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

~200m at ‚C EE'
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. . . .  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 
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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%
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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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