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A hugh population...

"™ Armenia 3
® Azerbaijan 8.3

® Bosnia 3.8

® Bulgaria 7.8

B Croatia 4.4

B Cyprus 0.8

® Czech Rep.10.2
® Estonia 1.4

® Georgia 4.7

" Greece 10.6

® Hungary 10.1

¥ Kazakhstani5.1
B Latvia 2.3
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population
about 440 m

Lithuania 3.5
Macedonia2

Moldavia 4.5 population

Poland 38.2 ) ' i about 160 m
Romania 21.7 I -~ == =

Russia 143.6
Serbia 10.6
Slovakia 5.4
Slovenia 2
Turkey 69.0
Ukraine 47.0
Belarus 9.9 -

~200m at ,CEE'



.... With an unbanked potential
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.....Cross countries

BG BiIH CRO CZ H PL ROJSCGISK SLO A

Population aged
15yrs+ (in m) 6.7 3.7 . - -

Have bank
relationship 37% 37% 83% 81% 65% 62% 50%

Not banked in m 42 19 06 16 3.0 114 89] 24 J08 00 01 13

81% 99% 98% 98%




Becomes an important European Banking Sector

[ ] Revenue CAGR below 0%
Revenue CAGR below 7%
Revenue CAGR 7-15%
Revenue CAGR above 15%

© Revenue pool 2005

681,0

European
revenue pool
USD billien, 2005

8,4

Revenue

growth CAGR

2000-2005, percent Western Central ;
Europe Eastern:
Europe |
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Branches remain a preferred channel .élllslélfl;
Channel Usage by Customers Service Incidents by Channel
Percent Respondents'’
Web
IVR 3%
Go into a branch 86% 10%
ATM at primary branch 66%
Branch
46%
Drive through 61%
Contact
Internet banking 36% Center
41%
computerin branch ] 5% 86% of customers use the branch at least
occasionally during the year for some

0% 26% 46% eo'% soé/o 100% interactions, often service-related



Assisted channels for complex transactions ' ::Il's' ::It:l:.

Prefer to apply for Loan or Open Account via Branch

rather than Call Center
Percent Respondents1

66%
18%
10%
> 6%
1
Neith No R
Strongly/ Somewhat etther Strongly/ Somewhat 0 Response
Agree Disagree

Prefer to apply for Loan or Open Account via Branch
rather than Online

69% Percent Respondents'’
Complex Service Incidents
16%
by Channel 9% 6%
Percent —

Strongly/ Somewhat Neither  Strongly/ Somewhat  No Response
Agree Disagree
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The branch represents a significant opportunity

for changing the customer experience il
CISCO




]
How to improve customer experience and TR
L) L) L)

sales productivity at your Retail branches ? ciSco

-- 2006 Results ---

Related to IP Telephony
Overall costs lowered by 20%
- System administration — 50% cost

- Cabling administration — 75% cost

- Service costs reduced
- Call costs reduced 15%

- subscriber in under twenty minutes

B .

— 2005 Results —

Banking profit up
271.2% YTY

Customers +28%
Deposits +29%
Mortgages +65%




How to improve customer experience and

sales productivity at your Retail branches ? il

CISCO

— 2005 Results — &

Banking profit up
27.2% YTY

Customers +28%
Deposits +29%
Mortgages +65%




Value Add to Commodity Product N
cisco

Prevailing prices for
various coffee offerings

Per Cup Per Cup Per Cup

Commodity Good Service Experience

Graphic: BusinessWeek, 2005
Source: Pine and Gilmore, The Experience Economy, 1999




Satisfaction Drives Future Revenue -::ll'!_:::lé-

After 12 Months
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Not at all Not Very Satisfied Very
Satisfied Satisfied Satisfied

Source: Global Bank Retail Operations , 1HO5



What drive a Retail bank’s branch revenue performance?

Existing data used to fill forms

Sales focus: Cross selling

Source: Booz Allen Hamilton survey, 2006
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Current Focus for Retail Branch Transformation

Figure 1: Current focus and unexploited synergies in branch renewal

Service

Physical

S t

Marketing

Facilities

[ ] Unexploited Synergies
[ Limited Potential for Synergies Source: Data Monitor



Re-organise the branch for sales
CISCO

= Many European banks focused on improving the sales capability of the
branch

= Recommendations
— Equip the branch staff to sell effectively
— Redesign the branch layout to emphasise sales over transactions
— Prioritize branches serving attractive customer segments
— Make branches integral to multi-channel marketing and sales

= What this means: current branch transformation from transactions to
sales will be followed by other phases emphasizing advice to customers

“Forrester Research — March 2004”



Integrated multi channel banking CISCO

Top business priorities of banking industry IT executives

= Optimize multi channel delivery of extended banking
services in real time at the customer’s convenience

= Implement branch transformation — link all branches
and disparate legacy applications

= Gain broader and deeper customer knowledge to
offer products and services directed at the most
valued customers

“Multi channel integration is garnering the attention of a growing number of banks.
Although it is far from becoming a mainstream exercise, it is moving away from the

early adopter phase to being a more feasible initiative for banks to undertake.”
— Alenka Grealish.

Manager, Banking Group. Celent Communications
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Four critical success factors 1T
CISCO
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Cisco — The Human Network

London

“Brussels

Ottawa, Canada

. Lowell/

San Jose, CA Chelmsford, MA
Q ‘ Herndon, VA ‘ Tel Aviv
Raleigh, NC
Richardson, TX Eangalore

= 56,000 FTE in 70 countries

= 300+ office locations

= 1/3 Engineering/IT, 1/3 Sales, 1/3 all others

= $4Bn R&D investments, annually (16% of revenue)
= $37Bn (+26%) Revenue last fiscal year 07

Shanghai



Our aspiration as partner to you

Support in meeting
business needs

= Advice on how
technology can
solve IT and
business
challenges

= Propose solutions
for relevant FSI
opportunities and
pain points

Establish a base for
long-term dialogue

= Understand your
business needs

= Bring best of
breed Cisco
knowledge and
expertise to FSI

= Have discussions
beyond pure IT-
focus




ol
Cisco Industry Offerings for Financial Services .c|5.cn.

» Branch //Store Transformation
*Web based ATM cash machines over |P.
» Customer Contact Centre
B . Data Centre & Wide Area File Servers
* Internet Banking & Mobility:Banking
» Network Security Management
» Business and| Disaster, Recovery: - Satellite Branch Transformation

Retail Banking

* Investment Banking
* Trading Eloors & Exchanges
¥ . Marketparticipants
» Advanced Technologies: Wireless /REID
» [P Comms Front, Middle & Back Office

Financial Markets

Advanced
Communications

» Operational Risk-Management

* Insurance
» Physical Branch Security solutions
» Connected Banking ReallEstate

Insurance

Networking s Intelligent Banking Network

Infrastructure s Service Oriented Network Architecture (SONA)

Risk Management
' Basel/lll& MIEID
& » Governance & Compliance

For . Application Oriented/Networking (AON)

Banking - Work Place Productivity




Multi Channel Interaction: | I
Leverage the value of the IP network ..... LR Y
...and Transform your customer relationship... CI5CO

Contact Center

Interactive Cross Selling

ustomer Centric anne

Intelligent, Banking Network

Agile Infrastructure

Improve Cost / Income Ratio

=T el
= ¥
Mobile Banking ATM’s




Personalized Interactions

Retail Banking

Neighbourhood
offices

Transaction

— | ATM

management banking
ATM Revitalising branch

of
customer



Communications Is Complex

Communication Devices ...Unable to
and Apps Proliferating... Reach .
Coworkers on ...Results in
First Try... Delays and

Missed Deadlines

...Have to Use

Multiple Methods - .
of Reaching |,m?p'ar@t;|’wgv

thedop’&Bottom/Lline

Employees
Increasingly Mobile...



Multi Channel using Unified Communications OO0 O
enables better customer service -
Contact E
Center .
Backoffice %EDE'UFWH iv
Customer % g

Teleworker

Mobile Worker
Network IVR i

File transferred with call
Integrated Applications

SFinancial Connect Express

s Rasioaon Present Management

Recent Transactions Video Advantage
Deposit: $TE8.2T 12/12/03

Advisor Branch Customer onsite




ATMs - A Multimedia interface for self services
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Wiomer can video-link to
advisor / call-center for
personal contact

= Advertising of products
targeted at specific customer
= Paid advertising for third

= Full access to customer
2:1‘|°ﬂvai|:lan ‘ " Ingreso

do ibroas

sin sobre

profile

Venta de

billetes
de transporte




ATMs - A Multimedia interface for self services

gmg personal account
SImple prOdUCtS (eg sma !Qw-value transactions
credit, concert tlckets) = Lowcostchannel

= Pro-actively suggests a ggﬁ

-
x =

...
“ﬁﬁéﬁﬁﬁﬁéﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁ“ - %%%%%%%%%%%%%%%ﬁ:“::ﬁ%%%%%%%%%%%%%%%%%%%%%%%%%%%%%ﬁ%%%ﬁ%
. e .
% -

. .

xaxaxxxaxaxaxxaxaxaxaxaxaxaxaxaxax
- ﬂaaaaaaaaaaaaaaaaawaawwwVVWVVWVVWVVWVVWV
- -

-
.

L

-
-

E
xxaxxxaxaxaxxaxaxaxaxaxaxaxaxﬂxa

-

]

pE

.

e

T
-

naagxxxxxxxxxa

.
.

ey

. Advertising of products E Wﬁ%’fomer can V|deo I|nk to

.

targeted at specific customer advisor / call-center for
= Paid advertising for third personal contact

= Full access to customer
profile

¢




e
Productivity suffers with independent platforms

Typical Existing Retail Branch Layout

Jata @ Fire Alarm
=S System
@)
o()Ho
O e

Interloc




A Converged Banking Network:
Estimated Potential Opex savings > 30%

Converged Branch Layout

Fire Alarm
System

Data
Network

Access
Control
System

Analogue
CCTV

System

elephone &
Video
Conference.
Network

Intruder
Alarm
System

Plan Courtesy of ADT
Presentation_ID



Branch Transformation
Moving from Transaction to Interaction to Sales

I
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Branch Solutions Digital Signage Video on Demand

» Unified Communications e Dynamic content e On-demand expertise e Faster on-boarding
» CTI with Business Applic. promotes products » Shorter sales cycle e Consistency of
» Adverts/Marketing e Reduce perceived wait- ¢ Increased sales corporate messaging

» Kiosk / ATM Integration time
» Centralized Architecture
» Ready access to SME



e
Digital Media: Accelerate Product Introductions

Traditional FS Product Rollout Process

New Product Development

XEXRRBRRAR A& KR X%
X% XX XX REXE K& XA
XS XX XSRS XA XA XA

Time

New Product Development




Digital Media: e-Merchandising

Benefits of Digital
Signage

* Increased Sales

* Reduced Cost and
Marketing Agility

» Better customer service

Digital Signage Opportunity

« Targeted Content Driven by:
Customer, Time of Day,
Screen, Location

 Integrated Applications
enhance customer experience:
RFiD, Queue Management, Self
Service kiosk, Telephony and
Video

* Physical Security




o
Digital Media: e-Learning

Benefits of e-Learning as a tool

» Cost efficient (anywhere)

* Flexible (anytime, individually targeted)

» Fast (short roll-out time)

» Quality ensuring (traceability for training
managers)

File Edit View Favorites Tools  Help

) - @ B @ 2o
de

Real Business Value...
* A UK Retail bank saw cross selling leads

increase by 30% in pilot branches running a N
Cisco Video solution. o
» Following a training video on the benefits — [———
available to existing customers by upgrading i R

from a free to a chargeable account, the number
of upgrades all most trebled in the branches with
a video training solution.

* As aresult the Bank has now extended pilot
from 400 branches to over 1,200.

Jetzt Aktionszins sichernt

mit dem besten Online-A

Kostenlose Kontofilhrun
PTAR auf Ihr Handy, Db

Echizeit. Giro extra plus. ko
GCard und Depat

» Familie
absichern?

= @ )
|\ |
» Ruhestand %}‘3

- genieBen? ¢ ) |

Top-Angebote fur Privatkunden

Baugéld schon ab &, 00 % nom.




TelePresence:
Business Collaboration with Virtual Branch Expertise

TelePresence solution creates a
live, “face-to-face” life-size
meeting experience over the
branch network—empowering
users to interact and collaborate
like never before.

= Augments but does not replace existing access channels

= Faster reaction to customers changing circumstances

= Bring new high net worth customers into contact with Branch
= Ability to share documents and collaborate

= Shorten the sales cycle



The Real Experience of Telepresence il

132 TelePresence deployed
~44°% Average utilization
28,813 meetings
5,883 customer meeting
5,992 meetings avoided ~ $46m travel costs
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Example of Cisco‘s Branch Transformation

e Analyze of today's CAPEX $ OPEX

Ameitsplitze
FiliaMiche
Anzahl

5B Technik
Geldausgabeautomat (GA4)

il = 35% to 45%* of costs at Bandwith and Cable costs

Cash Recyding Syaem (CRS)
Summe 5B Gerdte

mmm’::platze inkl. Sevice H
P tetephion (1 5 eve) = 20% to 50%* of total costs at Video and Alertsystems
Thin Glert lalplts (1 5 vy
Lazardrucker
batpistze o o)
- = 10% to 20%* of total costs at desks systems
Wt (1 s
Betrieh in Eigenregie (1 Jahr)

atung & Betih (i 5 Jatre) = 70%™ of total costs of Telekommuncation at Maintenance and Services

Telekommunikation

Hetzwerk
Metzwerkyerite
CAPEX fir alle G5
Wiattung (1 Jahr)

e * Customer's analyze including IT relevant costs at Retail Banking headquarter, branches and self-service

Hetzwerk PoS over 5 years
Video- und Alanmiechnik

“ideolbersachungssystem l.au = Zouuue UL UL

CAPEX fir alle G5 125.000 € 950.000 € 480.000 £ §0.000 £ 1.635.000 €

Wartung (1 Jahr) 243.250€pa. 1.860 € 3.730% 6.000% 6.000 €

Bietrieh in Eigenregie (1 Jahr) 100000 €pa. 70 £ 1.530€ 2450€ 2450 €

Wartung & Betriek (fir 5 Jabre) 13.250 € 26.400€ 42.250€ 42250 £

Video- und Alamtechnik 25.750 € 51.400 £ 82.250 £ 82250 £
Latungs- Verkabelungskosten

Kosten fir Metzaetkschrank 500 € 1.000€ 1.000€ 1.000 €

Anzahl der 5B Gerde 3 B 9 1"

Anzahl der Aheitsplitze §Mitarbeiter 1) 3 <] a0

“erkabelung TS5 € 930 £ 34004 9.630€ A7 G50 €

“erkabeung Summe 930 € 3400 9.630€ AT 650 €

CAPEX fir alle GS 9.500 £ 129.200 € 118.200 £ 35.300 £ 292200 €

Kogten filrWiitverk ehrsnetz (1 Jahr) 3.000 £ 4 800£€ 12.000€ 12.000 £

Kosten flrWeitverk ehrsnetz (fir 5 Jehre) 15.000 £ 24.000€ 60.000 £ B0.000 £

Kogten fir Telefongebihren (pro Monst) TS € o€ SEeE 16875 € 3750 €

KWogten fir Telefongebihren (fir 5 Jshre) o€ 22.500€ 112500 € 225000 €

Leitungs- und sh 15.950 £ 49.900 € 182.350 £ 302.650 £




Efficiency

Example of optimized Branch Infrastructure
Results to - 35% at average Branch IT costs ?

Phase |
<1 Year
SO - MPLSVPN -
(% - PABXto IPT
@ @ = WLAN as
desks
Phase ll
Possibility

Phase lll

Phase Il

1 -3 Years

Consolidate
Network Infra

Migrate to
alternative
Data-Backup
Services

Digital Media,
e-Marketing
and
Advertising

IP-based
Video-
Surveilance

Optimize
Cash Logistic
Solution

WLAN at
PoS at
Branches

IP-based
Alert
Systems

IP-based
Access
Control



Empowered Branch Architecture:
Multiple Services — One Cisco ISR Platform

Empowered Branch

Simplified, integrated solution, with latest
security, voice, video, data technologies

WAN flexibility, complete WAN
optimization solution

Critical Assets Centralized. Guaranteed
Performance, Simplified Operations

Pervasive security, integrated VPN,
firewall, IPS, NAC, more

Seamless Wireless-Wireline Integration

Branch blueprint, consistent branch-HQ
services features and performance




vl
Reference — BPH Poland cI1SCO

-- 2006 Results ---
Related to IP Telephony

Overall costs lowered by
20%

- System administration —
50% cost

- Cabling administration —
75% cost

- Service costs reduced
- Call costs reduced 15%

- subscriber in under
twenty minutes

- WLAN Hotspot service




Retail Banking Front Office solutions NI
Smarter Banking in a Multi Channel Environment CISCO.

“The IBM Cisco Front Office solution merges IBM products, services, and consulting, with Cisco core and
advanced technologies and applications, to enable Retail Banks to provide customers with a consistent multi-
channel experience, increase sales and service productivity, and gain a compelling return on investment”.

Banking Solution Center @ IBM Barcelona IBM and Cisco Front Office Solution Elements

Self |1  Digital | |7
Service*

m
- Emm j a \ : Unified
, 4 2 ' @ : Communications

U ,
WebSpeve ——

* Under Development

www.ciscoibm.com




An Optimized Network is the Foundation
for Banking Applications and Services

Telepresence

Digital Media

IP Contact IP Video
o Audio Center Conference

/ Video

Surveillance

Wireless

el B—
e meetmgr
E-Learning and =

E-Marketing Chat Meeting Place ,
“Web” Collaboration IP ATM’s Connected

and Kiosks Real Estate




Conclusion:

IP based Infrastructure brings opportunities for synergy

Present

$5.2 billion

$566 billion

$2.2 billion

Source: Data Monitor

= Improve coordination
between physical/logical
security

= Centralize access/control
of security processes and
data

= Use security
data/infrastructure to
improve customer
intelligence

Future

» Improve “freshness”
accuracy and relevancy
of marketing through
electronic in-branch
channels

' Cost Savings

New/enhanced functionality

Current cost (estimate of
European spend 2004)
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CISCO

A world leader in networked solutions and services
for the Global Financial Services Industry




