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Start of the project Goals of the project

Against a background of change in the economic environment 
and in customer trends (linked with population decrease, the 
increased proportion of the aged, the spread of convenience 
stores and smartphone, etc.), the operating environment 
surrounding our branches is about to change significantly due 
to the remarkable progress in recent years in ICT.

To respond to the increasingly diversifying needs of cus-
tomers and to provide them with tailored services, it is neces-
sary to understand accurately the expected functions of our 
branches and to switch to supporting administration methods 
and facilities as well as systems better adapted to the times.
Against this backdrop, the Bank launched its cross-organiza-
tional “Operational Overhaul Project Team” in December 2015. 
Under it, the Bank will proceed with an “overhaul of branch 
operations.”

Improvement of customer convenience

Reducing waiting times
Strengthening relations with customers

Changes to branch administration

Smart phones
Internet banking

Semi-automate 
counter 

transactions

Expand ATM 
function

Paperless office
Centralization of 

operations
Expansion of processing

Cashless 
transactions

Reform of Branch Operations

We are taking measures to expand operations using IT chan-
nels to improve customer convenience and shorten waiting 
times at counters.

We have also carried out an operational “inventory check” at 
branches and plan to slim down administration at the branch 
level by abolishing or reducing inefficient operations and 
centralizing operations.

Issues Initiatives Main theme the Bank should aim for

Five
Challenges Challenge to increasing productivity

● Improvement of customer convenience

● Reform of branches

● Corresponding to the Information Society

● Cost reduction

● Reform of branch operations

● IT strategy

● ICT strategy

● Strengthening indirect (not face-to-face) channels

● FinTech

● Strengthening relations with our customers

● More muscular organization

We are committed to increase productivity through effective business operations including

expanding contact with customers by creating new financial services in partnership with FinTech and

by strengthening the functions of indirect (not face-to-face) channels.
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Challenge to increasing productivity

Concept Review of branch functions

Guided by the basic aim of data processing, we are working on 
three concepts in the “reform of branch operations”: enabling 
(1) the “paperless office (switching paper processing to data 
processing)”; (2) “cashless transactions (switching cash process-
ing to data processing)”; and (3) “administrative procedures 
without human involvement (switching human processing to 
data processing).” 

By switching from conventional human and physical 
file-based to data processing, it is possible not only to carry out 
processing quickly without being tied to a particular location, 
but also to ensure reliable and efficient operations in which 
processing is more easily identifiable, and losses and adminis-
trative errors are reduced to a minimum. There can also be a 
significant reduction in the need for physical storage space.

The number of customers coming to our established branches 
is falling due to population decline, declining birthrate, aging 
population, the rapid development of online business and 
social interaction, increased usage of smartphones and similar 
devices and other trends. At the same time, with greater use of 
online banking and ATMs, customer expectations of bank 
branches as a marketing channel have also changed greatly.

Under these circumstances, the Bank is making adjust-
ments to branch functions to address new market characteris-
tics and trends. By specifying clearer roles for individual branch-
es, the Bank aims to improve customer convenience and 
upgrade services as well as strengthen its business posture and 
optimize its use of corporate resources.

In branch initiatives within Shiga Prefecture, the Bank took 
measures to further improve services by creating a business 
posture that better meets customer needs, while duly noting 
changing demographics and regional characteristics and 
growth potential. This means shifting from branches offering 
full branch banking services to specialized branches, 
sub-branches and representative offices that cater to individual 
customers’ needs.

In business initiatives outside the prefecture, the Bank 
opened Kyoto Branch in 1938, Osaka Branch in 1941, and Tokyo 
Branch in 1946, becoming one of the earliest “wide-area region-
al banks.”

In new branch openings outside the prefecture in recent 
years, the Bank has established branches specializing in corpo-
rate business. These chiefly target SMEs, as part of the new 
“exuding strategy” for branches, in which a certain volume of 
business is achieved through business approaches that make 
maximum use of local and interpersonal connections and 
knowledge – rather than growing through rapid openings of a 
string of new branches with the sole object of boosting vol-
umes.

As a fruition of the “exuding strategy,” the Bank promoted 
Business Department for Corporate Customers in Mie Prefec-
ture to Mie Branch in February 2016.

Going forward, we consider it strategically necessary to 
focus on the software rather than the hardware given expecta-
tions of further change in the social and economic structure 
against a background of declining population and innovation 
in the technologies of AI and the IoT. We will consider opening 
next-generation branches equipped with smart technologies 
and Internet branches using IT and FinTech, to position us to 
better meet diversifying customer needs.

(1)  Paperless office (switching paper processing to data processing)

(2)  Cashless transactions (switching cash processing to data 
processing)

(3)  Administrative procedures without human involvement (switching 
human processing to data processing)

Administrative reform concepts

(1)  Carry out a thorough inventory check of branch operations 
and cut routine processing times by revamping or abolish-
ing inefficient operations.

(2)  Increase the range of operations that customers can com-
plete by themselves, shortening waiting times.

(3)  Streamline head office functions while centralizing small-
scale operations of multiple types handled by branches to 
further streamline branch operations.

(4)  Slim down branch office administration by switching to 
paperless data processing and by going cashless (shifting to 
data-processing).

Policy orientations

Issues Initiatives Main theme the Bank should aim for

Five
Challenges Challenge to increasing productivity

● Improvement of customer convenience

● Reform of branches

● Corresponding to the Information Society

● Cost reduction

● Reform of branch operations

● IT strategy

● ICT strategy

● Strengthening indirect (not face-to-face) channels

● FinTech

● Strengthening relations with our customers

● More muscular organization

We are committed to increase productivity through effective business operations including

expanding contact with customers by creating new financial services in partnership with FinTech and

by strengthening the functions of indirect (not face-to-face) channels.
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Basic policies of ICT strategy Leveraging ICT

The rapid spread of the smartphone has made it possible to 
use many services at “anytime” and “anywhere,” with greater 
speed and ease of use than ever. Going forward, we also expect 
accelerating development in ICT with improvements in trans-
mission speed and wider use of AI.

In response to the development of ICT, the financial indus-
try has likewise begun to develop new services through 
“FinTech” measures.

Under these circumstances, the Bank attaches even more 
importance as management issues to providing new services 
that meet customer needs by leveraging ICT and improving 
the productivity of conventional operations.

Meanwhile, the Bank’s computer system is one of the 
important parts of public infrastructure, and is expected to 
have a robust ICT platform to ensure provision of secure and 
reliable financial services.

To ensure the Bank keeps one step ahead while ensuring 
reliability, it has designated ICT is one of the pivots of its busi-
ness strategy. It has basic policies of ICT strategy: (1) contribut-
ing to greater convenience and customer satisfaction through 
ICT; (2) improving the productivity of business operations; and 
(3) working to provide worry-free, secure ITC services.

In line with its basic policies of ICT strategy, the Bank is commit-
ted to proactively mobilizing ICT to understand our customers 
even better and provide high value-added services by aiming 
for (1) “expanding financial services” to provide accurate re-
sponses to customer needs; (2) further “streamlining business 
operations and ensuring risk control”; and (3) “creating a system 
to realize strategic management policies” in a flexible and 
scalable way.

ICT strategy

*ICT is an abbreviation for Information and Communication Technology. Expanding ICT platforms Proactive use of ICT

Creating a system enabling implementation
of strategic management policies

Streamlining business operations and
ensuring risk control

Expanding �nancial services

Information-sharing

Creating added value using ICT

Overall pro�le of Bank systems and basic policies of ICT strategy

Administrative building (core of the system infrastructure)

Mainframe platforms Open platforms

Open platforms

Accounts-related systems Information-related systems

Cluster of systems for various operations

SUCCESS
system

Internet
banking

ATM, etc. Concentration of information Leveraging data

Improving convenience and
customer satisfaction using ICT

Providing worry-free and secure ICT services

Expanding ICT
services

provided to
the customer

Business
approach
rooted in

customer needs

Expanding ICT platforms Proactive use of ICT

Creating a system enabling implementation
of strategic management policies

Streamlining business operations and
ensuring risk control

Expanding �nancial services

Information-sharing

Creating added value using ICT

Overall pro�le of Bank systems and basic policies of ICT strategy

Administrative building (core of the system infrastructure)

Mainframe platforms Open platforms

Open platforms

Accounts-related systems Information-related systems

Cluster of systems for various operations

SUCCESS
system

Internet
banking

ATM, etc. Concentration of information Leveraging data

Improving convenience and
customer satisfaction using ICT
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provided to
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Business
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rooted in
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Overall profile of Bank systems and basic policies of ICT strategy
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Online banking subscribers are 
increasing

Security measures against unauthorized transfers using “Shigagin” Direct services

The number of subscribers to the “Shigagin” Direct Internet 
banking service enabling transactions to be completed “any-
time,” “anywhere” is increasing, as is the number of banking 
transactions.

Customers can apply for the “Shigagin” Direct service not 
only over the counter, but also online or from an ATM, radically 
improving convenience. We are steadily increasing the number 
of subscribers focusing on customers in their 20s and 30s. 
When away from their home or office desks, customers can also 
conveniently make account queries and carry out transfer 
transactions using their smartphones.

●  For even greater convenience of use in Shiga 
and Kyoto prefectures

In partnership with the head offices of five financial institutions 
within the prefecture (SHIGA CHUOU SHINKIN Bank, Nagahama 
Shinkin Bank, Koto Shinkin Bank, Shigakenmin Shinyoukumiai, 
Shigaken Shinyoukumiai), the Bank on March 6, 2016 launched 
“Shiga Dokodemo ATM Net,” a service enabling ATM cross-use 
without charge between these banks. We have also launched a 
no-charge, ATM cross-use partnership with Kyoto Chuo Shinkin 
Bank.

This enables the customer, when using an ATM of a differ-
ent financial institution, to access services free of charge 
between 8:45 and 18:00 on weekdays, further improving 
banking convenience 
in Shiga and Kyoto 
prefectures.

Alliance with Money Forward, Inc. in “FinTech”
With the smartphone, “easy” banking “anytime,” “anywhere”

On March 3, 2016, the Bank became the first bank based in the 
Kinki region to form a business alliance with Money Forward, 
Inc., In June, we made the “Money Forward” personal account-
ing and asset management services available to our customers.

Going forward, we will consider collaborations aiming to 
provide new services in the financial technology field, in areas 
such as inheritances, defined contribution pensions, consulting 
and financial education.

Strengthening indirect (not face-to-face) channels

Providing Secure Starter
(application for smartphone)

This application carries out automatic security checks at the user terminal, enabling use of online banking after 
completing the security check.

One-time password
(Software token)

When completing transfer and similar transactions, this security measure enables verification of the customer 
by a “one-time password” used with “Secure Starter,” which replaces the personal ID number.

Veri�cation by personal
watchword

When completing log-in and transfer transactions etc. this security measure prevents “impersonation” 
by requiring the customer to provide additional identification using a personal watchword or motto.

“Shigagin” ATMs have become even 
more convenient

●  Enabling a wider range of applications to be 
made without visiting the branch.

From August 2015, we became the first regional bank in the 
Kinki area to launch an ATM application service for a wide range 
of services.

Specifically, the four products for which applications can 
now be made without coming to a branch of the Bank are the 
“Shigagin Direct”, the “Shigagin Card STIO,” the “Shigagin Speed 
Loan Just Support”, and the “Shigagin S-Card Loan Satto Cash”.

自動家計簿機能を滋賀銀行向けにカスタマイズ

Challenge to increasing productivity
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