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The Cisco Story

Challenge Results

» Scale the company
» Dramatic competitive

* Maintain high-quality advantage through:

customer support Interne
Busine Higher customer

¢ Maximize return : ! z
4 LA Solutio satisfaction

shareholders in times of:
Faster time to market

Rapid growth
Technology change $600M+ in savings
Acquisitions 20% improvement in

productivity ($3.7B

Shortage of experts expense base)
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“Internet Business Solutions” Create

Competitive Advantage

S - Higher

customer
satisfaction

Lower costs

Competitive
agility
Accelerated
time to market
Higher
employee
Ubiquitous Connectivity P
where the Business effICIency
Runs on the Nework i
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Cisco’s E-Commerce

Business Solutions

Develop-

Customer
Care

Supply Chain Internet
Communications/Collaboration
Workforce Optimization 7
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Capabilities and Results

Demand Supply Manufacturing Customer
Management Management Management Management

» Single forecast * Activity

» Testing automated
for S | -
(?l:ai:pp 1 e od on supplier line

with Cisco
Done by supplier, methodology
based on “real” 90% handled
demand signal through Web

Done by supplier
Suppliers No invoices— on actual demand | . Decentralized

monitor and payment on signal shipm_ent,
replenish shop-floor coc?rdmated
transaction delivery

* 70% filled
directly by
supplier

Build
requirements
transmitted daily

New Product * Integrate suppliers < “Push” Engineering Change Orders
Introduction in new product to all parties, regardless of Cisco and
development supplier
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Cisco’s Breakaway

$20 Cisco
$16

$12

Internet
¢8 Applications

$4 Competitors

N /
$0 90 ' 1991 ' 1992 ' 1993 ' 1994 ' 1995 1996 1997 ' 1998 '1999 2000

Source: Bloomberg

Notes: Dates are calendar years, Numbers are annualized from most recent reports
IBSG 0499 www.cisco.com 6

Copyright © 1998, Cisco Systems, Inc. All rights reserved. Printed in USA.
Presentation_ID.scr



Cisco’s Demand Side

LIEEN SPEIENE

Before and After the Customer Buys . . ..

* 90+% of all customer queries are
resolved by the customer without
Cisco

* 90+% of all customer software
and documentation downloads

« Since 1996 call center support
has grown only 15%

2l 6506M savings
Net
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When the Customer Buys ...

- US$60++M orders received daily
* 90+% of all orders

- Customers price, configure, and
order, as well as check order
status online.

+ Order accuracy

2000 .
Net $65M Savings
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Marketing

workers

Event and seminar
registrations

Cisco product registration
CCO personal update

- R . Cisco Srstems
Cisco SeminarSeries i

News release push

. . O R\ oA ot
Publishing wW W L e
T ini H 1 o englsh esn.;ﬁul nmmﬂ itlano fangs
raining registration =
N
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“Full Service”
Internet Commerce on CCO

Pricing

Configuration

Yearly Run Rate $22.3 Billion

Orders online 90%

Satisfaction 4.34 out of 5
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Customer Care

Cisco Connection Online

Installation and Configuration

Documentation B i o e = -
S~ -
Operation Support Taukleshaoting bgine L]
Software Library SEIT——
N~ s 7o deren g Sy
Problem Detection: '_.'.'\‘:'.:ﬂl:l':ﬂ H.:-I.'\..J'll.'.l.-..l.--. o Wi s e wake @ e, e g g
CiscoWorks o it e . il . it
S~ m it
Problem Identification: gy~
Bug Navigator Bk o b e ol
' = —=T—r—e3
Problem Notification: Bug Alerts Reaiaie [ e i § ey 56
pe e
' h-__.-.... R C U | ﬁ:;_-‘:.:u-

Problem Resolution: Open
Forum, Troubleshooting Engine
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Cisco’s Supply Side

LIEEN SPEIENE

Supply Chain Management

Extended ERP “Single Enterprise”
systems to suppliers with Suppliers
Automated routing data _

transfer through EDI Cisco DUlld -

Eliminated need [ san Pmductx rﬂ

for purchase ?
. . Supplier
orders and invoices Money

Developed partnership Automated Testing on
with suppliers and created EEeITIETIT oo K11 o] e [T BTy
test cells on supplier line = cisco
Test procedures Fml central
automatically downloaded - conirol
on order configuration Supplier ——

Suppliers test using Test Cell I
Cisco methodology
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Networked Supply Chain

— Not achain
Enterprise —f?_. but a fabric of relationships
. =
| Retailers = N Supported by
SN " - P seamless
Mahiifactrers C— g—,__jﬁ;% i connectivity
== nee Wikl Collectively
== r——= 3 Actlng to meet the
= - customer’s needs
Suppliers L
Distribution
15

Www.cisco.com
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Supply Chain

Management Results

55% of unit volume directly shipped without

Cisco touch
New product introduction time to volume
accelerated by a quarter (annual contribution
margins enhanced by $150 million)
Lead times reduced from six to eight weeks to
one to three weeks
Engineering change notice time down from
25 days to 10 days
Annual operating costs reduced
by $112 million

www.cisco.com
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What a Networked Supply Chain has meant

to Cisco ...

+ Order cycle time reduced from 6-8
weeks to 1-3 weeks

* 45% inventory reduction for Cisco
supplier partners

* Time-to-production volume cut EE l-.- Comnecti
by 25% - $270M annual revenye '” upp—r H:I:Im

contribution

* 55% Direct shipment

2000 ) )
NP $695M savings in annual costs
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Cisco’s Workforce

Optimisation

EIEED SPFIENE
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Employee services

IBSG 0499

Employee Services

Cisco Employee Connection

Travel/expense
Benefits enroliment
Training registration

Stock information

Internal IT help desk

Directory and
organization chart

Wwww.cisco.com 19
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Employee Services (Cont.)

Workflow
Purchasing/ORM

Recruiting online

Decision support
EIS

www.cisco.com 20
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Communication/Collaboration

IP/TV for sales/product training

Company-wide employee
meetings and broadcasts

Collaboration with suppliers for
new product design

Stanford Engineering courses
online

IBSG 0499 www.cisco.com

Employees look after themselves . . .

- Self-service for all employees

2000 . . ..
Net $86M increase in productivity
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FAST Start

Workforce Optimization

Directory

.| End-to-End
Staffing

Corporate
Procurement

Benefits
Enrollment

Technical Support
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T o CiseoSusrius

RAINING

« Challenge:
Hundreds of products
38,000+ employees
60+ acquisitions
$60M in product sales each day

mension in Learning
£ EmN

WWCS PERFORMANCE ﬁ

« Solution:

E-Learning Suite

AT i e B e e

i marruryg It g
Baw Fus Aradp?

- -
..\.-.' ..-..--
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Cisco E-Learning Portfolio

¢ Results:

40--60% cost savings
($500K-$4M)

80% training is on line

Reduce training time up to
80%

Decreased product
development cycle

Improved customer /
employee satisfaction

Anytime, Anywhere Access

Cisco EdNet e
Networking Academies g

IBSG 0499 Workforce www.cisco.com 25

eLearning

E-learning enables you to:

Empower through Self-
Service & Video On Demand

Learn at your convenience
24 hours a day, 7 days a
week, from anywhere in the
world

Save time and money

Optimize learning
capabilities quickly and
effectively

Gain a competitive
advantage in global
Cisco EdNet Empowered, marketplace

Networking Academies Jwicdgeshle
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Productive Employees . . .

- - Internet Co’s:  $250,000
e . Cisco: $702,000 |

FO0_4665_c1 (©11999, Cisco Systems, Inc.

FY 2000 Impact: $1.352M
Productivity Per Employee:
- Automotive: $160,000

 Financial: $180,000

27

Quarterly Unit Volumes

(000’s)

Cisco Systems, Inc.

Apr |() ct Ap

M Unit Volumes

FY’93 FY’94 FY 95 FY’96 FY’97 FY’98 FY’99
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Quarterly Headcount

Headcount

Cisco Systems, Inc.

FY 93 FY’'94 FY’95 FY’'96
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FY’97 FY’98 FY’99

Financial Impact of Internet Business
Solutions (FY’00)

Internet Business Solutions

Supply Chain Management

= Cost benefits
- Income: Faster time to market

Customer Care
Workforce Optimization
Internet Commerce

Total Financial Impact
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Financial Impact

$695 million
$307 million
$388 million

$506 million

$86 million

$65 million

$1,352 million
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E-Learning Funding Model

Business Unit Funded

IP/TV & Video Authoring
Virtual Classroom
Learning Management & Assessment

ILSG Funded

Content Delivery Networks

Network Infrastructure
AVVID

Intelligent Network Services

B & = ¢

IT Funded

IBSG 0499 www.cisco.com 31

Foundation is your Enabler

* Infrastructure for Success: Clco

Headquarters

Campus, home office connectivity
Access requirements 24x7 or “live”
Intelligent distribution and delivery

Solution architecture standards

“Media is played
back from the
Content Engine to
the desklop
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Common Enterprise Wide Foundation

Virtual Classroom
IP/ITV
Learning Management System

Content Delivery Networks
AVVID

Intelligent Network Services
I Policy / / Manage / | Performance
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Discover all
that's possible
on the Internet
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