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Collaboration
Enabling the Borderless Enterprise

Tim Stone
H ea d  of  C ol l a b or a tion Sol u tions
E u r op ea n M a r k ets
ts tone@ c is c o. c om
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C isc o  V isio n a nd S t ra t eg y
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W e’r e at  a M aj o r  I nf l ec t i o n P o i nt  
T h at  W i l l  C h ange t h e W ay  W e W o r k

“C o l l a b o ra t io n is t h e nex t  w a v e o f  p ro duc t iv it y ”

� Compliance/
� G ov er nance
� P olicy
� S ecu r it y

Legal S o c i et al

C o m p et i t i v e

T ec h n o lo gi c alB u s i n es s /
F i n an c i al

• G lob aliz at ion
• S cale � S peed
• P r od u ct iv it y

� E mpow er ed  employ ees
� Commu nicat ions  d r iv en w or k f low
� B or d er les s  ent er pr is e

• Cont inu ou s  Connect iv it y
• R eal-t ime inf or mat ion
• W eb  2 . 0 ,  S aaS

� Cons u mer -d r iv en
� G r een
� M ob ilit y

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

B u s i n es s /
F i n an c i al

T ec h n o lo gi c al

Legal

C o m p et i t i v e

S o c i et al
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Stock Price

N ew  Pa rtn ers h ip s

G l ob a l iz a tion
J ob  U n certa in ty

C om p etitiv e D if f eren tia tion

R ev en u e G row th

I n d u s try  C on s ol id a tion

E m p l oy ee M ora l e

C u s tom er L oy a l ty

R eta in in g  T a l en t

C os t C on ta in m en t

Prod u ctiv ity

Concerns & Opportunities In A 
Ch a l l eng ing  E conom y

I n n ov a tionT im e to M a rketSu p p l ier V ia b il ity Q u a l ity
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Distance Yourself From 
C omp etitors

B usiness Im pera tiv es In A Ch a l l eng ing  E conom y

Driv e T rue C ustomer 
I ntimacy

U nlock  E mp loy ee 
P otential

S av e to I nv est

T ransition T o A  
B ord erless O rg anisation
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D es ig n M a ke Sel l Serv ice
IT

H R

L O B . . .

O rg anisation S tructure

B or d er  /  Collab or at ion R eq u ir ement

E x p ansion

E x ternal P artners

P r o du c t i v e B o r der l es s  O r gani s at i o ns
It is also Challenging!
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C o l l ab o r at i o n G ap  U nder l i es  
M any  C X O  C o nc er ns
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C o l l a b o r a t i o n  o f  G r e a t
I m p o r t a n c e  ( " D e s i r e d

C o l l a b o r a t i o n " )

C o l l a b o r a t e d  t o  a
L a r g e  E x t e n t  ( " A c t u a l

C o l l a b o r a t i o n " )
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"Actual" Collaboration Falls Short of CEOs' Desired Level

“T h e  h u g e  g a p  b e t w e e n  t h e  
n e e d  f o r  c o l l a b o r a t i o n  a n d  
t h e  a b i l i t y  t o  d o  s o  i s  c l e a r l y  
a  s i g n i f i c a n t  r o a d b l o c k … ”
IB M  G l o b a l  C E O  S t u d y

C o l l a b o r a t i o n  G a p

S ou r ce:  I B M  G lob al CE O  S t u d y ,  2 0 0 6 ;  Cis co I B S G ,  2 0 0 8
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E m pow ered  Consum er
S up erio r 
C ust o m er 
E x p erienc e
� R elev ant
� P ersonaliz ed
� Q uick
� E asy  

T h e E m p o w er ed C o ns u m er
P ow er  S hif t and  M or e D em and ing Consu m er s

� I nf o rm a t io n-
a ny w h ere,  
a ny t im e

� G l o b a l  
C o m m unic a t io n 

� V irt ua l  S o c ia l  
N et w o rk s
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Companies whose 
c u st omer s ag r ee

Companies t hat  b el iev e
t hey  ar e pr ov id ing  
su per ior  c u st omer  

ex per ienc e

7 2 %  G ap

0 %
2 0 %
4 0 %
6 0 %
8 0 %
1 0 0 %

S u p er i o r  C u s t o m er  E x p er i enc e
Im p or tant B u t D if f ic u lt
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C u s tom ers

C ustomer 
I ntimacy

“G i v e m e f as t er ,  
b et t er  s er v i c e”

“Let  m e c o n t r i b u t e 
t o  t h e s o l u t i o n ,  let  
m e v o i c e m y  
o p i n i o n  ”

B u s in es s  L ea d ers

B usiness 
T ransformation

“T r an s f o r m  I T ,  
t r an s f o r m  o u r  

c u s t o m er s ,  t r an s f o r m  
t h e w o r ld ”

E m p l oy ees

T h e N ew  
W ork sp ace

“W h y  c an ’t  I  w o r k  
f r o m  h o m e?”
“Let  m e u s e a 
M ac !  W h y  w o n ’t  
y o u  s u p p o r t  m y  

i P h o n e?”

Pa rtn ers

C ross-C omp any  
C ollab oration

“G i v e m e eq u al 
ac c es s ”

“E m p o w er  m e,  
I n c l u d e m e,

H elp  m e h elp  y o u  ”
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Culture T ec h n o lo g yP ro c es s

Col l a b ora tion is th e P l a tf orm  f or B usiness
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Unified CommunicationsUnified Communications
I P T el ep h on yI P T el ep h on y C on ta ct C en terC on ta ct C en ter W eb  &  A u d io W eb  &  A u d io 

C on f eren cin gC on f eren cin g
U n if ied  M es s a g in gU n if ied  M es s a g in g

V ideoV ideo
D es ktop  V id eoD es ktop  V id eo T el ePres en ceT el ePres en ce V id eo C on f eren cin gV id eo C on f eren cin g

W eb  2 . 0  A p p l icationsW eb  2 . 0  A p p l ications
C is co W eb E x  C on n ectC is co W eb E x  C on n ect A p p l ica tion  D ev el op m en t T ool sA p p l ica tion  D ev el op m en t T ool s

…T h e N etw ork  is th e P l a tf orm  f or Col l a b ora tion

M ob il ity Secu rity Pol icy  M g m tA cces sD a ta  C en ter Pres en ce
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C o llab o r at i v e A p p li c at i o n s
Cisc o A pps P ar t ner  A pps Cu st omer  A pps

A P I

S a a SO n-P rem ises

V i d e o F i l e  
M g m t

C a l l
C o n t r o l

P o l i c y
M g m t

D i r e c t o r y  &
I d e n t i t y

V o i c e P r e s e n c e
&  L o c a t i o n

P o l i c y
M g m t

P r e s e n c e
&  L o c a t i o n

R o u t i n g  
&  Q u e u i n g

I M  &  
C h a t

C u s t o m
D a t a

D a t a
S h a r i n g

G l o b a l  D el iv ery  N et w o rk

Cisco Collaboration Architecture
T h e U n i f i ed  W o r k s p ac e
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Investment 
P r i o r i ti es
Investment 
P r i o r i ti es
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C o l l ab o r at i o n I nv es t m ent  P r i o r i t i es

U ser E x p erienc e TC OI nt ero p era b il it y
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C o l l ab o r at i o n I nv es t m ent  P r i o r i t i es

I nt ero p era b il it yI nt ero p era b il it y U ser E x p erienc e TC O
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C o l l ab o r at i o n I nv es t m ent  P r i o r i t i es

TC OI nt ero p era b il it y U ser E x p erienc eU ser E x p erienc e

C on s is ten t D es ig n  L a n g u a g e A cros s  
A l l  Prod u cts

M ob il ity :  Sea m l es s  in teg ra tion  in to 
iPh on e U E

Sin g l e U E  f or on  p rem is e a n d  on  d em a n d  
C l ien ts  a n d  C on f eren cin g  Prod u cts
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C o l l ab o r at i o n I nv es t m ent  P r i o r i t i es

U ser E x p erienc eI nt ero p era b il it y TC OTC O

E asier  to IN S T A L L  E asier  to IN S T A L L  •• M A N A G E  M A N A G E  •• M A IN T A IN  M A IN T A IN  
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T h e B u s i nes s  C as e

Bu
si
ne

ss
 V
al
ue

I nnov a tion

E mp l oy ee 
P r od u c tiv ity
Collaboration and 

E f f ic ie nc y

B u s ines s  
Tr a ns f or ma tion

B u s ine s s  A g ility  and M ark e t 
D if f e re ntiation

C onv er g enc e
I T  T CO —P ay s  f or I ts e lf
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TD M  
C o s t

“A s  Is ”
IP C

E q u i p m e n t
&

In s t a l l a t i o n
C o s t

S t a f f
S a v i n g s

Te l e -
w o r k e r
S a v i n g s

C o n f  &
To l l

B y p a s s
S a v i n g s

F a c i l i t i e s
&

M a i n t .
S a v i n g s

M A C s
S a v i n g s

P o s t -IP C
D e p l o y m e n t

C o s t

$600 $60 -$3 0-$2 0
-$5 0

-$2 0 $4 8 5

C o n n e c t i v i t y
S a v i n g s

-$3 0
-$2 5

Based on actual 
custom er  eng ag em ents

S am p le M od el O u tp u t

( $  in mil l ions)

1 .

1 .  C o s t  r edu c t i o n p o t ent i al  o f  5 -3 0 %
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� 4 4 8  b ranch es w ith  4 , 0 0 0  emp loy ees
� B est of B oth  W orld s – L ocal treatment central C all C entre
� 9 6 %  P C A  - O ne N umb er – C ustomer S atisfaction

R e g i o n a l
R e g i o n a l

C e n t r a l

L o c a l

S u p er i o r  C u s t o m er  E x p er i enc e

BusinessBusiness
V a l ueV a l ue
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S u p er i o r  C u s t o m er  E x p er i enc e - V i r t u al  
S al es  E x perts

Business
V a l ue

� S t op 1 0 -2 5 %  l ead  l eak ag e 
� Capt u r e 7 -9 %  ad d it ional  r ev enu e f r om H ispanic  mor t g ag e mar k et
� $ 1 6 0 M M / y r  r ev enu e impac t !

I n q u i r y  o u t s i d e B an k er ’s  
ar ea o f  ex p er t i s e/  c o m f o r t

1 C u s t o m e r  i n  
b r a n c h

I  n eed  an  
I n t er es t  
o n l y  
M o r t gage:  
c an  y o u  
as s i s t  m e? 

2 L o o k  f o r  a n  a v a i l a b l e  
M o r t g a g e  s p e c i a l i s t

Mortgage Sales Group

Ernest Epson

A l b ert A d a m s
B etty  B u rton
C h a rl i e C u m m i ng s
D a v e D ononv a n

Mortgage Sales Group

Ernest Epson

A l b ert A d a m s
B etty  B u rton
C h a rl i e C u m m i ng s
D a v e D ononv a n

O n e  C l i c k  t o  V i d e o -
c a l l ,  i f  n e e d e d …
O n e  m o r e  c l i c k  t o  
S c r e e n  S h a r i n g

3

Source: Sanitized Cisco VTG/Customer Business Transformation (CBT)  eng ag ement resul ts
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E n g a g e m e n t  &  S o l u t i o n

• I nc r eased  d emand  f or  heal t h ser v ic es
• D if f ic u l t  t o ac c ess d oc t or s in r emot e 
and  r u r al  ar eas

• S hor t ag e of  med ic al  ex per t s

C h a l l e n g e

• P u b l ic -pr iv at e par t ner ship ( Cisc o+  
S c ot t ish Cent er  f or  T el eheal t h +  N H S  
S c ot l and )

• G l ob al  c r oss-f u nc t ional  eng ag ement  t o 
d ev el op new sol u t ion

• S ol u t ion b ased  on Cisc o I P C/ U C,  T P ,  
U CC and  I P -b ased  M ed ic al  d ev ic es

• O ppor t u nit y  t o ’t r ansf or m’ heal t hc ar e 
d el iv er y  sy st ems r ad ic al l y

• I mpr ov ed  c it i z en ex per ienc e
• M or e ef f ec t i v e c ar e d el i v er y  mod el

C u s t o m e r  R e s u l t s

E n g a g e m e n t  &  S o l u t i o n

”H e a l t h P r e s e n c e  i s  a n  a s s e t  t o  
i m p r o v e  t h e  q u a l i t y  o f  

t e l e p h o n e  a d v i c e  a n d  t r i a g e .  
B e i n g  a b l e  t o  v i s u a l i s e  a n d  

h a v e  p h y s i o l o g i c a l  p a r a m e t e r s  
o n  a  p a t i e n t  w i l l  i m p r o v e  p a t i e n t  

c a r e ”
Dr Karyn Webster and Dr Fiona Mair

H ea l th c a r e Tr a ns f or ma tion

H eal t h P r es enc e
A n A lter nativ e H ealthc ar e D eliv er y  M od el
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Cisco L ea d s th e M a rk et in T ech nol og y ,  
S erv ices,  a nd  W ith  P a rtners

S ou r ces :  S y ner g y  R es ear ch ,  F r os t  &  S u lliv an,  G ar t ner  D at aq u es t ,  I D C,  I nt ellicom,  Cis co

W es tern  E u rop e 
E n terp ris e V oice 
M a rket Sh a re

W es tern  E u rop e 
E n terp ris e V oice 
M a rket Sh a re

T h e W orl d w id e L ea d er in  U n if ied  
C om m u n ica tion s

� # 1  in E nterp rise V oice
� # 1  in W eb  C onferencing
� # 1  in A ud io C onferencing
� # 1  in T elep resence
� # 2  in C ontact C enter
� # 2  in U nified  M essag ing
� G lob ally -recog niz ed ,  
aw ard -w inning  serv ices

0%
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A l c a t e l

N o r t e l

S i e m e n s
A v a y a

C is c o # 1 

M i t e l
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Co lla b o ra ti o n  i s  th e N ex t W a v e o f  P ro d uc ti v i ty

C ol l a b or a teC onnec t C ommu nic a te

M a j or T ra n s ition s  H a p p en in g  T od a y
C ol l a b ora tion  ca n  d riv e y ou r b u s in es s  im p era tiv es  

N etw ork is  th e p l a tf orm  f or col l a b ora tion
R a p id  R O I ,  l ow er T C O
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