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A h u gh  p o p u l at i o n. . .

~200m at ‚C EE'



© 2 0 0 6  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 lP r e s e n t a t i o n _ I D 4

. . . .  w i t h  an u nb ank ed p o t ent i al  
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. . . . . c r o s s  c o u nt r i es
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B ec o m es an i m p o rtant E uro p ean B ank i ng S ec to r
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Service Incidents by Channel

1IBT Market Pulse survey of 400 consumers from 6 regional markets ( A tlanta,  Boston,  C h icago,  D allas,  L os A ngeles and  S eattle) ,  multip le resp onses allow ed
S ource:  emarketer. com;  F inancial Insigh ts;  IBM Institute for Business V alue analysis, 2 003

Channel U sag e by Cu sto m ers
Percent Respondents1

8 6 %  o f  c u s to me r s  u s e  th e  b r an c h  at l e as t 
o c c as i o n al l y  d u r i n g  th e  y e ar  f o r  s o me  
i n te r ac ti o n s ,  o f te n  s e r v i c e -r e l ate d

G o  i n t o  a  b r a n c h

A T M  a t  p r i m a r y  b r a n c h

D r i v e  t h r o u g h

I n t e r n e t  b a n k i n g

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

86%

66%

20 %0 % 40 % 60 % 80 % 10 0 %

61 %

3 6%

5 %

IVR
1 0 %

Branch
4 6 %

C o n t a c t  
C e n t e r
4 1 %

W e b
3%

B ranc hes rem ai n a p ref erred  c hannel



© 2 0 0 6  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 lP r e s e n t a t i o n _ I D 8

S o u r c e :  F i n a n c i a l  I n s i g h t s ;  T o w e r  G r o u p ,  P r i m a r y  M a r k e t  R e s e a r c h -2 0 0 2  D e l i v e r y  C h a n n e l s ;  I B M  I n s t i t u t e  f o r  B u s i n e s s  V a l u e  a n a l y s i s ,  2 0 0 3

S t r o n g l y /  S o m e w h a t
A g r e e

S t r o n g l y /  S o m e w h a t
D i s a g r e e

Pref er to  ap p l y  f o r L o an o r O p en A c c o u nt v ia B ranc h  
rath er th an C al l  C enter

P e r c e n t  R e s p o n d e n t s 1

N e i t h e r N o  R e s p o n s e

66%

1 8%
1 0 % 6%

Pref er to  ap p l y  f o r L o an o r O p en A c c o u nt v ia B ranc h  
rath er th an O nl ine
P e r c e n t  R e s p o n d e n t s 1

S t r o n g l y /  S o m e w h a t
A g r e e

N e i t h e r S t r o n g l y /  S o m e w h a t
D i s a g r e e

N o  R e s p o n s e

69 %

1 6% 9 % 6%
Co m p lex  Service Incidents 

by Channel
Percent

B r an c h
6 2%

C o n tac t
C e n te r
3 8 %

A ssi sted  c hannels f o r c o m p lex  transac ti o ns
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The b ranc h rep resents a si gni f i c ant o p p o rtuni ty
f o r c hangi ng the c usto m er ex p eri enc e
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H o w  to  i m p ro v e c usto m er ex p eri enc e and  
sales p ro d uc ti v i ty  at y o ur R etai l b ranc hes ?

-- 2 0 0 6  R esu lts ---
R el ated  to  I P T el ep h o ny
O v eral l  c o sts l o w ered  b y  2 0 %
- S y stem ad ministratio n – 5 0 %  c o st 
- C ab l ing  ad ministratio n – 7 5 %  c o st 
- S erv ic e c o sts red u c ed
- C al l  c o sts red u c ed  1 5 %
- su b sc rib er in u nd er tw enty  minu tes
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H o w  to  i m p ro v e c usto m er ex p eri enc e and  
sales p ro d uc ti v i ty  at y o ur R etai l b ranc hes ?
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Value Add to Commodity Product
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S atis f action  D riv es  F uture R ev en ue
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What drive a Retail bank’s  branc h revenu e p erf o rm anc e?

F acilities
� O p en d u ring  th e w eek,  

and  w eekend s
� S al es and  inf o  material  

av ail ab l e
� B ranc h  staf f  f riend l y ,  

b ranc h  c l ean
� Priv ate meeting  p l ac es
� C o nv enient l o c atio n
� I P b ased  w eb  enab l ed  

A T M

Cu sto m er insig ht
� A c c ess to  c u sto mer d ata
� A w areness o f  c u sto mer h isto ry
� Pro b e f o r and  u se rel ev ant inf o rmatio n
� E x isting  d ata u sed  to  f il l  f o rms

� Pro p o rtio n o f  staf f  o n sal es
� I d entif y  and  reac t to  c u sto mer need s
� Pro v id e h o l istic  so l u tio ns
� F o l l o w  u p  and  p ro ac tiv e ap p ro ac h
� T ime to  c o mp l ete sal es
� A u to no my  to  c o mp l ete sal e in b ranc h

B r an c h  
R e v e n u e  

En h an c e me n t 
( B R E)  
i n d e x

Source:  Booz Allen Hamilton survey, 2006

P ro du ct k no w ledg e
� S al es staf f  ab l e to  answ er 

q u eries /  c o nc erns
� Pro d u c t sp ec ial ists 

av ail ab l e
� Pro d u c ts easy  to  

u nd erstand
� O f f er o th er p ro d u c ts o v er 

o w n

Sales f o cu s:  Cro ss selling
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U nex p l o ited  S y nerg ies
L imited  Po tential  f o r S y nerg ies

Curren t F ocus  f or R etail B ran ch  T ran s f ormation
Figure 1:  Current focus and unexploited synergies in branch renew al

Sales

Ser v i c e

P h y si c al
Sec u r i t y

M ar k et i n g

F ac i li t i es

Business Functions Br a nch  R enew a l  P r ior ities
I mp ro v e ‘sal es c u l tu re’ in b ranc h es ( f ac il itate b etter 
u p  and  c ro ss sel l ing ,  imp ro v e inc entiv isatio n
mec h anisms,  train staf f  etc . )
I mp ro v e c u sto mer ex p erienc e th ro u g h  h ig h er q u al ity  
and  imp ro v ed  targ eting  o f  serv ic e and  ad v ic e 
( imp l ement C R M  so l u tio ns,  d ev el o p  c u sto mer 
serv ic e b enc h marks etc . )
C h ang e sec u rity  inf rastru c tu re to  su it new  b ranc h  
l ay o u t;  u p g rad e o u td ated  tec h no l o g y  ( e. g .  mig rate to  
d ig ital  v id eo  su rv eil l anc e and  el ec tro nic  ac c ess 
c o ntro l )
I mp l ement new  el ec tro nic  marketing  c h annel s in th e 
b ranc h  ( e. g u til iz ing  p l asma sc reens o r sel f  serv ic e 
terminal s)

I ntro d u c e measu res to  imp ro v e th e b ranc h  
ex p erienc e f o r c u sto mers ( e. g c h ang e b ranc h  l ay o u t;  
instal l  c o f f ee mac h ines)

S tro ng  C u rrent F o c u s

S o u rc e:  D ata M o nito r
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� M any E u ro p ean bank s f o cu sed o n im p ro ving  the sales cap ability o f the 
branch

� R eco m m endatio ns
– Eq u i p  th e  b r an c h  s taf f  to  s e l l  e f f e c ti v e l y
– R e d e s i g n  th e  b r an c h  l ay o u t to  e mp h as i s e s al e s  o v e r  tr an s ac ti o n s
– P r i o r i ti z e  b r an c h e s  s e r v i n g  attr ac ti v e  c u s to me r  s e g me n ts
– M ak e  b r an c h e s  i n te g r al  to  mu l ti -c h an n e l mar k e ti n g  an d  s al e s

� W hat this m eans:   cu rrent branch transf o rm atio n f ro m  transactions to 
sales w ill be f o llo w ed by o ther p hases em p hasiz ing  advice to  cu sto m ers 

“F o rrester R esearc h  – M arc h  2 0 0 4 ”

R e-o rgani se the b ranc h f o r sales
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� O p tim iz e m u lti channel delivery o f  ex tended bank ing  
services in real tim e at the cu sto m er’s co nvenience

� Im p lem ent branch transf o rm atio n — link  all branches 
and disp arate leg acy ap p licatio ns

� G ain bro ader and deep er cu sto m er k no w ledg e to  
o f f er p ro du cts and services directed at the m o st 
valu ed cu sto m ers

“M u l ti  c h an n e l  i n te g r ati o n  i s  g ar n e r i n g  th e  atte n ti o n  o f  a g r o w i n g  n u mb e r  o f  b an k s .  
A l th o u g h  i t i s  f ar  f r o m b e c o mi n g  a mai n s tr e am e x e r c i s e ,  i t i s  mo v i n g  aw ay  f r o m th e  
e ar l y  ad o p te r  p h as e  to  b e i n g  a mo r e  f e as i b l e  i n i ti ati v e  f o r  b an k s  to  u n d e r tak e . ”

— Alenk a G realish .  
M anag er, Bank ing  G roup .  C elent C ommunications

T op business priorities of bank ing industry I T  executiv es

I ntegrated  m ulti  c hannel b ank i ng
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1 . Create a p o w erf ul 
Custo m er E x p eri enc e

2 . I m p ro v e the d eli v ery  
o rgani z ati o n to  d ri v e 
R ev enue G ro w th

3 . S tream li ne p ro c esses 
f o r E f f i c i enc y  and  
E f f ec ti v eness

4 .  A c hi ev e a f lex i b le 
I nf rastruc ture and  
B usi ness

F o ur c ri ti c al suc c ess f ac to rs
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Agenda
� The Current Challenges
� Ci sc o ’s V alue P ro p o si ti o n
� H o w  to  get there ?
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C i s c o  – T h e H u m an N et w o r k

S a n  J o s e ,  C A

H e r n d o n ,  V A

L o w e l l /
C h e l m s f o r d ,  M A

O t t a w a ,  C a n a d a

R a l e i g h ,  N C
R i c h a r d s o n ,  T X

L o n d o n
B r u s s e l s

T e l  A v i v
B a n g a l o r e

S h a n g h a i

S i n g a p o r e

S y d n e y

� 5 6 , 000 F T E i n  7 0 c o u n tr i e s
� 3 00+  o f f i c e  l o c ati o n s
� 1 / 3  En g i n e e r i n g / I T ,  1 / 3  S al e s ,  1 / 3  al l  o th e r s
� $ 4 B n R & D  i n v e s tme n ts , an n u al l y  ( 1 6 %  o f  r e v e n u e )
� $ 3 7 B n  ( + 26 % )  R e v e n u e  l as t f i s c al y e ar  07
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O u r  as p i r at i o n as  p ar t ner  t o  y o u

Establish a base for 
lon g -term  d ialog u e

S u p p ort in  m eetin g  
bu sin ess n eed s

B ec om e a tru sted  
p artn er on  
c om m u n ic ation  issu es

� U nderstand yo u r 
bu siness needs

� B ring  best o f  
breed Cisco  
k no w ledg e and 
ex p ertise to  F SI 

� H ave discu ssio ns 
beyo nd p u re IT -
f o cu s

� A dvice o n ho w  
techno lo g y can 
so lve IT  and 
bu siness 
challeng es

� P ro p o se so lu tio ns 
f o r relevant F SI 
o p p o rtu nities and 
p ain p o ints

� Co llabo rate 
o p enly o n 
bu siness issu es 
and techno lo g y 
so lu tio ns

� J o intly develo p  
inno vative 
so lu tio ns

� B e reco g niz ed as 
help ing  achieve 
bu siness g o als 
and so lving  
bu siness issu es



© 2 0 0 6  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 lP r e s e n t a t i o n _ I D 22

Ci sc o  I nd ustry  O f f eri ngs f o r F i nanc i al S erv i c es

IP + SecurityIP + Security• I nv estment B anking
• T rad ing  F l o o rs &  E x c h ang es
• M arket p artic ip ants
• A d v anc ed  T ec h no l o g ies:  W irel ess / R F I D
• I P C o mms F ro nt,  M id d l e &  B ac k O f f ic e

• I nv estment B anking
• T rad ing  F l o o rs &  E x c h ang es
• M arket p artic ip ants
• A d v anc ed  T ec h no l o g ies:  W irel ess / R F I D
• I P C o mms F ro nt,  M id d l e &  B ac k O f f ic e

F inancial M ark ets 
A dvanced 
Co m m u nicatio ns

• B ranc h  /  S to re T ransf o rmatio n
• W eb  b ased  A T M  c ash  mac h ines o v er I P
• C u sto mer C o ntac t C entre
• D ata C entre &  W id e A rea F il e S erv ers
• I nternet B anking   &   M o b il ity  B anking
• N etw o rk S ec u rity  M anag ement 
• B u siness and  D isaster R ec o v ery  - S atel l ite

• B ranc h  /  S to re T ransf o rmatio n
• W eb  b ased  A T M  c ash  mac h ines o v er I P
• C u sto mer C o ntac t C entre
• D ata C entre &  W id e A rea F il e S erv ers
• I nternet B anking   &   M o b il ity  B anking
• N etw o rk S ec u rity  M anag ement 
• B u siness and  D isaster R ec o v ery  - S atel l ite

R etail  B ank ing

• I ntel l ig ent B anking  N etw o rk
• S erv ic e O riented  N etw o rk A rc h itec tu re ( S O N A )
• A p p l ic atio n O riented  N etw o rking  ( A O N )
• W o rk Pl ac e Pro d u c tiv ity

• I ntel l ig ent B anking  N etw o rk
• S erv ic e O riented  N etw o rk A rc h itec tu re ( S O N A )
• A p p l ic atio n O riented  N etw o rking  ( A O N )
• W o rk Pl ac e Pro d u c tiv ity

N etw o rk ing  
Inf rastru ctu re

F o r
B ank ing

• O p eratio nal  R isk M anag ement
• B asel  I I  &  M I F I D
• G o v ernanc e &  C o mp l ianc e
• I nsu ranc e 
• Ph y sic al  B ranc h  S ec u rity  so l u tio ns
• C o nnec ted  B anking  R eal  E state

• O p eratio nal  R isk M anag ement
• B asel  I I  &  M I F I D
• G o v ernanc e &  C o mp l ianc e
• I nsu ranc e 
• Ph y sic al  B ranc h  S ec u rity  so l u tio ns
• C o nnec ted  B anking  R eal  E state

R isk   M anag em ent
&

Insu rance 

B ranc h  T ransf o rmatio nB ranc h  T ransf o rmatio n
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M ul ti C h a nnel  I nter a ction:
L ev er a g e th e v a l ue of  th e I P  netw or k  …. .

…a nd  T r a nsf or m  y our  custom er  r el a tionsh ip …

V i deo S u rv ei l l a nce 
A l a rm s
V i deo S u rv ei l l a nce 
A l a rm sI ntel l ig ent  Ba nk ing   N etw or kI ntel l ig ent  Ba nk ing   N etw or k

B ranc hB ranc h
C o ntac t C enterC o ntac t C enter

I nternet B ankingI nternet B anking

V i d e o  S u r v e i l l a n c e  
A l a r m s

S e c u r e  a n d  C o m p l i a n t

I n t e r a c t i v e  C r o s s  S e l l i n g

Improve Cost / Income Ratio

Cu stomer Centric Ch annel

A g i l e  I n f r a s t r u c t u r e

F a s t e r  P r o d u c t  C r e a t i o n
D ata
V o ice
V ideo
D ata
V o ice
V ideo

M o b il e B ankingM o b il e B anking A T M ’sA T M ’s
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Pers on aliz ed I n teraction s
R etail B an k in g

P ro d uc ti o n Transac ti o n I nterac ti o n

N eig h b our h ood  
of f ices
D if f er ent ex p er ts a t 
d if f er ent b r a nch es 

O nl ine a ccount 
m a na g em ent
A T M
N o sing l e v iew  of  
custom er

M ul ti-ch a nnel  
b a nk ing
R ev ita l ising  b r a nch
S ing l e v iew of  
custom er
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…R e s u l ts  i n  
D e l ay s  an d  

M i s s e d  D e ad l i n e s

…U n ab l e  to  
R e ac h  

C o w o r k e r s  o n  
F i r s t T r y …

…H av e  to  U s e  
M u l ti p l e  M e th o d s

o f  R e ac h i n g  
C o w o r k e r s …

C o mmu n i c ati o n  D e v i c e s  
an d  A p p s  P r o l i f e r ati n g …

Emp l o y e e s
I n c r e as i n g l y  M o b i l e …

D aily 5 2 %

D aily 3 6 %

M o nthly 2 2 %
6 . 4 T yp es o f  
D evices

2 7 % T raveling  
1 X  M o nth A vg .

S o u r c e :  S ag e  R e s e ar c h

C o m m u ni c at i o ns  I s  C o m p l ex  
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B ranc h

Customer

A d v i sor

C o ntac t 
C enter

���� � ��� � � �	� 
 � ��

B ac ko f f ic e

T el ew o rker
M o b il e W o rker

M ulti  Channel usi ng U ni f i ed  Co m m uni c ati o ns 
enab les b etter c usto m er serv i c e

Customer on si te

N etw o rk I V R

V id eo  A d v antag e

F il e transf erred  w ith  c al l
I nteg rated  A p p l ic atio ns
Present M anag ement
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C R M  i n te g r ate d  s al e s  
ag e n ts

F u l l  s e l f -s e r v i c e  
M u l ti me d i a k i o s k s

F u l l y  i n te g r ate d  w i th  
o th e r  c h an n e l s

T ar g e te d  c u s to me r  
me s s ag i n g

� Enable customers to buy 
si mp le p rod ucts ( eg .  small 
cred i t,  concert ti ck ets)

� P ro-acti v ely sug g ests and  up -
sells customers th roug h  
C R M -targ eti ng

� M anag i ng  p ersonal account 
and  low -v alue transacti ons

� L ow  cost ch annel

� A d v erti si ng  of  p rod ucts 
targ eted  at sp eci f i c customer

� P ai d  ad v erti si ng  f or th i rd  
p arti es

� C ustomer can v i d eo-li nk  to 
ad v i sor /  call-center f or 
p ersonal contact

� F ull access to customer 
p rof i le

IP -enabled,  
w eb based  

A T M s

A TM s - A  M ulti m ed i a i nterf ac e f o r self  serv i c es

Pre Pay 
M o b i l e

�� � � � �

�� � 	
 � � � � � �

T i c k et i n g

U rb an  
T ran s p o rt s

L o t t ery 
Pri z e 
C l ai m s

I n s t an t  C red i t  
v i a C as h  

R ec o g n i t i o n
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C R M  i n te g r ate d  s al e s  
ag e n ts

F u l l  s e l f -s e r v i c e  
M u l ti me d i a k i o s k s

F u l l y  i n te g r ate d  w i th  
o th e r  c h an n e l s

T ar g e te d  c u s to me r  
me s s ag i n g

� Enable customers to buy 
si mp le p rod ucts ( eg .  small 
cred i t,  concert ti ck ets)

� P ro-acti v ely sug g ests and  up -
sells customers th roug h  
C R M -targ eti ng

� M anag i ng  p ersonal account 
and  low -v alue transacti ons

� L ow  cost ch annel

� A d v erti si ng  of  p rod ucts 
targ eted  at sp eci f i c customer

� P ai d  ad v erti si ng  f or th i rd  
p arti es

� C ustomer can v i d eo-li nk  to 
ad v i sor /  call-center f or 
p ersonal contact

� F ull access to customer 
p rof i le

IP -enabled,  
w eb based  

A T M s

A TM s - A  M ulti m ed i a i nterf ac e f o r self  serv i c es
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T y p ica l  E x isting  R eta il  Br a nch  L a y out

Video
Recorder

Tape Storage

Access 
C o n t r o l  
S y st em

F i r e Al a r m  
S y st em

I n t r u d er  
Al a r m  
S y st em

D a t a
N et w o r k

T el ep h o n e
N et w o r k

An a l o g u e 
C C T V  
S y st em

Productiv ity s uf f ers  w ith  in dep en den t p latf orms
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A Con v erg ed B an k in g  N etw ork :
E s timated Poten tial O p ex s av in g s  >  3 0 %

Video
Recorder

Tape Storage

Plan Courtesy of ADT
Presentation_ID

An a l o g u e 
C C T V  
S y st em

Access 
C o n t r o l  
S y st em

F i r e Al a r m  
S y st em

I n t r u d er  
Al a r m  
S y st em

D a t a
N et w o r k

Telephone &
V i d eo 

C onf er enc e.
N et w or k

C onv er g ed  Br a nch  L a y out
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31

B ran ch  T ran s f ormation
Moving from Transaction to Interaction to Sales

• D y n a m i c  c o n t e n t  
p r o m o t e s  p r o d u c t s

• R e d u c e  p e r c e i v e d  w a i t -
t i m e

• F a s t e r  o n -b o a r d i n g
• C o n s i s t e n c y  o f  
c o r p o r a t e  m e s s a g i n g

• O n -d e m a n d  e x p e r t i s e
• S h o r t e r  s a l e s  c y c l e
• I n c r e a s e d  s a l e s

• U n i f i e d  C o m m u n i c a t i o n s
• C T I  w i t h  B u s i n e s s  A p p l i c .
• A d v e r t s / M a r k e t i n g
• K i o s k  /  A T M  I n t e g r a t i o n
• C e n t r a l i z e d  A r c h i t e c t u r e
• R e a d y  a c c e s s  t o  S M E

Branch Solutions D ig ital Sig nag e  V id e o on D e m andT e le P re se nce  
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D ig ital M edia:   Accelerate Product I n troduction s
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D ig ital M edia:   e-M erch an dis in g

B e n e f i ts  o f  D i g i tal  
S i g n ag e

• I n c r ea s ed  S a l es
• R ed u c ed  C o s t  a n d  
M a r k et i n g  A g i l i t y

• B et t er  c u s t o m er  s er v i c e

D i g i tal  S i g n ag e  O p p o r tu n i ty
• T a r g et ed  C o n t en t  D r i v en  b y :  
C u s t o m er ,  T i m e o f  D a y ,  
S c r een ,  L o c a t i o n

• I n t eg r a t ed  A p p l i c a t i o n s  
en h a n c e c u s t o m er  ex p er i en c e:   
R F i D ,  Q u eu e M a n a g em en t ,  S el f  
S er v i c e k i o s k ,  T el ep h o n y  a n d  
V i d eo

• P h y s i c a l  S ec u r i t y  
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D ig ital M edia:   e-L earn in g

R e al  B u s i n e s s  V al u e …
• A  U K  R et a i l  b a n k  s a w  c r o s s  s el l i n g  l ea d s  
i n c r ea s e b y  3 0 %  i n  p i l o t  b r a n c h es  r u n n i n g  a  
C i s c o  V i d eo  s o l u t i o n .

• F o l l o w i n g  a  t r a i n i n g  v i d eo  o n  t h e b en ef i t s  
a v a i l a b l e t o  ex i s t i n g  c u s t o m er s  b y  u p g r a d i n g  
f r o m  a  f r ee t o  a  c h a r g ea b l e a c c o u n t ,  t h e n u m b er  
o f  u p g r a d es  a l l  m o s t  t r eb l ed  i n  t h e b r a n c h es  w i t h  
a  v i d eo  t r a i n i n g  s o l u t i o n .

• A s  a  r es u l t  t h e B a n k  h a s  n o w  ex t en d ed  p i l o t  
f r o m  4 0 0  b r a n c h es  t o  o v er  1 , 2 0 0 .

B e n e f i ts  o f  e -L e ar n i n g  as  a to o l
• C o s t  ef f i c i en t  ( a n y w h er e)
• F l ex i b l e ( a n y t i m e,  i n d i v i d u a l l y  t a r g et ed )
• F a s t  ( s h o r t  r o l l -o u t  t i m e)
• Q u a l i t y  en s u r i n g  ( t r a c ea b i l i t y  f o r  t r a i n i n g  
m a n a g er s )
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T el eP r es enc e:  
B usi ness Co llab o rati o n w i th V i rtual B ranc h E x p erti se

TelePresence solution creates a 
liv e,  “f ace-to-f ace” lif e-siz e 
m eeting  ex p erience ov er th e 
b ranch  netw ork —em p ow ering  
users to interact and  collab orate 
lik e nev er b ef ore.

� Augments but does not replace existing access channels
� F aster reaction to customers changing circumstances
� B ring new  high net w orth customers into contact w ith B ranch
� Ability  to share documents and collaborate
� S horten the sales cy cle
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Transforming customer interactions in Retail Banking.
Telepresence in branches, board rooms and trading rooms

Th e Real E x p erience of Telep resence

BodyLanguage.mpg

1 3 2  T el eP r esen ce d ep l o y ed  
~ 4 4 %  Av er a g e u t i l i z a t i o n  

2 8 , 8 1 3  m eet i n g s  
5 , 8 8 3  cu st o m er  m eet i n g  

5 , 9 9 2 m eet i n g s a v o i d ed  ~  $ 4 6 m  t r a v el  co st s 
R ed u ced  7 , 1 4 5 , 4 2 2 7 cu b i c m et er s o f  em i ssi o n  
N u m b er  o f  ca r s o f f  t h e r o a d  eq u i v a l en t :  3 , 0 1 8
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Agenda
� The Current Challenges
� Ci sc o ’s V alue P ro p o si ti o n
� H o w  to  get there ?
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E x amp le of  Cis co‘s  B ran ch  T ran s f ormation

Analyze of today‘s  C AP E X  $  O P E X

� 3 5 %  t o 4 5 % * o f  c o s t s  a t  B a n d w i t h  a n d  C a b l e c o s t s

� 2 0 %  t o 5 0 % * o f  t o t a l  c o s t s  a t  V i d eo  a n d  A l er t s y s t em s

� 1 0 %  t o  2 0 % * o f  t o t a l  c o s t s  a t  d es k s  s y s t em s

� 7 0 % * o f  t o t a l  c o s t s  o f  T el ek o m m u n c a t i o n  a t  M a i n t en a n c e a n d  S er v i c es

*  C u s t o m e r ‘s  a n a l y z e  i n c l u d i n g  I T  r e l e v a n t  c o s t s  a t  R e t a i l  B a n k i n g  h e a d q u a r t e r ,  b r a n c h e s  a n d  s e l f -s e r v i c e  
P o S  o v e r  5 y e a r s
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� M P L S / V P N
� P A B X  t o  I P T  
� W L A N a s  

d es k s

� O p t i m i z e 
C a s h L o g i s t i c
S o l u t i o n

� W L A N a t  
P o S  a t  
B r a n c h es

� I P -b a s ed  
A l er t  
S y s t em s

� I P -b a s ed  
A c c es s  
C o n t r o l

� C o n s o l i d a t e 
N et w o r k  I n f r a

� M i g r a t e t o  
a l t er n a t i v e
D a t a -B a c k u p
S er v i c es

� D i g i t a l  M ed i a ,  
e-M a r k et i n g  
a n d  
A d v er t i s i n g

� I P -b a s ed
V i d eo -
S u r v ei l a n c e

E x amp le of  op timiz ed B ran ch  I n f ras tructure
R esul ts to - 3 5 %  a t a v er a g e Br a nch  I T  costs ?

P h a se I
<  1  Y e ar

P h a se I I
1  – 3  Y e ar s

P h a se I I I
>  3  Y e ar s

P o s s i b i l i ty  

Ef
fic

ien
cy

1

2

4

5
3

6

7

8

9

10

Ph ase I I I

Ph ase I I

Ph ase I
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E m p o w ered  B ranc h A rc hi tec ture:
M ulti p le S erv i c es – O ne Ci sc o  I S R  P latf o rm

R o u ti n gR o u ti n g

S w i tc h i n gS w i tc h i n g

W i r e l e s sW i r e l e s s

S e c u r i tyS e c u r i ty

U n i f i e d  C o mmu n i c ati o n sU n i f i e d  C o mmu n i c ati o n s

W A N / A p p  o p ti mi z ati o nW A N / A p p  o p ti mi z ati o n

N e tw o r k  M o n i to r i n gN e tw o r k  M o n i to r i n g

E m p o w ered  B ranc h

W A N  f l e x i b i l i ty ,  c o mp l e te  W A N  
o p ti mi z ati o n  s o l u ti o n

P e r v as i v e  s e c u r i ty ,  i n te g r ate d  V P N ,  
f i r e w al l ,  I P S ,  N A C ,  mo r e

B r an c h  b l u e p r i n t,  c o n s i s te n t b r an c h -H Q  
s e r v i c e s  f e atu r e s  an d  p e r f o r man c e

S e aml e s s  W i r e l e s s -W i r e l i n e  I n te g r ati o n

S i mp l i f i e d ,  i n te g r ate d  s o l u ti o n ,  w i th  l ate s t 
s e c u r i ty ,  v o i c e ,  v i d e o ,  d ata te c h n o l o g i e s

C r i ti c al  A s s e ts  C e n tr al i z e d .  G u ar an te e d  
P e r f o r man c e ,  S i mp l i f i e d  O p e r ati o n s

D i g i tal  M e d i a S y s te msD i g i tal  M e d i a S y s te ms



© 2 0 0 6  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 lP r e s e n t a t i o n _ I D 42

R ef erenc e – B P H  P o land  

-- 2 0 0 6  R esu lts ---
R e l a t e d  t o  I P  T e l e p h o n y
O v e r a l l  c o s t s  l o w e r e d  b y  
20 %
- S y s t e m  a d m i n i s t r a t i o n  –
50 %  c o s t  
- C a b l i n g  a d m i n i s t r a t i o n  –
75%  c o s t  
- S e r v i c e  c o s t s  r e d u c e d
- C a l l  c o s t s  r e d u c e d  15%
- s u b s c r i b e r  i n  u n d e r  
t w e n t y  m i n u t e s

- W L A N  H o t s p o t  s e r v i c e
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“T h e I B M  C i s c o  F r o n t  O f f i c e s o l u t i o n  m er g es  I B M  p r o d u c t s ,  s er v i c es ,  a n d  c o n s u l t i n g ,  w i t h  C i s c o  c o r e a n d  
a d v a n c ed t ec h n o l o g i es  a n d  a p p l i c a t i o n s ,  t o  en a b l e R et a i l  B a n k s  t o  p r o v i d e c u s t o m er s  w i t h  a  c o n s i s t en t  m u l t i -
c h a n n el  ex p er i en c e,  i n c r ea s e s a l es  a n d  s er v i c e p r o d u c t i v i t y ,  a n d g a i n  a c o m p el l i n g  r et u r n  o n  i n v es t m en t ”.  

I B M  an d  C i s c o  F r o n t O f f i c e  S o l u ti o n  El e me n ts

O p ti mi z e d  N e tw o r k

U n i f i e d  
C o m m u n i c a t i o n s

T h i n
B r a n c h C o n t a c t  C e n t e r

S e l f
S e r v i c e *

D i g i t a l  S e c u r i t y  
S u r v e i l l a n c e *

D i g i t a l
M e d i a *

* Under Development

R etai l B ank i ng F ro nt O f f i c e so luti o ns 
S m a r ter  Ba nk ing  in a  M ul ti C h a nnel  E nv ir onm ent

B an k i n g  S o l u ti o n  C e n te r @  I B M  B ar c e l o n a

w w w . ciscoib m . com
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A n O p ti m i z ed  N etw o rk  i s the F o und ati o n 
f o r B ank i ng A p p li c ati o ns and  S erv i c es

I P  T e l e p h o n y

A u d i o  
C o n f e r e n c e

I P  V i d e o  
C o n f e r e n c e

I P  C o n tac t
C e n te r

V i d e o
S u r v e i l l an c e

I P  A T M ’s  
an d  K i o s k s

E-L e ar n i n g  an d
E-M ar k e ti n g M e e ti n g  P l ac e

“W e b ” C o l l ab o r ati o n
C h at

W i r e l e s s

The N etw o rk  i s the P latf o rm

T e l e p r e s e n c e

C o n n e c te d  
R e al  Es tate

D i g i tal  M e d i a
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Conclusion:
I P  b a se d  I nf r a st r uct ur e  b r ing s op p or t unit ie s f or  sy ne r g y

P resent F uture

B r anc h  
I T

B ranch 
M ark eting

B r anc h  
S ec u r i ty

B r anc h  
I T

B ranch 
M ark eting

B r anc h  
S ec u r i ty

$ 2 . 2  b i l l i o n$ 5 6 6  b i l l i o n

$ 5 . 2  b i l l i o n

� I m p r o v e  c o o r d i n a t i o n  
b e t w e e n  p h y s i c a l / l o g i c a l  
s e c u r i t y

� C e n t r a l i z e  a c c e s s / c o n t r o l  
o f  s e c u r i t y  p r o c e s s e s  a n d  
d a t a

� I m p r o v e  “f r e s h n e s s ”
a c c u r a c y  a n d  r e l e v a n c y  
o f  m a r k e t i n g  t h r o u g h  
e l e c t r o n i c  i n -b r a n c h  
c h a n n e l s

� U s e  s e c u r i t y  
d a t a / i n f r a s t r u c t u r e  t o  
i m p r o v e  c u s t o m e r  
i n t e l l i g e n c e

� R e a l i z e  c o s t  s a v i n g s  
t h r o u g h  c o n v e r g e d  
n e t w o r k s

� R e d u c e  n e e d  f o r  g l o s s y  
m a r k e t i n g  c o l l a t e r a l

C o s t  S a v i n g s
N e w / e n h a n c e d  f u n c t i o n a l i t y
C u r r e n t  c o s t  ( e s t i m a t e  o f
E u r o p e a n  s p e n d  20 0 4)S o u r c e :  D a t a  M o n i t o r

V irtual
C ontact
C entres
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