 
26.3 percent of respondents; the 501–2,000 category included 18.4 percent 
of respondents, and FIs with more than 2,000 branches comprised 22.1 
percent of respondents. 

SURVEY DEMOGRAPHICS
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Branch transformation continues to be a trending topic of discussion, but 
opinions vary as to where the most transformation will take place. At 48 
percent each, migration of all over-the-counter teller transactions to the ATM 
channel and use of the customer’s mobile phone as the transaction device 
were viewed as areas within the branch most likely to see transformation in 
the next four years.

“For most customers five years from now, one or more other channels (online 
banking, ATM, and/or mobile) will be the primary service touch point(s), and 
the branch will be a complementary service channel most often used for 
complex or non-routine service requests,” an executive from one of the larg-
est U.S.-based financial services holding companies with financial centers 
primarily on the East Coast told ATM Marketplace.

Steve Hensley, KAL executive vice president of global sales, said, “One 
of the primary themes from the online survey is that banks are planning 
to transform their retail delivery systems by increasing the number of off-
premise and in-branch ATMs to meet the anticipated growing volume of 
ATM transactions. In fact, about 75 percent of the banks in the survey said 
they expect ATM volumes to grow and 73 percent said ATMs will increase in 
importance and handle additional types of transactions over the next several 
years. It is very clear that the banks will continue to rely heavily on ATMs.”

Raja Bose, vice president of global advisory services at Diebold Inc., echoed 
this sentiment. “We anticipate the role of the branch will continue to shift 
away from a purely transactional experience to a center of advice, learning 
and consultation,” he said. “Also, we expect branches to complement banks’ 
digital offerings by supporting overall digital engagement among consumers.”

As for new self-service functionality that FIs anticipate supporting within the 
next four years, cardless and contactless transactions ranked high on the list 
at 68 percent, followed by mobile functionality at 58 percent. Cash and coin 
recycling at the ATM came in at 56 percent, followed closely by teller transac-
tion functionality at ATMs and kiosks.

HOT TOPICS
Which areas of branch transformation are most 
likely to occur in your bank over the next 4 
years? (Participants selected three options) 
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But where would this new functionality be without software technology to sup-
port it? Respondents said the major focus of ATM software technology over 
the next four to five years would be integration with mobile devices, followed 
by adaptation of new concepts for the user interface (for instance, mobile 
types of interaction) and cross-channel integration. 

“What is becoming obvious is that the banks with the best technical in-
frastructure are more capable of enabling the technical changes required 
to deliver better processes and a more rounded customer experience in 
branch,” said Brendan Thorpe, global software engagement manager at 
Wincor Nixdorf.

In May 2016, an article in The Wall Street Journal cited a Wells Fargo inves-
tor presentation that said 72 percent of millennials (ages 18–34) use their 
mobile device to access banking services, while 50 percent of Gen X-ers 
(ages 35–50) bank on their devices.

“The simple issue is that mobile services provide greater speed, conve-
nience and utility for customers on a device they use perpetually throughout 
the day,” said Gavin Napier, consulting head of self-service for digital bank-
ing and distribution at Bank of Queensland.

Other includes: Biometrics

Cardless transaction support  
(eg one time use PINs, bill pay)

Use of tablet devices for bankers to 
interact with customers at branch ATMs

Incorporation of sales capabilities via 
self-service (eg open new account)

Mobile wallet support Next-Best-Offer (NBO) targeted 
marketing capability

Remote Teller Assist technology to enable your 
bank to remotely assist customers using ATMs

Teller transaction functionality 
at ATMs / Kiosks

Person-to-person payments Use of video conferencing to provide access 
to bank product experts

Automation of special transactions such 
as withdrawals exceeding daily limit Other

Cash and coin recycling

What new functionality will your ATMs and self-service systems support over the next 4 years?  
(Participants selected all that applied)

http://blogs.wsj.com/moneybeat/2016/05/30/a-future-for-bricks-and-mortar-banking/
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Offering new functionality and capability to customers via the mobile plat-
form is a trend that shows no signs of abating any time soon. And, given that 
improving the customer experience ranks highest (at 43 percent) on FIs’ list 
of items in the ATM space most critically in need of change, the continued 
rollout of new mobile transactions and supporting software is inevitable. 

Asked to identify ATM pain points, respondents singled out ATM estate cost 
management (44 percent) as the most critical issue facing ATM networks, fol-
lowed by ATM reliability and availability (39 percent). The need to improve the 
customer experience and issues with limited integration with other banking 
channels and internal systems were also areas of significant focus.

“ATM fleet management is dynamic,” said Nancy Daniels, executive vice 
president and chief operating officer at Nautilus Hyosung America. “From 
compliance changes to OS management and uptime, fleet management is 
something that requires dedicated resources. Some of the bigger pain points 
revolve around staying ahead of industry changes and compliance oversight. 
It’s critical to not allow yourself to be in a position where you’re so far behind 
that you can’t innovate. In addition, you have to plan for the future and think 
about things like optimizing cash, which will become critical, especially if 
interest rates begin to rise.”

Integration 
with mobile 
devices

Cross channel integration 
(Omni-channel)

51% 

42% 

35%

28% 

25% 

Adaptation of new concepts for 
the user interface (eg mobile  
type of interaction)

Support for alternative  
methods of identification  
(ApplePay, Android Pay, 
Mobile Wallet)

19% 
New application architecture (eg 

thin-client, cloud computing)

7% 
Remote management 
the ATM network    

7% 
Upgrade communications 
infrastructure

24% 
Migration to new 
Operating Systems 
(eg Windows 10)

23% 
Security-related 
technologies

4% 
Others

Better management / 
distribution of software 
updates and changes

Which areas of ATM software technology will receive the most focus by your bank over the next  
4 or 5 years? (Participants selected three options) 
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Respondents’ top two challenges to achieving goals for their ATM fleet by 
2020 were the capital cost of new and upgraded machines to support latest 
technologies (42 percent) and the complexity of implementing new technolo-
gies (36 percent). 

“[There is a] constant need to improve, particularly managing costs and 
ensuring the entire fleet is operating at its optimal level,” said Gavin Napier of 
Bank of Queensland. “The imperative is to become more productive and effi-
cient. In this mobile world, customers rightly demand services that are always 
available and immediate.”

“The simple issue is that mobile services provide greater speed,  
convenience and utility for customers on a device they  

use perpetually throughout the day.” 

— Gavin Napier, consulting head of self service for digital banking and distribution, Bank of Queensland. 

What are your biggest ATM ‘pain points’ today? (Participants selected three options)
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While branch transformation remains a hot topic, opinions as to what it will 
look like and how soon it will take place vary greatly. The majority of industry 
members agree that the branch will continue to be the No. 1 touch point for 
sales, as well as an important touch point for service. However, many also 
agree that the importance of the branch as a service touch point will continue 
to decline. 

Puneet Kapoor, senior executive vice president at India’s Kotak Mahindra 
Bank, sees the branch repositioning itself as a customer experience center, 
and not merely as a transaction processing point. 

“Every opportunity of a customer visit will need to be optimized to give a 
360-degree engagement to the customer,” he said. “The format of branches 
will also undergo a change and make way for an open and inviting appeal 
that presents brand imagery in a more pronounced manner while moving 
away from the assembly line kind of efficient look.” 

Martin Shires and Colin Gordon, NCR marketing managers for global branch 
transformation SelfServ ATMs, respectively, weighed in with their thoughts on 
the direction of branch transformation in the next few years: 

“FIs will take heed of the customer’s voice, stabilizing over-migration to digital 
self-service and its inherent risk of customer defection, and will build out truly 
customer-centric propositions. We expect the branch — or more accurately, 
human branch banker experience — to lead that differentiation. 

“Both Gen X and Y customers will continue to expect the same convenience 
to speak with their banker as they have been given for transacting. Therefore 
FIs will need to ensure that they offer the option for consumers to speak with 
their banker to conduct complex transactions on any device in any location.”

Themes of omnichannel banking and the ability to offer products and servic-
es across a variety of locations, machines and devices resonated with many 
industry experts. 

“For most customers four to five years from now, one or more other chan-
nels (online banking, ATM, and/or mobile) will likely be the primary service 

Branch Transformation

CHAPTER 1
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touch point(s), and the branch will be a complementary service channel most 
often used for complex or non-routine service requests,” an executive from 
one of the largest U.S.-based financial services holding companies told ATM 
Marketplace.

Asked to identify areas where branch transformation is most likely to occur 
over the next four years, respondents named use of the customer’s mobile 
phone as the transaction device (48 percent); migration of all over-the-coun-
ter teller transactions to the ATM channel (48 percent); omnichannel integra-
tion of ATMs with backend systems (38 percent); support for alternative forms 
of identification such as biometrics (33 percent); technologies that enable 
remote bank employees to collaboratively assist customers in complex trans-
actions using self-service (25 percent); roaming bank employees assisting 
customers via tablets (19 percent); implementation of Know Your Customer) 
technologies for new account openings and loans without employee assis-
tance (14 percent); and a significant decrease in investment by banks in ATM 
and self-service technologies.

While a small percentage of respondents said they expected a significant 
decrease in investment in ATM and self-service technologies, nearly three-
quarters (73 percent) said that ATMs will increase in importance as more 
automation is introduced to handle additional types of transactions.

Our ATMs will increase in 
importance as more automation 

will be introduced to handle 
additional types of transactions

Our ATMs will be very 
similar in importance 

and function as to what 
they are today

The role of our ATMs will 
diminish in importance in 

delivering transactions

73% 19% 8% 

“Banks will continue to talk about transforming branches, but not too much 
will happen over next five years,” said David Gwynne, senior director, digital 
product manager and senior vice president at Capital One Financial Corp. 
“In general, the branch culture is entrenched at banks. I only see marginal 
changes taking place. The bank’s customer base won’t allow banks to 

Regarding the ATMs role within your bank’s omnichannel retail delivery strategy  
in 2020, which of the following is most likely to be true?
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change the branches too much. For example, it’s a big deal when a bank 
changes their banking hours — like closing on Saturday. I think that over the 
next five years 90 percent of the branches will be the same as they are today 
with some fringe changes being made.”

Risk-averse practices, such as requiring customers to sign documents in 
person, will continue to be mainstays of face-to-face branch interaction, 
according to Mark Shonebarger, senior vice president, retail operations, 
Huntington Bank. He pointed out that the majority of sales are carried out 
by branch personnel. 

“This hasn’t budged — even considering the impact of online banking,” he 
said. “People may shop for banking products and services online, but shop-
ping for terms and conditions for the various products is very time consuming 
and difficult. Bank products are not the same from bank to bank. It is very 
important to get customers into the right product to meet their needs so they 
stay with the bank.” 

While branches have served primarily as sales and relationship management 
centers, they have struggled to achieve a cost-efficient and effective balance 
of transaction and sales capabilities.

In-branch assisted service, in which sales staff can control and intervene in 
an ATM transaction if necessary, allows FIs to cost-effectively operate a right-
sized branch in the right location, with primary functions of sales and service, 
said Shires and Gordon of NCR:

“The use of remote video teller to cost-effectively migrate and spread the load 
of complex teller transactions across 24 hours in expanded locations is clear-
ing the way for branches to be seen as relationship and advisory centers, 
without the FI being accused of ‘forced marching’ customers to self-service. 
Remote video technology is aiding this, with more and more FIs offering the 
ability for walk-in customers to immediately interact with the right product 
expert without the logistical headaches of having that member of staff perma-
nently on site.” 

While the branch might remain an anchor location for customers, many of 
their transactions already take place through other channels as consumers 
embrace advances in automation of recent years. 

“Some significant changes are happening within the branch now due to indus-
try shifts,” said Gwynne of Capital One. “For example, handling deposits will 
continue to go away from tellers and may disappear entirely in a few years.”
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As this occurs, the ATM will become more important, said Devon Watson of 
Diebold Inc.: 

“As the branch transformation movement resizes branches, alters banker 
roles and changes branch locations, ATMs will absorb those changes and 
provide continuous service. If a branch closes or tellers are transitioned into 
advisor roles, ATMs will still be there to service customers. For this reason, 
ATMs will become more mission-critical and the moments of consumer 
interaction at the ATM will become more valuable to leverage for additional 
services and sales.”

Discussions on branch transformation will continue, but it’s arguable that 
transformation has already occurred — or is in process — and further de-
velopments will depend on each bank’s financial realities, including current 
interest rates. 

“Those in a healthier situation will look to optimize, trying to take cost out, 
whilst expanding service,” said Michael Bielamowicz of Glory Global Solu-
tions. “The key driver will ultimately be the state of interest rates. Without an 
upturn, it is unlikely that we will see a massive movement from current activi-
ties as banks come under pressure to turn profit in flat-to-dipping markets.”

The prevailing opinion is that the branch will shift away from a model that is 
primarily transactional to one that positions it as a hub of advice, education 
and consultation — but that this transition won’t be completed within the next 
five years.

A senior executive from a major U.S.-based financial institution put it this way:

“From a sales-origination standpoint, research continues to show that even 
younger clients prefer to open new accounts in a face-to-face setting, and my 
own personal experience indicates that branch account opening still provides 
a better overall customer experience than online account opening. 

“I think many, if not most, banks will continue to expand their self-service or 
assisted-service offerings at branches. I doubt that most banks, however, will 
be able to eliminate tellers. The roles of branch staff members will continue 
to evolve, with most branch employees being cross-trained to perform more 
functions and services. 

“I doubt that we will see true ‘universal bankers’ in the next five years. 
Moreover, there may be a viable niche for some banks that opt to provide a 
more traditional branch banking experience with more personal service and 
traditional tellers, customer service reps and loan officers.”

“For most customers five 
years from now, one or 

more other channels (on-
line banking, ATM, and/or 

mobile) will be the primary 
service touch point(s), 

and the branch will be a 
complementary service 

channel most often used 
for complex or non-routine 

service requests.” 

— Senior executive,  
major U.S.-based financial institution
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According to the 2014 Ernst and Young global consumer banking report, 
“Winning Through Customer Experience,” a negative customer experience 
was the single most common driver for closed accounts. 

“Bank customers are much different in the U.S. than in Europe,” said David 
Gwynne of Capital One. “U.S. bank customers are much more likely to 
change banks than Europeans. In many European countries there are fam-
ily ties to a specific bank, which is not true in the U.S. Banks in the U.S. add 
branches to capture market share.”

In the software trends survey, improving the customer’s self-service banking 
experience over the next four years ranked nearly as high as reducing opera-
tional overhead (44 percent). As the Ernst and Young report assets, access 
and reliability of ATMs is a major piece of the branch transformation puzzle.  

Asked what new self-service functionalities their FIs intended to incorporate 
over the next four years, 68 percent of the software trends survey respon-
dents named cardless transaction support. Fifty-eight percent said the 
expected to add mobile wallet support; 56 percent plan to provide cash and 
coin recycling capabilities; and 55 percent said they will incorporate tablet 
devices for bankers to use in interactions with customers at branch ATMs. 

Increasing, trends point to a shift among FIs from fear of contactless and 
mobile wallet solutions to interest in and adoption of these technologies.

As to the mobile-ATM integration services that their institutions plan to offer 
in near future, 51 percent of respondents named mobile ATM withdrawals 
via NFC (for instance, Apple Pay and Android Pay). Thirty-nine percent 
thought their institutions would introduce mobile prestaging of ATM with-
drawals using QR codes, and 37 percent said they expected to see mobile 
ATM withdrawals with a one-time-use PIN.

“In the next year or so, we will see consumers opting to use their contact-
less mobile wallet to authenticate, but it won’t replace card and PIN authen-
tication,” said Devon Watson of Diebold. “Mobile authentication will be an 

Customer Experience

CHAPTER 2

http://www.ey.com/Publication/vwLUAssets/EY_-_Global_Consumer_Banking_Survey_2014/$FILE/EY-Global-Consumer-Banking-Survey-2014.pdf
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option, but will likely still require a PIN. Chip-PIN transactions have a very 
low fraud rate and deliver a lot of similar, even enhanced benefits, from us-
ing a mobile phone in conjunction with PIN entry. 

“Looking at the longer term however, we expect biometrics to be an ad-
ditional option for authentication, as they provide security and convenience 
enhancements.”

22% 

30% 

37% 

39% 

51% 

None of the above

Managing ATM user interface via a mobile 
device (menus, available transactions)

Mobile ATM withdrawals via one-time use PINs
(eg emergency cash)

Pre-stage ATM withdrawals on mobile phone
and complete at ATM using QR codes

Mobile ATM withdrawals via NFC (eg Apple Pay, Android Pay)

“If we can get to a standardized methodology to accept mobile-based trans-
actions everywhere, then we will get massive adoption. It can’t just be at one 
point or another, but it needs to be accepted at all points to be really useful,” 
said Mark Shonebarger of Huntington Bank.

Effective security measures and enhancements are paramount to protect-
ing private data used in mobile transactions. However, because consumers 
crave convenience — sometimes at the expense of security — FIs must 
maintain a positive customer experience a priority even as they institute 
strong security measures that consumers expect. 

KAL CEO Aravinda Korala pointed out the security flaws in mobile devices, 
especially those that use the Android operating system:

“There are huge amounts of Android smartphones infected with malware and 
the mobile device belongs to the customer not the bank, so the bank has 

Which of the following mobile-ATM integration services does your 
bank plan to offer in near future?  
(Participants selected all that applied)
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very limited ability to secure that device. If I’m going to forecast the next 10, 
15, 20 years, I would say malware is always going to be there. We’re never 
going to win that war. And if we’re asking what applications these people are 
targeting, well, it would be bank applications, wouldn’t it? That’s where the 
money is, is it not? So, the customer’s device is never going to be as secure 
as the ATM.”

Video also continues to be an important part of the discussion about improv-
ing the customer experience through assisted transactions at the ATM. In 
general, manufacturers remain pro-video for and would like to see it increas-
ingly implemented in the branch.

“We do see a role for video in branches,” said Raja Bose of Diebold. “In gen-
eral, we see that video-enabled banks offer a greater depth and breadth of 
service to consumers. Not every branch will have on-site product or service 
experts. However, two-way video will enable banks to offer their customers 
access to experts wherever they may be located. 

“We have also seen examples where video can support customers with very 
specific needs, such as those requiring non-English speaking support or 
even sign language for the hearing impaired. Video at an ATM or kiosk will 
largely be used for exception management, customer education or for those 
transactions that may require employee intervention to complete.”

However, the costs associated with video implementation can present a pro-
hibitive factor in any consideration of a major rollout of the technology.

A senior executive from a major U.S.-based FI said that his institution is trying 
to hedge its bets, keeping video as an option, but not leaning toward a rollout 
of it at this point. He said that while video might be used as a complement 
to self-service options, his institution is not building its branch transformation 
strategy around the technology.

Mark Shonebarger of Huntington Bank, shares this view. “Video may make 
sense for teleconferencing for smaller branches in hub-and-spoke environ-
ment,” he said. “But, infrastructure costs are prohibitive, so the technology is 
not scalable to support a large deployment.”

So, while the potential for improving the customer experience through 
convenient access to a remote expert in an assisted transaction, complex 
and costly implementation clearly remains the major factor impeding such a 
move, at least for the next several years. 

“If we can get to a 
standardized methodology 

to accept mobile-based 
transactions everywhere, 
then we will get massive 

adoption. It can’t just be at 
one point or another, but it 
needs to be accepted at all 
points to be really useful.” 

— Mark Shonebarger, senior vice president, 
retail operations, Huntington Bank.
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Puneet Kapoor of Kotak Mahindra Bank, echoed Shonebarger’s sentiments:
“You need a very robust telecom network to support a video-based interac-
tion platform. It also requires a substantial redesign of the branch. So while 
it is a visible trend now, its real usage can be derived in the advisory-led 
engagement, where a relationship manager is on one end and the customer 
on the other. 

“It has a clear advantage for RMs such that they will save commuting time, 
without compromising on personal touch. However, video technology in  
off-premise ATMs and kiosks is not being considered now [at Kotak  
Mahindra Bank].”
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Software trends survey respondents identified availability and reliability of 
ATMs as a top pain point. Yet, when respondents were asked about remote 
management of ATM estates, 49 percent said their institution does a “good” 
or “very good” job of remotely monitoring and managing their network’s op-
erational status. 

“Like any other parts of the business with physical infrastructure, mainte-
nance of ATMs comes with its fair share of challenges,” said Puneet Kapoor 
of Kotak Mahindra Bank. “When it comes to setting up an ATM, finding a 
location that attracts good footfall is a critical factor. Once the ATM is up and 
running, cleanliness, maintenance of furniture and fixtures, security from 
damage to physical assets by fraudsters, and prevention of skimming-led 
compromise, [etc.] ... become the focal point of operations.”

A key aspect of effectively managing an ATM estate is maintaining a detailed 
of assets — types of machines, locations, configurations, software versions 
installed, and other records. 

Managing ATM Estates

CHAPTER 3

24% 

24% 

4% 

49% 

No idea, or none of the above

REMOTE 
MANAGEMENT

We rely on 3rd parties to monitor the 
operational status of the network

We monitor our ATM network internally 
but our visibility of the real-time 
operational status of the ATM network 
is very limited

We monitor our ATM network internally 
and currently do a good job of remotely 
managing and monitoring the operation-
al status of our ATM network

Which statement best reflects your bank’s view on remote management of your ATM estate?
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The previously mentioned senior executive of a large, U.S.-based financial 
holding company told ATM Marketplace that the most important metrics for 
his institution are ATM availability — including both individual ATM uptime 
and network-wide average uptime — as well as vendor SLA compliance (i.e., 
downtime, response time, resolve time, outliers, chronic bad actors, etc.).

According to Steve Hensley of KAL, “We know that banks are planning to 
increase their reliance on ATMs to deliver essential transactions in the near 
future and, consequently, ATM availability will become even more critical than 
it is today. 

“Also, cost management is always extremely important for banks and being 
able to effectively remotely manage the ATM estate can accomplish both 
goals of maintaining a high level of ATM availability while keeping tight control 
on the bank’s operational costs.”

Underscoring the impact to consumers of ATM unavailability, ATM Market-
place reported in May that a survey by the Reserve Bank of India found that 
one-third of the nation’s ATMs were unavailable. In a country with only about 
18 ATMs per 100,000 adults to begin with, this indicates a significant crisis for 
ATM cardholders. 

“Remote ATM management and availability will play a more critical role as 
the ATM evolves from a traditional cash-dispensing role into an automated 
financial center,” said Nancy Daniels of Nautilus Hyosung America. “The 
most critical metric for managing ATMs is centered around failed interactions 
with your customers and traditional availability. Making sure that the devices 
are fully operational at the most critical times is more important than overall 
uptime percentages.”

Which of the following statements will be true of your bank’s retail delivery in 2020?

http://www.atmmarketplace.com/news/indias-atm-woes-one-third-of-all-machines-found-to-be-unavailable/
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Driving the point home, Gavin Napier of Bank of Queensland said, “In today’s 
environment remote management is absolutely essential. The more that can 
be diagnosed and resolved remotely, the greater the service proposition an 
ATM fleet operator offers, not to mention lower operational costs. Availability 
is the key measure, however, not just fleet-wide. Individual ATM availability 
is just as important to minimize the impact of a localized issue for customers, 
[which] may become a highlight on social media.”

Asked to forecast their bank’s delivery of retail services in 2020, 41 percent 
of survey respondents said that the number of branches will decrease or 
remain the same, but the number of ATMs will increase. Only 19 percent 
of survey participants expected both branches and ATMs to decrease in 
number by 2020.

“The ATM is the only channel that provides 24-hour access to cash so it will 
maintain its importance as a delivery channel,” said David Gwynne, Capital 
One Financial Corporation. “The hardest part is meeting the very high-level 
expectations of the customer in being always available. Inside the branch, a 
teller can always take the customers deposit even when the teller system is 
not working. However, 98 percent availability for an ATM still means that it 
is down 2 percent of the time.”

Managing the operational costs associated with a bank’s ATM fleet can be a 
daunting undertaking. From software and hardware upgrades and security 
updates to remote management and monitoring services to cash handling and 
management, costs associated with a bank’s ATM fleet can add up quickly. 

After ATM availability and reliability survey respondents identified cost 
management as a major pain points for banks. This is especially problem-
atic since the estate must be not only operationally effective, but also highly 
adaptive to consumer demands.

“The ATM industry needs to be able to manage software changes better 
and faster than we do today,” said David Gwynne of Capital One Fi-
nancial Corp. “We need to be able to change and update ATM software 
at the same rate as the other delivery channels, including online and 
mobile. The ATM is part of the omnichannel customer experience and it 
needs to be as agile as the others.”

Of software trends survey respondents, 26.9 percent said they push out up-
dates as needed, whether weekly or monthly, in an effort to keep their ATM 
software current. However, 20.8 percent said they upload software releases 
to their ATMs only one or two times a year at most.

“The ATM is the only channel 
that provides 24-hour access 

to cash, so it will maintain 
its importance as a delivery 

channel. The hardest part 
is meeting the very high-
level expectations of the 

customer in being always 
available. Inside the branch, 
a teller can always take the 

customer’s deposit even 
when the teller system is 
not working. However, 98 
percent availability for an 
ATM still means that it is 

down 2 percent of the time.” 
— David Gwynne, senior director, digital  
product manager, senior vice president,  

Capital One Financial Corp.
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“Fleet operators around the world are stuck on the treadmill of frequent and 
ever more resource-hungry software upgrades and new versions,” said 
Gavin Napier of Bank of Queensland. “I think there is a significant ... oppor-
tunity for a disruptor in the sale and delivery of ATM products and services 
to financial institutions and the like, who can bring a model to market that is 
far more efficient, transparent and timely.” 

In a financial landscape teeming banking options, meeting consumer 
demands and maintaining the most current technology is critical to keeping 
customers — and convenience is the name of the game. 

Survey respondents reported that they feel the pressure, and 58 percent 
named the capital cost of new and upgraded machines that can support the 
cutting-edge technologies as the greatest challenge in achieving their bank’ 
long-term ATM strategy. 

An operationally efficient and cost effective ATM fleet also needs oversight 
and actions that include monitoring and reporting, ticketing, marketing, cash 
handling and asset management. 

Many banks treat each of these activities as its own silo, rather than inte-
grating all of them to allow comprehensive, single-source management. 

9% 

12% 
15% 16% 

21% 

27% 

We issue 
software releases 
on our ATMs one 
or two times per 
year at most We push out 

quarterly 
software 
releases with 
new features 
and updates

Other 
or I don’t know

Our hardware 
vendor 
updates the 
software We use a 3rd party 

ATM processor to 
manage the 
software on 
our ATMs  

We regularly 
push out updates 
– whenever they 
are needed 
(weekly,monthly).

Which statements below regarding ATM software release strategy does your bank follow today?
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The executive representing one of the largest U.S.-based holding companies 
outlined some of his bank’s chief concerns in ATM estate management:

1. Windows 7 and deposit automation have created new types and levels 
of downtime and service problems. While the deposit automation cus-
tomer experience is better than envelope deposits when the technology 
works properly, it is horrible when the technology fails. And we are still 
shaking out the bugs from our Windows 7 software load.  

2. Fine-tuning multivendor ATM software to work optimally with multiple 
hardware vendors and multiple ATM product series for each hardware 
vendor is a major undertaking. At least one of the hardware vendors 
still does not always play nice from a multivendor standpoint.  

3. Running a current ATM software version on 8-plus-year-old ATM hard-
ware continues to be a challenge.  

4. Fraud, risk management and cybersecurity continue to demand more 
and more attention at the expense of other ATM fleet management 
functions, such as client experience, functionality enhancements, etc.

5. Software distribution for updates and patches is not as straightforward 
as we would like it to be, and mistakes too often cause unplanned ATM 
dow-time.

“Cost management has been one of the biggest concerns for financial 
institutions since we started sponsoring this Guide nine years ago,” said 
Steve Hensley of KAL. “Alongside of managing costs, banks have increas-
ingly identified ‘improving the customer experience’ as one of the key goals 
of the ATM channel. 

“The only way banks can accomplish both is to adopt the right software 
technology that is capable of delivering a great customer experience at the 
ATM [and] that is always up-to-date and remotely managed by a system 
that provides the bank with total visibility and control over the ATM estate.”
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ATMs will play an increasingly critical role in retail banking for the foresee-
able future, as the result of the growing preference among consumers for 
self-service solutions. 

“As banks continue the process of transforming their branches and seek to 
integrate their channels more closely to offer more joined-up journeys, we 
see self-service becoming more important,” said Brendan Thorpe of Wincor 
Nixdorf AG. 

“There are two primary reasons behind this: The first is that logical chan-
nels such as mobile and internet banking need to be integrated into a 
physical channel such as self-service to enable new transaction types such 
as mobile cash to be completed; and the second is that the transformation 
process most banks are going through relies on self-service becoming the 
preferred choice for retail customers to conduct day-to-day transactions.”

Mike Lee, CEO of the ATM Industry Association, shared his forecasting 
insights during the ATMIA 2016 conference in New Orleans, saying that 
despite progress in growing the world’s banked population, there will still be 
2 billion unbanked adults worldwide in 2020. 

This is a huge number of customers still up for grabs, but financial institu-
tions will have to work hard to meet their banking needs if they are to gain 
their loyalty. Availability and reliability of bank-owned ATMs will be key to 
ensuring that customers can choose when, where and how they prefer to 
do their banking. 

Whether it’s implementing a new mobile strategy, updating the ATM user in-
terface, providing additional functionality, including cash and coin recycling 
at the ATM, or offering remote assistance, planning for the customer experi-
ence is paramount and can make or break a bank’s reputation —especially 
in an era of instant experience-sharing and online reviews via social media. 

In his presentation, Lee offered his views of the effects of branch transfor-
mation on the ATM market.

“The bank branch is being reconfigured and the ATM is part of the om-
nichannel strategy going forward,” he said. “ATMs and other self-service 
devices will empower the reinvented branch.”

CONCLUSION

http://www.atmmarketplace.com/articles/atmia-2016-the-evolving-future-of-the-atm/
http://www.atmmarketplace.com/articles/atmia-2016-the-evolving-future-of-the-atm/
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And, he said, they’ll do it through:
• assisted self-service, either by video link or in person at the branch;
• channel integration;
• Deposit automation, which Lee said now accounts for two-thirds of 

branch transformation technology and nearly one-third of ATM tech-
nology overall; 

• availability and reliability;
• cost management; 
• customer experience; and
• Branch transformation.

In many ways, it’s up to the banking industry to catch up — not only with  
consumers, but also with the ATM industry. Real transformation will require  
a major investment by banks, and shareholders might or might not support 
the expenditure.

“Some ideas being discussed as being new and innovative have, in fact, 
been supported in the ATM industry for a long time,” said David Gwynne of 
Capital One. “For example, ATMs have been able to dispense more note de-
nominations and allow customers to select the dispense mix for a long time.” 

The ATM and self-service software that drives retail banking delivery must 
enable innovative solutions that keep up with the ever-evolving banking sec-
tor. And they must offer the consistency and access to allow FIs to choose 
the right hardware to accompany their software strategy.

According to Brendan Thorpe of Wincor Nixdorf AG, “It is highly likely that 
we will see an increase in multifunction machines being deployed that are 
capable of delivering a broader range of branch-like services in more remote 
locations that would have traditionally been serviced by a small branch.”

Figuring out how to migrate most — if not all — teller line transactions to 
ATMs will be a high priority. Banks that choose to differentiate themselves 
through a high level of customer service, maximum ATM functionality and an 
exceptional user experience will take priority.

“It is really clear that the delivery of cash and other essential banking transac-
tions using ATMs is at the core of the transformed branch and the future of 
retail banking,” said Steve Hensley of KAL ATM Software. “Bank customers 
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are demanding convenient access to their accounts from any channel, at any 
time, in a way that is easy to use and consistent across channels. 

“Delivering these services in the most cost effective way possible will contin-
ue to be critical for banks — and that means using the right software tech-
nologies designed to meet these challenges.”

We at ATM Marketplace hope you will find “ATM and Financial Self-service 
Software Trends 2016” useful in planning your institution’s software strategy. 
And we would like to extend our thanks to KAL for once again sponsoring the 
guide so that we may offer it to you at no cost.
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Financial institutions

APPENDIX 1
Analysis of financial 
institution survey results

1. Please identify your industry segment.

2.  In what global region are you based?

USA, Canada, North America

30%
Asia
14%

Australia
6%

EU and Europe
36%

Central or South America
6%

Africa
8%
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3.  How many ATMs do you have?

5.  What is your bank’s deployment strategy for ATMs and self-service devices in the near term?

6.  Are there plans to replace your bank’s current ATM software?

4.  How many bank branches do you have?

22% 20% 

40% 

18% 

1-100 101-500 501-2,000 More than 2,000 

33% 

1-100 

26% 

101-500 

18% 

501-2,000 

22% 

More than 2,000 

26% 25% 25% 11% 12% 

Increase the 
number of 

units in-lobby 

Decrease the 
total number 

of ATMs

Increase the number 
of off-premise ATMs / 

Kiosks 

Increase in both 
in-branch and 

off-premise ATMs 

Keep the total number 
of systems steady for 

the near future 

22% 

27% 19% 

29% 

Yes, planned and budgeted 
for 2016 / 2017

No, we recently replaced itWe are doing 
long-term planning for 

the Next Generation 
of ATM software now

No, there are no 
plans to replace the 

existing software

I have no idea

3% 
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7. Which of these features are supported today by some or all of your ATMs?  
(Participants selected all that applied)

8. Which statement best identifies your bank’s confidence in the security of ATM and  
self-service software?

General marketing campaigns 

Bill payments 

Dispensing multiple denominations 
($1, $5, $10 etc) based on customer selection 

Cardless transactions (such as one-time  
use PIN for emergency cash, Tap and Go) 

Targeted marketing, soliciting customer input 
(“Are you interested?” Yes / No)  

Coin handling 

Mobile phone integration, pre-stage 
transactions on mobile device 

Purchase items (e.g. prepaid  
cards, tickets, stamps) 

Customize the user interface  
based on transaction history  

E-receipts  

Remote teller assistance

Video conferencing  5% 

9% 

15% 

16% 

16% 

19% 

22% 

27% 

34% 

39% 

51% 

61% 

Our ATMs are generally  
secure but more could be 

done to secure it  

Our ATMs today are very secure 
from hacks, malware and other 
forms of attack. Nothing more 

needs to be done

Not nearly enough is being 
done to secure our ATMs 

from software attacks

10% 

62% 

23% 

5% 

I have no idea 
or none of the above
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9. Which statements below regarding ATM software release strategy does your bank follow today?

10.  Which statement best reflects your bank’s view on remote management of your ATM estate?

9% 

12% 
15% 16% 

21% 

27% 

We issue 
software releases 
on our ATMs one 
or two times per 
year at most We push out 

quarterly 
software 
releases with 
new features 
and updates

Other 
or I don’t know

Our hardware 
vendor 
updates the 
software We use a 3rd party 

ATM processor to 
manage the 
software on 
our ATMs  

We regularly 
push out updates 
– whenever they 
are needed 
(weekly,monthly).

24% 

24% 

4% 

49% 

No idea, or none of the above

REMOTE 
MANAGEMENT

We rely on 3rd parties to monitor the 
operational status of the network

We monitor our ATM network internally 
but our visibility of the real-time 
operational status of the ATM network 
is very limited

We monitor our ATM network internally 
and currently do a good job of remotely 
managing and monitoring the operation-
al status of our ATM network
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11. Are there plans to replace your bank’s current ATM monitoring software?

12. What are your biggest ATM ‘pain points’ today? (Participants selected three options)

13. Which of the following statements will be true of your bank’s retail delivery in 2020?
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14. Regarding ATM usage, which of the following will be true for your bank in 2020 compared to today?

15. Regarding the ATMs role within your bank’s omnichannel retail delivery strategy in 2020, 
which of the following is most likely to be true?

Our ATM transaction volumes 
will increase somewhat

Our ATM transaction volumes 
will remain about the same

Our ATM transaction volumes 
will decrease somewhat

30% 

44% 

9% 

13% 
5% 

Our ATMs will increase in 
importance as more automation 

will be introduced to handle 
additional types of transactions

Our ATMs will be very 
similar in importance 

and function as to what 
they are today

The role of our ATMs will 
diminish in importance in 

delivering transactions

73% 19% 8% 
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16. What new functionality will your ATMs and self-service systems support over the next 4 years?  
(Participants selected all that applied)

17. Which areas of ATM software technology will receive the most focus by your bank over the next  
4 or 5 years? (Participants selected three options)

Integration 
with mobile 
devices

Cross channel integration 
(Omni-channel)

51% 

42% 

35%

28% 

25% 

Adaptation of new concepts for 
the user interface (eg mobile  
type of interaction)

Support for alternative  
methods of identification  
(ApplePay, Android Pay, 
Mobile Wallet)

19% 
New application architecture (eg 

thin-client, cloud computing)

7% 
Remote management 
the ATM network    

7% 
Upgrade communications 
infrastructure

24% 
Migration to new 
Operating Systems 
(eg Windows 10)

23% 
Security-related 
technologies

4% 
Others

Better management / 
distribution of software 
updates and changes

Other includes: Biometrics

Cardless transaction support  
(eg one time use PINs, bill pay)

Use of tablet devices for bankers to 
interact with customers at branch ATMs

Incorporation of sales capabilities via 
self-service (eg open new account)

Mobile wallet support Next-Best-Offer (NBO) targeted 
marketing capability

Remote Teller Assist technology to enable your 
bank to remotely assist customers using ATMs

Teller transaction functionality 
at ATMs / Kiosks

Person-to-person payments Use of video conferencing to provide access 
to bank product experts

Automation of special transactions such 
as withdrawals exceeding daily limit Other

Cash and coin recycling
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18.  What are the most critical changes your bank 
needs to make regarding the use of ATMs and 
self-service over the next four years?  
(Participants selected two options)

19.  Which of the following mobile-ATM integration services does your bank plan to offer in 
near future? (Participants selected all that applied)

20.  Which statement(s) best identifies your bank’s 
future ATM Operating System strategy?

3% 

12% 

14% 

15% 

22% 

35% 

41% 

43% 

Others 

Increase the number of off-premise ‘points 
of presence’by deploying lower cost systems  

Decrease ATM transaction time 

Decrease the internal time and effort required 
to push outsoftware updates / releases  

Improve ATM 
availability / uptime 

Migrate in-branch over-the-counter 
transactions to self-service systems 

Reduce operational costs related to managing 
and maintaining the ATM network  

Improve the customer experience 

22% 

30% 

37% 

39% 

51% 

None of the above

Managing ATM user interface via a mobile 
device (menus, available transactions)

Mobile ATM withdrawals via one-time use PINs
(eg emergency cash)

Pre-stage ATM withdrawals on mobile phone
and complete at ATM using QR codes

Mobile ATM withdrawals via NFC (eg Apple Pay, Android Pay)

We have migrated to Windows 7 (or in the process) 
and haven’t planned for another migration

We will use whatever Operating System 
is supported on the ATM(s) we choose to buy

2% 4% 

7% 
8% 

23% 

57% 

We will migrate to Windows 7 in 2016 / 2017

Other

We will migrate to a non-Microsoft operating system 
(e.g., Linux, Android, iOS) on our ATMs

We will wait on Windows 10 to upgrade 
from Windows XP.
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21. What do you think will be the biggest challenges 
in achieving your goals for ATMs by 2020?  
(Participants selected two options)

22. Which areas of branch transformation are most 
likely to occur in your bank over the next 4 years? 
(Participants selected three options) 

2% 

8% 

16% 

23% 

30% 

31% 

36% 

42% 
Capital cost of new / upgraded 
machines to support latest 
technologies

Complexity of implementing 
new technologies

Operational costs to 
maintain new systems

Maintaining security

Customer acceptance of 
new / different technologies

Meeting new government 
regulations

Other
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23. What is the industry trend regarding ATM deployment in the near term?

24. Which of these features are supported today by some or all of bank ATMs?  
(Participants selected all that applied)

Increase the number 
of units in-lobby

7% 

Decrease the total  
number of ATM s

7% 

Keep the total number 
of systems steady for 

the near future

18% 

Increase the number of 
off-premise ATMs / Kiosks

34% 

Increase in both in-branch 
and off-premise ATM s

34% 

Bill payments Mobile phone integration, pre-stage 
transactions on mobile device

Display of nearest available ATM when 
out-of-service

General marketing campaigns
Customize the user interface 
based on transaction history

Coin handling

Multiple denomination dispense 
($1, $5, $10 etc) based on  
customer selection

E-receipts
Purchase items (e.g. prepaid cards, tickets, stamps)

Targeted marketing, soliciting customer 
input (“Are you interested?” Yes / No)

Remote teller assistance

Video conferencing

Cardless transactions (such as one-
time use PIN for emergency cash)
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25. Which statement best reflects most bank’s view on remote management of their ATM estate?

10% 

12% 

13% 

26% 

38% 

We have a general view of what is happening on our 
ATMs but we would like to have more detailed information

Our visibility of the real-time operational status of the 
ATM network is very limited

We currently do a good or very good job of remotely managing 
and monitoring the operational status of our ATM network

No idea, or none of the above

We rely on 3rd parties to monitor the operational 
status of the network

26. What are banks biggest ATM ‘pain points’ today? (Participants selected three options)

ATM availability, reliability Complexity of meeting regulatory  
compliance issues

Vendor / Supplier management

Cost management
Time to market to deploy new 
updates, new features

Speed of the ATM transactions (too slow)

Limited integration with other 
banking channels and internal 
systems (eg CRM)

Lack of tools to remotely control and 
manage your ATMs

Limited information about real-time operational 
status of ATM estate

Limited functionality, lack of support  
for advanced features

Insufficient management information (reporting)

None of the above

Need to improve the customer 
experience
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27.  Which of the following statements will be true of bank’s retail delivery channels in 2020?

28.  Regarding bank ATM usage, which of the following will be true in 2020 compared to today?

The number of 
branches and ATMs 

will be about the 
same as today. 

Both the number 
of branches and the 

number of ATMs 
will decrease 

The number of 
branches will 

decrease and the 
number of ATMs will 

remain the same 

Branches will either 
decrease or remain 

the same while 
the number of

ATMs increase 

23% 18% 7% 53% 
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29.  Regarding the ATMs role within the bank’s retail delivery channel in 2020,  
 which of the following is most likely to be true?

30.  Which areas of ATM software technology will receive the most focus by  
 banks over the next 4 years? (Participants selected three options)

The role of the ATM will 
diminish in importance in 
delivering transactions

13% 

ATMs will be very similar in 
importance and function as 
it is today

14% 

The ATM will increase in 
importance as more 
automation will be introduced 
in delivering transactions

73% 

68% 

24% 
New application 
architecture (eg 
thin-client, cloud 
computing)

27% 
Remote management 
the ATM networ k

17% 
Regulatory compliance 
related issues

Adaptation of  
new concepts  
for the user  
interface (eg  
mobile type 
of interaction )

Security-related 
technologies

37%
27% 

Migration to new Operating 
Systems (eg Windows 10)

17% 
Integration and use of  

video conferencing

10% 
Upgrade communications 
infrastructure         

44% 
Cross channel i ntegration 
(Omni-channel)

2% 
Others

13% 
Better distribution of software 
updates and changes     
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32.  Which of the following mobile-ATM integration services will most banks offer in near future? 
(Participants selected all that applied) 

31. What are the most critical changes banks need to make regarding the use of self-service  
 over the next four years? (Participants selected two options) 

44% 

44% 

43% 

28% 

19% 

8% 

5% 

Reduce operational costs 

Increase use of self-service while decreasing in-branch over-the-counter 
transactions 

Improve the customer experience 

Improve ATM availability 

Expand the use of off-premise 
self-service by deploying lower 
cost systems 

Decrease 
overall ATM 
transaction 
time 

Others 

3% 

50% 

58% 

60% 

73% 

None of the above 

Managing ATM user interface via a mobile device 
(menus, available transactions)  

Mobile ATM withdrawals via one-time use PINs 
(eg emergency cash) 

Pre-stage ATM withdrawals on mobile phone 
and complete at ATM using QR codes 

Mobile ATM withdrawals via NFC (eg Apple Pay, Android Pay)  
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33. What new functionality will ATMs and self-service systems support over the next 4 years?  
 (Participants selected two options)

34. Which statement(s) best identifies most 
bank’s future ATM Operating System strategy?

35. What do you think will be the biggest challenges  
in achieving bank’s goals for ATMs by 2020?  
(Participants selected two options)

Cardless transaction support  
(eg one time use PINs, bill pay)

Mobile wallet support Automation of special transactions such 
as withdrawals exceeding daily limit

Use of biometric / KYC 
technologies for identification

Use of video conferencing to provide 
access to bank product experts Incorporation of sales capabilities via self-

service (eg open new account)Use of tablet devices for bankers to 
interact with customers at in-lobby ATMs Person-to-person payments
Collaborative technology to enable 
bankers to remotely assist customers 
using ATMs

Other

Teller transaction functionality  
at ATMs / Kiosks

Cash and coin recycling

38%

33%

20%

7%

3%

We will wait on Windows 10 to upgrade from Windows XP.

Other

We will migrate to Windows 7 in 2016 / 2017

We will migrate to a non-Microsoft operating system 
(e.g., Linux, Android, iOS) on our ATMs

We have migrated to Windows 7 (or in the process) 
and haven’t planned for another migration.

8% 

26% 

29% 

33% 

36% 

58% 

Meeting new government regulations 

Customer acceptance of 
new / different technologies 

Operational costs to maintain 
new systems 

Complexity of implementing new 
technologies 

Maintaining security 

Capital cost of new / upgraded machines to support 
latest technologies 
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36. Which areas of branch transformation are most likely to occur over the next 4 years?  
 (Participants selected three options)
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An independent company, KAL is recognized as the 
world’s leading ATM software provider, with custom-
ers that include global megabanks such as Citi, China 
Construction Bank and UniCredit. KAL ATM software 
is installed and supported in more than 80 countries, 
where it enables banks of all sizes to reduce costs and 
improve competitiveness.

ATM Marketplace, owned and operated by Louisville, 
Kentucky-based Networld Media Group, is the world’s 
largest online publisher of news and information for 
and about the global ATM industry. Content on the 
site is updated every business day and is distributed 
to financial services industry professionals around the 
world three times weekly in a free e-mail newsletter.

ABOUT THE SPONSORS


