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Robbert Kuppens
C I O  E uropea n M a rk ets
N ov em ber 1 3 th 2 0 0 8

Increasing 
P ro d u ct iv it y
t h ro u gh  M u l t im ed ia 
C o l l ab o rat io n
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3 Takeaways for Today

�Business and Consumer IT worlds are 
c onv erg ing :  N ew Cust omer E x p erienc es

� O rg aniz at ions wh ic h  ef f ic ient ly  adop t  
Collab orat iv e W ay s of  W ork ing will b reak  away

�Business q ualit y  Collab orat ion &  
Communic at ion p lat f orms req uire 
t h e N et work  as t h e P lat f orm
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Agenda

� IT Vision, Strategy & 
E x ec u tion

�Th e C u stom er E x p erienc e
� M easu ring Su c c ess
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T h e T h ree E ras o f  IT  at  C isco

Motivator

T e c h n ol og y

N e tw ork

T ran s ac tion

I n te rn e t

N e tw ork  of  
N e tw ork s

I n te rac tion

C on ve rg e n c e

I n te l l ig e n t 
I n f orm ation  
N e tw ork

Experience

W eb  2 . 0

H u m a n 
N et w o rk

E m pow ered  U serProcessW ebE ra

T ran s f orm ation al
E-C o m m e r c e
Em p l o y e e
S e l f -S e r v i c e
V i r t u a l  C l o s e

S u s tain ab l e
U n i f i e d  
C o m m u n i c a t i o n s
S u p p l y  C h a i n  
Ec o s y s t e m

T ra ns f o rm a t io na l
Co m m e r c e  a n d  
S e r v i c e s  O r i e n t e d  
A r c hi te c tu r e
E n te r p r i s e  Cl a s s  
Co l l a b o r a ti o n  
T e c hn o l o g i e s
S e r v i c e  O r i e n te d  
Da ta  Ce n te r
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B u siness-IT A l ignm ent Vision
G row ing th e b u siness

E nab l e ev ery  m o v e w e m ak e w it h  IT …
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IT  E nab l em ent  A rch it ect u re…

Business 
C a p a b il it ies

Business M o d el s
U ser  E x p er ienc e

P l a t f o r m  Buil d ing  
Bl o c k s

M o b il it y

U nif ied  
C o m m unic a t io ns

C o l l a b o r a t io n

V ir t ua l iz a t io n

D a t a  C ent er

V id eo

N et w ork  a s t h e 
Pl a t f orm

S erv i ce O ri en t ed  
A rch i t ect u re

C ol l a b ora t i on
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Agenda

� IT Vision, Strategy & 
E x ec u tion

�Th e C u stom er E x p erienc e
� M easu ring Su c c ess
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T h e B u siness C ase f o r V id eo :
P ro d u ct iv it y  Im p act  in a V irt u al  W o rl d

Source: T h e P s y c h ol og y  of  E f f ect i v e B u s i n es s  C o m m u n i ca t i o n s  i n  G eog ra p h i c a l l y  d i s p ers ed  T ea m s  b y  P ea r n  K a n d ol a ,  2 0 0 7

As long to c om m u ni c a tea  m e ssa ge  e le c tr oni c a llyth a nf a c e -to-f a c e

As long to c om m u ni c a tea  m e ssa ge  e le c tr oni c a llyth a nf a c e -to-f a c e

O f  c om m u ni c a ti on i s non v e r b a l.  W i th ou t V i su a l c u e s m e ssa ge s c a n b e  e a si ly  m i si nte r p r e te d

O f  c om m u ni c a ti on i s non v e r b a l.  W i th ou t V i su a l c u e s m e ssa ge s c a n b e  e a si ly  m i si nte r p r e te d

T i m e  la g f or  c u ltu r a lly  d i v e r se  te a m s to b e gi n ou tp e r f or m i ng si ngle -c u ltu r e  te a m s

T i m e  la g f or  c u ltu r a lly  d i v e r se  te a m s to b e gi n ou tp e r f or m i ng si ngle -c u ltu r e  te a m s

T i m e  i t ta k e s to b u i ld  tr u st i n th e  e le c tr oni c  c om m u ni c a ti on w or ld

T i m e  i t ta k e s to b u i ld  tr u st i n th e  e le c tr oni c  c om m u ni c a ti on w or ld

H ow  l ong  d oes i t ta k e i n y our org a ni z a ti on to                   
sta rt a  new  ( g l oba l )  ( ex tend ed )  tea m  a nd  d el i v er on c om m i t?     

… a nd  be m ore suc c essf ul  th a n th e c om peti ti on?  
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R ich ness o f  E x p erience…

T ext
Wikis, Blogs,

D isc u ssion  F or u m s

P o d c a s t T e l e p h o n y
A u d io

W e b c o n f e r e n c e

V i d e o  S h a r e

V id eo

T e l e P r e s e n c e V i d e o  S t r e a m i n g
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IT  is cau gh t  in t h e m id d l e…

Ent erpris e D em a nd s
Co m p l i a n c e

A v a i l a b i l i t y
B a c k u p  &  R e c o v e r y

S e c u r i t y

Q o S
G T M  S tr a te g i e s

“I w a n t F a c e b o o k  f o r  
the  E n te r p r i s e . . . ”

“I’m  g o i n g  t o  d o  i t 
w he the r  y o u  s u p p o r t i t 

o r  n o t. . . ”
“W hy  c a n ’t I g e t a c c e s s  
to … ”

Em pl o y ee D em a nd s
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“In t h e C l o u d ”( s) ?

© 2 0 0 8  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  C o n f i d e n t i a lr k u p p e n s 12G l oba l  D el i v ery  N etw ork  P l a tf ormG l oba l  D el i v ery  N etw ork  P l a tf ormG l oba l  D el i v ery  N etw ork  P l a tf orm

O n-P rem i seO nO n--P rem i seP rem i se O n-D em a ndO nO n--D em a ndD em a nd

C ol l a b ora t i v e A p p l i ca t i on s
C isc o  A p p sC isc o  A p p s P a r t ner  A p p sP a r t ner  A p p s C ust o m er  A p p sC ust o m er  A p p s

( E nt erp rise)  C o l l ab o rat io n 2 . 0  
S erv ice O rient ed  A rch it ect u re ( S O A )

P olic yP olic y
M gm tM gm t

P r e se n c eP r e se n c e
&  L oc a t ion&  L oc a t ion

I M  &  C h a tI M  &  C h a t

R ou t in g R ou t in g 
&  Q u e u in g&  Q u e u in g

D a t aD a t a
S h a r in gS h a r in g

C u st omC u st om
D a t aD a t a

C a llC a ll
C on t r olC on t r ol

F ile  M gm tF ile  M gm tV id e oV id e o P olic yP olic y
M gm tM gm t

P r e se n c eP r e se n c e
&  L oc a t ion&  L oc a t ion

D ir e c t or y  &D ir e c t or y  &
I d e n t it yI d e n t it y V oic eV oic e

E n d -U ser C u st om ers
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O u r D at a C ent er E v o l u t io n

20052004 2006  - 2007 2008  - 201 0

• Standardization
• V irtu al  M ac h ine s

• 4  T ie r Sil os  
• H e te rog e ne ou s  O S
• Storag e  Sil os
• L ow  U til ization

• I P  C onne c tiv ity

• P e rim e te r Se c u rity

• A p p l ic ation Sil os
• D is trib u te d

• Se rv e r R e p u rp os ing
• V M  M ob il ity
• Storag e   
V irtu al ization

• V irtu al ize d N e tw ork  
Se rv ic e s

• V irtu al  F ire w al l s

• O p tim ization

• I nf ras tru c tu re  
A l ig ne d to 
A p p l ic ation 
Se rv ic e s  ( 7 x 2 4 )

• P ol ic y  B as e d 
M anag e m e nt

• I nte l l ig e nt D ata 
M anag e m e nt

• T ie re d R e c ov e ry
• U s ag e  and SL A -
b as e d F u nding  
M ode l

Legacy
D at a C en t er

V i r t u al
D at a C en t er

S e r v i c e  O r i e n te d
Da ta  Ce n te r

C o n s o l i d at ed
D at a C en t er

Co n s o l i d a ti o n  P ha s e V i r t u a l i z a ti o n  P ha s e
A u to m a ti o n  P ha s e

Co m p u te

S to r a g e

N e tw o r k

S e c u r i t y

A p p l i c a ti o n

• SA N s ,  V SA N s
• T ie re d Storag e

• C ons ol idate ,  
C e ntral ize

• C ons ol idate d 
N e tw ork  Se rv ic e s

• Se c u re  E ac h  
A p p l ic ation T ie r
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M u l tim ed ia C om m u nic ation & C ol l ab oration:  
U nl oc k ing th e Val u e

C o m m u n i cat e C o n n ect C o l l ab o r at e Lear n

Network
Ca l l  M a n a g er

H R M S
Corp ora te D a t a

I d en ti ty  M a n a g em en t
S ea rc h            A CNS

I n f r as t r u ct u r e an d  D at a 
F o u n d at i o n al  
T ech n o l o gi es

Network & DC Platform

• T el eP res en c e
• B 2 B  I P  V i d eo 
Con f eren c i n g

• CU P C

• M eeti n g  P l a c e
• W eb E x  an d  
W eb E x  C o n n ect

• V i d eo 
Con f eren c i n g

• News g rou p s

• E-L ea rn i n g• L i v e B roa d c a s t
• V O D
• CU V A / P ers on a l  
V i d eo

• Em a i l
• V oi c e M a i l
• I n s t a n t M es s a g i n g

E n t er p r i s e U n i f i ed  
C o m m u n i cat i o n  an d  

C o l l ab o r at i o n  
T ech n o l o gi es

Collab orati on  Platform

I n t er n et  W eb  2 . 0  
T ech n o l o gi es

• B l og s
• Ca s u a l  Ed i t i n g
• R S S  
Con s u m p t i on

• R S S  Crea ti on
• P od c a s ts
• U I 3 . 0 ,  U I 3 . 1
• En terp ri s e News

• D i rec tory   -
Ex p erti s e

• D i rec tory  - P rof i l e
• S oc i a l  
B ookm a rki n g

• W eb E x  C o n n ect
• D i rec tory  -
G rou p s

• D i s c u s s i on  
F oru m s

• W i ki s
• T a g g i n g
• C-V i s i on

• Ci s c op ed i a /
S a l es p ed i a

• CCoE

T h e N etw ork  a s th e P l a tf orm

U ni f i ed  C ol l a bora ti on &  C om m uni c a ti ons P l a tf orm
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C isco  D irect o ry  3 . 0
� C o m m u nit y / G ro u p 
a cces s ,  m a na g em ent

� U nif ied  P ro f il e
P r o f e s s i o n a l
P e r s o n a l

� Expert is e L o ca t io n
� S o cia l  B o o k m a rk ing
� P res ence
� C l ick -t o -D ia l / C h a t
� I nt eg ra t ed  D is cu s s io ns

� C o m m u nit y / G ro u p 
a cces s ,  m a na g em ent

� U nif ied  P ro f il e
P r o f e s s i o n a l
P e r s o n a l

� Expert is e L o ca t io n
� S o cia l  B o o k m a rk ing
� P res ence
� C l ick -t o -D ia l / C h a t
� I nt eg ra t ed  D is cu s s io ns
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Tel eP resenc e l oc ations of  E u rop ean C ou ntries 
F Y 0 8 :  4 4  U nits, 1 7  c ou ntries, 3 1  c ities

� A u s tr i a  ( V i e n n a )
� B e l g i u m  ( B r u s s e l s ,  K o r tr i j k )
�De n m a r k  ( Co p e n ha g e n ) 
� F r a n c e  ( P a r i s )
� F i n l a n d  ( H e l s i n k i )
� G r e e c e  ( A the n s )
� G e r m a n y  ( B e r l i n  ,  
Düs s e l d o r f ,  E s c hb o r n -
F r a n k f u r t,  H a l l b e r g m o o s ,  
S t u ttg a r t,  H a m b u r g )

� Ir e l a n d  ( Du b l i n )
� Is r a e l  ( S o u th N e ta n y a )
� Ita l y  ( M i l a n ,  M o n z a ,  R o m e ,  
V i m e r c a te )

� N e the r l a n d s  ( A m s te r d a m )
� N o r w a y  ( O s l o )
� P o r t u g a l  ( L i s b o n )
� S w e d e n  ( S to c k ho l m )
� S w i tz e r l a n d  ( Z u r i c h,  V a u d )
� S p a i n  ( B a r c e l o n a ,  M a d r i d )
� U n i t e d  K i n g d o m  ( B e d f o n t 
L a k e s ,  L o n d o n  Ci ty ,  
R e a d i n g )

E u r o p e

Over 60% Usage!! 

Over 300 TelePresence Cisco locations worldwide deployed
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P h ase 1  
D ep loy ment  

P lan
In s tr u c ti o n s  

1 . Cu t c a r e f u l l y  a l o n g  
o u ts i d e  e d g e s

2 . W r a p  a n d  t u c k  
a r o u n d  N o k i a ,  
S a m s u n g ,  
B l a c k j a c k  o r  Q .

iP h one D ep l oym ent… or not?
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SO A  and  SaaS enab l ing th e righ t E ntitl em ent:
Th e righ t su p p ort at th e righ t c ost

C o rrid o r
C ru is er

R o a d  
W a rrio r

M a j o r 
M o b il es T el ew o rk er F iel d  

F o rce

• Mobile within 
of f ic e > 2 0 %

• F ix ed  p hone line 
a nd  d es k

• H ea v y  a p p lic a tion;  
m ed i u m  em a il a nd  
p hone 

• Mu ltip le d ev ic es  
( la p top  a nd  p hone)

• T r a v els  ou ts i d e  
c a m p u s  r eg u la r l y

• Mobile ou ts id e the 
of f ic e > 7 0 %

• F ix ed  p hone line 
a nd  d es k

• H ea v y  em a il a nd  
p hone;  lig ht 
a p p lic a tion

• Ma ny  c a n u s e 
c onv er g ed  m obile 
d ev ic e

• O f ten a  telewor k er  
or  in r em ote of f ic e

• Mobile ins id e the 
of f ic e > 7 0 %

• S ha r ed  p hone 
line;  no d es k

• L O B  a p p lic a tion;  
hea v y  v oic e

• S p ec ia liz ed  
d ev ic es  c om m on

• N o c or p or a te of f ic e
• T r a v els  inf r eq u ently  
of ten to c a m p u s

• F ix ed  p hone line 
• L O B  a p p lic a tion;  
hea v y  v oic e

• Mobile ou ts id e the 
of f ic e >  7 0 %

• N o c or p or a te of f ic e
• T y p ic a ll y  r etu r ns  to 
c a m p u s  d a il y

• Ma y  ha v e s ha r ed  
p hone line 

• L O B  a p p lic a tions ;  
hea v y  v oic e
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S o l u t io ns f o r A l l  O f f ice M o b il e W o rk sp aces

• S i n gl e n u m b er  
r each   an d  s i n gl e 
v o i cem ai l  b o x

• C el l  t o  d es k  an d  
d es k  t o  cel l  p h o n e 
h an d o f f

• V o i ce,  p r es en ce,  
I M ,  co n f er en ci n g

• O n  cam p u s  l eas t  
co s t  r o u t i n g

R ou t e r / G W

C i s co  U n i f i ed  
C o m m u n i cat i o n s  
M an ager  w i t h  
U n i f i ed  M o b i l i t y

C i s co  U n i f i ed  
P r es en ce

C i s co  U n i f i ed  
P er s o n al  C o m m u n i cat o r

C i s co  U n i t y

C o rrid o r
C ru is er

C i s co  U n i f i ed  
W i r el es s  N et w o r k

M o b i l e B u s i n es s  
S o l u t i o n s  f r o m  C i s co  
an d  P ar t n er s  ( d u al  

m o d e)
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Sol u tions f or al l  M ob il e W ork sp ac es:  
F Y 0 9 :  D ual-mode mob ile p h ones@ h ome wit h  CV O

C i s co  U n i f i ed  
C o m m u n i cat i o n s  
M an ager  w i t h  
U n i f i ed  M o b i l i t y

C i s co  U n i f i ed  
P r es en ce

C i s co  U n i f i ed  
P er s o n al  C o m m u n i cat o r  +

P er s o n al  V I D E O

T el ew o rk er

• E x t en d  t h e o f f i ce 
s ecu r el y t o  t h e 
h o m e

• V o i ce,  v i d eo ,  
p r es en ce,  I M ,  
v i s u al  v o i cem ai l  
co n f er en ci n g i n  
o n e u n i f i ed  cl i en t

• S i n gl e n u m b er  
r each  an d  s i n gl e 
v o i cem ai l  b o x

I n t e r n e t

C i s co  U n i t y

C i s co  V i r t u al  O f f i ce 
( C V O )  S o l u t i o n

CVO enables us to cut Cisco telephony costs and
incr ease business capabilities@ H om e ( also f utur e ones…)

M o b i l e B u s i n es s  
S o l u t i o n s  f r o m  C i s co  
an d  P ar t n er s  ( d u al  

m o d e)
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Tom orrow :  Virtu al iz ation u nd erw ay…
O t h er asset s will c ome nex t

P r o c e s s o r  P o o l

S t o r a g e  P o o l

S erv ices  
V irt u a l iz a t io n
S erv ices  

V irt u a l iz a t io n
R es o u rces  

V irt u a l iz a t io n

Balanc es S erv ic es 
wit h  R esourc es

S erv ic es A v ailab le
E v ery wh ere,  A lway s

D atacenterA ssets
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T h e N ex t G en W eb  2 . 0  W o rk f o rce E x p erience

C a pturi ng  a nd  re-use of  v oi c e,  d a ta  a nd  v i d eo bec om es 
i ntui ti v e to use i n a  c ol l a bora ti v e m a nner,  a ny ti m e,  a ny w h ere

T o f i nd  th e ri g h t person w i th  th e ri g h t k now l ed g e 
a nd  ex peri enc e v i a  th e ri g h t ty pe of  c om m uni c a ti ons 

bec om es a s ea sy  a s m a k i ng  a  ph one c a l l
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Agenda

� IT Vision, Strategy & 
E x ec u tion

�Th e C u stom er E x p erienc e
� M easu ring Su c c ess
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IT  S u ccess M easu res F ram ew o rk

B usi ness V a l ue
• G ro w t h
• Experience
• P ro d u ct iv it y

I T  M a na g em ent
• O pera t io na l  Excel l ence
• R is k  M a na g em ent
• F ina ncia l

Em pl o y ee
• P ro u d  t o  w o rk  in I T
• D ev el o pm ent
• L ea d ers h ip
• O rg a niz a t io n A g il it y
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