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This has been a momentous year for the modest ATM. As you undoubtedly have heard (many times), 
it was 50 years ago this June when the first operating ATM was installed at a Barclays bank in the 
London Borough of Enfield on June 27, 1967.

For context, here are a few other items from 1967 that, depending on your  
age and memory, you might recall slightly, very well, or not at all:

• the Concorde Super Sonic Transport is unveiled in Toulouse, France;

• the Beatles release “Sergeant Pepper’s Lonely Hearts Club Band”;

• the six-day war between Israel and Egypt, Jordan and Syria begins (and ends);

• Engineers at Texas Instruments put the finishing touches on the first pocket calculator; and

• Dr. Christiaan Barnard performs the world’s first heart transplant in South Africa.

Fast-forward 40 years to 2007, the year when KAL and ATM Marketplace published the first annual 
ATM Software Trends report. Here is your micro-summary of the year:

• at 2716 feet, Dubai’s Burj Khalifa skyscraper becomes the world’s tallest freestanding 
structure; 

• the St. Andrews agreement between the British and Irish governments and political parties 
results  
in the restoration of the Northern Ireland Assembly;

• Apple introduces the iPhone;

• smoking in public places is banned across the U.K.; and

• the U.S. housing bubble bursts, triggering the Great Recession.

Fast-forward again to 2017. Presumably, you need not be reminded of what’s going on the world today. 

INTRODUCTION

“FIs of all shapes and sizes are finally beginning  
to see that their ATMs can do much more than they 
ever thought possible.”  — Aravinda Korala, CEO, KAL ATM Software 
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But if you’re wondering what’s changed in the ATM industry during the 10-year span from the first software 
trends report to this one, look no further than the cover of our inaugural edition:

Notice the photograph of compact discs.  

In 2007, optical storage discs were the accepted standard  
for software downloads. Today, not so much. 

Ten years on, super-fast broadband download speeds and 
software-as-a-service platforms have set the optical disc — 
and the built-in computer drives that read them — on the 
road to irrelevance.

Another clue to the changing focus of the ATM industry over 
the past decade is the preoccupation of the 2007–2008 report 
with multivendor software. The word appears no fewer than 94 
times within the guide’s 50 pages.

The banking industry was, at the time, migrating from the 
frustratingly limited OS/2 operating system to the more 
powerful and flexible Microsoft Windows XP platform. With that 
migration came a whole new world of choice — of features, of 
hardware, of management, of ATM fleet composition.

“Windows ATMs can handle advanced functions like 
automated, envelope-free deposits, bill-payment services and enhanced marketing capabilities,” KAL CEO 
Aravinda Korala wrote in a commentary for the 2007–2008 report. “They also have made internal workings, 
such as remote-key distribution, more achievable, and FIs of all shapes and sizes are finally beginning to see 
that their ATMs can do much more than they ever thought possible.”

Korala’s assessment was spot-on. But what FIs didn’t know then was that even as they explored the 
brave new world of Windows XP, worlds beyond it were already in formation, thanks in great part to an 
unimaginably revolutionary device — the iPhone. 

Arguably, no other invention since the printing press has put so much power into the hands of so many so swiftly. 

The instantaneity and mobility of the smartphone shifted the fintech universe into overdrive and, just as 
crucially, buckled the consumer into the driver’s seat. For financial institutions and their service delivery 
channels, things would never be the same.

The inaugural ATM Software trends report opened with this observation:

“The ATM industry is not one to be touted for its ability to quickly change. Rapid adoption of new technology 
is not something the industry does well.”

Perhaps not, but change it must — and will, as the trends highlighted in this 10th annual edition of the ATM & 
Self-service Software report clearly illustrate.

We hope you’ll enjoy the view.
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A total of 643 industry members participated in this year’s survey — an increase of 33 percent over 
2016 participation. 

Of the 2017 survey respondents, 45 percent represented financial institutions — a slightly smaller 
proportion than in 2016 (47.5 percent). 

The remaining 56 percent of 2017 respondents identified as “other,” a group comprised largely of ATM 
and self-service equipment vendors, service providers, independent ATM deployers and processors.

In geographic terms, North America represented the largest share of financial institution respondents, 
at 31 percent, followed by Asia-Pacific (24 percent); Europe (24 percent); the Middle East and Africa 
(12 percent); and Central and South America (9 percent).

It is worth noting that although North America accounted for just slightly less than one-third of 
respondents, the continent today boasts only about 13.3 percent of the world’s ATMs — down from 
one-third in the 2007–2008 study. 

Together, the mature markets of North America and Europe represent more than half (55 percent) 
of survey respondents, a figure that has remained consistent since 2010, when the report began to 
include numbers on the survey’s geographic composition. 

In fact, with few exceptions, participation numbers for all regions have seen minimal change through 
the past seven years.

In terms of ATM fleet size, respondents were fairly 
evenly distributed, with just an 8-point spread 
between the largest cohort (2,000 or more ATMs) 
and the smallest (1–100 ATMs),  
at 29 percent and 21 percent, respectively. 

This compares with a 21-point spread in the 2016 
survey when the 1–100 ATM cohort made up one-
third of respondents, compared with 22.1 percent 
in the 2,000-plus group and 18.4 percent in the 
500–2,000 group.

While the 2,000-plus ATM group represented the 
largest segment in terms of fleet size, it was by far 
the smallest segment in terms of branch numbers. 

SURVEY DEMOGRAPHICS

How many ATMs do you have?

24% 
26% 29% 

21% 

1-100 101-250 500-2,000 More than 2,000 
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Only 13 percent of respondents 
reported that their bank operated 
2,000 or more branches. Conversely, 
banks with 1–100 branches made 
up 41 percent of FI respondents, 
followed by banks with 101–250 
branches (19 percent); with 251–500 
branches (13 percent); and with 
501–2,000 (14 percent). 

If banking giants in developed 
nations continue to shed branches 
at the current pace, look for the 
2,000-plus branch category to shrink 
further in coming years even as the 
2,000-plus ATM category continues 
to grow, with self-service facilities 
filling in for traditional branches.

How many bank branches do you have?

41% 

1-100 

19% 

101-250 

13% 

251-500

14% 

501-2,000 

13% 

More than 2,000 



© 2017 NETWORLD MEDIA GROUP 7

We have come to the point in banking history when financial institutions in developed markets are feeling 
their way through a customer service paradox. 

There are two causes of this dilemma, both self-made by financial institutions. 

The first is that fact that banks in developed nations — especially the United States — have spent the 
past several decades overbuilding their branch networks. 

About 40 years ago, U.S. banks began to build branches like they were going out of style, so to speak. 
Driven by competitive forces, financial institutions increased their branch presence from coast to coast by 
300 percent — double the growth rate of the nation’s population.

By 2014, the bank-to-population ratio in the U.S. was 1:2,970, compared with 1:9,340 in 1970, according 
to a report published in 2015 by FMSI.

The second reason is that, over the past 20 years, banks have been almost as enthusiastic about driving 
customers out of branches as they were about building them in the first place.

With the introduction of ATMs, call centers, deposit-taking ATMs, online account management and mobile 
banking, financial institutions have done everything short of literally dragging people away from the teller 
window in an effort to get them to use less costly self-service channels.

And since the introduction of the latter two channels, especially, their efforts have met with  
unimagined success. 

More than two-thirds (69 percent) of U.S. adults now bank online, according to Statista. And more 
than half (53 percent) of smartphone owners with a bank account said they had used mobile banking, 
according to a 2016 report from the Federal Reserve Bank. 

The end of the branch as we know it

CHAPTER 1

“The real estate needed for branches will continue  
to shrink.”  — Billy Arnold, ATM Operations Manager, Iberia Bank

http://www.fmsi.com/fullpanel/uploads/files/2015-fmsi-teller-line-study-00001.pdf
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All of this has taken a toll on traffic at the branch. Over the past 20 years, average U.S. branch monthly 
teller transaction volume declined more than 45 percent, FMSI reported. In the U.K., branch traffic is 
declining at the rate of 10 percent per year according to the Bank of England.

At some point in their push to digital channels, FIs reached a point where they were no longer  
increasing the efficiency of the branch, but instead, were eliminating the necessity of it for day-to-day 
banking transactions.

And this is where the paradox comes in. Because while branch traffic for teller transactions is down, 
consumer reliance on the branch for more complex banking matters remains high — even for the most 
digitally inclined of us. 

Research is unanimous on this point, consistently finding that even digital natives — that is, members of 
the millennial generation, who grew up in front of a computer screen — want access to a branch staffed 
by human beings who can help them with tasks such as account opening, lending advice and other 
financial services.

It’s possible that branches will more aggressively seek to provide personal services not necessarily 
related to banking, says Bradley Hume Fischer, global business development and innovation manager at 
Madrid-based Prosegur, a provider of cash management and security.

“I see the branch involving less and less manual cash transactions and more and more other services,” 
he says. “Maybe it will start to introduce additional services that are not traditionally done by banks.”

Some financial institutions are already pursuing new opportunities. For example, Umpqua provides space 
in their transformed branches for community activities and meetings. 

BBVA is looking into nonbanking services, as well, making room in some Austin, Texas, branches for 
Amazon lockers, where online shoppers can collect securely stored packages. 

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

14% 16% 
23% 

48% 

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
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Over the past five years, financial institutions and manufacturers around the globe have devoted a 
great deal of energy and research to the problem of how to continue to serve customers within a viable, 
revitalized branch environment.

“I think the role of the bank branch within the next five years will slowly shift towards servicing more high 
value products rather than a place to perform deposit and withdrawal transactions,” says XP Garcia, 
Senior Vice President and Head of Transaction Banking at Philippine Bank of Communications . 

“Most branches will be transformed into sales offices as clients shift towards performing self-service 
transactions using online channels for noncash transactions and ATMs for cash and check transactions. 
Reliance on human tellers will greatly decrease as most teller transactions are automated and fulfilled via 
self-service channels.”

Devon Watson, vice president of software strategy and operations at Diebold Nixdorf Inc., agrees. “The 
role of the bank branch has been evolving over the past few years and will continue to change. It will no 
longer be a place for consumers to undertake transactions, but rather for banks to build relationships with 
their clients. 

“As self-service technology, mobile applications and digital banking gain greater capability and become 
more available for satisfying transactional banking needs, the bank branch will be used to gain face time 
with clients, a place to provide advice, share new products and services, and to solve banking problems.”
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At the age of 50, the ATM is entering a new phase of existence in answer to the demands of the evolving 
branch. Advanced software and technology are raising its status from monofunction cash dispenser to 
multifunction banking solutions provider.

In our survey, more than one-quarter of FIs said they expected to support teller transaction functionality at 
their ATMs within the next four years. 

“Self-service will play a more and more important role within the branch,” says Mr. Qi, general manager of 
e-banking at TRCB. “The self-service systems of tomorrow can’t replace tellers completely, but most part 
of tellers’ work can be replaced by self-service systems.”

As Billy Arnold, ATM operations manager at Iberia Bank puts it, “In the next few years the ATM may finally 
live up to the name of automated teller machine — not just a limited teller transaction terminal.”

Indeed, nearly three-quarters (72 percent) of survey respondents anticipated that the importance of 
ATMs in their bank’s omnichannel strategy would increase as more automation is introduced to handle 
additional transaction types.

Every major ATM manufacturer serving the retail banking space has its own version of this new  
high-functioning machine — some able to perform up to 90 percent of teller transactions without  
an onsite teller.

This versatility is essential to the success of self-service in the transformed branch — and to the success 
of the transformed branch itself, given that self-service is such a vital component of the model.

“For the ATM to truly take over, the ATM has to increase its transactional capability and basically it should 
be able to process all the transactions that a teller currently handles,” says XP Garcia of Philippine Bank 
of Communications.

Self-service takes center stage

CHAPTER 2

“ATM 2.0 is around the corner.” 
— Andrew Martin, CEO, Retail Bank Consulting Group
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“Once this happens, the ATM can replace the teller. Right now if someone has to do multiple transactions, 
it does not make sense to partially do some of your transactions in an ATM then move to a teller for the 
rest of your transactions.”

Arnold points out that there’s still work to be done at the core processing level to make this possible. 

“The teller function may move from a teller to more of a hybrid teller-platform associate. It depends on 
the technology advances — not by the manufacturers or the software providers, but primarily by the core 
banking systems and EFT providers. Core banking systems and EFT providers are very slow to change.”

Of course none of this will matter if customers are not comfortable with the technology and satisfied with 
the experience and outcome it delivers. 

Well aware of this fact, FIs have made sure that their self-service technology still allows the customer to 
bring bank staff into the picture — literally, in the case of video teller machines; physically in the case of 
assisted teller devices — to provide whatever level of support they require.

Puneet Kapoor, senior executive vice president at India’s Kotak Mahindra Bank, says that his institution 
has taken a very deliberate approach to transitioning customers from full- to self-service. 

“The sequence that we have worked out is a three-stage process,” he says. “There is assisted service, 
there is assisted self-service and then there is self-service or do-it-yourself.”

This graduated approach is working well for Kotak Mahindra, he says.

“As more and more automation devices are being put up, people’s comfort level with assisted self-service 
as step one, and then transitioning toward full self-service, is definitely coming true.”

In many markets, FIs are deploying combinations of technologies — including product sales kiosks and 
internet-enabled tablets — that allow branch visitors to avail themselves of the products and services 
they require with assistance available as needed. 

For the consumer, this adds flexibility — for instance, the ability to walk into the branch without an 
appointment and open a savings account at a kiosk, knowing that help with any questions they might 
have is immediately available.

For the FI, this means more efficient use of time by staff in cases where customers are perfectly able to 
complete an application or other process unaided. And, importantly, it means that if the customer does 
encounter a problem, help will be immediately at hand to ensure that the transaction is not abandoned.

“The self-service role will definitely increase over the next few years,” says Garcia of PBC. “You 
can already see this in the current branch designs. Branches in the past would have a minimum of 
eight personnel, with five out of the eight being tellers. Now, branches would only have a five-person 
complement with only one or two tellers, while the rest will be sales officers.” 
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In some cases, even five might be overkill. In February, Bank of America announced a pilot project 
testing fully automated branches in Denver and Minneapolis. 

As designed, these centers would are approximately one-quarter the size of a traditional branch, and can 
be staffed by a single employee — or possibly none, if the pilot indicates this is feasible, or perhaps only 
at certain times of the day.

BofA hopes that its pilot tests will yield information about ideal hours for onsite staffing and whether the 
centers can, indeed, function entirely without personnel — a model already used by some banks  
in Europe.

The concept has run into red tape in Minneapolis, where city planning and zoning authorities have ruled 
that an unattended branch would be considered an ATM lobby — a type of deployment outlawed by the 
city years ago due to concerns about potential ATM-user muggings. The architect behind the branch 
design is working with the city in hopes of being granted an exception to the rule.

Clearly, old ways of thinking and a few of the finer details have yet to be worked out as banks pursue 
their vision of a transformed and self-service focused branch of the future.
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As branch networks shrink, multifunction off-premises ATMs will offer financial institutions an effective 
option for maintaining a strong brand presence within communities. 

Results from this year’s trends survey indicate that FIs are, in fact, anticipating a future along these lines. 
Nearly half (48 percent) of respondents expected that their bank’s ATM fleet would grow while its branch 
count would remain the same or shrink.

On related survey questions, this expectation was even more pronounced. More than two-thirds (68.1 
percent) of respondents indicated that their institution’s branch network will probably either shrink (34 
percent) or remain at its current size (35 percent), while the vast majority (91 percent) said their bank’s 
ATM count would most likely grow (56 percent) or remain stable (35 percent).

“The off-premises ATM will be the remote branch of the future,” says Arnold of Iberia Bank. “Not just a 
cash terminal in a convenience store but a critical delivery channel to help extend the bank’s footprint, 
brand and services.”

Almost all financial institutions share this opinion, however, they do not all agree on its implementation.

“Off-premises ATMs are a channel,” says Andrew Martin, CEO of Retail Bank Consulting Group. “We see 
banks outsourcing these channels to low-cost operators with the ability to convert the channel from ‘cash-
and-dash’ to “stop-and-shop.”

On the other side of the question, Garcia of Philippine Bank of Communications believes that off-site 
ATMs operating under the auspices of a financial institution could play a larger role than simply cash 
delivery and deposit taking. 

“Maybe in the next few years as technology becomes cheaper and faster, the off-site machines can 
handle other transactions as well, such as account opening, servicing of investments, etc.,” he says. (In 
fact, nearly half of respondents — 48 percent — were already supporting bill payment at their ATMs.)

A senior executive from Banorte, one of the largest banks in Mexico, holds a similar view: “The ATM is 
a key piece in Banorte’s strategy,” he says. “Not only supporting the migration of transactions, but also 
the sale of products and services. Being a low-cost channel compared to the branch, the ATM will be 
important to achieve the bank’s business objectives.”

Certainly one major factor influencing the number and nature of offsite ATM facilities is consumer demand 
for cash. 

The ATM as brand ambassador

CHAPTER 3
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The Banorte executive says that in Mexico, cash transactions increased 2 percent over the last three 
years, and that “cash management in the Mexican culture is an element that will hardly disappear in the 
coming years.” 

But, by the same token, he says, “New digital channels, such as mobile, become more important each 
day as part of banks’ strategy to reduce costs.”

Cash and cash management will be a continuing concern in the Philippines, as well, Garcia says. 

“The Philippines is still predominantly a cash society and as long as a majority of the population uses 
cash, we can only see an increase in the number of ATMs here in the Philippines and that the number of 
transactions will increase exponentially.”

In the fast-developing Chinese market, things will play out somewhat differently, says Mr. Qi, of TRCB. 
His expectation is that the number of ATM transactions — and by extension, the number of ATMs — will 
decrease significantly as China’s banked population grows and payments migrate to bankcards, reducing 
the demand for cash.

He says that as a supplement to the bank branch, off-premises ATMs can reach more customers, but 
with a falling number of transactions and rising rents for ATM locations, the number of offsite ATMs 
inevitably will fall. 

This prospect lies in the distant future, though, he says.

“In the short term, there is still room for ATMs and kiosks to grow, as some banks aim to offer better 
service for cardholders. What’s more, noncash kiosks will increase greatly.” 

In India, off-premises ATMs will continue to play an important role, as well, according to Kapoor of Kotak 
Mahindra Bank.

“Because of the way branches are located in the Indian marketplace, they do not necessarily give a very 
convenient step-in, step-out option when it comes to doing a small-ticket cash withdrawal transaction,” he 
says. “And so long as this situation remains stable at Kotak Mahindra, I do not see rationalization of the 
ATMs coming into play.”

It is worth noting that a large majority of survey respondents (74 percent) did expect that their ATM 
transaction volumes would increase significantly (40 percent), or at least somewhat (34 percent) within 
the next few years.

“The mobile phone will be at the center of new 
functionality.”  — Andrew Martin, CEO, Retail Bank Consulting Group
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Another issue that will have an impact on the viability and usefulness of offsite ATMs as brand 
ambassadors is availability. 

Issues of availability and reliability were a concern for 42 percent of survey respondents. Limited 
integration with other channels (27 percent) and time to market for new updates and features (30 
percent) were customer service concerns, as well, far outranking issues such as regulatory compliance 
(11 percent) and a lack of remote management tools (12 percent).

Gary Nurisso, project manager at First Republic Bank, says that one of the bigger problems with 
downtime is the perception of chronic ATM issues that it generates among customers.

This problem can be aggravated by the bank’s inability to determine what’s causing repeated outages at 
a particular machine.

“Visibility is sometimes difficult to obtain just due to the reporting that we currently have,” Nurisso says. 
“The issue could just be a slew of things that hit the machine at once. Other times, we really do have a 
machine that’s four or five years old it’s on its last leg and it really does need to be replaced.”

As valuable as offsite ATMs can be in expanding a financial institution’s footprint, if the channel is not 
putting its best foot forward for the customer, that value is lost in short order.

Survey respondents were well aware of this hazard; 42 percent named the need to improve the customer 
experience as a pain point in their ATM operations. 

“Customer-facing items are at the top: speed; accuracy; and variety of transactions,” says Iberia Bank’s 
Arnold. “The next key is the ability to know when the ATM has a problem and to be able to fix it as quickly 
as possible.”

Without a doubt, financial institutions’ top priority in terms of customer experience is now the 
implementation of some form of cardless capability at ATMs. 

Slightly more than one-quarter (26 percent) of survey respondents already support cardless transactions 
using a one-time PIN; 14 percent have enabled mobile prestaging or tap-and-go transactions, and 12 
percent accept transactions with Apple Pay, Android Pay or some other mobile wallet app. Many FIs 
accept multiple modes of cardless or contactless transactions. 

Of those respondents who do not offer a cardless option, 41 percent expect to add the functionality within 
the next four years, and 41 percent expect to add contactless capability. 

Asked what software technologies their bank plans to implement within the next four to five years, similar 
numbers said they expect to integrate some type of mobile interaction (43 percent) or integration with 
mobile devices (41 percent).

Asked what software technologies they expected to see financial institutions in general adding to their 
ATMs, 64 percent cited adaptation of new concepts (i.e., mobile) for the user interface.
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“Mobile devices with enabled contactless features such as NFC, and biometric capabilities such vein 
scanning, adaptive face recognition, retina scanning — those technologies will replace card and pin,” 
says Arga Budhy, executive vice president and head of the digital banking operation division at BRI Bank 
Indonesia, the nation’s largest government bank and the operator of 23,000 ATMs.

“In my opinion, card and PIN are already obsolete in terms of both technology and security,” Budhy says. 
“Determining who you are with biometrics is now preferable. Especially for banks where Know Your 
Customer is mandatory, biometric detection enhances sensitivities and lowers the risk of manipulation.”

To be sure, other technologies and capabilities — multidenomination bill dispensing, cash and coin 
recycling, omnichannel integration, biometric identification and others — were also on the mind of 
survey respondents, but if 2007 was the year of multivendor software, 2017 is surely the year of 
mobile-enabling software.

And, as it has been every year since the introduction of that first Barclay’s ATM 50 years ago, security 
remains a top-of-mind issue for deployers. 

Respondents mentioned the challenge of maintaining security (29 percent), the intention of focusing on 
security-related technologies (48 percent), and the goal of providing support for alternate methods of 
identification (25 percent).

“Fraud right now is the biggest pain point,” says Garcia of PBC. “We spend a lot of time securing our 
machines. All other pain points, such as cash loading and maintenance, have since been outsourced.”

Despite the persistence of age-old threats such as skimming and physical attack, and the emergence of 
new dangers such as network intrusion and malware, survey participants were far from panic mode.

And, surprising, this was despite the fact that only slightly more than half (57 percent) of the survey 
participants had upgraded from the now unsupported Windows XP operating system to the more 
secure Windows 7.

A more pressing concern expressed by 2017 survey participants was how they will pay for their ATM 
channel needs — including, of course, security.

More than one-third (36 percent) of survey respondents representing banks said that one of the most 
critical changes their institution needed to make in terms of the ATM network was to reduce the cost of 
maintenance and management. This need was second only to improving the customer experience. 

Together, the two present a stark picture of the rock and the hard place FIs find themselves stuck 
between as they work to adapt to a digital consumer: It’s essential, but it’s not cheap.

The same dichotomy was evident in answers to a question about respondents’ ATM pain points. Besides 
ATM availability, cited by 41 percent of respondents, top issues mentioned were cost management (44 
percent) and the need to improve the customer experience.
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Finally, bank respondents said that the biggest challenges in achieving their ATM network goals by 
2020 were the capital cost to upgrade systems (50 percent) and then the cost to maintain them. (23 
percent). And tellingly, 11 percent said that a significant decrease in ATM investment was their biggest 
challenge.

For many FIs, it comes down to this dilemma: To shrink branch overhead, they need to invest in 
technologies that allow for smaller, more lightly staffed branches. To pay for these technologies, they 
need to offload the costs of their outmoded, overstaffed branches.

It’s a difficult dilemma for many financial institutions, and it’s one they’ll have to solve quickly if they hope 
to keep up with the gathering ranks of alternative financial providers challenging their supremacy.

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

51% 

40% 

38% 

28% 

23% 

7% 

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 
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When the ATM was introduced 50 years ago, naysayers questioned first its practicality and then its 
potential to throw countless unfortunate bank tellers out of work.

As to the first question, the ATM has proved to be enormously useful, highly adaptable and 
exceptionally convenient for the banking public. In fact, so much so that it can legitimately be said to 
have changed forever the way the world banks.

As to the second question — however counterintuitive it might seem, the proliferation of the automated 
teller machine had no evident impact on the unemployment rate for bank tellers. Their numbers 
boomed right along with bank branch counts through the next four decades.

Of course, in 1967, no one knew for certain that things would turn out this way. Or that 50 years down 
the road, retail banking would come to another inflection point thanks to the World Wide Web and this 
thing called a smartphone.

This time, though, we do know that the ATM and its successor technologies will play a critical role in 
the next iteration of retail banking. It’s already doing so.

Today, video-enabled ATMs are allowing bank customers to perform almost all  types of teller window 
transactions — with neither a teller nor a teller window on the premises.

“Video as a channel for face-to-face communication will definitely have a strong role to play in self-
service channels both onsite and offsite,” says Garcia of PBC. “The use of video technology will 
address the face-to-face requirement of regulators and will also allow us to station our subject matter 
experts centrally. We can now have access to subject matter experts and engage them in a thorough 
discussion of bank products and services no matter where your location is.”

Other sophisticated technologies — self-service kiosks, tablets, teller automation units, interactive 
signage and a host of other connected devices — are offering consumers better ways to manage their 
financial lives without the scheduling, waiting and paperwork once required.

Universal bankers are finding more meaningful and purposeful ways to interact with customers  
at the branch.

And banking executives are discovering the potential to improve cost-efficiency and customer 
satisfaction at the same time.

But not every banker agrees that the time has come to throw over old ways of working with customers. 

“I see self-service replacing certain things, but noncash transactions will go more online,” says Fischer of 

SUMMARY



192017 ATM AND SELF-SERVICE SOFTWARE TRENDS

Prosegur. “The transactions that need a human touch point will always be there. I don’t see [video] kiosks 
… becoming that common as there is not too much advantage over having people physically there.”

And it’s equally true that not every customer wants to be part of the brave new world of  
self-service banking. 

Nurisso of First Republic says that because his FI caters to high net worth customers, the institution 
will always be expected to provide service with a human touch.

He agrees, though, that the bank branch is changing. 

“What I see is just the opportunity for automation, whatever it may be,” he says. “But not all automation 
will always work in our environment.”

But even at First Republic, incremental innovations are making a difference at the branch, he says. 
Technologies like touch screen ATMs, personalized screen displays and instant issue bankcards create 
a positive impression among clients.

“A couple of times I’ve been in the bank and seen the interaction that’s occurred with instant issuance,” 
he says. “It’s a huge ‘Wow!’”

“Wow!” is precisely the transformational force that will propel the retail bank branch into the future. And 
after 50 years, the ATM is still proving that it’s exactly the vehicle to deliver it. 

“The self-service systems of tomorrow can’t 
replace tellers completely, but most part of tellers’ 
work can be replaced by self-service systems.”
— Mr. Qi, general manager of e-banking at TRCB
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Financial institutions

APPENDIX

Analysis of financial 
institution survey results

1. Please identify your industry segment.

Note: Not all data will add up to 100% due to rounding

2.  In what global region are you based?

North America

31%
Asia
16%

Australia and Oceania
7%

European Union
16%

Eastern Europe
8%

The Caribbean
2%Central America

2%

South America
7%

Africa
6%

Middle East
6%

45% 55%
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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.  What is your bank’s strategy for branches in the near term?

4.  How many bank branches do you have?

24% 
26% 29% 

21% 

1-100 101-250 500-2,000 More than 2,000 

41% 

1-100 

19% 

101-250 

13% 

251-500

14% 

501-2,000 

13% 

More than 2,000 

Decrease the 
number of 

ATMs

No change in the 
number of ATMs 

Increase the number 
of ATMs 

56% 35% 9% 

31% 34% 

35% 

Decrease the 
number of branches

No change 
in the number

Increase the 
number of branches
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7. Which features are supported today on your ATMs? (Participants selected all that applied)

8. What are your biggest ATM ‘pain points’ today? (Participants chose the top three)

11% 

12% 

14% 

20% 

21% 

26% 

48% 

62% 

67% 

Remote teller assistance / 
Video conferencing 

ApplePay / Android Pay / Mobile Wallet 

Contactless transactions (eg Tap and Go,
 pre-staged withdrawal using mobile phone) 

E-receipts 

Recycling 

Cardless transactions (such as one-time 
use PIN for emergency cash) 

Bill payments 

Marketing campaigns 

Dispensing multiple denominations 
($1, $5, $10 etc) 

2% 

8% 
8% 

9% 
11% 

12% 

17% 

21% 

27% 
30% 

39% 

42% 

42% 

None of the above 

Limited information about real-time 
operational status of ATM estate 

Speed of the ATM transactions (too slow) 

Insufficient management information (reporting) 

Complexity of meeting regulatory compliance issues 

Lack of tools to remotely manage your ATMs 

Vendor / Supplier management 

Limited functionality, lack of support for advanced features 

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

Time to market to deploy new updates, new features 

Cost management 

ATM availability, reliability 

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

10.  Comparing ATM transaction volumes today with expected volumes in 2020,  
  “Our ATM transaction volumes will…”

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

14% 16% 
23% 

48% 

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

increase significantly increase somewhat decrease 
somewhat 

remain 
about the 

same 

decrease 
significantly 

40% 34% 14% 5% 7% 

20% 

9% 

72% 

The role of our ATMs will diminish in 
importance in delivering transactions

Our ATMs will be very similar in 
importance and function as to what 
they are today

Our ATMs will increase in importance as 
more automation will be introduced to 
handle additional types of transactions
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12. What new functionality will your ATMs support over the next four years?  
(Participants selected up to two options)

13. Which areas of ATM software technology will receive the most focus by your bank  
over the next four or five years? (Participants selected up to three options)

Contactless transactions

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

Teller transaction functionality 
at ATMs / Kiosks

Cash and coin recycling

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

Use of video conferencing to provide 
access to bank product experts

Next-Best-Offer (NBO) targeted 
marketing capability

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

Automation of special transactions such 
as withdrawals exceeding daily limit

Person-to-person payments

41% 41% 

26% 

16% 14% 13% 10% 9% 9% 6% 

43% 41% 
35% 

30% 27% 25% 21% 
13% 13% 12% 

6% 

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

Integration with mobile devices

Cross channel integration (Omni-channel)

Migration to new Operating Systems 
(eg Windows 10)

Better management / distribution of 
software updates and changes

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

Security-related technologies

New application architecture 
(eg thin-client, Cloud computing)

Regulatory compliance related issues

Remote management the ATM network      

Upgrade communications infrastructure      
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14. 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 choose up to two)

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

6% 

18% 

36% 

57% 

29% 

9% 

36% 

Decrease 
ATM 

transaction 
time 

Reduce 
operational 

costs related 
to managing 

and maintaining 
the ATM network

Increase the 
number of 

off-premise 
‘points of 

presence’ by 
deploying lower 

cost systems

Migrate 
in-branch 

over-the-counter
 transactions to 

self-service 
systems

Decrease 
the internal 

time and effort 
required to push 

out software 
updates / 
releases

Improve 
the customer 
experience 

Improve ATM 
availability / 

uptime 

53% 
16% 

11% 

9% 

9% 
Other

3% 

We have migrated to Windows 7 
(or in the process)

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

We will migrate to Windows 7 in 2017

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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16. What do you think will be the biggest challenges in achieving your goals for ATMs by 2020?  
(Participants selected up to two options)

Capital cost of buying new or upgrading  
existing ATMs to support latest technologies

Operational costs to maintain new systems

Complexity of implementing new technologies
Significant decrease in investment by our 
bank in ATM and self-service technologies

Customer acceptance of new / 
different technologies

Meeting new government regulationsMaintaining security

50% 

34% 
29% 26% 23% 

11% 7% 

Non-bank deployers, ATM manufacturers, ATM maintenance and service companies, ATM hardware  
and software suppliers, processors

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

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

Bill payments Cardless transactions (such as one-time 
use PIN for emergency cash)

E-receipts

Dispensing multiple denominations 
($1, $5, $10 etc) Recycling

Remote teller assistance / Video conferencing

Marketing campaigns Contactless transactions (eg Tap and Go,  
pre-staged withdrawal using mobile phone)

ApplePay / Android Pay / Mobile Wallet

66% 16% 

No change in  
the number of ATM s

Increase the 
number of ATM s

Decrease the 
number of ATM s

19% 

69% 69% 
57% 56% 54% 

47% 42% 42% 
32% 
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19.  What are banks biggest ATM ‘pain points’ today? (Participants chose top three)

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

21.  Comparing ATM transaction volumes today with expected volumes in 2020,   
“Our ATM transaction volumes will…”

ATM availability, reliability

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

Complexity of meeting regulatory  
compliance issues

Limited functionality, lack of support for 
advanced features

Cost management

Time to market to deploy new 
updates, new features

Speed of the ATM transactions (too slow)

Lack of tools to remotely control and 
manage your ATMs

Limited information about real-time operational 
status of ATM estate

Vendor / Supplier management

Insufficient management information (reporting)

None of the above

Need to improve the customer 
experience

44% 41% 
37% 

24% 23% 20% 20% 18% 14% 
9% 8% 7% 3% 

56% 
18% 

18% 

8% Branches will either decrease or remain 
the same while the number of ATMs increase

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

The number of branches and ATMs 
will be about the same as today.

increase increase somewhat remain about
the same 

decrease somewhat 

34% 36% 14% 13% 4% 
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22.  Regarding the ATMs role within the bank’s retail delivery channel in 2020,  
which of the following is most likely to be true?

23.  Which areas of ATM software technology will receive the most focus by banks over the next four 
years? (Participants chose up to three options)

72% 

7% 

21% 
The ATM will increase in 
importance as more automation 
will be introduced in 
delivering transactions

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

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

64% 

21% 

25% 

Remote management 
the ATM network

19% 

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

Security-related 
technologies

36%

27% 

Migration to new Operating 
Systems (eg Windows 10)

19% 

Integration and use of  
video conferencing

10% 
Upgrade communications 
infrastructure         

48% 

Cross channel i ntegration 
(Omni-channel)

13% 

Better distribution of software 
updates and changes     

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

Regulatory compliance 
related issues



292017 ATM AND SELF-SERVICE SOFTWARE TRENDS

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

25. What new functionality will your ATMs support over the next four years?  
(Participants chose up to two)

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

Automation of special transactions such 
as withdrawals exceeding daily limit

Next-Best-Offer (NBO) targeted  
marketing capability

Contactless transactions 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

Teller transaction functionality  
at ATMs / Kiosks

Cash and coin recycling

51% 

40% 

38% 

28% 

23% 

7% 

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 

40% 
35% 

27% 24% 

13% 13% 13% 10% 
8% 5% 
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26. Which statement(s) best identifies most 
bank’s future ATM Operating System strategy?

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

28. Which areas of branch transformation  
are most likely to occur over the next four 
years? (Participants selected three options)

54%

46%

40%

36%

33%

26%

25%

Use of the customer’s mobile phone as the 
transaction device (interacting with in-branch 
components like currency dispensers)

Migration of all over-the-counter teller 
transactions to the ATM channel

Technologies to enable remote bank 
employees to collaboratively assist 
customers when doing complex transactions 
using ATMs and other types of self-service

Implementation of Know Your Customer 
(KYC) technologies to enable new account 
openings and loans without bank employee 
assistance

Omni-channel integration of ATMs 
with back-end systems

Roaming bank employees assisting 
customers at self-service systems via tablets 
or other mobile technologies

10%

8%

 

22% 

30% 

30% 

 

 

Significant decrease in investment by 
bank in ATM and self-service technologies

Meeting new government regulations 

Customer acceptance of 
new / different technologies 

Operational costs to maintain 
new systems 

Complexity of implementing new 
technologies 

43%Maintaining security 

44%Capital cost of new / upgraded machines to support 
latest technologies 

39%

31%

11%

10%

8%

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

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

We will migrate to Windows 7 in 2017

We will wait on Windows 10 to upgrade from Windows XP

We have migrated to Windows 7 (or in the process)  
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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


