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"This new book on retail banking is both readable and innovative. Its analysisis unusually accessible in its
style, and the book's conclusions and predictions will be rightly thought provoking. The customer is gaining
real power and this new book's insights on the importance of |eadership, the need to unleash creativity and to
make a bank's I T and people resource work together more effectively for customer satisfaction are important
pointers to the shape of future competitive differentiation.”

--Sir Mervyn Pedelty, Recently retired Chief Executive, The Co-operative Bank plc, smile, CIS and Co-
operative Financia Services

"A stimulating read. A readable and lively book that is always informative, sometimes controversial and
invariably challenging. The authors don't expect readers to agree with it al, but the readers will undoubtedly
gain some fresh insights and perspectives on the multiple issues facing management in arapidly changing
industry."

--Chris Lendrum CBE, Recently retired Vice Chairman, Barclays Bank

"This book is clear enough for the layman and thorough enough for any banker to obtain an excellent sense
of the options for successful strategies for their retail businesses. The challenges of technology introduction,
cost of production and scope of service are driving banks into responses increasingly similar to other
industry sectors. These forces have been apparent for some years but are so evident now they can no longer
be ignored. This book provides an excellent guide to mapping that future.”

--Joseph DeFeo, CEO, CL S Bank.

"Thisisauseful guide to retail banking that provides a thought-provoking view on the state of The Art (of
Better Retail Banking). Clearly retail banking can get better, and must! To steal an analogy from the
conclusion, there is a sea change going on - consumers are looking more and more for greater smplicity and
value, and so many banks are still making such heavy weather of it. This book does agood job of charting
the current developments.”

-- Lindsay Sinclair, CEO, ING Direct UK.

"A whistle-stop tour of all aspects of retail banking. Thisis avery readable and insightful real world mix of
theory, strategy, tactics and practice. They have even managed to make banking sound exciting. But mostly
they have been able to cut through the complexity to remind us all that successin retail banking is not just
about finance and efficiency - it is about customers and staff, who are all too often forgotten about."
--Craig Shannon, Executive Director - Marketing, Co-operative Financial Services.

"The authors live up to their promise of providing managers and students with a clear exposition of the retail
banking sector and how banks can confront the challenging future they face. This book is a practical manual
with lots of useful advice. | was looking for new insightsin this book - and | found them!"

--Professor Adrian Payne, Professor of Services Marketing, Director, Centre for Services Management,
Cranfield School of Management.



"A key determinant of any organisation's success will be an enhanced understanding of 'value' as defined by
customers, employees, shareholders and other stakeholders. Vaue can mean different things to these
different groups, and this book has set itself the objective of identifying the approaches that will improve the
value proposition for all of these interested parties. It achieves this objective."

--Professor Steve Worthington, Faculty of Business and Economics, Monash University.

"An enjoyable and useful read. It provides a good perspective on therole of IT and how IT suppliers and
professionals need to contribute to future developments in retail banking strategy and implementation. It
helps provide guidance for the significant challenges ahead for both suppliers and the Banks."

--Nick Caplan, Managing Director, Globa Financia Services, LogicaCMG.
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From reader reviews:
Gary Glover:

Nowadays reading books be alittle more than want or need but also be alife style. This reading habit give
you lot of advantages. Associate programs you got of course the knowledge your information inside the book
which improve your knowledge and information. The data you get based on what kind of guide you read, if
you want have more knowledge just go with training books but if you want feel happy read one along with
theme for entertaining like comic or novel. The actual The Art of Better Retail Banking: Supportable
Predictions on the Future of Retail Banking is kind of reserve which is giving the reader erratic experience.

Jackie Caldwell:

This The Art of Better Retail Banking: Supportable Predictions on the Future of Retail Banking usually are
reliable for you who want to become a successful person, why. The reason why of this The Art of Better
Retail Banking: Supportable Predictions on the Future of Retail Banking can be one of many great books you
must haveis usually giving you more than just simple reading through food but feed you actually with
information that probably will shock your before knowledge. This book is handy, you can bring it
everywhere and whenever your conditions both in e-book and printed versions. Beside that this The Art of
Better Retail Banking: Supportable Predictions on the Future of Retail Banking forcing you to have an
enormous of experience for instance rich vocabulary, giving you demo of critical thinking that we realize it
useful in your day action. So, let's have it appreciate reading.

Adelina Foreman:

This book untitled The Art of Better Retail Banking: Supportable Predictions on the Future of Retail
Banking to be one of several books that will best seller in this year, honestly, that is because when you read
thisreserve you can get alot of benefit init. You will easily to buy this book in the book retail store or you
can order it through online. The publisher of this book sells the e-book too. It makes you more easily to read
this book, as you can read this book in your Smartphone. So there is no reason to you to past this e-book
from your list.

Kendrick Hardee:

Reading a e-book make you to get more knowledge from the jawhorse. Y ou can take knowledge and
information coming from a book. Book is created or printed or illustrated from each source which filled
update of news. With this modern eralike today, many ways to get information are available for a person.
From media social just like newspaper, magazines, science reserve, encyclopedia, reference book, fresh and
comic. You can add your understanding by that book. Ready to spend your spare time to open your book? Or
just searching for the The Art of Better Retail Banking: Supportable Predictions on the Future of Retail
Banking when you required it?
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