
INTRODUCTION
The special characteristic of the financial system in Malaysia is the network of 
branches all over the country. The branch network system is the most convenient 
and efficient way to expand banking businesses and services because each branch 
operates as a profit centre. Nevertheless, there are certain unique problems faced 
in the management of branches. 

CChhaapptteerr 33 Branch
Banking

At the end of this chapter, you should be able to: 
1. discuss the advantages and disadvantages of branch banking system; 
2. describe the problems faced by the branch managers of commercial 

banks; and 
3. identify the steps that can help solve the problems related to the 

management of commercial bank branches. 

OBJECTIVES
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3.1 BRANCH BANKING 

Banks establish their branches all over the country to maximise their respective 
market shares in banking. The basic characteristic of branch banking is that the 
branch operations are controlled by head offices and each branch is regarded as a 
profit centre. Each branch is regarded as a profit centre instead of a cost centre 
because each of them has the ability to produce revenue through lending and 
investment activities. 

3.1.1 Advantages of Branch Banking
Branch banking in Malaysia is believed to have many advantages, either from the 
banksÊ point of view or that of the customers. These advantages include: 

(a) RReduce the Population Per Branch Ratio 
 Branch banking reduces the population per branch ratio. Therefore, the 

more branches a bank has means the more capability it has to provide 
banking services to the public. 

(b) UUse the BanksÊ Resources More Effectively 
 If branch banking was not permitted, a bank would have to open new banks 

to penetrate new markets. This would involve enormous and overlapping 
resources. With branch network, a bank can expand into new markets 
through more effective use of financial, operation and human resources.   

(c)  Diversify the Assets and Deposits of Banks
 By having customer base and geographic diversification, a bank is able to 

have a mixed portfolio of loans and mixed portfolio of deposits. Such 
diversification of assets and deposits can reduce the bankÊs risk. For 
example, a bank with many branches can spread out its credit risk by 
procuring customers of different professions, needs etc compared to a bank 
that has to focus on certain specific groups of customers only due to its 
limitation in the number of branches and locations of its operation. 

(d)  Mobilise Funds More Effectively 
There are branches which can attract more deposits than giving out loans, 
and there are branches which receive more loan applications than their 
deposits base can cover. By having branch banking, the branch network can 
overcome this problem by moving the excess deposits from one branch to a 
branch with deposit deficiency. Insufficiency in branch network will result 

Branch banking means the businesses of a bank are carried out by branch offices 
which offer banking services such as deposit taking and lending. 
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in opportunity cost, i.e. loss of customers due to failure to meet the needs 
for loans which in turn results in deficiency of deposits. 

(e)  Provide Better Services
With adequate branch network, customers need not change bank or open a 
new account in another bank upon changing job or moving house. 
Moreover, customers need not worry when working outside their areas as 
banking activities can be conducted anywhere. 

(f)    Provide Competitive Edge 
A bank with many branches has a competitive edge over those with fewer 
because bank branches are profit generating centres for banks. Furthermore, 
the robustness of a bank is associated with the size of its branch network. 
This is evident from the fact that the majority of the large commercial banks 
in Malaysia have large branch networks.

3.1.2 Disadvantages of Branch Banking
The fundamental feature of branch banking is that the operations of branches are 
controlled by the head office. There are many differences in terms of power given 
to branch managers. These differences can cause various problems in the 
management of branch banking. The imbalance in power between the bank 
officers at head office and those at branches also contributes to management 
problems. The excellence and quality of banking services offered to customers 
depends on the solution to these problems.   

        
You surely have accounts with certain banks but often conduct your 
transactions at the branches. Speaking from your own experience, what are 
the advantages/disadvantages of the branches you have transacted with? 

YOUR IDEA 
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Test your comprehension level by answering the questions below. 

3.2 PROBLEMS OF BRANCH BANKING 
MANAGEMENT IN MALAYSIA 

Branch banking operations are controlled by head office. Therefore there are 
often management problems between head office and branches. Problems 
concerning branch banking management in Malaysia are: 

Operational problems 
Staff problems 
Relationship problems between head office and branches 
Problems pertaining to business promotion 
Problems pertaining to branchesÊ performance 

        
1. Why are the branches of commercials banks are treated as profit 

centres instead of cost centres? 

2. Bank Perdana Berhad has opened a branch in a rural area. This branch 
only collects deposits and does not provide loans. Is this branch 
considered a profit centre or cost centre? 

3. What advantages does a bank with a large branch network have over 
a bank without a branch network? 

4.  In general local commercial banks have more branches compared to 
foreign commercial branch became BNM limits the number of new 
branches of foreign commercial bank. However, there are foreign 
commercial banks which show better performance than local banks. 
Does this mean that the number of branches is not a key determinant 
of the profitability of a bank?

Exercise 3.1 
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3.2.1 Operational Problems
Three main operational problems faced by the management of branch banking 
are:

(a) Staff-related problems 
(b) Computer-related problems 
(c) Customer-related problems  

Table 3.1 shows the types of operation problems frequently faced by bank 
branches. 

Table 3.1: Types of Operational Problems Faced by Bank Branches 

Type of Problems Frequency Percentage (%) 

Staff related problems 81 36.8 

Computer related problems 69 31.4 

Customer related problems 49 22.3 

Limited authority of branches 48 21.8 

Operation procedures 41 18.6 

Too many reports 24 10.9 

Space constraint 13 5.9 

Lack of facilities 9 4.1 

Law related problems 6 2.7 

Others 23 10.5 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 43 

(a) SStaff-Related Problems 
 Generally, staff-related problems affect staff morale which in turn 

influences the BanksÊ quality of service delivered to customers. Indirectly, 
they affect the bankÊs profitability. Among the staff- related problems that 
cause operational problems include the following: 

(i) PProblems Leave 
Problems pertaining to annual leave often occur, especially during 
main festive seasons and when the staff take medical leave or 
emergency leave simultaneously. This affects the branch operation 
because when the staff are on leave (especially long leave), the branch 
will be short of staff to perform the daily tasks. 
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(ii)    Staff Shortage 
Staff shortage often happens during lunch time, pay days, before and    
after long holidays, and when staff are on medical, annual leave or 
maternity leave. When there is a shortage of manpower, other 
employees are required to take over the duties of the absent 
employees. The additional work load affects the performance of the 
replacement workers and hence jeopardises the quality of service 
delivered to customers. 

(iii)      Quality of Staff 
Staff sent by head office to branches are not experienced and not     
adequately trained. Besides that, the branchÊs staff are weak in 
communication and supervision skills. 

(b) CComputer-Related Problems

(i)    CComputer Breakdown and Downtime
Computer breakdown and downtime disrupt daily operations. When 
such problem takes place, daily tasks will have to be carried out 
manually and updates will have to be done later on. Should there be 
any major breakdown, the staff will have to complete the daily tasks 
on the next day, usually in great haste. This may jeopardise the quality 
of work as there will probably be mistakes made under the 
circumstances. Staff morale too will be affected. 

The situation gets more complicated if the breakdown takes place 
during peak time. Counter clerks become the target of angry and 
impatient customers waiting for the restoration of normal operations.  

Furthermore, as a result of over-dependence on computers, 
occasionally branch staff forget the manual process related control 
measures that they have to follow during computer breakdown. 

(ii)  DDissatisfaction with Electronic Data Processing (EDP) Department  
 Branch staff are of the opinion that the Electronic Data Processing 

(EDP) Department at the head office is considered as not adequately 
knowledgeable in terms of products, systems, and banking 
procedures. EDP often stipulates new operation procedures without 
taking into consideration the practical operation requirements and 
problems.

(c) CCustomer-Related Problems
Customer-related problems revolve around customersÊ dissatisfaction with 
the banking services provided by the branch. What makes customers 
dissatisfied? Firstly, customers always complain about the slow service 
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during lunch time, pay days and festive seasons. Secondly, customers are 
not satisfied as their requests or appeals for exemption from the bankÊs 
guidelines, rules and conditions get rejected by the management.   

3.2.2 Staff Problems
Three main staff problems concerning the management of branch banking are: 

(a) Absenteeism
(b) Motivation
(c) Inexperienced staff 

        
You are a branch manager of a local bank. Explain in detail how you will 
handle the following operation problems: 

Problem Suggestion 

All your branch staff are Malays. Hari Raya Puasa is 
imminent and all the employees wish to go on long 
leave. However, Hari Raya Puasa is expected to fall 
during midweek and the bank will allow two public 
holidays only. Who will be allowed to go on long leave? 

Your branch has just started the day’s business and 
many customers are thronging to get banking services. 
Suddenly the computer system breaks down and the 
customers staff complaining as this problem happens 
frequently. What should you do? 

Encik Bahari is a long standing customer of your 
branch. He applied for a housing loan recently and 
your head office approved the loan at an interest rate 
of BLR + 2%. Encik Bahari requests for your goodwill 
as the branch manager to reduce the interest rate to 
BLR + 1%. You are unable to do it as it is against the 
rules of the Institute of Banks in Malaysia and Bank 
Negara Malaysia. How will you explain to Encik 
Bahari?

YOUR IDEA 
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Table 3.2 lists the types of staff problems often faced by branches. 

Table 3.2: Types of Staff Problems Faced by Branches 

Type of Problems Frequency Percentage (%) 

Absenteeism 50 22.9 
Motivation 49 22.5 
Inexperienced staff 35 16.1 
Attitude 34 15.6 
Discipline 28 12.8 
Staff shortage 27 12.4 
Staffing 22 10.1 
Excessive overtime 20 9.2 
Lack of skills in marketing and management 20 9.2 
Conflict between officers and clerks 18 8.3 
Low productivity 13 6.0 
Leave 12 5.5 
Problems related to employees union 10 4.6 
Dissatisfaction with remuneration system 9 4.1 
Personal problems 8 3.7 
Staff relationship 5 2.3 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 54 

(a) AAbsenteeism 
 Absenteeism means absence from work for reasons including medical leave, 

participation in sports and participation in workers associationÊs meetings. 
If absenteeism happens frequently, it will disrupt the operations of the 
branch and affect the employees who have to take over the absent 
employeesÊ work. 

(b) MMotivation 
 Four factors that may dampen staffÊs motivation are: 

(i) Lack of opportunity for self development and career advancement. 
(ii) Lack of intrinsic and non-intrinsic reward. 
(iii) Ambiguous policies and guidelines. 
(iv) Be reprimanded in public. 

(c) IInexperienced Staff 
Most of the staff sent to branches are not experienced or properly trained. 
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3.2.3 Relationship Problems between Head Office and 
Branches

Relationship problems between head office and branches are attributable to the 
following sources of conflict: 

(a) Sharing of resources 
(b) Different goals 
(c) Interdependent work activities 
(d) Differences in value and perception 
(e) Communication problems 

        
You are a branch manager of a local bank. What is your approach to the 
following motivation problems? 

Problem Suggestion 

Cik Rosni has served your branch for a long time. 
She arrives for work at 9.00 a.m. sharp and leaves 
work at 5.00 p.m. sharp. She does only what she is 
asked to do. Cik Rosni does not work overtime 
even though there is a lot of work that has to be 
completed. Does Cik Rosni have any motivation 
problem?

Mr. Ragunathan is your assistant branch manager. 
He is usually a hard working employee. However, 
since he received the decision on his application 
for promotion, he appears to be less interested in 
his work. What action will you take?  

Mr. Koh is a credit officer at your branch. He does 
not like to source for customers. His philosophy is, 
“If the customers want financing, they should come 
to the bank. Why should a well look for buckets?” 
Why does he have this opinion? What should you 
do?

YOUR IDEA 
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(a) SSharing of Resources 
 Limited resources in a bank have to be shared by head office and branches 

in accordance with priorities set by the bank management. As a result, some 
branches are given resources more or less than their requirement. Conflicts 
pertaining to resources include: 

(i) Head office rejects loan applications by branch customers as the bank 
does not have sufficient funds for the loans.   

(ii) Staff shortage problem. 

(b) DDifferent Goals 
 Although head office and branches belong to one same organisation, they 

have different goals in certain activities. For example, operation procedures 
in the operation manual are too stringent and over emphasise on the control 
aspect. This reflects the conflict in objectives between branch managers and 
head office staff responsible for internal control. 

 The responsibilities of a branch manager are to manage the branch and to 
generate profits in a reasonably controlled environment. However, the 
internal control staff at head office want a comprehensive control system. 
Such conflict is inevitable when branches are regarded as profit centres 
while head office a service centre. 

 The problem exists because of differences in the degree of emphasis on the 
same objectives. For example, branches have to submit too many reports in 
accordance with deadlines stipulated by head office. Branches feel that the 
time given to complete and submit the reports is too short. While branches 
are of the opinion that their daily tasks should be given priority, but 
reporting is the first agenda on head officeÊs list of responsibilities. 

(c) IInterdependent Work Activities 
 The structure of the branch network system requires interdependence 

between branches and head office. For example, head office depends on 
branches in preparing the bankÊs financial reports, and branches depend on 
head office for funding.  

 Problems occur when a unit in an organisation is not able to perform its 
duties as a result of non-performance or non-completion of work by another 
unit. In view of that, there would be problems between a branch and head 
office if the branch failed to submit reports by the stipulated deadlines, or, if 
the head office failed to approve loan applications by the stipulated 
deadlines.



CHAPTER 3 BRANCH BANKING 63

(d) DDifferences in Value and Perception 
 Differences in attitude, value and perception between head office staff and 

branch staff contribute to conflicts within a bank. The level of conflict 
depends on the degree of differences in value and perception  the more the 
differences, the bigger the conflict. 

 Conflicts can arise from the differences in the perception on balance of 
power between head office and branches. Head office is perceived to be 
more powerful than branches. Imbalance in power is often the cause of 
continuous conflicts between head office and branches. 

(e) CCommunication Problems 
 Unclear communication can result in conflicts between groups. Factors 

jeopardising the communication between head office and branches are: 

(i) Slow responses 
(ii) Competence level of the officers concerned 
(iii) Communication methods 
(iv) The person to be contacted 
(v) Conflicting policies and procedures 

Table 3.3 lists some measures that can help solve the communication problems 
between head office and branches. 

        
How can the communication problems between head office and branches 
can be solved? 

THINK
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Table 3.3: Measures to Solve Communication Problems  
between Head Office and Branches 

Measure Frequency Percentage (%) 

More frequent meetings/dialogues/discussions 62 29.5 

Have better understanding of the work at 
branchesÊ  

38 18.1 

More interaction between head office staff and 
branch staff 

31 14.8 

Head office staff must have branch level 
working experience 

29 13.8 

Head office staff to be on attachment to branches 26 12.4 

Understand each otherÊs roles and limitations 13 6.2 

Better communication channels 12 5.7 

Prompt responses to branchesÊ queries or 
problems

12 5.7 

Head office staff should be friendlier, more 
courteous and more diplomatic 

10 4.8 

Discuss with branches before making any major 
changes that have impact on branches

8 3.8 

Reduce ad hoc requests for information which 
can be obtained from any other head office 
departments

5 2.4 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 79 

We can conclude from Table 3.3 that the best step towards solving the 
relationship problems between head office and branches is through better and 
more frequent interaction between the two parties. This includes having 
meetings/dialogues/discussions more frequently between the two parties to not 
only discuss ways to improve the operation aspect of branch management but 
also to solve any relationship problems. 

Apart from that, head office staff should be more empathetic towards work 
problems at branches. This can be achieved through having work experience at 
branches or through relevant training programmes. 



CHAPTER 3 BRANCH BANKING 65

Interaction between head office staff and branch staff can also be enhanced 
through official or even social meetings. 

3.2.4 Problems Pertaining to Business Promotion
Table 3.4 lists the problem faced by branch managers in promoting banksÊ 
businesses.

Table 3.4: Main Problems Faced by Branches in Relation to Business Promotion 

Problem Frequency Percentage (%) 

Manpower shortage 104 47.5 

Competition 63 28.8 

Non-competitive products 55 25.1 

Overly stringent policies and rules 34 15.5 

Inadequate authority to use discretion to 
approve

29 13.2 

Delayed approvals by head office 27 12.3 

Lack of support from head office 20 9.1 

Lack of banking facilities 19 8.7 

Small market 15 6.8 

Location 15 6.8 

Lack of quality customers 12 5.5 

CustomersÊ attitude 10 4.6 

BankÊs image 8 3.7 

Economic condition 6 2.7 

Size of the bank 3 1.4 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 84 

(a) MManpower Shortage 
 Shortage of manpower to implement the promotion correctly is the key 

problem in business promotion. For example, branches lack in officers, 
especially those who have the relevant skills and are experienced in sales 
and marketing, to promote loans. Branches are of the opinion that branch 
staff should be given training in sales and marketing and business 
promotion.
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(b) CCompetition 
 Stiff competition from other commercial banks and finance companies is the 

second biggest problem in business promotion. Branch managers have to 
compete with not only the branches of other banks, but with the branches of 
their own banks too. 

(c) PProductÊs Ability to Compete
 The third biggest problem in business promotion lies in whether the 

products are able to compete. Branches have the opinion that their banksÊ 
products are not competitive in terms of pricing and interest rates 
compared to those offered by other banks. Other factors that can affect a 
productÊs ability to compete are: 

(i) Excessively stringent terms and conditions 
(ii) Excessively long time taken for processing loan applications. 
(iii) Rigid rules set by head office 

(d)  Policies and Rules
Strict policies and rules are identified as the fourth problem in business 
promotion as they fail to attract customers. Branches have the opinion that 
evaluation on loan applications is too rigid to promote the development of 
loan portfolios of branches. Besides, the branchesÊ promotion efforts are 
constrained by the lending policies set by head office which restrict the 
types of businesses that can be sourced by the branches. 

3.2.5 Performance of Branches
Essentially, performance of a branch involves evaluation or measurement of the 
effectiveness of that branchÊs organisation. Therefore the main objective of 
evaluating the performance of branches is to assess the actual performance in 
comparison with the budgeted performance. 

(a) EEvaluation Criteria 
Quantitative criteria as well as qualitative criteria are used in the evaluation 
of branchesÊ performance. Table 3.5 lists the criteria used. 
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Table 3.5: Criteria Used in the Evaluation of BranchesÊ Performance 

Criterion Frequency Percentage (%) 

Financial performance 158 72.8 

Loans and advances 100 46.1 

Deposits 94 43.3 

Actual performance versus budget 77 35.5 

General management of branch 37 17.1 

Internal control/audit reports 22 10.1 

Non-performing loans 18 8.3 

Quality of customer service 17 7.8 

Reporting 12 5.5 

Compliance with procedures and  
guidelines set by  head office 

12 5.5 

Priority sector financing 7 3.2 

Size of bank/branch 6 2.8 

Number of staff 6 2.8 

Comments/complaints from head  
office/other departments 

5 2.3 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 93 

Table 3.5 shows that the effectiveness of an organisation can be evaluated based 
on various criteria because no one single standard can provide a complete 
evaluation of the effectiveness of an organisation. 

(b) PPerformance Measurement
As in the case of effectiveness, the performance of a branch cannot be 
measured with just one standard of measurement. Table 3.6 shows 26 
performance measurements which can be used to evaluate efficiency, 
profitability, productivity and service quality in the sequence of importance. 

Based on the table, the performance ratio that is of the utmost importance is 
the total loans to total deposits ratio. This ratio has the highest score, in line 
with the efficient organisation concept which links output with input. In the 
banking industry, the main input is deposits while loans the main output. 
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The ratio with the next highest score is the operating expenses to operating 
income ratio. This ratio is also known as cost efficiency ratio. It measures 
the organisationÊs capability to minimise its operating expenses. 

The ratio of profit just as the ratio of net profit compared to the amount of 
loans is also used to branches financial performance. 

Three performance measurements have the lowest scores because of their 
ambiguity or irrelevance. For example, the measurement by the number of 
operation mistakes is a negative performance measurement. 

Table 3.6: Criteria Used in the Evaluation of BranchesÊ Performance 

Performance Measurement Mean Score 

Total loans/total deposits 4.024 

Operating expenses/operating income 3.899 

Net profit/total revenue 3.871 

Net profit/operating income 3.824 

Amount of non-performing loans 3.762 

Net profit/total assets 3.762 

Net profit/total deposits 3.572 

Net interest earned/total deposits 3.569 

Total loans and advances/total assets 3.522 

Net profit/number of employees 3.476 

Number of non-performing loans 3.459 

Interest earned/deposits 3.398 

Operating expenses/number of employees 3.345 

Net interest earned/total assets 3.289 

EmployeesÊ salaries and benefits/operating expenses 3.201 

Interest earned/total assets 3.139 

Total interest expense/operating expenses 3.112 

Business loans/total assets 3.082 

Net interest earned/total number of employees 3.076 

Total loans/total number of employees 3.043 

Number of complaints from customers 3.038 

Interest earned/total number of employees 3.033 
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Maintenance of work place 3.043 

Number of operation weaknesses/damages (such as cash 
shortage, wrong posting) 

2.995 

Personal loans/total assets 2.633 

Accommodation expenditure/operating expenses 2.585 

Source: Shamsudin Ismail and Ee Kow Keang (1991) pg. 97 

Test your comprehension level by answering the questions below: 

        
An evaluation on the performance of a branch is indeed an evaluation on the 
performance of the branch manager. If a branch is found to be weak as a 
whole, then the branch manager’s management is ineffective, therefore, the 
branch manager should be replaced. What is your view on this?

YOUR IDEA 

        
1. Puan Zakiah is a branch manager of Bank Perdana Berhad. She has 

taken the following actions in relation to the relationship problems 
between head office staff and her branch staff. Do you agree to her 
actions? Explain your answers in detail with the appropriate reasons. 

(a) Accounts Department staff from head office reprimanded Puan 
ZakiahÊs accounts staff for late submission of the banksÊ 
coordination reports. Puan Zakiah contacted the Chief Accountant 
of the bank and requested that accounts staff from head office be 
sent to her branch to solve the manpower shortage problem there. 

(b) Mrs. Loo is a long standing customer of Puan ZakiahÊs branch. 
Mrs. LooÊs application for loan, which was supported by Puan 
Zakiah, was rejected by the Credit Committee at head office 
recently. Puan Zakiah advised Mrs. Loo to appeal to the bankÊs 
CEO directly. 

Exercise 3.2 
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(c) The internal auditor recommended to Puan ZakiahÊs branch to 
maintain the staff attendance register in a more meticulous and 
organised manner. Puan Zakiah did not agree to the 
recommendation and threw the staff attendance register into a 
wastepaper basket. 

2. Below are actions taken by Encik Suhimi, a branch manager of Bank 
Besar Berhad, to solve the problems pertaining to business 
promotion. Evaluate Encik SuhimiÊs actions in handling the 
problems:

(a) Bank Besar Berhad has launched a new product. Encik Suhaimi 
feels that the promotion by head office was not effective enough, 
therefore he carries out additional promotions. 

(b) There are ten Bank Besar Berhad branches located in the same 
area as Encik SuhaimiÊs branch. The branches sometimes 
compete among themselves for business. Encik Suhaimi has 
suggested to the Area Manager to solve such inter-branch 
rivalry by giving business opportunities to the biggest branch 
(Encik SuhaimiÊs branch is the biggest branch in the business 
area concerned). 

Encik SuhaimiÊs rationale being, customers should be given the 
best and comprehensive range of services which can only be 
found at the biggest branch . 

(c) Encik SuhaimiÊs branch is not permitted by head office to offer 
agricultural loans. In the event of any agricultural loan 
application, Encik Suhaimi would suggest to the applicant to 
apply to the branches of other banks in the same area. 

3. You are the Senior Manager of Bank BerjayaÊs Branch Banking 
Department at head office. Your bank has 50 branches throughout 
the country.

(a) How do you assess the performance of your branches? 
(b) What are the assessment criteria that you will select? 
(c) What are the assessment measurements used by you? 
(d) State the main problems you face in assessing the business 

performance. 
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SUMMARY
Bank branches are profit centres of commercial banks in Malaysia. Therefore the 
top management has to be sensitive to branch management problems, which 
affect a bankÊs overall profitability and growth. Bank branches are no longer just 
the place to collect deposits and provide loans. To ensure branchesÊ success as 
profit centres, more effort and attention should be given in handling the 
problems identified in the study by Shamsudin Ismail and Ee Kow Keang. 

Circle the correct answers. 

4. What is the cause of friction between the head office and branches of 
a commercial bank? 
A. Differences in work objectives 
B. Interdependence of work activities 
C. Differences in salary scale 
D. All of the above 
E. A & B 

5. Which is NNOT an advantage of branch banking? 
A. Branch banking usually can increase the population per branch 

ratio.
B. Banks can use the financial resources more effectively. 
C. Branch banking can help to diversify banksÊ assets. 
D. Branch banking provides job opportunities. 
E. A & D 

6. Based on the study by Shamsudin Ismail and Ee Kow Keang (1991), 
the main source of staff related problems is: 
A. Lack of discipline 
B. Motivation level of branch staff 
C. Weak human resource management 
D. A & B 
E. All of the above 


